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Much like is what happening in other industries, the
healthcare sector is facing unprecedented changes
when it comes to the way in which it serves consumers. On page 114, hear from experts at Avanade about
some of the ways in which healthcare providers are
embracing digital innovation to better engage with
patients and deliver a more personalised level of care.
On page 112, you can also discover why cloud adoption rates are on the rise, as I share some of the latest cloud implementation success stories across the
public sector.
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Mobile-first,
cloud-first cities
Cloud adoption rates are on the rise across the public sector.
We speak with Microsoft’s Per Bendix Olsen to find out why
BY REBECCA L AMBERT

T

o date, the overall pace of government
cloud adoption has fallen short of analyst
expectations. But a new report by Forbes
Insights, From Promise to Reality: How Local,
State and Federal Government Agencies Achieve
Results in the Cloud, has found that the number
of government cloud implementations is now
growing rapidly. In fact, research firm IDC predicts that public sector cloud will account for
more than half of global software, server and
storage spending growth by 2018.
“As more government organisations achieve
success with cloud environments, and share
their experiences, demand is only going to accelerate,” says Per Bendix Olsen, who is responsible for partner strategy in the Worldwide Public
Sector division at Microsoft.
Take Miami as an example. The US city is in the
process of migrating much of its on-premise IT
to the Microsoft cloud environment. It is also developing a building application scheduling mobile app so citizens can see when they can expect
inspectors to visit their property.
City CIO Kevin Burns is so pleased with progress to date that he insists that from now on, any
IT functionality that is added or upgraded must
be mobile and cloud based. Applications that
reside in the cloud, he explained in the Forbes
Insights report, “are just so much more flexible,
so much easier to maintain, so much more cost
effective and so much more secure – it doesn’t
make any sense to do it any other way.”
Miami is not alone. From London to Cape
Town to Da Nang, cities all over the world are
working alongside Microsoft and its partners to
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implement mobile-first, cloud-first policies of
their own.
“Many organisations tell me that they’re committed to being more efficient and want to deliver
new and better services and they realise that to
do that they must embrace IT innovation,” says.
Olsen “Cloud and mobile deployments are helping them to run their operations more efficiently
and cost effectively, but they’re also allowing them
to introduce new services that they wouldn’t have
been able to afford before – digital traffic monitoring, parking management and crime detection
and prevention, to name but a few.”
According to Olsen, Microsoft and its partners
are currently focusing their efforts on four key
market trends to help public sector organisations
transform – cloud platform and productivity, big
data, mobile and social.
“In the public sector, every cloud conversation
hinges on security,” says Olsen. “Our ‘trusted
cloud’ platform is one of the most secure in the
industry. And with more agencies such as the
Federal Bureau of Investigation and the Internal
Revenue Service agreeing to certify our cloud
services, we’re expecting even greater cloud
adoption. We’re proving that our cloud-based
services can meet government agencies’ high
security requirements – even at the level of national security.”
For those who would prefer to keep some of
their data on premise, Microsoft offers that as an
option too – providing organisations with a variety of hybrid cloud deployment options. “Our
flexible cloud offering – private, public or hybrid
– gives our customers the ability to choose where
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they store their data. In a nutshell, you make the
choices about what happens to your data and the
services used to manage and protect it.”
Olsen explains that one area taking off in a big
way is in the area of cloud productivity – namely
implementations of Office 365. “Our online Office 365 offering provides a huge opportunity for
organisations of all sizes to take advantage of our
industry-leading Office productivity platform on
a flexible, cost-effective subscription basis while
allowing their office or mobile workers to benefit
from secure access wherever they go,” says Olsen.
“Mecklenburg County in the US state of North
Carolina, Tallinn Polytechnic School in Estonia
and the University of Prague in the Czech Republic are just some of our customers that have
deployed Office 365 in the last year to save money
and transform the way their employees work.”
With the launch of Windows 10 only a matter of weeks away, Olsen also points to the new
operating system as being a huge area of opportunity across the industry. “Windows 10
will support the broadest device family ever
and will enable public sector organisations to
explore a whole range of new scenarios,” says
Olsen. “We’re already seeing significant interest

from developers and solution providers looking
to create new Windows 10 apps. The ability to
port existing Android and iOS apps to Windows
10 mobile devices with minimal code modifications is extremely exciting. Look out for more
developments in the coming months.”
Alongside these developments, Microsoft will
continue to focus on delivering industry-specific
partner solutions for government, health, public
safety and national security, and education organisations under its CityNext strategy. Olsen adds
that this year, the initiative is being expanded to
include an additional focus on sustainability too.
“Through CityNext and our other industry initiatives, we will continue to develop our strong
partner network and, together, bring solutions to
market that meet our customers’ specific needs,”
he says. “We already have over 1,000 registered
CityNext solutions and this is growing by the day.”
For any organisation considering an IT modernisation strategy, Olsen advises the following: “Get
acquainted with the cloud and learn how you can
take advantage of it within your own organisation. Identify a proper workload to start getting
experience. Try out solutions such as Azure and
Office 365, and begin to reap the benefits.”

