
An Anunta Case Study

Fullerton India Credit Company Limited leveraged a routine desktop 
refresh cycle to completely overhaul application delivery using 
virtualization technology and an innovative new managed services 
model from Anunta called Application Delivery as a Service (ADaaS). 
Fullerton was able to achieve improved productivity, application 
availability and end-user satisfaction. 
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     Our objective was to go beyond an IT upgrade to deliver business benefit. 

One of the key components of the overall design was to deliver this through a 

fully managed service model which ensured that a transformation of this size 

was achieved on time and with zero business interruption. Today the internal 

IT team working with Anunta as a partner has ensured that Fullerton is future 

ready through well-defined milestones and SLAs.

Samir Khare, CIO, Fullerton India Credit Company Ltd.   

“

“

Introduction

The Challenge

Fullerton India Credit Company Limited (FICC) is one India's leading non-banking finance 
companies (NBFC) with over one million customers and 5,500 employees. The Company's 
operations span 360 branches spread over 400 towns and cities and over 15000 villages 
across India. The strong growth in India's BFSI market was creating ongoing demand to 
react quickly to a dynamic market. Fullerton found itself cramped by its old legacy systems. 
Change was imperative, but that change was difficult to bring about.

Having made a relatively late entry into a financial market inhabited by numerous players, 
Fullerton targeted a rapid rollout of its branches and services across India. One of the 
requirements for this was fast and uninterrupted availability of core applications to these 
branches. Being a large organization with over 360 branches and 5,500 employees spread 
across cities, towns and villages, Fullerton was facing a steep challenge in application 
delivery. 

In 2008, Fullerton had completed an application virtualization exercise. While this had 
resulted in some ease of IT management at the server level, the application delivery 
challenge remained. Slow response time of applications, greater down time was eating into 
employee productivity. Supporting operations across so many locations was resulting in 
high IT support costs and finding IT talent in some of the more remote locations was posing 
problems that had a direct impact on the business. 

When over 2,000 desktops were found to be nearing the end of their lifecycle, Fullerton 
decided to go beyond the conventional Desktop Refresh program. The Company decided 
to evaluate new technology innovations and also studied the new Managed Services 
models, with a view to finding cost effective solution that could also deliver greater end-user 
satisfaction and increase productivity. 
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Approach

Overview of Anunta's Solution

When Fullerton started evaluating options they quickly realized that technology sourcing, 
design, integration and on-going management all had to work in-sync if the desired benefits 
of increased productivity, lower IT costs and greater end-user satisfaction were to be 
realized. Each stage of the technology transformation came with a set of risks. Fullerton 
wanted a partner who would take end-to-end responsibility for managing end-point 
performance across locations. 

Fullerton evaluated Anunta and found its fully managed Server-to-Screen application 
delivery model, ADaaS (Application Delivery as a Service) met the desired requirements of 
full ownership, accountability of end-user satisfaction. After a comprehensive and extensive 
POC (Proof Of Concept) for 3 months across diverse geographical locations like metros and 
rural areas, and diverse functional roles accessing different applications, Fullerton 
concluded that ADaaS offered the customization, SLAs on end-user satisfaction and 
savings in operational costs that they were looking for. 

Unlike most solutions that begin at the datacenter level, Anunta's ADaaS begins at the end-
user level and reverse engineers the solution to provide one that is measurable and 
enforceable from an end-user level SLA standpoint.

User Profiling:

After conducting a comprehensive study of Fullerton's 1500 users spread across 73 
branches, Anunta's team noted that 23 different applications were being used. The core 
backend applications were 'Banker's Realm'- BrMM for Mass Market, BrMFO 
for Microfinance and a BPM tool 'Omniflow' from Newgen. In addition to these three 
applications, users were using either MS Office or Open Office. Therefore Anunta decided 
to create 6 different user profiles. 

Post establishing productivity expectations of each user pro?le, Anunta  base lined existing 
productivity for applications of each user pro?le. 

