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LATIN AMERICA

T
here aren’t many residents 
of Brazil who don’t consume 
something produced by Grupo 
Abril during a given week. A 

privately-held conglomerate founded 
in 1950 by Victor Civita, Abril is the 
country’s leading producer of textbooks, 
and its 300 periodical titles command 
54 percent of the national market. Its 
magazine Veja is Brazil’s most popular 
and is the world’s best-selling newsweekly 
outside of the United States. 

Abril also operates Brazil’s MTV 
television station and some of Brazil’s 
most popular websites. It offers 
broadband Internet access and has 

business units devoted to 
logistics and distribution and 
printing services. Until a few 

years ago, each business unit had its own 
IT staff and infrastructure.

In 1999, Max Thomaz was recruited 
to lead the IT team for the logistics 
and distribution business unit. He 
came to Abril with broad IT leadership 
experience, with assignments at financial 
services firm Grupo Safra, market 
information firm A.C. Nielsen, and 
telecommunications giant Telebras. His 
educational background included studies 
in business and IT at three of the world’s 
top institutions—Harvard Business 
School, the University of Navarra’s 
Graduate Institute of Business Studies 
in Spain, and Brazil’s Getulio Vargas 
Foundation.

Breaking down silos
A few years later, Abril’s executive 
team realized that having 27 separate 
IT organizations and strategies was 
hindering growth. “They liked what I had 
accomplished in the logistics group, so 
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Max Thomaz, CIO, Grupo Abril

Turning to the Next Page
A Consolidated IT Strategy Improves Service and Reduces Cost

By Mark L.S. Mullins
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they invited me to develop a new 
strategy,” Thomaz recalls. “They 
made me the CIO for all of Grupo 
Abril in 2003.”

Over the course of the next 
year, IT employees were gradually 
moved from the various business 
units to the central IT group. 
At the same time, Thomaz and 
his team were busy developing 
corporate IT standards, method-
ologies, and governance models. 
“It was a tough year,” he admits, 
“but it was worthwhile to make the 
transition relatively quickly. It was 
only possible through the support 
of executive management.”

As the team consolidated, 
it began to focus on delivering 
improved levels of service at 
reduced cost. Two key strategies 
were vendor consolidation and 
outsourcing of functions outside 
of the group’s core competencies. 
“Today, about 80 percent of our 
IT operations are outsourced,” 
Thomaz reports, “and we have 
reduced our vendor count from 
500 to 10. You can imagine the 
business value we have achieved 
from such a change.”

Consolidating endpoint 
management
An early priority for the newly-
consolidated team was endpoint 
management. “Each business 
unit had its own policies and 
procedures for everything from 
lifecycle management to software 
deployment, and each maintained 
its own inventories,” Thomaz 
says. “As a result, it was very 
important to gain a corporate view 
of everything we had, and to begin 
the process of standardization.”

Abril began implementing 
Symantec endpoint management 
technologies in 2004. Over time, 

Thomaz and his team rolled 
out multiple functionalities in 
Altiris Client Management Suite, 
Altiris Server Management 
Suite, and Altiris Service & 
Asset Management Suite. “The 
Altiris platform has helped 
us to efficiently manage and 
track our IT assets,” Thomaz 
explains. “It is a real benefit that 

everything from deployment 
to patch management to asset 
management can be managed 
from a single console.”

One big project was to import 
legacy information from all business 
units into the Configuration 
Management Database (CMDB) in 
Altiris Service & Asset Management 
Suite. “It took some time, and there 
were some who resisted providing 
the information,” Thomaz says. “But 
it was well worth it. Today, a typical 
change to either clients or servers 
takes 25 percent the staff time 
that it previously required.”

Focusing on security
Security was always a priority 
for Abril, but Thomaz saw the 
need to form a group exclusively 
dedicated to security in 2008. “We 
made an overseas acquisition, 
and it seemed important to have 
a group devoted to security as 

our operations became more 
international,” Thomaz explains. 
“Today we have 10 people in the 
group.”

