
INDUSTRY
Financial services

LOCATION
Queensland, Australia

KEY CHALLENGES

Implement a secure, 
scalable virtualized desktop 
environment to enable 
teleworking, simplify 
management and improve 
performance

SOLUTION
Deploying VMware View 5 
on thin clients, laptops and 
desktops provides staff with 
more flexible work options, 
eases the management task 
for the IT team and ensures 
significant cost savings

BUSINESS BENEFITS

•	Introduced teleworking 
to provide staff members 
with more flexible working 
options, retain talented 
personnel and access 
potential employees who 
need or want to work from 
home  

•	Eliminated the need to hire 
additional IT staff to service 
a 40 per cent increase in 
service desk calls due to a 
rise in staff headcount 

VMWARE CASE STUDY

Allianz Global Assistance is the world’s leading assistance services and travel insurance 
provider. In Australia and New Zealand, Allianz Global Assistance helps more than         
1.4 million people connect with networks of service providers to meet a range of needs. 

                                                                                                                                                               

The Challenge

Allianz Global Assistance has grown 
rapidly recently, adding 100 people to 
its Australian and New Zealand team 
between July 2011 and July 2012. To 
provide this burgeoning workforce with 
the tools to be productive, the business 
had to implement a manageable end-user 
computing environment that provided a 
consistent experience.

This environment had to be easy and 
cost-effective to deploy, configure, 
manage and maintain, and to scale in 
line with the company’s growth. Most 
importantly, it had to be user-friendly 
to minimise training requirements and 
ensure staff acceptance. 

However, these were not the only 
priorities. Without leasing new floors 
or buildings, Allianz Global Assistance 
wanted to relieve the strain on office 
facilities caused by adding so many new 
people. This situation prompted the 
organisation to initiate teleworking. 

“Teleworking has proven to be an 
effective arrangement for Allianz Global 
Assistance overseas – around 30 percent 

Allianz Global Assistance Uses VMware View 
to Relieve Strain on Office by Allowing Staff 
to Telecommute 

of our Dutch workforce work from home,” 
said Luc Derix, Chief Information Officer, 
Allianz Global Assistance. “By giving our 
people this option in Australia, we could 
overcome our space constraints, retain 
talented staff and tap into a market of 
potential employees who, due to personal 
circumstances, need or want to work 
remotely.” 

The Solution 

Allianz Global Assistance has used 
VMware®’s server virtualization 
technologies since 2009. Impressed by 
their robustness and functionality, the 
company looked to the vendor for a 
desktop virtualization solution.

“We did a proof-of-concept on VMware 
View™ and it was very well received,” said 
Derix. “We had been using other remote 
access solutions to log in remotely and 
our users said VMware View was much 
more user-friendly. This positive user 
feedback was a key reason for choosing 
the VMware product.” 

The Allianz Global Assistance IT team also 
found VMware easier to manage and  

Assistance services and travel insurance provider implements 
virtual desktops to standardise the user experience, improve 
the performance of customer-facing staff and retain talented 
people.     



03/12

VMware, Inc. 3401 Hillview Avenue Palo Alto CA 94304 USA Tel 877-486-9273 Fax 650-427-5001 www.vmware.com
Copyright © 2012 VMware, Inc. All rights reserved. This product is protected by U.S. and international copyright and intellectual property 

laws. VMware products are covered by one or more patents listed at http://www.vmware.com/go/patents. VMware is a registered 

trademark or trademark of VMware, Inc. in the United States and/or other jurisdictions. All other marks and names mentioned herein 

may be trademarks of their respective companies. Item No: VMware-Allianz-Global-Assistance-12Q3-EN-Case -Study

“We did a proof-of-concept on 
VMware View and it was very 
well received. Our users said 
VMware was much more user-
friendly than other desktop 
virtualization technologies, 
and their positive feedback 
was a key reason for choosing 
VMware.”

