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CUSTOMER SUCCESS

Azul Brazilian Airlines

Reducing TCO by 40 Percent using Endpoint Virtualization
from Symantec

As a start-up in the Brazilian airline industry, Azul Brazilian Airlines needed to
keep costs low enough to support value-priced airfares. It sought competitive
advantage through a new endpoint architecture that could offer higher reli-
ability and reduced administrative overhead. The IT team turned to Symantec
for a solution that streams applications on demand to thin clients and manages
those endpoints centrally. Results include a 40 percent reduction in TCO, an
eight-fold increase in asset management efficiency and a significant uptime
improvement.

JetBlue founder David Neeleman believes in giving more for less. He shocked the airline industry
with JetBlue’s value pricing when he introduced a fleet of brand-new aircraft, all with ultra-
leather seats and in-flight satellite TV. Then Neeleman stayed true to character when he laid out
plans to launch domestic service in Brazil. In order to keep airfares affordable, he challenged
the Azul Airlines IT team to follow his lead by delivering the highest levels of service at the low-
est possible cost.

“We felt a new level of efficiency was possible in endpoint architecture for the airline industry,”
says Kleber Linhares, IT general manager at Azul. “And we set out to find it.”

The Azul IT team’s task was to increase system uptime and give agents quick access to applica-
tions and data from various locations in the airport complex. The team needed a low-cost work-
station capable of withstanding harsh treatment in an environment where terminals can be
bumped and damaged.

The best way Azul IT could drive down cost was to reduce systems administration. That meant
remote maintenance from a single, centralized location, with automation of as many tasks as
possible. The team considered various technology options.

Azul Brazilian Airlines (www.viaje-
mais.voeazul.com.br) is a low-cost
airline company founded in 2008
by David Neeleman, founder and
former CEO of JetBlue. Azul is based
in Sdo Paulo and employs 1,000
people, with projections of 5,000
employees by 2013. The company
started operations in December
2008 and has plans to serve Brazil's
main cities, using frequent, point-
to-point schedules, with a fleet of
78 Embraer 195 jets by 2012.

Industry: Transportation
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“Most airlines use either a dumb terminal
approach with centralized processing or a
thick client model with much of the code
and applications residing locally on the cli-
ent,” says Jefferson Santana, data center
and IT architecture manager at Azul. “The
problem with the dumb terminal scenario is
that productivity nose dives if the server
goes down. The downside to the thick client
approach is that it can be expensive to
maintain and vulnerable to security and
reliability issues.”

Azul’s IT team rejected both traditional ap-
proaches. Instead they devised a new
model to address the reliability and cost is-
sues that would enable Azul to compete as
a high-value/low-cost airline. Their model
uses HP Compaq t5730 Thin Clients as end-
points, combined with software enabling
desktop virtualization and automated client
management.

Next, Azul evaluated software solutions
from four different vendors. They rejected
Citrix XenApp and VMware ThinApp solu-
tions because neither supplier could provide
the automated client management they
were seeking. They eliminated Microsoft
App-V because it failed to meet ease-of-
management requirements.

Azul chose Symantec™ Endpoint
Virtualization Suite and Altiris™ Client Man-
agement Suite software from Symantec.

“Symantec was the only vendor that could
supply a client management tool and a
virtualization capability, allowing us to get
both key products from the same company,”
Santana notes. “When we tested the
Symantec solution, it was the only one that
worked properly with Azul’s applications.
And we were pleased when it integrated so
easily with the HP Thin Clients.”

Symantec Endpoint Virtualization Suite
streams three business-critical applications
for Azul: ticket sales, passenger check in,
and air crew management. Golden images
of these three applications reside on a cen-
tralized server.

AZUL BRAZILIAN AIRLINES

SOLUTION AT A GLANCE

Key Challenges

¢ Increase reliability and reduce costs of
endpoint operations

¢ Improve end-user productivity

¢ Lengthen life cycle of end-user
workstations

¢ Minimize endpoint total cost of ownership
(TCO)

Solution

Centrally managed application streaming
from Symantec

Symantec Products
¢ Symantec™ Endpoint Virtualization Suite

e Altiris™ Client Management Suite

Symantec Education Services
¢ Symantec Consulting Services
¢ Symantec Essential Support Services

¢ Symantec Education

“When a user logs onto the endpoint device,
the server immediately begins streaming
down packets of the application code for
different functions as needed,” explains
Santana. “The application builds up in the
cache in the background as the session con-
tinues. This means no administrator needs
to load applications on endpoints using CDs.
Applications load on demand.”

The application code, encapsulated in an
invisible container, resides on the thin cli-
ent, which functions similar to a caching
device during the session. The application
runs autonomously on the endpoint device
and performs much of the data processing
locally. When the user logs off, the applica-
tion is disabled to prevent unauthorized
access.