The new team began analyzing 
Abril’s security posture and 
developing a strategic plan.  
Symantec Endpoint Protection 
was already Abril’s standard for 
endpoint security, so the team 

invited Symantec engineers to 
conduct a risk assessment.

The Symantec team presented 
its findings to Thomaz and the 
security team in April 2009. 
“They identified several areas 
of concern and showed us how 
we could address those issues 
while continuing to reduce cost 
and complexity,” Thomaz says. 
“We were excited to see how the 
proposed Symantec solutions 

 “We have reduced our vendor 
       count from 500 to 10. You can 
 imagine the business value we have 
      achieved from such a change.” 

– Max Thomaz, CIO, Grupo Abril

Founded: 1950
Headquarters: São Paulo, Brazil
Employees: 7,400
Key Media Properties:

• 4,000 textbook titles
• 300 magazine titles (including

Veja)
• 1 television station (MTV)
• 70 websites

Website: www.abril.com.br
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would work together with our 
existing Symantec portfolio.”

Abril purchased a number of 
Symantec security solutions in 
November 2009 and began the 
deployment process with the help 
of Symantec Consulting Services 
early in 2010. 

Getting a consolidated view
Symantec Security Information 
Manager will be the nerve center 
of Abril’s consolidated security 
infrastructure. The solution will col-
lect and correlate log and event data 
from across the company’s hard-
ware and software infrastructure, 
enabling centralized reporting and 
customized alerts of events requir-
ing the attention of security staff. 

“Symantec Consulting Services 
is developing custom data collectors 
for some of our infrastructure,” 
Thomaz explains. “Once those are 
complete, we will have a single view 
of what is happening from a security 
perspective, and the ability to easily 
produce reports and analysis. This is 
very important to us.”

Protecting sensitive  
data in motion
Symantec Data Loss Prevention will 
address one of Abril’s most pressing 
security needs. “Our systems 
contain the credit card information 
of millions of subscribers, and of 
course the HR information of our 
employees,” Thomaz notes. “We 
needed to bolster the protection of 
data in motion.”

Abril will initially use Symantec 
Data Loss Prevention to monitor 
the movement of sensitive data to 
identify gaps in policy, enforce-
ment, and user education. Users 
who violate policies will receive an 
email advising of best practices for 
protecting sensitive data. Later, the 
team will automate enforcement 
of security policies and prevent 
sensitive data from being sent to 
unauthorized parties.

Rounding out a 
comprehensive solution
Laptops used by executives and 
other mobile employees will be 
protected with Symantec Endpoint 
Encryption, and Symantec Backup 
Exec System Recovery Desktop 
Edition will perform regular 
backups on these devices.

In addition, the team is using 
a Symantec Brightmail Gateway 
appliance to filter spam and 
scan incoming and outgoing 
messages for viruses and other 
malware. “Ninety percent of our 
incoming email is spam, and 
our research indicates that the 
Symantec solution will be more 
effective at filtering spam than our 
current solution, with fewer false 
positives,” Thomaz says.

Abril also opted to upgrade 
to Symantec Business Critical 
Services, Symantec’s premium 
level of technical support, which 
features industry-leading response 
levels, onsite and remote services, 
and a proactive, single point of 

contact for all of Abril’s service 
needs.

A relationship of trust
The past seven years have been 
eventful for Thomaz and his 
team. “Consolidation is a difficult 
process, as it involves many 
personalities and many corporate 
cultures,” he says. “I have to give 
a lot of credit to my team, as they 
had to have not only technical 
skills, but also people skills, to 
make these changes happen.

“Symantec also played a 
big role in helping us meet our 
business requirements,” Thomaz 
asserts. “They offer a mature, 
comprehensive solution that 
helps us meet our goals in vendor 
consolidation. But more than 
that, they are professionals. They 
are very well prepared for every 
meeting and are ready to address 
our unique needs. Our relationship 
with Symantec is very strong.” n

Mark L.S. Mullins is a managing 
editor of CIO Digest and The 
Confident SMB and senior manager 
of Symantec’s Global Reference 
Program team.
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> Altiris Client Management Suite
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Going to Press With 
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 “We were excited to see how the 
       proposed Symantec solutions 
     would work together with our  
          existing Symantec portfolio.” 

