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Challenge

Defence had invested in a Records and 
Document Management System (DRMS) 
but faced significant challenges with its 
implementation and support. The reliance 
on the vendor for system support often 
led to one-sided solutions that didn’t 
necessarily align with Defence’s business 
needs. Technical issues were frequent, 
with patches being rolled out without 
adequate testing, resulting in system 
instability. Despite handling a massive 
volume of records and serving over 80,000 
users nationwide, the DRMS suffered from 
a poor reputation within Defence due to 
frequent outages and a lack of scalability. 
The department was not receiving value 
for money from the vendor’s support, 
spending enterprise-level costs to service a 
single server with fewer than 800 users.

Solution

Insitec was enlisted to provide support 
for the DRMS, initially focusing on 
architectural analysis and subsequently 
expanding to provide 1st, 2nd, and 3rd 
level support, testing, and infrastructure 
management. Leveraging an ITIL-based 
framework, Insitec established 

A million records per day.
Over 80,000 users Australia wide.
Zero system wide outages in 16 years of 
sustainment.

robust Request, Incident, and Problem 
resolution processes, seamlessly 
integrating with Defence’s broader ICT 
Service Management System. Insitec also 
implemented a change and configuration 
management system, ensuring that 
patches and changes were rigorously 
tested before deployment, enhancing 
system stability and reliability.

As the DRMS expanded, Insitec fostered 
relationships with other support teams 
within Defence, forming a comprehensive 
community support framework. Local 
workgroup coordinators were established 
in each directorate or unit, complemented 
by a centralised second-level support 
desk, facilitating the growth of the user 
community to over 85,000 users. Insitec’s 
collaboration with other support teams 
allowed for effective communication and 
coordination, ensuring that proposed 
changes were thoroughly evaluated to 
minimise disruptions to the DRMS.
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Insitec is one of Australia’s 
leading technology 
companies, We have 
partnered with government, 
industry and Defence for 
more than 20 years, building 
Australia’s sovereign 
capability with innovative, 
high performance solutions 
to meet the complex and 
ever-changing environment 
of tactical electronic warfare. 

About us

	• Implemented robust ITIL-based 
framework for Request, Incident, and 
Problem resolution.

	• Established change and 
configuration management system 
to ensure rigorous testing of patches 
and changes before deployment.

	• Fostered relationships with other 
support teams within Defence, 
forming a comprehensive community 
support framework.

	• Facilitated growth of user community 
from 10,000 to over 85,000 
users through local workgroup 
coordinators and centralised second-
level support desk.

	• Enhanced system stability 
and reliability, transforming 
Defence’s Records and Document 
Management System into a more 
efficient and scalable solution.

	• The Objective System in Defence is 
the largest (by multiple measures) 
single application within the Defence 
environment. Insitec continues to 
provide high quality support services 
to this system today and into the 
future.

Result

Through Insitec’s support and the 
implementation of robust ITIL-based 
processes, Defence’s DRMS underwent 
a transformation, becoming more stable 
and reliable. The introduction of a 
change and configuration management 
system enabled controlled and tested 
deployments of patches and changes, 
reducing system instability and enhancing 
overall performance. Insitec’s collaborative 
approach and community support 
framework facilitated the expansion of 
the user community, fostering a culture of 
effective communication and cooperation 
within Defence. Overall, Insitec’s 

involvement significantly improved the 
value and reliability of Defence’s Records 
and Document Management System, 
laying the foundation for continued 
success and scalability.