Miami is just one city
taking advantage
of Microsoft’s cloud
platform to gain flexibility
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Going
digital
in health

Following the example set by other industries such as retail and
manufacturing, healthcare is becoming far more customer centric. We hear
from experts at Avanade about what this means for the future of the industry
BY REBECCA L AMBERT

I

n Paris, nurses and doctors have been equipped
with Windows tablets so that they can access
and update medical records on the go. This is
allowing them to provide patients with acute or
chronic medical conditions the same quality of
care and attention as in a normal hospital, but
in the familiar and comforting environment of
their own home.
The initiative is run by the Home Hospitalisation division of Paris Hospitals in collaboration
with Avanade. Using a Windows tablet and a
custom-built app, medical professionals can remotely access the information systems used to
manage patients’ medical records. Gone are the
days where they had to update the patient record manually in two files – one held at the patient’s home, the other back at the department’s
central care unit. Now, they can do it in one go
during a consultation, and it’s saving them time
and unnecessary travel.
Driven by the need to help medical professionals work more productively, but also deliver
a better service for their patients – not to mention a more cost-effective one – innovations
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like this are becoming increasingly widespread
across the healthcare sector as more providers
realise the benefits of going digital.
According to Sheetal Shah, director of
health at Avanade, this digital revolution is
inevitable and it’s being driven by a number
of factors – cost savings tend to top the list,
but providers are also being impacted by a
‘consumerism’ shift.
“Just look at what’s happening in the US,” he
says. “The Affordable Care Act has opened the
door for consumers to take control. For the first
time, they are starting to have access to comprehensive information about the price and quality
of healthcare services. Like what’s already occurred in other industries – think shopping and
holiday comparison sites – consumers can now
research their healthcare provider and make informed decisions before committing to receive
treatment from a provider.”
This is not something that is happening in
the US alone. Everywhere, consumer expectations are changing. “Historically, the consumer
has been very passive, but in today’s connected
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world, they can research, share reviews, and
compare services and providers,” explains Suzanne Williams, managing director of North
America health industry at Avanade. “They’re
empowered and sophisticated, and this means
that healthcare providers are having to refine
and sharpen their focus on the consumer. It’s
a change that is rocking the healthcare world.”
To better serve their patients, healthcare providers are finding that it’s in their interest to
learn more about them.
“At Avanade we’re really focused on helping
providers know more about each individual
they’re serving,” says Shah. “This requires a holistic consumer-centric view of the individual
– not just their profile when they’re a patient.”
Tools like Microsoft Dynamics CRM are
proving particularly useful in helping providers
to gather consumer data and centrally store it
so that it may be securely accessed by the professionals that need it to deliver a more personalised level of care.
Craig Gettelman, senior director of global
health solutions at Avanade, highlights Bupa

in Australia as a good example. “The private
health insurance provider is using a new knowledge portal built on the Microsoft platform to
give its frontline consultants access to customer
information at their fingertips, helping them to
efficiently deal with enquiries and provide an
improved level of service,” he explains.
Once they’re in a position to gather customer
information, beyond disseminating it among
their employees, healthcare providers can start
to analyse it and use those insights to target particular customer segments, such as by sending
dietary information to diabetics or encouraging
a particular age group to book in for a flu vaccine. “In effect, they can start to determine what
the patient will want or need before they know it
themselves,” says Williams.
“This ties in closely with another important growth area – population health management,” adds Gettelman. “If providers are
able to share and connect information across
their organisations, they can gain access to the
bigger picture and really start to manage the
health of entire populations.”