– Max Thomaz, CIO, Grupo Abril
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NORTH AMERICA

F irsts are nothing new for premium 
movie service provider Starz 
Entertainment. It became the 
first pay TV provider in the 

United States last year to reach 50 million 
subscribers for its Starz and 
Encore brands. And the year 
before, Starz Play became the 

first affiliate-based broadband subscription 
movie service to be offered via an affiliate. 

Achieving firsts requires strategic lead-
ership and innovation, characteristics that 
apply not only to the creation and delivery 
of content at Starz but also cascade across 
the organization. Consider the convergence 
of technologies and delivery channels that 
are changing how broadcast companies 
such as Starz conduct business. For this 
reason, Starz’s executive management team 
made a strategic decision to consolidate IT 

and Broadcast operations under the same 
umbrella. Ray Milius, the senior vice presi-
dent of Programming Operations and IT, 
was given the charter to oversee the effort. 

Consolidating the two entities was not 
an easy undertaking; the organizations 
not only had different technologies and 
processes but also dissimilar cultures. 
Once complete, however, the integration 
drove a number of operational efficien-
cies, in addition to helping the organi-
zation rapidly embrace the movement 
toward multi-delivery channels.

With this in mind, seeking to avoid 
expensive upgrades to its proprietary 
broadcast systems, Starz began integrating 
its broadcast and IT systems in 2007. “Our 
number one priority over the past couple 
years has been the migration of legacy 
broadcast equipment to the IT environ-

Judy Batenburg, Executive 
Director, Infrastructure and  
Operations, Starz Entertainment
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Broadcasting Change
Technology is the Star in Successful Business Integration

By Patrick E. Spencer
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ment,” says Judy Batenburg, the 
executive director of Infrastructure 
and Operations at Starz Entertain-
ment. The migration is slated for 
completion in the spring of 2010 
and has been the primary focus of 
Batenburg and her team. 

The other parallel, and related, 
initiative is the move to multi-chan-
nel delivery. “The viewing habits 
and preferences of those consuming 
our broadcast content are chang-
ing,” Batenburg says. “They don’t 
want to be constrained to watching 
programs at scheduled times. They 
want to view them on their mobile 
devices or over the Internet.” This 
creates serious implications for 
network bandwidth. Batenburg 
explains: “Leveraging and coordi-
nating corporate use of the network 
bandwidth in conjunction with that 
of the broadcast operations is one of 
our biggest challenges.”

Milius did not envision that the 
integration of the broadcast and IT 
functions would happen immedi-
ately. To facilitate the process, he 
challenged his direct reports to es-
tablish the baseline for the remain-
der of the organization through 
collaborative teaming. “By building 
those bridges at the manager and 
director levels, we led by example, 
and it cascaded down and across 
the larger organization,” Batenburg 
comments. “Ray truly provided the 
change leadership to make the  
effort a success.”

Integration prompts upgrade
Symantec AntiVirus has been in 
place at Starz for a number of years. 
Batenburg and her team opted to up-
grade to Symantec Endpoint Protec-
tion about a year ago. “We had some 
endpoints that weren’t protected and 
a number of different versions of 
the software on individual clients,” 
Batenburg relates. “And it was really 
important for us to complete the 
upgrade in a short period of time. In 
less than a week, with only two staff 
resources, we had rolled out the anti-
virus and antispyware components 

across nearly all of our more than 
8,000 endpoints.”

Because the broadcast systems 
are business critical, the broad-
cast team was concerned that the 
endpoint security solution would 
interfere with the stability and per-
formance of their systems. “They 
were pleasantly surprised, however, 
when we rolled out the solution,” 
Batenburg proudly reports. 

