
    
    










  
  
    
        
    
    
      
      
    
    
    	
      
        Platform
        
          
            
             
              
                
                
                  Overview:

                  	Platform
	Packages
	Employee Communications App
	Digital Signage
	Emergency Notifications


                

                
              

            

            
             
              
                
                
                  Channels:

                  	Desktop Alert
	Desktop Ticker
	Panic Button
	Screensaver
	Lock Screen
	Desktop Wallpaper
	Internal Newsletter
	Employee Survey
	Employee Quiz


                

                
              

            

            
             
              
                
                
                  Add Ons:

                  	SMS Messaging


                

                
              

            

            
          

        

      
	
      
        Solutions
        
          
            
             
              
                
                
                  By Role:

                  	Internal Communications
	Information Technology
	Human Resources
	Call Center Operations
	Marketing


                

                
              

            

            
             
              
                
                
                  By Industry:

                  	Healthcare
	Financial Services
	Government
	Education
	Retail


                

                
              

            

            
             
              
                
                
                  By Use Case:

                  	Change Communications
	Emergency Communications
	Health & Safety
	Compliance
	Cyber Security
	Leadership Communications
	Employee Engagement & Culture
	IT Outages


                

                
              

            

            
          

        

      
	Templates
	Pricing
	
      
        Resources
        
          
            
             
              
                
                
                  Resources:

                  	All Resources
	Blogs
	Case Studies
	Videos and Tutorials
	On-Demand Webinars
	IT Outage Calculator
	Cyber Security Calculator
	HR Calculator


                

                
              

            

            
             
              
                
                
                  Customer Resources:

                  	Knowledge Base
	Getting Started
	System Requirements
	Installation
	Content Creation


                

                
              

            

            
             
              
                
                
                  Popular Resources:

                  	Workplace Resilience
	IT Helpdesk Strategy
	Leadership Communications
	Employee Wellness
	Future of Hybrid Work
	Cyber Security Campaigns
	Return to Workplace
	Internal Communications Strategy


                

                
              

            

            
          

        

      


    	Get a Demo
	 Free Trial 
	 Login 


          
                    
                      
                        
                          
                        
                    

                

                
                   
                
    
 
  

























    











    





    









    
      
        
        
          IT Outage Notifications Set High Standards At Towers Watson
        

        
      
      
      
        
          
        
        
          
            
              Our Customer

Towers Watson

Their Industry

Professional services

            

            
              Location

United Kingdom

Number of Employees

5,000 staff and 15,000 associates across 16 countries

            

          

        

      
      
    





    
      
       
      
        Background
      

       
        
      
        
        
          
            Towers Watson is a leading global professional services company that helps organizations improve performance in the areas of benefits, talent management, rewards, and risk and capital management. The firm employs over 15,000 associates worldwide.
          

        

        
        
        
          
            Eli Fernández is the UK-based IT Service Management Lead for the Europe, Middle East and Africa region, which has more than 5,000 employees spread across 16 countries. His team manages the resolution and internal communication of all service-impacting incidents, as well as delivering IT service management, on-site support and network services.
          

        

        
        
        
		

  





    
      
       
      
        Key Challenges
      

       
        
      
        
        
          
            The organizational structure at Tower Watson presented Fernández with a number of challenges. The 5,000 staff and 15,000 associates worldwide were distributed across 16 countries, speaking multiple languages.

Effectively communicating with all staff given this structure was naturally difficult. Fernández needed to improve IT outage communication and reduce the number of calls to the service desk. He was also keen to gauge message success by tracking how many employees have seen the messages.

          

        

        
        
        
          
            Fernández explains that his team has a duty of care and a requirement to inform associates about service interruptions. He says that they “needed something that was flexible, easy to use, that could target the whole organization, parts of it or individuals.”
          

        

        
        
        
		

  





 

          
        
        
        
          Solution
        

         
         
        
            
              
              Towers Watson have been using SnapComms Desktop Alerts since August 2012 as a mechanism for updating staff about high-priority IT outages and notifications.

Desktop alerts are ideally-suited to this, being designed for high impact to get employee attention immediately, whatever screens or devices employees use – desktop, mobile or digital signage.
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                     Application
                  

              	 
                
            
                The IT team at Towers Watson has developed a set of branded IT outage notification templates for their desktop alerts, based on a simple traffic light system. Three of the templates are used for incident management — a new notification has a red theme, an update is gold and the closure of that issue is green. The fourth template is plum and is used to communicate upcoming work which might result in service interruption.

While Fernández says that “what we do is common sense,” there is a culture within the team of setting high standards. They use simple, jargon-free communications in English rather than trying to translate more technical information into local languages.
 
            

            
               
                                              
                      
                      
                        
                      
                  
                
              	
           

        

    






    
        
         	 
            
                This focus on simplicity, quality and consistency has made desktop alerts highly effective in conveying the status of system outages to Towers Watson staff and third-party IT service providers in multiple locations and different time zones.

Fernández says that the use of clearly-defined templates has provided a “reasonable level of protocol.” But he also explains that Towers Watson is just scratching the surface in the way it is utilizing SnapComms, given the capabilities of the software.

While they could use it for other internal communications, they choose not to, and have restricted management of the tool to 12-15 administrators globally.
 
            

            
                
                                                
                      
                      
                        
                      
                  
                
              	
            

        

    





    
      
       
      
        Results
      

       
        
      
        
        
          
            Good design, quality and consistency in messaging and offering flexibility to users have resulted in a lot of positive feedback about the desktop alerts. By and large associates like receiving them and Fernández concludes that, “If they see an alert they know it is worth reading.”.
          

        

        
        
        
        
		

  





    
      
       
      
        Ready to see SnapComms internal communications tools in action?
      

       
        
      Send a brief description of your communication requirements, and we'll get back to you with a personalized demo experience!
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Got any questions? 
We're here to help. 

Contact Us
                        

                

              

               
                 
                 
                   
                    World-Leading Integrated Internal Communications  
More than 2.5 million employees in 75 + countries are benefiting from better internal communications. Be part of the movement for greater communication at work. 

SnapComms is an Everbridge Company - The only end to end critical event management and employee communication solution in the world.
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            We've updated our EU-US Privacy Shield Privacy Policy Document with updated contact information. View our policy.
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