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C A S E ST UD Y – VIC R OAD S



OVERVIEW



VicRoads has been in operation in Victoria as its state road authority in different forms for the past 100 years. However, it was not until 1989 when it took on its current name – known to millions of Victorians as “VicRoads”. Today in its centenary year, the organisation manages “over 22,000 kilometres of roads and 3133 bridges and processes more than 22 million transactions a year for 3.7 million licensed drivers and 4.9 million registered vehicles” - this delivered by around 3000 staff through a network across the state while using online channels and retrieving high volumes of data.



Panalysis successfully delivered on time and to budget on this complex transition and helped VicRoads realise considerable savings.



The sheer volume and service levels required to deliver services such as licensing and registration mean that much of the work is handled online and electronically from its websites – hence the need for smart handling of the data with analytics. VicRoads began its long-term collaboration with Panalysis back in 2009. At this time VicRoads was examining a need to move from their existing analytics platform - Omniture. In consultation with Panalysis, VicRoads determined that Google Analytics was the best possible solution and asked for its assistance to manage and implement the migration. However, the transition was not so straightforward due to its complexity involving multiple websites and 3rd party vendors.



CHALLENGE



Complexity of the transition posed the greatest challenge for VicRoads as the organisation was responsible for a number of websites hosted on a variety of platforms. Multiple stakeholders, staff turnover, and lack of available in-house technical staff added to the task of preserving functionality and continuity on completion of the process. A second challenge was the time constraint – an impending deadline for the end of financial year required work that would normally take 6 months be conducted in a tight window of only 2 – 3 months. Finally, there were overall budgetary challenges and the new system needed to bring in ongoing savings. Continued next page
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C A S E S TU DY – VIC R OAD S c ontinued BUSINESS SOLUTION



Panalysis provided consulting, implementation, and dashboard reporting services including: > A feasibility study on Google Analytics (GA) and alternatives focusing on VicRoads’ core requirements and tracking needs. > A bespoke analytics solution - based on business tracking requirements in consultation with the different stakeholders, instructing 3rd party coders. > Implementation of Google Analytics using “Tag manager”. > Excel-based dashboards for about 42 different web channels and migration of the tool itself. > A tracking requirements review to see if previous requirements were still valid.



RESULTS



In the VicRoads situation, the most important significant thing was to deliver a complex transition on time and on budget without data continuity issues also preserving the original solution design. Panalysis not only succeeded in the challenge but delivered ongoing cost savings with Google Analytics. The new dashboards are now more streamlined and have resulted in the following benefits to VicRoads. > Analysis Capability - VicRoads have now realised an advanced reporting capability. This frees up staff to focus on deep dive analysis.



“Panalysis and VicRoads worked together seamlessly in a virtual team for a smooth implementation of a very large and potentially difficult project. The team continue to work together focussing on



> Quality Content – The dashboards allow the 40+stakeholders to focus on and deliver better online content.



continual improvement of



> Customer Service levels – The work increased responsiveness to end users. For example, it allowed VicRoads to pinpoint where drop offs were occurring in online registration (form completion) and address the problem.



knowledge transfer.”



meaningful reports and



Jolanda Zerbst – Manager Web Services IT Operations, VicRoads.



> Convenience and Time Savings - The multiple dashboards and tool migration were completed in record time and now deliver significant time and labour savings. Code has now been located in a centralised location. If something changes it can be updated once centrally rather than multiple times on different sites. > Better control - through using “Tag Manager” VicRoads has a greater understanding of tracking events on site and access to real-time traffic information. > Cost saving – Panalysis not only worked with 3rd party suppliers and removed old code as soon as possible to help VicRoads avoid a costly fee, but improved the original return on investment.
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