“We created different profiles for 
scanning in order to minimize the 
impact to broadcast systems during 
peak usage,” says Colin McGuire, 
senior manager of IT Service Deliv-
ery at Starz. “The smaller footprint 
is another factor that enabled us 
to extend endpoint security to the 

broadcast machines. The scans and 
updates are able to run behind the 
scenes without affecting the perfor-
mance of each system.”

Symantec Endpoint Protection 
also provides Starz with a much 
cleaner environment, according to 
Robin Veit, senior manager of IT Ser-
vice Support at Starz. “For example, 
the consolidated console allows us to 
have a view across all of our different 
endpoints,” she notes. “And we also 
benefit from faster and more accurate 
reporting of our security posture.”

While Batenburg and her team 
are currently using only the anti-
virus and antispyware capabilities 
of Symantec Endpoint Protection, 
they plan to explore expanding 
their deployment to include other 

features such as 
intrusion preven-
tion and device 
control. “I’m a 
big believer in 
building strategic 
relationships with 
a few core tech-
nology providers 
and then working 
with them to extend your technol-
ogy investment,” Batenburg says.

IT governance and  
business alignment
Close alignment of IT and the 
business is one of the factors that 
ensured the successful integration 
of broadcast and IT. A governance 

team meets with business owners on 
a regular basis, and then captures 
and reports their requirements to 
an IT steering committee. The IT 
steering committee prioritizes the 
different business issues and allo-
cates them as individual IT projects 
and programs.

“We recently began holding quar-
terly business meetings with the busi-
ness managers to review individual 
IT projects,” Batenburg reports. “This 
is promoting closer collaboration 
and moreover keeps business owners 
apprised of any issues that might 
arise.” In addition to the quarterly 
meetings, Batenburg challenges her 
team to reach out to someone with 
whom they haven’t worked within the 
business each quarter.

   “Without technology, we 
       wouldn’t be able to broadcast 
    over the air and deliver content 
       to the Internet. IT is a vital part 	
	      of Starz’s business.”– Judy Batenburg, Executive Director,  

IT Infrastructure and Operations, Starz Entertainment

Video
The Starz IT team discusses their 
IT challenges and how they are 
leveraging Symantec technologies 
to address them at go.symantec.
com/starz-video 

Podcast
Check out the Executive Spotlight 
Podcast with Starz’s IT leadership 
team at go.symantec.com/starz-
podcast 
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Indeed, the ability to forge stra-
tegic relationships with her busi-
ness partners is one of the aspects 
Batenburg, who worked at Bell Labs 
(now Lucent Technologies) and HP 
for 11 years and then several smaller 
companies, relishes the most about 
working in a smaller company. “One 
of the things that I love most about 
Starz is the nature of our business,” 
she says. “Without technology, we 
wouldn’t be able to broadcast over 
the air and deliver content to the 
Internet. IT is a core part of Starz’s 
business, and there is a level of trust 
between the business and IT that is 
quite unique.”

A rewarding archiving and 
discovery replacement
As with any publicly traded 
company, email archiving and 
discovery are critical functions for 
Starz. When Batenburg arrived 
three years ago, the company had 
just experienced a significant issue 
with the prior technology solution. 
Plagued by a number of deficien-
cies, including insufficient index-
ing, it was not meeting the needs 
of the business. Batenburg initi-
ated a lengthy conversation with 
the business, and a number of op-
tions were put on the table, includ-

ing outsourcing the 
function altogether. 
After significant 
deliberation, they 
determined that 
a software-based 
solution was still 
the right choice and 
selected Symantec 
Enterprise Vault to 
replace the incum-
bent technology.

“I put a lot of 
personal capital 
into the selection of 

Enterprise Vault,” Batenburg says. 
“It turned out to be a huge success 
and my team’s first big accomplish-
ment.” In less than two months, 
Batenburg and her team migrated 
to Enterprise Vault. “We hired a 
new staff member to manage the 
Enterprise Vault implementa-
tion,” she reports. “We sent him 
for off-site training with Symantec 
Education Services for a week. He 
returned and installed Enterprise 
Vault in less than two months.” For 
implementation support, the Starz’s 
team leveraged Symantec Consult-
ing Services.

