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Packeteer helps professional services organization implement 6,000 VoIP 
lines without increasing bandwidth   

Ernst & Young is a leader in the provision of professional services in Australia and around the world. As 
part of the global Ernst & Young network — with more than 100,000 people in some 140 countries 
— they aim to promote the success of their employees and clients by creating value and confidence. 
Ernst & Young Australia employs over 3700 people in Australia, working from eight offices.

Many of those people work in virtual teams that cross State borders or time zones, a work practice de-
signed to offer the firm’s clients the best possible range of skills and expertise to meet their needs. But 
it is also a practice that creates a need for robust communications and collaboration tools to ensure 
the firm’s people can get in touch and share information whenever they need it.

A key piece of the company’s infrastructure is a national Asynchronous Transfer Mode wide area net-
work (WAN) that links its eight offices with 34 Mbps of bandwidth between its Sydney and Melbourne 
offices and either 6 Mbps or 4 Mbps between Sydney and other offices.

“The WAN is used for a variety of applications,” explains Stephen Arnold, Ernst & Young Australia’s chief 
information officer. “We use standard applications like Lotus Notes, financials applications and general 
line of business applications; we operate them in client/server mode with the servers in Sydney” 
which is where the firm maintains its data center, plus email and Web gateways to the outside world.

This client/server configuration is important because its centralized model allows easier management 
and maintenance. But to operate effectively, it relies on the availability of bandwidth so that staff in 
offices other than Sydney can access the applications and data when they need them, without delay.

“We have lots of background tasks like Lotus Notes replication that can take an enormous amount of 
bandwidth,” Arnold says. “Notes is not a very good network citizen: it takes what it can get. So we have 
a balancing act between performance and the priorities for the business.”

“Our timesheet entry tool, for example, is considered more important than Web browsing,” Arnold 
explains. “We determine performance criteria for each application and need to make sure that we can 
provide the right end-user experience and the right performance, even if that means we degrade the 
performance of other applications.”
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In the year 2000, Ernst & Young Australia adopted Packeteer solutions to manage bandwidth on its 
WAN.
 
“Throwing bandwidth at the problem was not enough,” Arnold says. “The only way to address the is-
sue was to use a tool that monitors the network and could set priorities.”

The firm therefore installed a single PacketShaper appliance at its Sydney office in 2000, and used it to 
implement the policies to prioritize different applications’ needs.

The company has since implemented Packeteer solutions in all of its offices.

“We used Packeteer before we adopted Voice over Internet Protocol,” Arnold explains. This move to 
the new telephony technique made it even more important than before to manage bandwidth ef-
fectively.

“We realized that time sensitive applications like VoIP and the video over IP service we use for internal 
videoconferencing makes it even more important to be in control of the network,” Arnold says. “So 
when we implemented VoIP we added Packeteer solutions to every node of the network.”

“Without something like Packeteer, I believe we would need 2 or 3 times the current bandwidth to 
obtain comparable performance and utilization,” explains Arnold. “Without bandwidth control you 
inevitably end up compromising about the performance of applications and merely have to accept 
that some applications will not behave or properly coexist with other systems.

“The startup phase of a session is when you get the most problems. In our initial setup we had just 
one PacketShaper appliance, but by adding Packeteer products to every office, we can establish every 
session and maintain it to deliver the level of service a voice call or videoconference demands.”

The implementation of the new systems was swift and simple.

“We were lucky that we already had a lot of experience controlling Quality of Service (QoS),” Arnold 
says. “So when we started doing voice and video over IP, it was not hard to determine what we 
needed to get the best possible performance.”

“The other plus in using Packeteer at every node has been to let us introduce compression across the 
network to further reduce bandwidth consumption.”

Packeteer has also made the Ernst & Young’s IT department appear responsive to its end-users. “They 
are aware that we can manage applications,” Arnold says. “If they have performance problems, they 
know they can explain the issue and we can deliver what they are expecting.”

The overall effect of the company’s Packeteer investment has been profound cost savings. Since the 
company’s first implementation in 2000, it upgraded just two of its WAN links, and those only by 
2Mbps. One of the links that received an upgrade, to the Perth office, serves a user population of 400.
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This static bandwidth consumption has been possible even though the company has added 6,000 
VoIP lines to its infrastructure, plus videoconferencing and other new applications.

Packeteer, meanwhile, has also become a solution that Ernst & Young’s IT department relies on as it 
manages the WAN.

“Things are always changing and Packeteer lets us monitor that,” Arnold says. “Of course it manages 
bandwidth allocation, but we also rely on its diagnostic tools when things are not behaving as we 
expect. It gives us a true picture of every app in the WAN.”

Arnold plans to continue using Packeteer solutions for the foreseeable future.

“The way I explained it to the business when we first bought Packeteer was to say that our previous 
tools were like driving through a tunnel with no lights on: you don’t know what traffic is ahead of you
or behind you. Now we can set speed limits and set up rules; data observes the rules of the road. We 
wouldn’t be without it any more.”
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