
When Pembrokeshire County Council needed to meet 
the challenge of supporting low priority help desk calls 
through a self-service facility, allied to remote access 
for its technicians and effective asset management, 
it chose to upgrade its existing solution to Numara 
Track-It!

Business Driver
The need to upgrade its current Numara Track-It! 
solution to the newest release to take advantage of 
an integrated help desk and additional functionality to 
help deliver a more cost effective service to its users.

Industry Sector 
Local government.

Why the latest Numara Software?
An upgrade to Numara Track-It! offers Pembrokeshire 
the long-term benefits of a reduced workload for its 
help desk through self-service, improved IT asset 
management, remote-working for its technicians, as 
well as support for ITIL Best Practices.

Business Benefits
With nearly 2,000 calls a month, many of which are 
low priority calls, Pembrokeshire needed an upgraded 
help desk solution through Numara Track-It! to 
strengthen its call monitoring capabilities, improve its 
asset management, support its technicians, and help 
meet its customer Service Level Agreements (SLAs) in 
a geographically widespread county.

Background
Pembrokeshire County Council is the governing 
body for Pembrokeshire, one of the principal 
areas of Wales. The County has a population of 
116,000 and covers 170 miles of coastline. The 
administrative headquarters and historic county 
town is Haverfordwest and other settlements include 
Pembroke itself, Pembroke Dock, Milford Haven, 
Fishguard, Tenby, Saundersfoot, Narberth, Neyland 
and Newport and St David’s, situated in the west of the 
county, is the United Kingdom’s smallest city.

Moving on up 
Pembrokeshire first started using Numara Track It! to 
manage its help desk environment in 2001, and for a 
number of years had wanted to be able to upgrade its 
current Numara Track-It! to the most recent edition, but 
had been unable to free up IT budget to do so.

Its original choice of Numara Track-It! was on the basis 
of a recommendation from a previous IT Director who 
had made it clear to his colleagues that the Numara 
Software product was the most widely installed help 
desk and the best choice the Council could make to 
manage its service operation.

Seven year later, in March 2008, Pembrokeshire decided 
it was finally time to upgrade its version of Numara 
Track-It! to take advantage of the benefits available.

“Upgrading to the latest version was always going to 
be a major move for us,” says Pembrokeshire Service 
Desk Special Projects Manager David Parry-Price.

“We are still running a Microsoft Windows NT 
operating system, and we want to be able to 
coincide our upgrade of Numara Track-It! with a 
move to Active Directory.

Numara Track-It! will give us an array of benefits: 
remote access, licensing, end of year systems, 
metrics and reporting, self-service, remote access, 
and the ability to manage the 2,000 calls we handle 
every month more effectively. Numara Track-It! is 
such a major upgrade and a big product that we 
want to be able to use it most effectively.

We finally decided to take advantage of some budget 
flexibility to upgrade, and reached agreement with 
Numara Software with installation following in June 
2008.
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Upgrading to Numara 
Track-It! will give us an 
array of benefits: asset 
management, remote 
access, licensing, self-
service, remote access, 
and critically, the 
ability to manage the 
2,000 calls a month we 
receive more effectively. 



About Numara Software
Founded in 1991, Numara Software is a global provider of 
service desk management solutions. Its flagship products, 
Numara Track-It! and Numara FootPrints, support over 
50,000 customer sites worldwide making it the leader in 
this market for small to mid-sized enterprises.

We still have to implement Active Directory, and 
for now we’re running the old version for 30 
percent of our sites across the country, and using 
the new version for the rest, but we expect to be 
on the new version across all sites fairly quickly.”

Improved call monitoring 
Pembrokeshire’s constituency of Council employees 
comprises 6,000, and its help desk receives around 90 calls 
a day for an IT estate of 2,200 PCs. But frustratingly for the IT 
team, many of those 90 calls a day could be removed. Parry-
Price takes up the story.

“Around 70 percent of the calls we receive are low 
priority, many of them password resets, printer 
problems or other similar enquiries. We cannot 
remove those calls completely, but we do want 
better quality calls. This is where the self-service 
facility within Numara Track-It! will help,” says 
Parry-Price.

“It will enable us to spend less time administering 
calls because many of those password resets 
can be covered by self-service. It also means that 
ultimately users will be able to log on and track the 
process of their job themselves rather than bother 
the IT team.”

Remote control for 
Pembrokeshire technicians
Pembrokeshire is a geographically spread county, with 
over 200 sites that its technicians must service, including 
over 60 primary schools, old peoples’ homes, and council-
administered facilities such as sports centres.  The distance 
between facilities means that on many occasions, technicians 
need to service a number of locations in one trip,
as Parry-Price explains.

“We have a number of facilities that our 
technicians have to visit, such as over 60 primary 
schools. We try and collect as many jobs at a time 
but we have SLAs with schools that we also have 
to respect. So the remote client control facility 
available through Numara Track-It! is invaluable. 
Remote control, self-service and the audit facility 
were the key drivers for our decision to move to 
the new version of Numara Track-It!

Numara Track-It!’s asset management feature 
means we can ask it, for example, to show us all 
machines in the planning department. Previously 
we used an Access database to track assets, so 
there was a need to be able to integrate data into 
Numara Track-It! Now we will be able to track 
our assets throughout their entire life-cycle and 
ownership, from acquisition to disposal.”
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Moving towards the service 
lifecycle through ITIL adoption
One of the attractions of an upgrade to Numara Track-It! for 
Pembrokeshire was its alignment with ITIL Best Practice 
processes for Service Management, as Parry-Price explains:

“We have been investigating ITIL for some time and one 
of my colleagues and I have already done an ITIL 3-day 
Practitioner Foundation course. Adopting ITIL will force 
us to implement more effective procedures, though to be 
honest, it is likely to take us a number of years before we 
can say we’re really doing ITIL properly.”

Looking ahead
Having had the new version of Numara Track-It! installed for 
almost eight months, Pembrokeshire is now beginning to step 
up its usage of the software. Currently, only a limited number of 
its users are taking advantage of self-service, but Parry-Price 
expects that to change in time.

“We’ve not really taken advantage of self-
service yet. It’s available to 75 percent of 
people, but we haven’t actively promoted it. 
Numara Track-It! is a major upgrade that we 
want to keep on top of, we will be stepping-up 
our use of the product in 2009, together with 
our adoption of Active Directory.”
David Parry-Price
Service Desk Special Projects Manager
Pembrokeshire County Council
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