The difference between the prior 
solution and Enterprise Vault is dra-
matic. For example, legal discovery 
requests could take up to 10 weeks 
to complete and involved multiple 
people working 16 hours a day. 
“We’re now able to perform that 
same discovery task—from search, 

to exporting everything, to burning 
the DVDs, to sending the data to the 
relevant parties—using Enterprise 
Vault Discovery Accelerator in a day 
or two,” Batenburg says. “And the 
actual search takes a few minutes.” 
Enterprise Vault also provides 
superior capabilities around index-
ing and the granularity of searches 
compared to the previous solution. 
“We’re also saving on third-party 
legal costs,” Batenburg adds. “We 
no longer need to send email data 
offsite and pay extensive fees for 
our legal firm to search through the 
data to locate all of the pertinent 
records in question.”

The benefits don’t stop there. 
Leveraging the deduplication and 
data compression capabilities of 
Enterprise Vault, Starz cut its email 
archive in half. “With the previous 
solution, we were a big customer of 
Best Buy,” quips McGuire, “as we 
constantly had to purchase larger 
drives to store all of the data that 
had been pulled. The deduplication 
feature in Enterprise Vault results in 
a much smaller discovery output.” 
And as Batenburg and her team 
now archive email data to tier-two 
storage rather than tier-one storage, 
they also cut the cost of their email 
storage in half. 

In addition, end users can perform 
their own email restores instead of 
routing the requests to the IT help 
desk. This self-service feature pro-
vides enhanced productivity to both 
sides of the spectrum—the end user 
and the IT staff. 

Because of the success they have 
achieved with the archiving and 
e-discovery of email data, Batenburg 
and her team are determined to ex-
tend their investment in Enterprise 
Vault. As soon as the migration of 
broadcast systems to the IT environ-
ment is completed, they plan to begin 
archiving unstructured data such 
as Microsoft SharePoint Server 
and file and print data. “We’ve pur-
chased Enterprise Vault SharePoint 
Archiving and Enterprise Vault File 
System Archiving,” Batenburg says. 

Left to right: Colin McGuire, Sr. Manager of IT 
Service Delivery; Judy Batenburg, Executive 
Director, Infrastructure and Operations;  
Robin Veit, Sr. Manager of IT Services Support

Founded: 1991 (as Encore Movie Group)
Brands: Encore and Starz
Employees: About 1,500 
Headquarters: Englewood, Colorado
Channels: 16 with about 1,000  
movies aired per month
Subscribers for Starz and Encore: 
Approximately 16.9 million and 30.6 
million respectively 
On-demand Offerings: About 250 a 
month (100 through Starz and 150 
through Encore) on Starz On Demand
Website: www.starz.com 

It’s All in the Starz:  
Starz Entertainment

s

m
ic

h
a

el
 b

r
u

n
et

to

51   CIO Digest    April 2010



   symantec.com/ciodigest    51

The team anticipates comparable 
results, from a dramatically smaller 
storage footprint using deduplication 
technology to more rapid discoveries 
when unstructured data is required.

Client provisioning  
and reimaging
With approximately 2,000 desktops 
and laptops, provisioning and reim-
aging of those machines is a signifi-
cant undertaking for the Starz team. 
“We’ve had Symantec Ghost Solution 
Suite since I joined the company 
more than seven and a half years 
ago,” Veit notes. “It has evolved with 
our environment, and we’ve gained 
significant value as a result.” Veit 
and her team refresh up to a third 
of Starz’s systems annually and use 
Symantec Ghost Solution Suite to 
create a standard image that is then 
provisioned across all of them. This 
process reduces the amount of time 
required to complete provisioning by 
about 75 percent, according to Veit. 

“My IT Service Desk team is able 
to manage each of the machines more 
efficiently by having a standard image 
across all of them,” Veit says. And for 
the reimaging of machines through-
out the year, Veit and her team 
see additional value. “With Ghost 
Solution Suite, we’re able to reimage 
the machines in approximately 20 to 
40 minutes, compared to about four 
hours or more without the toolset.”  

