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Key benefits

•  Global Implementation,  
no business disruption

• Global Platform, local language  
   support

•  Global Training Program,  
quick user adoption

•  Global Leverage, significant cost 
saving

•  Increased productivity and 
collaboration

Arkadin delivers collaboration solution 
to manage Orica’s explosive Growth

Overview

Orica, an Australian mining services company based out of Melbourne, 
is the world’s largest supplier of commercial explosives and blasting 
systems. It employs more than 12,000 people and generates around  
$6 billion in revenue annually. The company maintains a presence in 
more than 50 countries, and has customers in more than 100. In addition 
to commercial explosives, the company sells blast design software that 
helps miners safely plan detonations and perform detailed seismic tests. 

In 2012, Orica appointed Arkadin to deliver a global communications 
solution that links employees in different countries and allows them to 
take part in seamless audio and web conferences with ease. 

“We’re an international company, which means we need access to a 
reliable international communications network,” says Michelle Lay, Global 
IT and Financial Procurement Manager at Orica. 
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Challenge: different solutions, different providers 

As a result of its ongoing international expansion program, Orica had 
inherited a network of incompatible collaboration solutions. Different 
countries used different solutions from different providers, often with 
different pricing schemes. This was causing significant administrative 
difficulties and confusion for end-users. The business was globally crying 
out for a uniformed platform.

The lack of a common system made organising conference calls 
needlessly difficult. When calls were finally arranged, Orica staff had to 
deal with inconsistent service quality and features. Some locations could 
connect easily to international calls, while others were disconnected or 
had poor audio quality. Each location used a different troubleshooting 
guide, greatly complicating problem resolution and making it impossible 
for Orica to offer centralised support to its staff members. 

As Michelle explains, the inefficiency and inconsistent pricing made 
maintaining Orica’s previous collaboration solutions complex and costly.

“I became responsible for our conferencing system in 2011 and decided 
shortly after that something had to change,” Michelle says. “It should 
be easy to connect with your colleagues abroad – and, in my opinion, it 
wasn’t easy enough.”

Michelle’s goal was to move Orica to a single global platform that offered 
consistent user support – and she needed to achieve this without 
interrupting ordinary business operations. Michelle also wanted to 
improve Orica’s audio and web conferencing options, so staff members 
could collaborate easily and effectively from across the globe. This would 
reduce travel expenses and make it easier to manage international 
activities. 

With these challenges in mind, Michelle began searching for a solution 
that would meet the complex needs of an international organisation like 
Orica. 

Solution: a unified approach to conferencing 

Michelle evaluated several local solutions but soon realised they lacked 
the international reach to provide the support Orica’s global offices 
required. Orica was already an Arkadin customer in Australia, and when 
Michelle explored the possibility of expanding its service abroad, she 
found Arkadin – with 53 global offices, premium service quality and end-
user support in 19 different languages – was exactly what she wanted to 
meet the evolving needs of Orica.  

“I didn’t want it to seem like we’d imposed a local system on our foreign 
offices without considering their individual circumstances,”  

Arkadin collaboration  
solutions

 
•   Arkadin®Anytime™

• Cisco WebEx™ - Provided by Arkadin

•   Professional Services

•   Arkadin®Event™
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Michelle says. “Thankfully, with Arkadin, their pre-existing global 
presence meant they were familiar to our staff members overseas, who 
were, as a result, comfortable working with them.” 

Arkadin’s solution included several seamlessly integrated components. 
ArkadinAnytime Audio Cloud Collaboration Platform (CCP) offers Orica 
more than 180 international dial-in access numbers in over 110 countries 
giving it unrivalled global reach. The Cisco WebEx solution - integrated 
with ArkadinAnytime CCP - provides Orica with a best in breed audio and 
web conferencing solution that Orica staff uses effectively across the globe.

The solution is supported by Arkadin’s Global Customer Services team, 
which offers Orica users around the world with real-time assistance in 
their local language at any time of day. Arkadin also provides Orica with 
detailed reporting that include key information on end-user adoption and 
usage by country, allowing efficient internal processing. 