More healthcare
providers are equipping
their staff with tablets
so they can access and
update records on the go
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Technology can also be used to better engage
with patients during consultations, while helping hospitals and surgeries get closer to the reality of providing better care for potentially less
money. “This isn’t about replacing doctors and
nurses,” says Shah. “This is about equipping
them with the tools they need to do their jobs
more effectively. Like the nurses in Paris that
are saving time on unnecessary journeys to and
from the hospital, healthcare professionals can
take advantage of the latest mobile and social
technologies to communicate with their patients in new ways.”
In the UK, an online community called Big
White Wall has been set up to help people who
are anxious, down or not coping. The site is
monitored by trained professionals who are
online 24/7 and provides a safe, anonymous
environment for people to share what’s troubling them.
“People don’t always have time to book an appointment to go and see their GP or travel to
see a specialist; it can be inconvenient taking
time off work and making the journey,” says
Shah. “That’s why we expect monitored online
communities and Skype consultations to take
off in a big way over the next few years. Online
consultations are discreet and convenient for
patients, and they allow health professionals to
work more productively too.”
While some providers are leading the charge
and embracing innovation, many are daunted
by the changes taking place in their industry.
“These organisations are in the business of
medicine, not health,” says Williams. “Some
are running on very old technology and they
don’t know where to begin to traverse the gap
between old and new.”
But as Shah explains, they can’t afford to sit back
and do nothing. “Remember that these healthcare
professionals are also consumers themselves – so
they get it and they want this change. They’ve just
got to figure out how they can achieve it, and this
requires a big culture shift.”
The good news is that the technology they need
to transform into the modern, patient-centric
healthcare providers they need to be is already
available. And with more and more services being made available via the power of the cloud,
they can get up and running on new solutions
very quickly.
“Cloud-based solutions such as Office 365
and Dynamics CRM Online are proving very
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attractive options,” says Gettelman. “It’s allowing organisations to make the leap to modern
technologies without having to make the huge
capital outlay usually associated with a modernisation strategy.”
In fact, Williams believes that Microsoft technology is one of the best kept secrets in healthcare. “Many don’t realise just how flexible, scalable and cost-effective the Microsoft platform
is,” she says. “It provides a solution that is completely contrary to the experience the healthcare industry has had with IT thus far.”
As one of the largest Microsoft partners in the
healthcare space, Avanade has developed deep
industry experience to help its clients adopt modern, agile technologies that support their existing
operations and grow with their future needs.
“Instead of ripping and replacing everything,
we’re bringing in components to help them
adapt,” says Shah. “We don’t know exactly what
the future of health will look like, but we’re
committed to putting them in the best possible
position to lead the revolution.”
One thing is clear, though. Health is becoming more patient centric and by knowing more
about their customers, service providers will
be able to move away from reactive to proactive care.

“Many don’t realise just how
flexible, scalable and cost-effective
the Microsoft platform is”
“Using the latest in predictive analytics, doctors will be able to identify health issues before
they become problems,” says Shah.
Virtual care is also expected to take off in a
big way. “We’re already seeing the rise of online
communities, Skype consultations and Kinect
rehabilitation, and that’s happening because
consumers want it,” says Gettelman. “I believe
that we’re only just beginning to realise the
potential of this. Microsoft’s new holographic
computer, Hololens, for example, could help
to transform training – student medics could
practise certain skills virtually in simulated
scenarios. Nurses could provide detailed discharge instructions using hologram models.
Expect to see many more virtual applications
being developed over the next few years.”

PROFILED: UNITED BIOSOURCE
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Minimising
patient delays
Accenture and Avanade have helped UBC to create a new customer-facing platform to
improve the quality, access and continuity of care for hundreds of thousands of patients

D

elays in access to therapy are unacceptable
for patients in need of speciality drugs for
critical conditions such as cancer, infectious
disease or organ failure. United BioSource (UBC),
a leading pharmaceutical services provider, understands the importance of minimising delays while
facilitating access to lifesaving therapies.
Historically, UBC relied upon separate platforms that supported reimbursement, adherence, nursing, and patient assistance programs
as separate applications. However, UBC has now
initiated a transition to Microsoft Dynamics
CRM 2013 in order to create a fully integrated
customer-facing platform. Critical to its selection
was the solution’s robust functionality, scalability and configurability. Accenture and Avanade
helped UBC design the new platform, identify
how it could be appropriately tailored and deployed within UBC, and lead the integration.
UBC’s goal was to further eliminate barriers to
treatment access, while improving quality and
consistency of care. Avanade helped the company
streamline the majority of the workflows which
drive the movement of patients through critical
reimbursement, nursing, adherence, and patient assistance processes. Avanade helped UBC customise
the platform for the remaining processes to meet the
requirements of individual drug programs.
By working with Avanade and Accenture, and
through the use of leading-edge Microsoft technologies, UBC has developed a solution that
meets all of its objectives.
The new customer-facing platform will help
UBC to continuously improve the quality, access
and continuity of care for hundreds of thousands
of patients in need of complex and costly specialty
drug therapies.
New insights provide a single version of the
truth. Patients and physicians receive more ac-

curate, customised, actionable and timely communications. Pharmacists benefit from the responsiveness of the system and UBC’s newfound
ability to remove obstacles to drug access.
With its new CRM platform in place, UBC is
able to provide a view of how well a drug is being adopted and used in the market across p
 ayer,
provider, pharmacy and patient perspectives.
Such insights can help pharmaceutical companies
create the next generation of life-saving therapies.
Meanwhile, the elimination of manual processes
and the introduction of intelligent, guided activity
pathways for UBC care advocates, both in the contact centre as well as in the field, have improved the
quality and consistency of UBC’s services.
Overall, UBC – with the help of Avanade,
Accenture and Microsoft Dynamics CRM – has
become a more competitive player in the field of
pharmaceutical support services. UBC is paving the way to pursue new opportunities, attract
new customers and improve more lives.
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The new
police report
S T E V E WA R D : V I E V U

Public calls for accountability are seeing the use of body-worn cameras rise in
police forces worldwide. Thanks to technology advances around data storage,
they’re also a cost-effective option

I

t was not too long ago that police departments
were cautious about adopting wearable cameras for their police in the field. Law enforcement
agencies are risk-averse by nature and have limited money to spend on new technology. But today,
VIEVU cameras are in use by 4,000 agencies in
16 countries, and in the US it is no longer a question of if departments will be adopting cameras to
make a record of police activity, but when.
A combination of law enforcement concerns
about liability and public demands for accountability, coupled with advances in technology on
both the front- and back-end of wearable video
systems, has driven demand for these systems in
the public safety sector. Now, VIEVU is partnering with Microsoft to remove much of the heavy
lifting of storing and managing video by providing a one-click option for securely using the Microsoft Azure Government cloud.

