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Superloop benefits from  
BestCareTM  fixed price, service  
surety, and reduced administration

Service managers welcome time  
savings and increased efficiencies  
offered by BestCareTM

As an independent feature-light, speed-focused 
internet services provider, Superloop solves 
interconnectivity issues for corporate, wholesale 
and domestic customers through superior network 
performance and connection stability. Superloop  
has a broad network, selling their own fibre as well  
as partnering with NBN, TPG, Telstra and more. 
Backing Superloop in the field for the past two  
years is expert installation and support partner,  
Best Technology Services.

Ben Lajoie, Superloop’s Customer Delivery Manager 
says, ‘Best is the on-ground interface we’ve come  
to rely on. Best guarantees next business day service 
within 100km of 30 points of service across Australia 
and works seamlessly with our remote engineers.  
That level of support solves one of our most immediate 
issues: the capacity to reach metro and regional 
customers. Without Best, we simply couldn’t offer  
that ourselves.’

Four months ago, Superloop took advantage of Best’s 
latest partner offering: BestCareTM Support. Sold as 
competitively priced pre-paid packs of service units, 
BestCare offers surety of service and pricing and  
a way to reduce the burden of administration. 

‘BestCare has got us over another hurdle in that  
we no longer need to raise a PO for every single job,’ 
explains Ben. ‘Just the one PO raised to purchase  
the BestCare service unit pack gives us access to  
a large credit of works which we draw down on at  
a discounted rate as and when we need it. It’s solved 
the issue of endless admin for us. Importantly, the 
service from Best is still of the same high standard.

‘BestCare is a total game-changer for Superloop,’ 
continues Ben. ‘A service manager’s time is valuable 
and the BestCare service model dramatically reduces 
admin across the business; time that we can better 
invest in working with and for our customers.’
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Best Technology Services drives Partner 
Success for Nexon with HyperCare

Nexon is a digital consulting and managed services 
partner that helps mid-market and government 
organisations to drive business productivity, 
continuity and change. Nexon’s uniquely broad suite 
of solutions enables them to deliver the secure, 
reliable and integrated solutions that their clients 
need, end to end. 

When Nexon needed outside-of-the-box thinking to 
create a field service solution for their customer – a 
leading network infrastructure equipment provider – 
Will Mays, Nexon’s Solution Lead – Managed Services, 
immediately contacted Best’s Partner Success team.

“Nexon is always striving to expand our capability 
to deliver for our customers, which often means 
challenging the established way of doing things and 
creating new solutions from scratch,” Will says. “Best 
has already transformed our field services delivery 
with BestCare™ – their ground-breaking fixed-price 
field services solution. Their ongoing innovation focus 
made them the natural choice when we needed a 
completely new approach to support our customer 
onsite.”

Best’s customised approach enables 
Nexon to meet a unique customer need   

“Our customer approached us to explore managed 
services for their customer’s in-store wireless 
and wired network infrastructure,” Will says. “That 
customer needed a better solution to support 
repairing or replacing faulty equipment in their 45 
stores across Australia and New Zealand. The onsite 
support model used by their managed services 
provider at the time just wasn’t working.”

“Quite simply, their provider did not have the physical 
presence or process maturity needed to support 
getting onsite rapidly to troubleshoot and resolve 
issues,” Will explains. “When a retail store’s network 
infrastructure goes offline, staff can’t serve customers, 
or they need to do things in a slower, more manual 
way. Our customer needed the capability to respond 
rapidly to every incident, regardless of its location, 
every time.”

Will worked closely with Best’s Partner Success 
team, contributing Nexon’s intellectual property and 
expertise to co-create a unique and customisable field 
work solution, now known as HyperCare.



BestCareTM saves Superloop 10% and 
facilitates faster, easier service scheduling 
and reporting

Ben says other advantages of BestCare are the 
simplified pricing and the cost savings. ‘With the 
BestCare pricing model all services are at the one 
price, simplifying things even further. Not only that, 
BestCare works out to be about 10% cheaper overall. 
That’s a significant saving which is just fantastic.’

