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investment in a Device as a Service solution from Data#3



Solutions & Services

Device as a Service

Dell Laptops

Objective

To make the most of available skilled 
resources, Teachers Mutual Bank Limited 
wanted an end-user computing solution 
that would eliminate administrative burden.

Project Highlight

“Data#3 does what they say 
they will do, it is exactly as 
it is written on the tin.”

Gerard Smith, Chief Information Officer, 
Teachers Mutual Bank Limited.

Benefits

• Reduced administrative burden for IT

• Modern, appropriate devices 
available for staff

• Predictable cost of device program

• Detailed reporting for easy tracking 
of program

Approach

Teachers Mutual Bank Limited (TMBL) sees 
the smart use of technology as a way to 
continually build on the service it offers to 
Members. Given the technology skills 
shortage affecting all industry sectors, it 
was vital to enable the bank’s valued IT 
team to focus on these high value tasks. 
Additionally, the bank wanted to switch 
from the capital expenditure of device 
acquisition to an operational expenditure 
model, and after reviewing proposals, the 
Device as a Service (DaaS) model from 
Data#3 best met the bank’s needs.

Testimonial

“The biggest gain has 
definitely been in time 
and focus. In terms of 
cost though, we were 
previously buying the 
devices outright however 
under Data#3’s financed 
DaaS option the TCO is 
considerably lower and 
we no longer have to 
put on extra staff to deal 
with resourcing spikes 
that are necessary 
in various points of 
the lifecycle such as 
decommissioning and 
secure data wiping at 
the end of the lifecycle.”

Gerard Smith, Chief Information Officer, 
Teachers Mutual Bank Limited.
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“Data#3 had 
 already been 

handling purchase 
of equipment for 

us, so it made 
sense to continue. 

They have the 
devices in their 
warehouse for 

us, we provided 
the image for the 
laptops, and they 

do the rest.”

Gerard Smith, Chief Information Officer, 
Teachers Mutual Bank Limited.

The Background
Teachers Mutual Bank Limited is one of Australia’s largest 
mutual banks in its 56th year of operation with over 230,000 
members and more than $10.4 billion in assets. Teachers 
Mutual Bank Limited is comprised of Teachers Mutual Bank, 
Firefighters Mutual Bank, Health Professionals Bank, UniBank 
and digital bank Hiver. Teachers Mutual Bank Limited is a 
Certified B Corporation, aligned with its purpose to provide 
banking for good, for those who do good. 

Providing the best return means the organisation must play 
to its strengths. Already, the IT team had begun a sustained 
effort to reduce admin-heavy tasks in order for its skilled 
resources to focus on projects that drive better services and 
deliver meaningful outcomes. During the global COVID-19 
pandemic, it became clearer than ever that this approach 
was necessary.

The Challenge
Teachers Mutual Bank Limited has a busy IT team that 
strives to offer the best possible outcome for the Members 
it serves. Their expertise is in demand, whether to build 
new services and capabilities, or to secure those already 
in place. Teachers Mutual Bank Limited CIO Gerard Smith  
said that it has become increasingly important for IT staff not 
to become bogged down in administration, prompting him 
to assess where it would make best sense for certain tasks 
to be handled by a trusted partner.

“We had already outsourced some areas and looked at 
what else we could give to other providers. Providing and 
supporting laptops was labour-intensive. We decided 
to lease laptops and wanted to make sure we weren’t 
spending a lot of time on admin tasks, so I considered 
whether it was something we could outsource to a 
partner like Data#3.”

Provisioning and supporting laptops was not only time-
consuming, it was also disruptive. Other activities could be 
interrupted any time a user had a problem with their device, 
making it hard to sustain focus on priority projects. 

“Provisioning a new laptop took at least an hour per device, 
so by the time it was imaged and ready for staff members, 
it would be close to 90 minutes in total. Then there’s the 
support, the maintenance issues that inevitably crop up. 
I didn’t want the team distracted,” said Smith.

“Instead of working through that endless list, the idea was to 
provide more meaningful tasks than troubleshooting devices.”

Workplace changes accelerated by changing COVID-19 
restrictions served to highlight the wisdom of focusing on 
the core business needs. Given the role Teachers Mutual 
Bank Limited plays in the financial lives of its members, 
business had to continue at all costs. The already busy IT 
team was stretched further still as it worked to keep the 
business operational as staff shifted from office to home, 
and then transitioned to a hybrid model. They were, said 
Smith, “some of the real heroes” at a time of immense 
upheaval.

“It felt like we doubled the amount of work in that first 
12-months of COVID-19, and I think there came a point 
where everyone looked tired. Lightening the load by taking 
away some of the repetitive administration tasks, and the 
device troubleshooting, reduces that overload.”

Named one of the World’s Most Ethical Companies 
(WME) from 2014-2022, Teachers Mutual Bank Limited 
has a reputation as an excellent workplace, but even these 
credentials do not make it immune to the global shortage of 
skilled IT workers. Smith sees carefully chosen ‘as a Service 
options’ as a way to complement the work of his team while 
limiting the impact if skill shortages in the IT sector worsen.

