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End-user IT Analytics improves end-user 
support and enables proactive problem 
management for global offshore 
contractor

A leading international contractor and provider of integrated offshore solutions to the 

oil and gas (O&G) industry selected Nexthink End-User IT Analytics to provide end-to-

end infrastructure management, to improve end-user support and to address the root 

cause of incidents. Nexthink helps the company move from a reactive to a proactive 

mode, adopting a Proactive Problem Management Process.

CONTEXT

Headquartered in the United Kingdom, this company is a leading international 

contractor and provider of integrated offshore solutions to the oil and gas (O&G) 

industry. With a global footprint, it operates in all deep-water offshore mar-

kets and provides innovative seabed-to-surface engineering, construction and 

contracting services to enable the delivery of complex projects in challenging 

environments. Its business model and structure comprises a modern fleet of 

vessels and Remote Intervention Vehicles (ROVs) as well as onshore bases and 

yards in primary offshore regions. Its vision is to be acknowledged as a strategic 

partner in the market.

Constantly striving to improve the efficiency of its business, the company differ-

entiates itself by delivering high-quality services built around its core strengths of 

engineering and end-to-end project management. Its global presence combined 

with the technical expertise of its team, technology and world-class assets, both 

on and offshore, enables it to tackle projects of varying size and complexity 

around the world. The company meets diverse customer needs through a flexi-

ble organisational structure that enables it to respond quickly and appropriately 

to local demands, whilst also leveraging the full strength of its global resources 

and know-how.

ORGANIZATION

International contractor and 
provider of integrated offshore 
solutions to the oil and gas (O&G) 
industry

INDUSTRY

Energy

LOCATION

United Kingdom

KEY CHALLENGES

 z To improve end-user support 
and to address the root cause  
of incidents

 z To detect problems earlier and 
reduce the problem detection 
threshold

 z To adopt a Proactive Problem 
Management Process, reducing 
the dependency on end-users 
reporting incidents whilst 
identifying problems as they 
emerge
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“In addition to improving service 

desk management, by reducing 

the incidence and impact of 

similar problems in the future, 

we improve stability and achieve 

long-term benefits.”

IT Operations Manager

CHALLENGES

To meet the challenge of increasing energy needs worldwide, the scale and 

complexity of projects within the offshore subsea market are rapidly expanding. 

In this complex and demanding environment, operators must adhere to strict 

quality and regulatory requirements, while being more cost effective in every-

thing they do, from assigning the right vessels and crews to a job, to keeping 

downtime to a minimum.

IT operations face significant and continuous pressure from the business to keep 

pace with change, enable innovation, deliver increased efficiency, and reduce 

operational costs. Adding to these challenges is an exponential growth in the 

number of applications required to support the business and supporting a geo-

graphically dispersed workforce. To respect contractual agreements and delivery 

timelines for its customers, the company requires the highest possible levels 

of system availability from its IT infrastructure. Ensuring reliability and perfor-

mance is critical as unwarranted downtime not only consumes considerable IT 

resources, but also directly impacts the bottom line and must be avoided. System 

and application crashes can have a substantial impact on end-user productivity 

and often result in the loss of unsaved work. A solution was needed to provide 

full end-to-end infrastructure management, to improve end-user support for 

both onshore locations and offshore vessels, and address the root cause of 

productivity impacting incidents.
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“With Nexthink, we removed the 

reliance on incidents being logged 

and service issues can be detected 

and acted upon far earlier. This 

has resulted in a 28% decrease in 

incident volume.”

IT Operations Manager

CHOOSING NEXTHINK

Rather than responding only to reported end-user incidents, the company set 

out to move from a reactive to a proactive mode, adopting a Proactive Problem 

Management Process, that would both reduce the dependency on end-users 

reporting incidents whilst also enabling it to better identify problems as they 

emerge within its environment. Getronics was selected to implement proactive 

problem management with Nexthink End-user IT Analytics. The ability to identify 

and solve problems before they manifest themselves in the form of multiple and 

repeat incidents requires the availability of excellent analytical capabilities, plus 

the ability to carry out trend analysis and take preventative actions. By utilising 

IT analytics, the company can be alerted to potential problems such as repeated 

application crashes, low memory conditions or lack of disk space.

In addition, if a single incident is reported a service desk agent can quickly and 

easily drill down and see what other end-users and devices have also been 

impacted by the same event. For example, Nexthink can be used to identify addi-

tional unreported multiple and matching incidents, enhancing the service desk’s 

ability to detect problems earlier and reduce the problem detection threshold 

from 23 incidents down to 2 or 3.

Nexthink’s patented technology complements Getronics’ Managed Services plat-

form to improve the end-users’ computing experience with revolutionary and 

real-time monitoring, analytics and visualisation from the end-user perspective. 

All relevant activities, events, connections, bandwidth, abnormalities and errors 

are continuously monitored globally. Custom dashboards and metrics allow 

visual monitoring and tracking of progress, costs and on-going changes, adding 

a new vantage point for Incident and Problem Management teams.

“In addition to improving service desk management, we realised that if we could 

reduce the incidence and impact of similar problems in the future, we could 

improve stability and achieve long-term benefits as a result,” said the IT Opera-

tions Manager at the company. “Nexthink’s real-time analytics provide essential 

visibility into the IT services and how they are being consumed, who is affected 

when issues occur, the probable cause of issues, how the IT infrastructure is 

responding and historical trends.”
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“We are able to provide more 

proactive end-user support, 

and increased stability in our 

environment by reducing the 

number of critical application 

crashes by more than 80%.”

IT Operations Manager

BENEFITS

“End-user IT analytics are a key support element to the company’s operations 

and especially in improving detection thresholds,” continued the IT Operations 

Manager. “Since implementing Nexthink, we have removed the reliance on 

incidents being logged and service issues can be detected and acted upon far 

earlier. This has resulted in a 28% decrease in incident volume.”

Nexthink end-user IT analytics measures the infrastructure performance as 

experienced by the end-users, in real-time, enabling ultra-fast diagnostics and 

troubleshooting of issues. Nexthink harvests data from the IT Infrastructure and 

end-user endpoints to identify both existing and emerging issues. This data is far 

more objective and comprehensive than data recorded from service desk calls. 

Furthermore, because the data is gathered automatically, the company is not 

dependent on end-users experiencing and reporting issues. End-user IT analytics 

provide an environment-wide view to analyse trends and emerging issues. This 

enables the IT team to clearly identify major issues that affect the largest number 

of end-users—or soon will affect them. The IT team can therefore categorise 

and prioritise issues based on impact, business value, and IT resources. This 

information is utilised to proactively address major issues, rather than waiting 

for end-users to experience and report problems. By removing the reliance on 

incidents being logged, service issues can be detected and resolved far earlier. 

As a result, issues that were previously below threshold can now be addressed 

with speed and accuracy.

“Proactive problem management delivers many significant benefits such 

as greater productivity and a better end-user experience that results in an 

improved perception of IT and reduced IT support costs,” concluded the IT Oper-

ations Manager. “Nexthink End-user IT Analytics helps us dramatically improve 

detection thresholds. We are now able to provide more proactive end-user sup-

port, addressing endpoint issues where no incidents have been logged. Using 

this approach, we have increased stability in our environment by reducing the 

number of critical application crashes by more than 80%.”


