Rackspace Customer Story – ISV

SaaS provider Invotra
rapidly scales to
support enterprise
customers

Rackspace enables Invotra to harness the power of AWS to
deliver better digital communications to their customers.
Our customer

The obstacles they faced

Invotra is a leading SaaS provider of
enterprise intranet and portal solutions.
Customers across the world rely on its
flexible and secure software services,
to manage internal and external
communications. Invotra powers over
45% of central UK government intranets,
including local authorities and membership
organisations in the UK and USA.

The business is prominent in the UK public
sector, supporting customers like the Home
Office and the Department for Work and
Pensions (DWP) with flexible ways to manage
internal communications. Invotra was keen
to scale quickly and efficiently to meet
customer demands, whilst maintaining a
significant user base, around-the-clock.

How we helped

What we achieved together

Rackspace experts helped Invotra plan,
migrate and optimise their use of the AWS
cloud platform.

With access to early architectural insights
and 24x7x365 expert guidance, Invotra
successfully implemented a scalable AWS
platform across the business. This change
has enabled Invotra to enhance operations
and meet the needs of enterprise customers.

“The [Rackspace]
onboarding and
architecture team provided
detailed advice on which
cloud-native services to
use when building out
our cloud platform, while
taking into consideration
our unique requirements.”

Paul Zimmerman
COO, Invotra

Thinking big

on scalability, performance and digital
accessibility for its users.

Paul Zimmerman, Invotra COO, explains that
the company’s service is about enabling
customers to communicate more effectively,
“We don’t just provide software as a service,
we provide software with great service,
that’s fundamental. Flexibility is key.”
Customers can leverage the platform as an
intranet and extranet, as well as integrate
directory services.

Around 60% of the current services provided
are in operations serving the public,
on the frontline. Invotra supports large
organisations and a substantial portion
of civil servants to communicate and
collaborate within their departments – for
example, the DWP alone has 87,000 users.

Collaboration is a big part of what the
business offers, enabling complex, large
departments to manage workflow and
encourage employee engagement. In
addition, Invotra retains an ongoing focus

Being among the first wave of disruptors
in the UK government space, the business
implemented big system integrators and
large IT vendors, to offer an alternative based
on open source technology. Paul describes
the new service as, “…a commercially
competitive offer - the kind government

departments have turned towards in
recent years.”

Always operational
Invotra recognised early on that to compete,
they needed to acquire strong expertise in
live service management and response times,
to ensure services are kept up and running
24x7x365. Paul confirms that central and
local government customers are ‘within the
top ten entities in the UK’, making it vital to
scale efficiently when it comes to expertise,
resource, and technology. “That’s a big part of
why we chose Rackspace. We’re pretty crazy

about support, which is something we have in
common,” Paul adds.
The two companies worked together
previously in an unrelated area, which
provided Invotra an insight into Rackspace’s
expertise and level of support. The
partnership became inevitable once UKbased AWS services were announced.

Key benefits
Paul explains that the benefits of the
Rackspace partnership to Invotra were
evident from day one. He discusses how, “the
onboarding and architecture team provided
detailed advice on which cloud-native
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services to use when building out our cloud
platform, while taking into consideration our
unique requirements.”
This resulted in a bespoke environment
lined up with AWS best practices and one
that can be optimised at a faster pace than
Invotra was accustomed to. Paul comments
that previously spinning up a complete
environment could take weeks however,
“now changes can be delivered into a live
environment with minimal disruption, and
within hours.”
Quick access to experienced technicians has
been an added benefit of the partnership.
“Our ticketing system is managed by
Rackspace support staff, who’re extremely
knowledgeable with a detailed understanding
of the systems they support - we never
hesitate to request changes”, says Paul.

“Support from Rackspace
allows our technicians to
innovate and focus on
other key initiatives for
future growth.”
Paul Zimmerman
COO, Invotra

“Now changes can be
delivered into a live
environment with
minimal disruption, and
within hours.”
Paul Zimmerman, COO, Invotra

Round-the-clock support
For Invotra, as a 24x7 operation, the
extension of support has been one of the
most valuable aspects of the partnership
- proving essential to the business. Paul
goes on, “although we have experience in
managing cloud services, the sheer scale of
support and calibre of systems Rackspace
provides helps us to be even more efficient,
and work at greater scale.”
However, there’s also scope for intimacy.
With one live customer, traffic had increased
significantly and abruptly. Invotra brought

Rackspace Customer Story

3

a Racker into the call, to help with the
investigation. Paul recalls how Rackspace
provided constant support, from the USA and
the UK, to enable a seamless hand over with
full assistance throughout.
“From that call through to quickly onboarding
four new customers with 20,000+ new users
shows the range of support we’ve enjoyed,
and represents what we believe Rackspace
can offer Invotra going forward.”

Looking to the future
Thinking about years to come Paul explains
that, “Product development is all about
innovation. Although we have expertise
in-house, the additional support from
Rackspace allows our technicians to innovate
and focus on other key initiatives for
future growth.”
For a small company with inspiring ambitions,
the bigger picture is equally as important.
The business is focused on enterprise
customers - with users often scattered
across geographic locations. The new
partnership has enabled Invotra to scale
through creating operational efficiencies and
commercial appeal for customers.

and enable them to grow.” One thing that’s
clear is, Invotra never loses sight of its
commitment to customers.

“From that call through to
quickly onboarding four
new customers with 20,000+
new users shows the range
of support we’ve enjoyed,
and represents what we
believe Rackspace can offer
Invotra going forward.”
Paul Zimmerman, COO, Invotra

About Rackspace
At Rackspace, we accelerate the value of
the cloud during every phase of digital
transformation. By managing apps, data,
security and multiple clouds, we are the
best choice to help customers get to the
cloud, innovate with new technologies
and maximise their IT investments. As a
recognised Gartner Magic Quadrant leader,
we are uniquely positioned to close the gap
between the complex reality of today and
the promise of tomorrow. Passionate about
customer success, we provide unbiased
expertise, based on proven results, across all
the leading technologies. And across every
interaction worldwide, we deliver Fanatical
Experience™ — the best customer service
experience in the industry. Rackspace has
been honoured within the top 100 Great
Places to Work for more than a decade.
Learn more at www.rackspace.com
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Similar to Invotra’s flexibility in
communications platform offerings,
Rackspace’s ability to be creative with
technology provides an opportunity to
work collaboratively and solve problems.
By leveraging enhanced operations and
support, Invotra can work with customers
to provide tailored solutions aligned to
business objectives.
Paul concludes, “When introducing suppliers
to that mix, we know it’s our service and
reputation on the line. We’re delighted
Rackspace has exceeded our expectations.
In taking some weight off of our shoulders,
we can focus on delivering a great
communications platform to our customers
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