“Azure Government provides a
cost-effective, flexible option for
storing and managing data”
Recent high-profile events in the US have focused public attention on the need for better accountability in police work, but the reasons for
using wearable body cameras have been around
for some time – the most significant driver being
government liability. When police are involved

118

w w w. o n w i n d o w s . c o m

in civil suits, the cases often have little evidence
available to resolve the issue, and long, drawnout cases drain law enforcement’s time and money as well as court resources. It did not take long
for departments to realise that the same video
technology that can be decisive in criminal cases
also can help decide issues of civil liability.
Of course, the use of police video is not new;
dash cams for patrol cars are already fairly common. These are limited to recording what takes
place in front of the cruiser, however, and although they are often helpful in documenting
traffic stops, they miss the action that takes place
away from the car.
We set out to remedy that shortcoming in 2007
by putting the dash cam on the officer, enabling
the camera to capture 100% of police activity. VIEVU was the first company to produce a
wearable camera for police and today we provide
the technology for the lion’s share of the market.
To be useful and useable, the camera must be
small and simple enough not to burden the officer while on the job. Today’s camera is about
the same small size as the original ones in 2007,
but advances in technology have enabled us to
put more features and functionality into it. Significant improvements are being made on the
back end of the video system as well, specifically
in the storage and management of the video that
is produced by the cameras.
Because of policy and legal requirements for
retaining video, storage demands can easily
scale into the terabyte range for a department,
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and maintaining and managing this can require
some heavy lifting. Because of security concerns
for this sensitive data, many departments have
opted to handle this in-house on their own servers. This is costly and labour intensive, but the
acceptance of cloud computing as a best practice
in business, and the emergence of services such
as Microsoft Azure that provide the security required by government, now offers the option for
moving video out of the department.
Azure Government provides a cost-effective,
flexible option for storing and managing data,
with advanced security and redundant backup. The data remains under the control of the
owner, who establishes and enforces policies
for access and use. Management of police video
must meet law enforcement standards such as
the FBI’s Criminal Justice Information Services
(CJIS) policies, and Microsoft will contractually commit that Azure Government cloud will
meet the CJIS requirements for storing and
processing criminal justice data. This makes it
an ideal solution for taking the heavy lifting of
storage and management off the hands of the
police department.

That is why VIEVU has partnered with Microsoft to make it possible for departments to
seamlessly use Azure. When selecting their
storage site from the video management software, users have the option of using a local
server or designating Azure. With a single
click they can take advantage
of the flexibility, economy,
security and ease of use offered by the Microsoft Azure
Government cloud.
As wearable cameras become the standard for assuring police safety and accountability, VIEVU and Microsoft
are making it easy to get the
most out of the technology
and out of limited law enforcement budgets.

Body-worn cameras
reduced the use of
force by roughly 60%
in Oakland, California

Steve Ward is the CEO
and founder of VIEVU.
This article was originally
published in the Microsoft
on Government Blog
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Transforming
SharePoint
A L I S T E R E S A M : B O A R D PA C K S

Thanks to BoardPacks, organisations across the public sector are enjoying
enhanced access to vital meeting documents

F

or the many organisations already using
SharePoint, the idea of further software for
managing documents might seem a little
crazy. Yet, when we initially spoke with Exeter
College, a UK higher education establishment
with their own SharePoint server, they were
struggling with sharing information for their
board meetings.
“At a recent annual appraisal, several of our
board members, from both the private and public sectors, advised that while papers were reaching them in a timely fashion, it could be difficult
to access them when working nationally or internationally,” explains Barbara Sweeney, clerk
to the corporation, Exeter College. “This meant

“We can now offer our customers a
powerful and user-friendly interface
to make digital meetings possible”
they were often unable to review documents until they returned to Exeter.”
However it’s not just at establishments like Exeter College where managing board papers is
proving problematic. Meeting packs are often
more than 300 pages long, contain sensitive information and need to be accessed securely offsite. Items on the agenda might have to be redacted for certain meeting participants and votes
might need to be recorded during the meeting.
Furthermore, many organisations still print pa-
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pers for meetings and use either a courier service
to deliver them or e-mail PDFs.
Steve Jones, chief executive at Tai Ceredigion, a
Welsh housing association, describes the administrative challenge they faced: “Tai Ceredigion’s
board meet on a quarterly basis and it would
take a member of staff approximately two days
to prepare, photocopy and distribute all the information to the board members in preparation
of the meetings.”
This is common to many organisations. But
why do meeting papers still present such a big
problem?
In a recent BoardPacks survey, SharePoint
experts suggested their biggest concern with
SharePoint was its usability, and for the busy
board member, any accessibility barrier can
prove frustrating.
However, with increasing cybersecurity threats,
boards really can’t afford to rely on e-mailing
PDFs and insecure third party annotation tools.
Engaging the board with SharePoint and persuading them to keep their documents secure is
a challenge for both IT departments and SharePoint consultancies alike.
SharePoint specialists such as ETTU in the
Netherlands help organisations use SharePoint
effectively from the top down. The company’s
Bart Scheffer describes how incorporating a purpose built app benefits their clients: “ETTU offers
standard SharePoint portals both for the cloud
and on-premise installations. These portals make
it possible to store, find and search information
online. However, there was an unfulfilled need
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Staff at Exeter College
in the UK can now
access meeting
information and
documents securely