Virtualized—and green
Virtualization of the server en-
vironment is another big accom-
plishment that Batenburg touts. 

Three years ago, as part of the 
company’s larger green initia-
tive to reduce its carbon footprint 
through less power consumption, 
she and her team implemented 
VMware for virtualized manage-
ment of their Microsoft Windows 
environment. “Over 60 percent of 
our data center servers are virtual-
ized,” she reports. “What’s more 
impressive is that we increased 
our server footprint by 72 percent 
while at the same time increasing 
our power consumption by only 
seven percent.”

Symantec technologies aided in 
this evolution of the data center  
environment. For example, virtual-
ization support in Symantec End-
point Protection allowed Batenburg 
and her team to seamlessly migrate 
over to the virtualized environment 
without any changes to the end-
point security deployment.

Piloting for success
The winds and weather on the 
eastern slope of the Rocky Moun-
tains are notorious for their 
volatility and unpredictability. A 
private pilot, Batenburg has suc-
cessfully navigated these since 
moving to Colorado 11 years ago. 
But as her assignment at Starz 
attests, she is not only adept at 
piloting her aircraft in adverse 
circumstances, but has the right 
touch for charting complex and 
challenging IT programs and 
projects—from takeoff to landing.

And with leaders like Batenburg, 
Starz will most certainly continue to 

achieve its firsts—hallmark achieve-
ments that will help it reach all the 
way to the stars. n

Patrick E. Spencer (Ph.D.) is the 
editor in chief for CIO Digest and The 
Confident SMB and the author of a 
book and various articles and reviews 
published by Continuum Books and 
Sage Publications, among others.

 
 

> Symantec Enterprise Vault
> Symantec Endpoint Protection
> Symantec Ghost Solution Suite
> Symantec Consulting Services
> Symantec Education Services
> Symantec Enterprise Support Services

The Symantec  
Constellation

s

51   CIO Digest    April 2010

   “The viewing habits and  
  preferences of those consuming our 
   broadcast content are changing.”– Judy Batenburg, Executive Director,  

IT Infrastructure and Operations, Starz Entertainment

Managing Change

s

T
he Infrastructure and Operations team was in 

the midst of dramatic change when Baten-

burg joined Starz. Besides the integration of 

Broadcast and IT operations, the team was faced 

with several other pressing issues. Batenburg ap-

proached them as opportunities, not just challenges, 

and quickly gained the respect of the team she 

inherited by facilitating ongoing communications. 

“She visited with every member of the staff, asking 

what was going right and what was going wrong, 

earning the respect of not only her team but the 

larger business,” Veit relates.

McGuire, who worked for Batenburg in previous 

jobs prior to coming to Starz, attributes her success 

to credibility. “I’ve been in organizations where there 

is a lot of talk but what happens behind ‘closed 

doors’ is a different story,” he says. “She fosters an 

atmosphere of transparency and collaboration. This 

includes an examination of the organizational strat-

egy as well as an honest look at how each individual 

is contributing.” McGuire also notes that getting the 

organization and the individual pieces to understand 

how their efforts connect to the larger business is a 

hallmark trait of Batenburg.

Career development is something Batenburg sees 

as a priority, and something she began talking to 

her new team about soon after arriving. “It is much 

broader than simply promotion opportunities,” she 

argues. “For individuals who seek promotions, I like 

to give them broader responsibilities to see how they 

react. It is also important to remember that promo-

tions are not something that should be part of every 

career track. Assuming broader responsibilities is not 

a goal of every professional.” 
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I
n 1965, an adventurous young American living 
in Japan founded an international relocation 
firm using the $1,000 USD that he had in 
his bank account. He had traveled in many 

other parts of the world and recognized the need 
for a quality moving service in a world of rapidly 
increasing mobility. 

Forty-five years later, Jim Thompson still serves 
as chairman of privately-held Crown Worldwide 

Group, which is now based in Hong 
Kong. The company extended its reach 
globally, and has expanded its services 

to include logistics, records management, fine arts 
transport, and even wine storage—all the while 
remaining a leader in international relocation.

