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Large U.K. Call Center Expands Capacity with Citrix
XenDesktop and VMware ESX Virtual Servers using
Sanbolic’s Clustered File System for Shared Storage Access

The Challenge

A prominent call center company in the U.K. needed to expand the number of agents taking calls by an additional
300 seats at one of its call centers. However, the existing facility did not have enough space or power to add the
additional servers and desktops needed for the additional agents. Since the cost and timeframe of opening a new
facility was prohibitive, the company looked at options for reducing the space and energy footprint of its IT
infrastructure.

The company worked with BT Engage IT to evaluate options for supporting the new agents in the existing facility. BT
Engage IT is part of the BT Group and is one of the largest IT solutions companies in the UK, providing its customers
with access to one of the most comprehensive IT solutions portfolios in the market.

The Solution

After evaluating several options, the company chose a solution that would utilize a virtualized desktop solution using
Citrix XenDesktop and WYSE thin client. Citrix XenDesktop is a virtual desktop infrastructure (VDI) solution that
delivers desktops as a service to users anywhere and reduces management costs by centralizing desktop lifecycle
management in the data center. The lower power consumption and small physical size of the desktop clients
allowed the company to accommodate the additional call center agents in the existing facility. BT Engage IT
implemented the solution.

The data center side of the VDI solution was deployed on top of virtual servers running on VMware ESX, which
allowed greater density and lower power consumption within the data center. The virtual servers running the VDI
solution were in turn provisioned using Citrix Provisioning Server. By delivering server workloads on-demand rather
than deploying them on individual servers statically, Citrix Provisioning Server simplifies and streamlines server
management, and ensures server consistency by provisioning servers simultaneously from a single standard
workload image.

To avoid creating a single point of failure, Citrix Provisioning Server must be deployed in high availability mode,
which requires that multiple Provisioning Servers have simultaneous access to files on high performance shared
storage. To do this, BT Engage IT recommended the use of Sanbolic software on the customer’s existing EMC
Clariion storage solution as Sanbolic’s Melio clustered file system enables shared access to data on the storage.
Although typically a storage volume on the EMC array could be assigned to only one server at a time, Sanbolic’s
Melio clustered file system allows multiple servers to share concurrent read/write access to a storage volume.
Leveraging this shared access, if one Provisioning Server were to fail or lose network connectivity, the devices it is
supporting could fail over seamlessly to another Provisioning Server without any service interruptions. The
combination of EMC Clariion storage and Sanbolic’s Melio clustered file system provides a high performance, highly
reliable storage platform upon which a highly available Citrix Provisioning Server can be deployed.
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Schematic Diagram of the Deployment in the Call Center Data Center
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The Benefits

The virtualized infrastructure supporting the new call center agents had several advantages. Key among them was
the ability to increase the density of agents at the existing site, because of the lower space and power requirements.
In addition, management costs were significantly reduced. The VDI solution eliminated the need to manage desk top
PCs. The use of Citrix Provisioning Server allowed the call center to consolidate to three desktop images, which
could be centrally managed. Because new desktop clients could be provisioned rapidly, the call center could quickly
respond to workload changes. As a result, the company estimated it would payback its £500k investment within 18
months or less.

“The VDI and virtualized data center solution delivered using Citrix, VMware, EMC, and Sanbolic components
provided a robust, flexible, and very cost-effective solution for our call center client,” said Andy Nabbs, virtualization
specialist at BT Engage IT. “However, this was not the only pay back as the working environment is not only more
green, but quieter to work in and offers the call agents a better atmosphere in which to conduct their business.”
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Solution Components
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Citrix XenDesktop VDI

WYSE V10L clients on the desk

VMware ESX

Sanbolic Melio FS and LaScala Volume Manager
EMC Clariion Storage

BT Engage IT expertise and consultancy

Sanbolic Inc.
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Watertown, MA 02472
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