for meeting participants to read this information
from wherever they were working. Our clients
were missing a tool that on the one hand works
with SharePoint to store all information, but
on the other hand is able to cater for the specific needs of board members. With BoardPacks,
we can now offer our customers a powerful and
user-friendly interface to make digital meetings
possible across a range of tablet devices.”
Steve Jones at Tai Ceredigion is pleased with
his board’s transition to BoardPacks.
“By comparing the reproduction costs, postage
charge and administration time with the purchase of the system and tablets for the board, Tai
Ceredigion has already seen a substantial saving,” Jones says. Tai Ceredigion was shortlisted
for the ‘Most Innovative IT system’ at the 2015
Housing Innovation Awards for their use of the
BoardPacks board portal solution.
At Exeter College, the problem of accessing
meeting papers has also been resolved.
“We were recommended BoardPacks by another college and quickly identified that it addressed
this issue head on,” says Barbara Sweeney. “The

application allows users to access all meeting
information, documents and agendas securely.
Documents and board packs become interactive, allowing board members to make notes
while on the move. This flexibility allows staff
and governors to focus on meaningful activities
such as the provision of excellent teaching.”
As BoardPacks is installed directly into Exeter
College’s SharePoint system, the information remains secure, while the board have the accessibility they craved through the purpose built interface.
BoardPacks is also available for those who have
switched to SharePoint Online and store their
data in the Azure cloud with Office 365. Our
recent survey suggested the primary reasons for
choosing Office 365 were the anytime, anywhere
access and the scalability of the system. With
the BoardPacks 365 app, the board has the same
ease of access and meeting orientated document
interface as on-premise users, and in the cloud
it’s even easier to scale and introduce paperless
meetings throughout the organisation.
Alister Esam is CEO and founder of BoardPacks
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Protecting patient data
N I C H O L A S B A N K S : I M AT I O N

Healthcare organisations need to take a swift and proactive approach to data
security management to prevent cyber attacks and ensure confidential patient
records remain protected

H

ealthcare providers are prime targets
for cyber criminals. Not only do private
health and insurance organisations store
lucrative personal financial data, many healthcare institutions do not have the necessary security layers to prevent sensitive patient data from
being transmitted and exposed.
Cyber attacks have more than doubled since 2010
and are now the most common cause of healthcare
data breaches. For example, three major US health
insurance companies have reported computer systems breaches in 2015, while UK civil liberties and
privacy group Big Brother Watch has claimed that
confidential patient records are lost or inappropriately shared by the UK’s National Health Service
employees around six times per day.
Although Ponemon Institute’s fifth annual survey on healthcare data security highlighted that
only 40% of healthcare organisations are concerned about cyber attackers, it also indicated that
the repercussions of data breaches can be highly
detrimental. On average, data breaches can cost
healthcare organisations around £1.5 million,
when they factor in the expense of notifying and
compensating victims, potential government fines
and the cost of upgrading their security systems.
Faced with pressure to improve the quality of
patient care and operational efficiency, many
hospital organisations are investing in mobile
workforces and external contractors, which
poses new data security risks. Remote employees using malware-infected or incorrectly encrypted devices to access sensitive patient data
may expose networks, applications and databases to hacking and data theft, particularly
if these devices are lost or stolen. Meanwhile,
internal staff and external contractors and business partners may not always adhere to the
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provider’s security protocols, which results in
compliance violations.
Despite these risks, many healthcare organisations
have not updated security practices to block attacks
and protect patient data. To do so easily, they need to
adopt centralised management platforms, strengthen identity and policy-based data management procedures, and schedule regular security assessments.
Solutions such as Imation’s IronKey flash drives
can also ensure that all mobile devices and desktops are sufficiently encrypted. For example, an
acute hospital care provider based in the UK implemented Imation’s IronKey flash drives to encrypt all mobile devices to prevent private health
data from being lost when they are removed from
the premises. The institution can also use the
drives to manage data storage devices from the
cloud, or destroy them remotely if they are lost.
Now is the time for health organisations to take
control of data security and compliance, otherwise they risk expensive fines and a damaged
reputation as another data breach statistic.
Nicholas Banks is vice president of EMEA and
APAC sales for Imation’s IronKey solutions