In 1997, another adventurous young man from 
Britain moved to Hong Kong after earning a computer 

science degree from Bristol University. At the time, 
Chris Davis-Pipe had plans to spend two or three 
years in Asia to broaden his experience and see 
the world. Upon arrival, he secured a position as a 
systems administrator with Crown Worldwide Group. 
Thirteen years later, he is still in Hong Kong and 
serves as Crown’s group vice president of IT. 

An IT evolution
Things have changed a lot for Crown—including  
its IT infrastructure—since Davis-Pipe arrived on 
the scene. “I was the third person to join the new 
Group IT department,” he recalls. “Prior to this, each 
country had very little IT infrastructure. 

“There were PCs and there were Macs,” he 
continues. “There were a variety of email systems, 
various business applications, and none of the sites 

By Mark L.S. Mullins
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Chris Davis-Pipe, Group Vice President–IT, Crown Worldwide Group

Making a Global Move
Consolidation and Standardization Brings Efficiency and Bolsters Security
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were connected. Management 
realized that standardization and 
an ability to share information 
between all its offices were needed 
to move the company to the next 
level, and that’s why our depart-
ment was created.”

The team began by standard-
izing servers and messaging. “We 
dropped an HP server to act as 
a file server and an IBM Lotus 
Domino server into every office 
over a two-year period,” Davis-
Pipe relates. “Then, we developed 
some applications on top of the 
Domino platform that enabled 
replication of key data from loca-
tion to location so that a move of 
household goods from London to 
Sydney would be accompanied by 
the transfer of the relevant data.”

The team and the unified 
infrastructure grew from there, 
and Davis-Pipe now leads a team 
of 20 in Hong Kong, plus six 
regional IT managers around the 
world. The company also grew, 
moving from a presence in 25 
countries in the late 1990s to 
more than 50 today.

Like most firms, Crown’s systems 
contain a lot of confidential data, 
and security is a priority. “We have 
a three-pronged security strategy—
software, hardware, and policies and 
procedures,” Davis-Pipe explains. 
“The important thing is to pull these 
into a single approach and make 
sure we don’t have any gaps.”

Deploying scalable 
messaging security
In 2007, Crown’s spam filtering 
appliance was becoming less effec-
tive. “It was very resource intensive 
for my team, and required a lot of 
monitoring,” Davis-Pipe recalls. 
“Eventually, the device became over-
loaded by the volume of traffic, and 
we ended up with some significant 
email delays that risked impacting 
our ability to service our clients.”

After evaluating several op-
tions, Davis-Pipe’s team decided 
to migrate to a Symantec Hosted 

Services solution. MessageLabs 
Hosted Email AntiVirus and 
AntiSpam blocks unwanted email 
and malware, while MessageLabs 
Hosted Email Encryption ensures 
the confidentiality of outgoing 
messages.

“The solution doesn’t introduce 
any noticeable delay in our infra-
structure at all,” Davis-Pipe asserts. 
“We have no problems with false 
positives and very rarely does an 
employee complain about spam mes-
sages reaching a mailbox.” 

In a recent month, two million 
messages were addressed to 
Crown, but 1.3 million of those 
were blocked by the Symantec 
Hosted Services solution before 
reaching Crown’s gateway. The 
remaining 700,000 messages were 
scanned, and 140,000 of these 
were filtered as spam. 

“In terms of the time saved, 
I would say at least a half of a 
person,” Davis-Pipe estimates. 
“One member of the team was 
spending 50 percent of his 
time managing the appliance 
solution. And the fact that 
two-thirds of our email traffic 
is blocked before reaching us 
obviously returns a lot of storage 
and bandwidth to us.”

Bringing endpoint  
security under control
A year later, Crown began experienc-
ing increasing problems with its 
endpoint security solution. “New 
virus definitions were taking more 

than 10 days to show up on our 
machines, and a lot of malware 
was getting through,” Davis-
Pipe describes. “We had several 
‘contained virus outbreaks’ during 
this time—limited to one office but 
very disruptive to that office.”