Application Delivery Architecture:

Anunta put in place a Hosted Shared Desktop environment using Citrix XenDesktop 
configured on a cluster of high density, high availability physical servers, a high availability 
precision storage area network that handles the user data Disk IO's connected using fibre 
channel switches with fibre backbone and preconfigured, hardened and standardized thin 
clients with required client software. 

The application delivery architecture took into account type of access and the amount of 
storage different groups of users required and systems are designed in such a way that task 
users get a right-sized CPU and high-end users get a fair share of the computing without 
comprising the application performance. This step came with its own set of challenges, the 
most important being change management on user-front. Transitioning to a virtualized 
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environment meant taking away a desktop that traditionally has built-in storage space of 300 
– 400 GB to one with no more than 8-10 GB of storage. Effectively teaching users to do 
housekeeping was a challenge. Fullerton and Anunta had to see how to migrate only 
business related active data onto the central servers. 

The most critical aspect of the application delivery architecture was facilitating proactive 
monitoring which is embedded at the solution design level to focus on the end-user. Anunta 
put in place a 7 level intelligent probe monitoring system that identifies how the application is 
behaving at the end-user terminal and generates alerts for any aberrations. 

Managing the Virtualized Environment 

Management of the Virtualized environment is the most critical step in delivering business 
benefit. If not done properly, all the company would have achieved is an IT transformation. 
The Company hence decided to outsource this IT management component to Anunta, 
whose delivery model ofIT management is tightly linked to the design of the solution. So with  
user needs defined, capacities and applications allotted, the operational backbone to 
manage the IT chain was put in place. As a result, a core support team containing an end-
user experience management team and a service assurance & customer experience 
management team was put in place.

Fullerton started accruing benefits right from the middle of ADaaS implementation. Some 
key benefits are:

1. Significant Improvement in End-user Productivity 

Post ADaaS implementation, Anunta was able to bring down the Desktop Booting, Opening 
/ Saving and Reboot time from over8 mins to less than a minute and Log-in time from over 2 
mins to undera minute! This meant a total saving of over 2.92 hrs / user / month.,which when 
calculated for 1500 users migrated to ADaaS platform, a massive saving of 4375 hours per 
month.

2. Improved Application Performance

Amongst other financial applications, the 2 most important applications used at Fullerton 
are Omniflow, a workflow system for loan application processing, and BRMM (Bankers 
Realm for Mass Market), a critical application that creates and manages the full lifecycle of a 
loan account. 

After implementing ADaaS, Anunta was able to significantly improve the performance of 
these two applications:

?Omniflow: Initialize & Login / Open / Save time brought down from 2.21 minutes to 8 
seconds, a massive improvement of over 96%

?BRMM: Initialize & Login / Open / Save time brought down from 42 seconds to 2 seconds, 
a massive improvement of over 95%. Further, the time taken to pull out Reportswas 
brought down from 2.23 minutes to 1.34 minutes, a significant improvement of over 50%

Solution Benefits – Business Impact
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3. Drastic Drop in Trouble Tickets

Once the PCs started getting outdated, Fullerton was receiving lot of help-desk tickets for 
PC related issues, either for upgrade or more memory, etc. After implementing ADaaS, 
Fullerton has observed that the trouble tickets for virtualized machines have drastically 
dropped down which has directly resulted in significant savings in desktop support costs.

By adopting Anunta's ADaaS solution, Fullerton achieved the following business benefits:

Conclusion

These benefits were over and above the routine benefits of decreased power saving and 
simplifying IT management that accrue from a centrally hosted shared desktop 
environment. 

? Directly converted IT transformation to business benefits through efficieny 
enhancement

? Effected the entire transformation at minimal risk since ADaaS ensured complete 
accountability and single point ownership of application delivery

? Increased end-user satisfaction with improved availability and drastically reduced 
trouble tickets

? Reduced costs of IT support
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