Data security is more
important than ever to
the healthcare industry
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Customer
partnerships
IAM Cloud’s co-creation business model has brought significant benefits to Manchester
Metropolitan University, enabling it to tackle IT problems effectively and better serve its students

M

anchester Metropolitan University
(MMU) is one of the largest universities in the UK, and Mike Preece has
the majestic job of looking after its solutions
architecture.
“We have nearly 40,000 students, plus thousands of faculty and professional staff,” he
says. “Every year, approximately 10,000 people
arrive and 10,000 people leave – our organisation is in continual flux. Keeping on top of that
is a major operation.”
MMU originally approached IAM Cloud when
it was looking to make the move to Office 365
from Microsoft’s Live@Edu service, which it had
been using as its main student e-mail and calendaring system.
“Office 365 is a very powerful service, but it’s
also quite complex,” says Preece. “We thought we
had to implement ADFS in order to enable federation, but when we met IAM Cloud, they showed
us another way that required a lot less work.”
Shortly after IAM Cloud began working with
MMU on the project, it picked up on a change in
the solution, which meant that the organisation
would no longer be able to provide single sign-on
from the student portal into the e-mail system.
“I know a number of other universities weren’t
aware of this problem, made the mistake and
couldn’t resolve it,” says Preece.
IAM Cloud went away and developed a solution to the problem, and at the same time created a feature it could market to other organisations. “It was very much a win-win situation,”
says Preece.
Over time, the two organisations have
co-created other solutions in the same manner,
including the ‘Cloud Drive Mapper’ feature of
IAM Cloud, which has since become one of the
solution’s most popular features.

“Something we’d been looking to do for
a while was use Microsoft OneDrive as a replacement to our students’ network storage,”
says Preece. “We wanted to create mapped
drives straight into the OneDrive for Business
storage area, but no one had a solution. So we
spoke to IAM Cloud to see if they could do anything. They quickly came back to us to let us
know they’d developed something that could
achieve this. Cloud Drive Mapper really helps
us make the best use of Office 365, and is helping us move everything locally to the cloud.”
Preece explains that one of the best things
about working with IAM Cloud is that he can
get in touch with them whenever he needs advice. “They’ve helped us out countless times,
regardless of whether it’s been in their remit
or not,” he says. “We’ve really enjoyed working
with IAM Cloud, and we’ve got a lot from the
partnership.”

IAM Cloud has given
MMU the power and
benefits of the cloud
without the disruption
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A world-class
experience
Dell has helped IAU to give its students access to data across the campus in
preparation for a bring-your-own-device strategy in the future.

I

stanbul Aydin University (IAU) in Turkey,
which has more than 27,000 students, wanted
to establish a virtual desktop infrastructure
(VDI). It aimed to give students access to data
and applications around campus, while also
solving its challenge of trying to support university workstations.
Operating in an increasingly competitive market among international private universities, IAU
hoped to continue attracting the best and brightest students. It was crucial to give everyone flexible access to the applications they needed as part
of their study programmes. The idea was that no
matter where the students were on campus, they
could log in to the nearest desktop and access the
relevant applications. What’s more, the university
wanted the VDI to be the first step towards a fully
operational bring-your-own-device (BYOD) enabled infrastructure in the years to come.
For IAU, its VDI goals didn’t end with students.
The institution also wanted to simplify and automate all the tasks required to manage clients.
The team’s ten administrators spent a large part
of their working week supporting the 1,000
desktops that the university had at the time. They
were constantly working on upgrades or applying software patches to many of the 65 applications running across the university’s desktops.
Birol Çelik, IT manager at Istanbul Aydin University (IAU), says: “We needed to streamline
the whole desktop management process and
save time so we could focus on strategic projects.
We had a whole list of projects that we wanted to
spend more time on, and migrating to a VDI was
going to help us do that.”
The university chose Citrix XenDesktop as
the VDI software and began to study possible
solutions for the back-end infrastructure. A key
component of the back-end would be the server
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platform. Among the 65 applications running on
the student desktops were a significant number
of design packages, such as Autodesk, AutoCAD
and Adobe, supporting the university’s engineering and architecture study programmes.
The IT team turned to Dell, which had a
long-standing relationship with IAU. “We had
been running VMware virtualised Dell servers for
a number of years,” says Çelik. “Among the applications running on Dell was Microsoft Exchange
Server and Microsoft SharePoint Server, and we
used Dell for our Active Directory. We found Dell
to be a good partner. The account team is responsive and it understands the importance of our IT.
When we needed support, it’s always been fast.”
Working with Dell, IAU undertook a proof of
concept (POC) based on the Dell PowerEdge R720
server with NVIDIA GRID technology. With this
technology, graphics processing would be taken
over by a GPU instead of a central processing
unit (CPU). For IAU, it meant graphics-intensive
programs would run just as effectively over the
network as if they were operating locally on a
high-performance workstation.
Çelik remembers: “The POC proved the value
of the Dell PowerEdge servers running NVIDIA
GPUs. When we calculated the price and performance of the servers, and added the support of
Dell, we decided that Dell PowerEdge technology was definitely the right choice for our VDI.”
The IAU team rolled out VDI into the production environment with the support of Dell
Deployment Services. Today there are 12 Dell
PowerEdge R720 servers with NVDIA GRID
technology, ensuring the Citrix XenDesktop environment is reliable for up to 1,000 concurrent
users. To manage the servers, the IT team uses
VMware vCenter Server, the server management
software for its entire virtualised infrastructure.