After evaluating several 
replacement solutions, the Crown 
team chose Symantec Endpoint 
Protection. “As soon as the 
Symantec product was deployed, 
it started finding and remediating 
a lot of viruses that had gone 

undetected by the previous 
solution,” Davis-Pipe remembers. 
“This enabled us to clean every-
thing up, and we haven’t had any 
problems since.”

Davis-Pipe’s team is currently 
using the antivirus, antispyware, and 
firewall components of Symantec 
Endpoint Protection. “Later this year, 
we plan to look at what device and 
application control policies might 
make sense for us,” he says.

 “We have no problems with false 
   positives and very rarely does an 
    employee complain about spam   
       messages reaching a mailbox.” 

– Chris Davis-Pipe, Group Vice President–IT,  
Crown Worldwide Group

Founded: 1965
Headquarters: Hong Kong
Geographic Reach: 250 locations in 
52 countries
Revenue: $640 million USD
Key Business Activities: Personal 
and corporate relocation, logistics, 
records management, fine arts 
transport, and wine cellar
Employees: 5,000
Website: www.crownworldwide.com

Manifest for the 
Crown Worldwide 
Group
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Bolstering endpoint 
management
In 2009, Crown began evaluating 
endpoint management solutions 
and selected Altiris Client Manage-
ment Suite and Altiris Service & As-
set Management Suite. “It was quite 
clear that the Altiris product was 
the most mature, the easiest to use, 
and the best solution for our needs,” 
Davis-Pipe asserts.

Crown is currently in phase one of 
a three-phase deployment strategy, 
with Symantec Consulting Services 
and Symantec Partner Asiasoft 
Hong Kong Limited collaborating 
on the implementation services. 
“We’re starting with the Service Desk 
component, as we have never had 
a help desk before and this was a 
pressing need,” Davis-Pipe states. 

“Phase two will be to set up the 
Altiris management console and 
deploy around 50 clients for a trial 
period,” Davis-Pipe continues, “and 
then phase three will be the wide-
scale deployment of the Altiris 
agent.”

Davis-Pipe expects significant 
efficiencies once the Symantec 
endpoint management solution is 
fully deployed. “For example, for 
software deployment, our process at 

the moment is to use an FTP site—or 
even burn CDs and mail them to each 
office—and try to get the manager to 
run around and do the installs. An 
automated solution will definitely 
save staff time and reduce error.”

“We really see the Altiris project 
as the next step in our security 
strategy,” Davis-Pipe continues. 
“Knowing the status of each 
machine and keeping our entire 
fleet fully standardized will make 
our systems more secure.”

Robust partnerships
Davis-Pipe never planned to be in 
Hong Kong this long, and his current 
position was not what he expected 
to achieve when he joined Crown 
13 years ago. “My education 
at Bristol gave me the technical 
background I needed,” he says, “and 
my graduate work in Hong Kong has 
given me business training. 

“But my best training for IT 
leadership has been this job. In the 
early days, with three people trying 
to re-invent IT across more than 
20 countries, I was able to take a 
lot of responsibility for high-level 
decisions almost from day one. 
That’s what really shaped me as an 
IT leader.”

And having good partners 
has been a benefit as well. “I 
certainly get the feeling that my 
relationship with Symantec is 
more than just a customer-vendor 
relationship,” Davis-Pipe observes. 
“The teamwork between Asiasoft 
and Symantec on the Altiris 
deployment is one example of this. 
It is a one-team approach, and it 
makes my job much easier.” n

Mark L.S. Mullins is a managing editor 
of CIO Digest and The Confident SMB 
and senior manager of Symantec’s 
Global Reference Program team.
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AntiVirus
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Encryption

> Altiris Client Management Suite
(in deployment)

> Altiris Service & Asset Management
Suite (in deployment)

> Symantec Partner Asiasoft 
Hong Kong Limited 
(www.asiasoft.com.hk)
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