Luc Derix 
Chief Information Officer  
Allianz Global Assistance

VMWARE FOOTPRINT

VMware ESXi

VMware View

APPLICATIONS VIRTUALIZED

Call centre operations, claims 
processing and medical case 
management system, Microsoft Office 
2003, Microsoft Office 2007, Avaya 
telephony

PLATFORM

HP DL380 G6 and G7 servers

View environment is provisioning 
Microsoft Windows XP virtual 
machines

vSphere environment is provisioning 
Microsoft Windows Server 2008 R2

EMC VNX5500 Unified Storage 
System 

two hours for a laptop.” The provisioning 
process is similarly smooth for 
teleworkers; connecting an employee’s 
desktop or laptop over the corporate 
network to a View desktop takes about 
20 minutes. The security features of 
VMware View also played a key role in 
Allianz Global Assistance’s decision to 
implement teleworking. “The software 
ensures the user login process is highly 
secure and encrypted before they can 
use our major operational system, Office 
applications and the Avaya telephony 
system,” said Derix. “Because the 
environment is refreshed upon log-off, 
there is much less chance of viruses or 
malware spreading across our network.”

According to Derix, employees are 
pleased with the opportunity to 
work from home or another location. 
“Teleworking helps with employee 
retention and allows us to employ 
talented people who might otherwise not 
be available because they live outside 
of city centres or just want the option 
to work from home.” For example, 
Allianz Global Assistance has a medical 
helpline that policyholders can use if 
they need assistance. The company calls 
on qualified health professionals such 
as nurses to respond to these calls. By 
offering teleworking as an option, Allianz 
Global Assistance can employ medical 
experts across the country, whether they 
live in cities or rural or remote locations. 
The virtual desktop environment is also 
proving considerably easier to manage 
than a physical desktop fleet. The growth 
in Allianz Global Assistance’s headcount 
has led to a 40 percent increase in service 
desk calls. However, Derix has not had 
to employ more IT staff members in 
response to the additional workload. 
“Moving to VMware View and thin clients 
has actually resulted in us saving the 
equivalent of a quarter of a full-time 
equivalent staff member. The number of 
service calls is also coming down.”

In June 2012, Allianz Global Assistance 
launched a trial of VMware View on the 
Apple iPad. “We issued iPads to five 
senior claims managers to give them 
access to company data and applications, 
with fantastic results. The operations 
manager raves about the enhanced 
functionality and mobility.”

more intuitive to set up. The 
organisation’s technicians particularly 
liked the fact the VMware Linked Clone 
and VMware View Composer functions 
enabled them to easily scale up and down 
the number of available desktops. Over 
six months from November 2010, Allianz 
Global Assistance began setting up, 
configuring and installing VMware View 
5. The organisation hosted the virtual 
desktops on four HP servers, supported 
by an EMC storage area network.  Users 
access the virtual machines using a thin 
client terminal, a laptop or a desktop 
running the VMware View client. In April 
2011, Allianz Global Assistance went live 
with VMware View on eight thin client 
terminals in its newly opened Auckland, 
New Zealand office.  “All we did was 
deploy some network switches and a 
router to connect the Auckland office to 
our facility here in Brisbane,” said Derix. 
“The whole setup took approximately 
one day.”  The organisation followed the 
Auckland deployment with rollouts of thin 
client terminals running VMware View at 
its Brisbane and Southport offices. By 
July 2012, employees in the call centre 
and insurance claims departments were 
using 120 thin clients to access their 
virtual desktop environments. Based on 
the employees’ role, these environments 
include the major operational system 
used for Allianz Global Assistance’s call 
centre operations, claims processing and 
medical case management, Microsoft 
Office and other business applications, 
and Avaya telephony software.

Business Results & Benefits

Because Allianz Global Assistance 
decided to deploy VMware View on fast, 
powerful servers, its employees have 
benefited from improved application 
performance.  “Our call centre and 
claims team members can work more 
productively and serve a greater number 
of customers because their machines 
are operating efficiently,” said Derix. 
The combination of VMware View and 
thin clients also enables Allianz Global 
Assistance to make new employees 
productive contributors more quickly. 
“Deploying a thin client to access a 
VMware View desktop environment 
is more efficient than provisioning a 
desktop or laptop,” said Derix. “We can 
do this in 10 minutes, compared to around 
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