 
Bringing it all together: Arkadin and Orica’s 
implementation partnership 

“Working with Michelle and the IT team at Orica was a pleasure,” says 
Aleksandar Chumkovski, Project Manager at Arkadin. “The deployment of 
the Arkadin conferencing solution to Orica globally was seamless as we 
had great support from Michelle’s team from day one.” 

The implementation team began by conducting Project Definition 
Workshops, during which they outlined each step of the implementation 
strategy and formalised it in a project plan. 

Their first step involved implementing the new solution in more than 20 
countries in 2012. After each region moved to CCP, Arkadin conducted 
detailed user and service acceptance testing. It also initiated a Global 
Training Program, conducted in several international languages, teaching 
more than 1,200 employees how to get the most out their audio and web 
conferencing account. 

“There were no notable challenges,” says Michelle. “We simply sent 
around some emails explaining the new solution to our staff members, 
and made sure they had access to all the necessary dial-in numbers.” 

With the initial phase of the implementation process completed, Arkadin 
and Orica continued the rollout in other countries. As of February 2016, 
Arkadin’s commitment to effective project management has resulted in 
Orica successfully deploying the ArkadinAnytime CCP solution in a total of 
28 countries. 

“The Arkadin system is incredibly intuitive,” says Michelle. “So the 
international rollout proceeded without any problems. I think people were 
mostly just relieved to be working with such a straightforward product suite.”  

“The Arkadin solution is 
incredibly intuitive, it has 
elevated our communication 
experience to a new level. 
People were also happy to be 
working and supported by a 
great team from Arkadin.”

Michelle Lay 
Global IT and Financial Procurement 
Manager - Orica
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A global collaboration solution 

According to Steven Benedict, Procurement Project Manager at Orica, the 
benefits of the Arkadin system were immediately noticeable. 

“Our telephone lines were clear, with no disruption,” Steven says. “And 
this made it much easier to conduct each conference call in a professional 
manner.”

Kim Banham, a Change Management Manager at Orica and frequent user 
of ArkadinAnytime CCP solution, echoes this praise. “I’ve used the Arkadin 
webcast service for our senior executives such as the Chief Information 
Officer town halls and my experience has always been excellent,” she 
says. “The connection quality is terrific and the service is very flexible.” 

According to Michelle, one of the chief benefits was that she was able 
to develop strong partnerships with the Arkadin implementation team. 
“We were looking for people who we could rely on to provide the type 
of support it had been so difficult to obtain when we oversaw several 
different collaboration solutions,” she says. “We’re extremely happy with 
the relationships we now have with the Arkadin project manager, account 
manager and Global Customer Services team.”

Importantly, the new solution has also allowed Orica to achieve its 
financial goals. Since implementing the Arkadin suite, Orica has cut its 
global spending on audio and web conferencing by 30 per cent, freeing 
up capital for other business initiatives. 

Two further facts underscore just how successful the solution has 
been for Orica. In 2014, it sold its chemical manufacturing division to 
investment company Blackstone for $750 million. The newly independent 
company subsequently approached Arkadin so that it could continue to 
use the same high-quality audio and web conferencing solution.  

Arkadin and Orica: a strategic partnership

Orica has been using Arkadin’s solutions for four years now, and it 
continues to meet Michelle’s expectations for cost-effectiveness and 
quality. “Arkadin has really ticked all the boxes for us,” she says. “I’m 
confident that we made the right choice.” 

For Arkadin, the project’s success has been encouraging, demonstrating 
the company’s ability to deliver integrated solutions across multiple 
regions simultaneously. “It was a complex brief, but I’m confident that 
we nailed it,” says Aleksandar. “Orica’s continued investment in Arkadin 
services is a testament to our professionalism, efficiency and industry-
leading service quality.”  

About Arkadin

Arkadin is one of the largest and 
fastest growing Collaboration 
Service Providers in the world. Our 
collection of market-leading audio/
web/video conferencing and Unified 
Communications solutions enables 
enjoyable collaboration experiences 
that are essential to success in a 
digitally connected global workplace.  
As an NTT Communications company, 
our services are delivered in the 
cloud and backed by a cutting-edge 
infrastructure for premium service 
quality.  Over 37,000 customers 
spanning the largest global 
enterprises to small businesses are 
supported locally in 19 languages 
through our network of 56 operations 
centers in 33 countries.

To find out more about Arkadin 
please visit www.arkadin.com