The performance of
Dell servers means IAU’s
students can study at a
time and location which
suits them
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According to Çelik, the servers have been a good
investment. “We’re very happy with the performance of the Dell servers. Students and university
personnel are receiving an excellent VDI experience. I think we’re getting the maximum out of
our Citrix XenDesktop environment,” he says.
With the VDI in place, students access the data
they need from any of the university’s desktops.
There are currently 3,000 desktops – 2,000 more

than before the VDI project – for the students to
use. As a result, queues no longer form outside laboratories for access to desktops with specific applications because all the university’s applications are
available from any machine. Furthermore, Microsoft OneDrive is integrated into every desktop so
students can upload data and access the information from home on their own devices.
“Students receive much better support from
their IT,” comments Çelik. “It’s easier for them to
study at a time and location that suits them. Now
it doesn’t matter if they’re studying architecture or
advanced engineering, they enjoy great access to
their 3D design programs right across campus.”
Çelik highlights how much easier the VDI is to
control with a simple metric. “In the past, we had
a team of ten administrators to manage around
1,000 desktops. Today, with our VDI in place,
the same administrators can easily manage 3,000
desktops and still have more time to work on
strategic projects.”
For students, it won’t be long before they begin
to feel the effects of this increased IT productivity. “The time we’re saving as a result of the VDI
running on Dell servers can be used to drive our
BYOD project. Once the BYOD infrastructure is
in place, students will be free to integrate their
personal devices into their study programmes to
work even more effectively,” says Çelik.
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Smarter vehicle tracking
As the use of automatic licence plate recognition technology continues to rise in cities,
we speak with Genetec’s Jean-Pierre Picard about why it’s becoming so popular
BY REBECCA L AMBERT

T

he use of automatic licence plate recognition (ALPR) systems is becoming widespread across cities and towns worldwide.
Broadening out from the public sector and into
the private sector, organisations of all types and sizes are now adopting licence plate reading and identification technology to handle a number of scenarios – from the more obvious tasks such as law
enforcement and parking management to tracking
the arrival of delivery vehicles and customers entering a retail car park. Jean-Pierre Picard, product
manager for Genetec AutoVu explains why.
“ALPR technology is far more accessible today,”
he says. “This has all been made possible by improvements to ALPR cameras. The software has
also become far more user friendly. As a result,
across a typical city, we’ve really seen an increase
in the number of points where independent
ALPR systems have been deployed.”
Picard also explains that as ALPR technology
has matured, innovation is now coming from
software applications designed for specific purposes, and from ecosystems built around leveraging licence plate information for more than
detecting wanted vehicles.
“Parking enforcement is a great example of
where the technology has existed for some time
but the applications around it weren’t quite there
yet,” he says. “Before, you could use the ALPR system to read the licence plates of vehicles parked
in a lot and detect vehicles that had unpaid tickets, but you could not completely move to ALPR-based enforcement. Over the last few years,
though, we’ve seen that change; we’ve seen parking managers realise that licence plate recognition
could actually streamline operations and provide
a better customer experience. This has led to the
development of pay by plate, which has now become the go-to approach for managing parking.”
This technology has taken off in a number of areas. “It’s being used by manufacturing companies,
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for example, to track the arrival and departure time
of delivery vehicles and automatically record video of loading operations. Before, they would have
had to record continuously, manually tracking the
time vehicles were docked. Now, with the proper
applications complementing the ALPR technology,
companies are achieving a greater level of automation, which is leading to major efficiency gains.”
Genetec’s AutoVu ALPR system is designed
for both fixed and mobile installations in a variety of applications and aims to make it as easy
as possible for law enforcement, municipal and
commercial organisations to locate vehicles of
interest and enforce parking restrictions.
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“AutoVu was first built in 1997 – at a time when
ALPR technology was just moving beyond bulky
fixed cameras – so over time we’ve been able to develop an offering that targets multiple applications
in a city environment,” explains Picard. “Take public
safety, for example. In this space, you will find some
manufacturers that only offer solutions for law enforcement or parking enforcement. We actually have
solutions that target all the critical parts of cities’
needs for ALPR – covering both public and private
uses. And that’s something that’s only really possible
because we’ve been working on ALPR for so long.”
The company also has a full range of licence
plate capture solutions and most recently has
added a cloud-based application to its portfolio.
“Until now we’ve been focused on building dedicated ALPR cameras that are capable of capturing
the licence plates of vehicles moving at very high
speeds. This new solution, which uses Azure for
cloud processing, targets use cases where vehicles are moving at controlled speeds, typically in
parking lots, where organisations can’t necessarily
afford such a specialised piece of technology, but
still see value in ALPR. Now, customers can use a
normal security camera and stream video to the
cloud for licence plate reading.”