Azul has about 50 thin clients deployed now
to serve 10 airports in Brazil, and expects to
add as many as 400 workstations a year as
the airline grows.

Technology Environment

Applications: Sky Speed (ticket sales), Sky
Port (check in), and crew desk application

Endpoints: HP Compaq t5730 Thin Client
with Micorsoft Windows XP Embedded

Databases: Microsoft SQL Server

Server Platform: Dell PowerEdge 2960
running Microsoft Windows Server 2003

Business Results

Increases application availability—
applications run locally if server fails

40% projected reduction in endpoint total
cost of ownership (TCO)

96% reduction in endpoint deployment
time (20 mins. vs. 8 hrs.)

Eightfold greater projected endpoint
management efficiency (200:1 vs. 25:1
endpoint to admin ratio)

33% reduction in implementation time

IT General Manager
Azul Brazilian Airlines
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“Symantec Endpoint Virtualization Suite
enables us to deploy a new endpoint in 20
minutes,” Linhares says, “instead of the full
day it would take to prepare a new thick cli-
ent desktop. This time savings results in
faster service to our customers.”

Another Symantec solution, Altiris Client
Management Suite, enables administrators
to deploy, manage, and troubleshoot sys-
tems from virtually anywhere. “In the tradi-
tional thick client model, one administrator
can take care of about 25 workstations,”
Santana notes. “In our thin client model us-
ing Symantec Endpoint Virtualization and
Altiris Client Management Suite, we project
we’ll be able to have one administrator for
every 200 stations. That’s eight times more
efficient.”

Altiris Client Management Suite has also
reduced support calls to date, thereby low-
ering TCO for Azul. “With our Symantec so-
|ution, we project a 40 percent reduction in
total cost of ownership for our endpoints,
compared to if we had a thick client archi-
tecture,” says Santana. “Two factors con-
tribute to this. First, we expect fewer help
desk problems, due to the thin client archi-
tecture with Windows XPE locked both
physically and logically. Second, we will
save with Altiris automated deployment and
management capabilities, which should cut
implementation time by 33 percent, as com-
pared to the traditional thick client ap-
proach.”

All applications reside on a central server.
This cuts down on administrator time and
reduces maintenance on the endpoint de-
vices. The IT team can update golden im-
ages at the data center. Then, when users
logon, the revised applications stream down
in packets to update their HP Thin Client
devices.

AZUL BRAZILIAN AIRLINES

“Application reliability is much higher with
the new Azul model,” declares Santana.
“Even if the communications link fails with
the server hosting Symantec Endpoint
Virtualization, or that server goes down,
desktop applications continue to run locally
on the workstations and communicate with
our central database. Agents can continue
to sell tickets and check in passengers.
Symantec desktop virtualization gives our
agents more reliable applications and more
stable systems than either a dumb terminal
or thick client model.” [Azul: what is your
uptime metric so far?]

Applications are customized for the user,
not for the machine. “Because the virtual
desktop can stream to any endpoint device
where an agent logs on with proper creden-
tials, any agent can work on any station,”
Santana points out. “This means the user
experience is portable across any machine
in the Azul environment. That pays huge
dividends in terms of flexibility and faster
service in an airport setting.”

Symantec Endpoint Virtualization Suite
enhances security because desktop applica-
tions will not appear until the Altiris data-
base verifies a valid login. After the session
is over, no accessible code resides on the
endpoint device. So even if an HP Thin Cli-
ent is damaged or stolen, the system pro-
tects sensitive data from unauthorized ac-
cess.

Azul has plans to extend desktop
virtualization beyond the current ticket
sales, passenger check in and crew manage-
ment applications to other airlines functions
such as baggage tracking, reservations, and
perhaps even back-office applications, San-
tana says.

Symantec Consulting Services had a two-
week engagement to help the airline imple-
ment the desktop virtualization solution.
“The service Azul Airlines received from
Symantec Consulting Services was perfect,”
declares Santana. “The implementation
went very smoothly. Symantec Consulting
Services had comprehensive knowledge of
the desktop virtualization solution and its
capabilities—and even identified some ar-
eas where we should consider using the
solution in the future.”

Azul has Symantec Essential Support Ser-
vices for 24x7 support. “It’s a comfort to
have Symantec experts available to us
around the clock,” Santana says. “And we
expect to send some staff members to
Symantec Education Services for training in
Altiris Client Management Suite in the fu-
ture.”

Other airlines have expressed interest in
Azul’s endpoint architecture, Linhares notes.
“Azul IT has created a new paradigm for the
airline industry,” he points out. “We used
desktop virtualization and thin client tech-
nology to deliver low-cost workstations ideal
for use in a harsh airport environment. This
innovative approach has increased availabil-
ity, security, productivity, and flexibility; re-
duced the need for administrator support
and thus allowed us to drive our TCO well
below that of the traditional model.”

Data Center and IT Architecture Manager
Azul Brazilian Airlines
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