Working with BestCare has given Superloop even 
greater confidence in their ability to provide customer 
service excellence. ‘My team are very comfortable 
working with the BestCare portal. We can log in, raise 
a request and within a day organise hands and feet 
to our customer’s site. Better still, Best works to our 
schedule. Operating in the service space means that 
everything is always a rush, but BestCare’s strong and 
easy communication line means that we can efficiently 
organise what’s needed on the fly.’

Reporting is easy too, says Ben. ‘We receive a monthly 
report that shows how many units we’ve used and 
where, together with the number of units we have 
left. It’s clear and simple.’ So successful has the 
introduction of BestCare been that Superloop has 
already committed to a second pack of BestCare  
units, doubling their original purchase of 50 to 100.
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“What’s more, HyperCare simplifies Nexon’s management 
of our customer’s equipment after the onsite visit, 
implementing a process to ship faulty equipment under 
warranty to the supplier for repair, or responsibly disposing 
of anything that can’t be repaired,” Will adds.

Best’s approach helps Nexon achieve better 
outcomes for customers cost-effectively 

“Best worked transparently and flexibly with Nexon to 
de-risk the HyperCare solution, producing the sound, 
cost-effective commercial model we needed to achieve 
optimum outcomes for our customer and their customer in 
a way that’s financially beneficial for everyone,” Will says.

While HyperCare is still in its early days of operation, Will 
believes the solution is already delivering substantial 
benefits for their customer. “They’re receiving much more 
responsive service from Nexon, resulting in significantly 
less downtime when there’s an incident instore, minimising 
the impact on their customer’s experience.”

“Best taking on managing our customer’s spare parts 
has also enabled us to identify opportunities to improve 
their inventory management – a value add our customer 
appreciates,” Will adds. 

Now, when Nexon receives an incident report requiring 
an engineer onsite, Best’s portal simplifies the process of 
logging a service request. The portal conveniently captures 
the store location, site contact, visit time and requested 
parts in one system to rapidly and accurately send an 
experienced engineer with the correct information and 
parts to the store.

Nexon can also log into the portal to confirm case status 
and receive timely reporting when the service request has 
been completed. 

“Best’s ability to provide national coverage with their 
own staff is designed for partnership success and a 
huge differentiator,” Will says. “Our customer relies on us 
to support several harder-to-service regional locations 
and New Zealand. Best provides onsite support for every 
site with its own staff. Their expert coordination of spare 
parts and equipment delivery to site removes process 
complexity and saves valuable time.”

“Critically, Nexon doesn’t have to deal with different 
providers across regions or countries, and Best doesn’t 
use subcontractors to help us achieve the coverage our 
customer needs. This means our customer enjoys reliable, 
excellent service and immediate incident resolution 
delivered by Best – not the often variable performance 
and questionable quality and consistency you sometimes 
get when things are subcontracted to the closest local IT 
shop,” Will says. 
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The move to BestCare
TM

 was a no-brainer. In fact, 
the hardest part was helping people understand what 
we were achieving in switching to an innovatively 
structured service model. It took a while for it to sink 
in that it’s all upside. There is absolutely no downside 
to working this way.”

Ben Lajoie
Superloop’s Customer Delivery Manager

“

“Partner Success really is what Best 
Technology Services does best,” Will 

concludes. “The Best team’s focus 
on partnership and willingness to 

innovate, has enabled Nexon to drive 
success for our customer.

Will Mays, 
Nexon’s Solution Lead 

– Managed Services

Best’s approach to Partner Success is a 
success with Nexon

“Nexon wants to work with partners who share 

our vision of always moving forward at pace to 

expand our capacity to deliver for our customers. 

Best absolutely shares that vision. They’re always 

responsive, willing to engage on something new and 

completely flexible,” Will says.

“We never hear the word ‘no’ when we approach Best 

with an opportunity that requires different thinking,” 

Will says. “Any time we ask if they can work with us on 

something new, they come back – often within the 

hour, if not the next day – saying ‘yes, we can, here’s 

how’, or, ‘we can’t right now, but here’s how we can 

work towards it.’” 

“Partner Success really is what Best Technology 

Services does best,” Will concludes. “The Best team’s 

focus on partnership and willingness to innovate, 

along with their people and presence, has enabled 

Nexon to drive success for our customer, to achieve 

outstanding outcomes for their customer.”
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