“Clearly, all industries are affected to some extent. From our 
perspective it has not been too bad; we are finding as we go 
through this time of change, that certain roles, like business 
analysts and security, are hardest to fill, and this is likely to 
continue. At the same time, IT is expected to do more within 
organisations, so we must make best use of our skills.”

http://www.tmbl.com.au/
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“Data#3 have the 
devices in their 
warehouse for 

us, we provided 
the image for the 
laptops, and they 

do the rest.”

Gerard Smith, Chief Information Officer, 
Teachers Mutual Bank Limited.

The Technology and Business 
Outcome
Teachers Mutual Bank Limited opted for a ‘pay as you go’ 
Dell end-user computing (EUC) solution, with devices and 
services provisioned via a customised DaaS portal hosted 
by Data#3. This allows for streamlined procurement, and a 
decreased IT workload. When a new device is needed, a 
request is entered in the portal, and the assigned Data#3 
DaaS Customer Success Manager fulfils the order from 
local strategically cached stock, without taking the bank’s 
IT staff away from their priority tasks and delivering a zero-
touch deployment.

“For the users, the experience was no different – the new 
laptop arrived at their house or office, wherever they work, 
it is just now issued by Data#3,” outlined Smith. 

“Data#3 had already been handling purchase of equipment 
for us, so it made sense to continue. They have the devices 
in their warehouse for us, we provided the image for the 
laptops, and they do the rest.”

With a newly updated fleet of laptops, staff are enjoying the 
performance and collaboration advantages of more modern 
machines. With most working remotely at least sometimes 
since the pandemic, exchanging ageing devices for the 
new dell laptops has been welcomed enthusiastically. With 
hundreds of staff, Smith said that a few device issues will 
inevitably crop up, and it is here that he has noticed the 
greatest difference, both in the immediacy of replacement 
when needed, and in lower support time.

“When there is a warranty issue, or someone gets the blue 
wall of death on their machine, we just load the job with 
Data#3 and they take care of the rest, we don’t have to 
touch it. From our point of view, it is easy. We can provide 
more meaningful tasks for our IT team, instead of endless 
troubleshooting. It also gave us the opportunity to review 
security practices around end-user devices, for example.”

Outsourcing tasks does involve a cultural shift, something 
that Smith said should not be taken lightly. Change can 
always be challenging, and managing the transition requires 
understanding and communication. While it has required a 
shift in mindset, Smith noted that prioritising projects with a 
core business focus among his busy IT team, while drawing 
on external resources for some of the day-to-day functions, 
has been a strategy that works well. 

“The biggest gain has definitely been in time and focus. 
In terms of cost though, we were previously buying the 
devices outright however under Data#3’s financed DaaS 
option the TCO is considerably lower and we no longer 
have to put on extra staff to deal with resourcing spikes 
that are necessary in various points of the lifecycle such 
as decommissioning and secure data wiping at the end 
of the lifecycle,” explained Smith.

Although the process is zero touch for the IT team, regular 
reporting and strong communication are important factors 
of the DaaS program’s success. As well as having access 
to check progress of any support ticket, Smith and his team 
can track the device program at an overall or granular level. 
The Data#3 team provides regular updates and monitors 
ongoing needs.

“Data#3 has weekly catchups with my team, and I have a 
monthly, high-level meeting. The team feedback has never 
had any concerns, Data#3 is always a good organisation 
to deal with, we have a shared value set, and they are very 
invested in our business success.”
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“When there is a 

warranty issue, or 
someone gets the 
blue wall of death 
on their machine, 

we just load log the 
job with Data#3.” 

Gerard Smith, Chief Information Officer, 
Teachers Mutual Bank Limited.

Conclusion
With the DaaS solution now in place, Teachers Mutual 
Bank Limited is considering further outsourcing options 
that will complement their IT team’s strengths. As well as 
the benefits of predictable costs and simpler cashflow that 
arise from shifting from a capital to operational expenditure 
model where possible, the increased time and focus enable 
the team to build on their excellent work through the 
pandemic.

“We are in a position to look at what further things we could 
give to a provider, any admin-heavy tasks, phone services 
and so on. I don’t think I would change back to managing 
laptops in-house, I would be very definite about it being an 
outsourced option. Data#3 has a standardised approach, 
they have got the strong processes, we remove complexity 
and put it in someone else’s hands, and as a national 
organisation they can provide that level of service 
across the country,” commented Smith.

“We have to play to our strengths to give the best to our 
members. My view is that, like us, Data#3 is an organisation 
that does what it says it will do and if we work with them, 
we can get rid of components that bog us down, so we 
can do other things without hindrance.”

When considering embarking on DaaS, or any other 
outsourced service, Smith’s advice is to establish clear 
expectations from the beginning.

“It is important to set the rules of engagement early, and 
make sure you understand what you are getting into, so 
that you can get the best outcome and make it a success.”
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Data#3 and Dell Technologies 
As a Dell Titanium Solutions Provider Partner with the 
largest number of technical certifications in Australia, 
Data#3 is uniquely positioned to provide end-to-end 
services that enable our customers to optimise budgets 
and outcomes. Data#3 and Dell Technologies (including Dell 
EMC and VMware) have, together in partnership, helped 
our customers build better businesses since 2012. Across 
the network, data centre, workplace and cloud, the Data#3 
and Dell partnership helps customers maximise their IT 
by combining skilled resources with robust and secure 
technologies from across the Dell Technologies group. 