It is developments like this which Picard believes
will lead to an even greater number of ALPR deployments. “The cloud is a game changer, particularly when it comes to helping lower costs,”
he says. “In terms of parking enforcement, most
of the time you would only see two to three peak
hours of activity in a day. Until now, councils
would have needed to pay for a system that has
the processing power to support these peaks. But,
leveraging the cloud, you have the ability to scale
up when required and save by not having to pay
for excess capacity.”
Connecting a city’s ALPR systems while respecting citizen’s privacy brings its own sets of challenges. Genetec’s Federation model ensures shared
ALPR data is managed responsibly. “There is tremendous value in being able to follow a vehicle’s
path, but each application’s needs are different,”
Picard says. “Traffic management doesn’t need to
know the actual licence plate of a vehicle to track
the travel time between different points, for example.” Genetec’s Federation provides granular controls over which data is shared between partners,
enabling new applications while ensuring each
organisation’s data management rules are followed
and individual information is protected.
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Transforming
citizen services
We speak with Optevia’s Simon Robinson to find out how cloud and social media platforms
can help local authorities to improve citizen services while reducing operational costs
BY REBECCA GIBSON

S

ince the 2010-2015 Conservative and Liberal Democrat coalition government carried out the Spending Review in October
2010, the UK’s local authorities have faced ongoing funding cuts, forcing them to find new
and more innovative ways to drive operational
efficiencies and reduce costs.
“Now that the Conservative Party has been
re-elected for another five years and plans to
increase public sector savings, local authorities will need to continue restructuring their
operations to save costs,” says Simon Robinson, divisional director for Local Government at public sector customer relationship
management (CRM) solutions provider
Optevia. “They will also be faced
with additional challenges as citizens increasingly demand more
self-service channels and faster access to services.”
To lower costs while improving operational efficiency and
transforming end-to-end citizen services delivery, many local authorities are migrating to
cloud platforms.
“Central government has favoured cloud services since the
Cabinet Office introduced the
‘cloud first’ policy in May 2013,
but local authorities have only

recently started to recognise the benefits,” says
Robinson. “Now that there are fewer concerns
about systems integration, data security and
efficiency, cloud platforms will become the
most viable option for local councils wanting to replace old IT infrastructures with a
scalable IT environment.”
Local authorities are also turning to cloud platforms, such as Microsoft Dynamics CRM, to reduce their costs by consolidating their multiple
line of business systems, which range from complex software solutions to small databases and
even spreadsheets.
“Managing numerous systems is costly and
the multiple integration points makes it difficult to streamline end-to-end business processes,” says Robinson. “By migrating to Dynamics CRM, local authorities can simplify
and automate procedures and consistently
manage applications, service delivery, security
and data governance.”
In addition, the cloud enables councils to improve how they coordinate service delivery with
external agencies. Sunderland City Council, for
instance, has implemented Optevia’s Dynamics CRM-based Local Government Essentials
solution to link processes across its social and
leisure departments with external partners’ systems. For example, private funeral directors can
now use a single online case management and
scheduling solution to book funeral services at

“Cloud platforms will become the most
viable option for local councils wanting
to replace old IT infrastructures”
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c ouncil-owned crematoriums, rather than making multiple phone calls. This saves time and
money and provides over 275,000 citizens with
faster access to multiple services.
Other local authorities in the UK are using
the cloud to support digital engagement or
self-service solutions to enhance how they interact with citizens.
“Some people prefer to access digital services
at their own convenience, rather than phoning
a contact centre during specified hours, making online self-service solutions a key priority
for local authorities,” says Robinson. “In addition to automating workflows and reducing
time-consuming processes, these services can
also help the council to deliver personalised notifications to citizens’ online accounts.”
Councils can also gain additional cost and operational benefits by fully integrating their self-service
channels with their cloud-based CRM systems. For
example, Telford & Wrekin Council in the West
Midlands has developed its Everyday Telford mobile app that is fully integrated with its CRM platform to enable citizens to notify the council about a
range of matters including fly-tipping and potholes
via their mobiles.
“The fly-tipping complaint is automatically
logged on the CRM system, which then schedules an inspection, notifies the relevant council worker’s mobile device and updates the
associated back-office system,” explains Robinson, adding that council workers first become
involved during onsite inspections. “Not only
does this minimise the number of resources
needed to process a complaint, it also ensures
the issue is resolved more quickly.”
Social media sites are too becoming
increasingly popular channels for citizens to report issues more easily. “Many people prefer to
communicate via social media so it is imperative
that local authorities harness this technology to
enhance their services,” says Robinson. “Now,
citizens are able to use sites such as Twitter to
immediately inform the council about graffiti, or
complain if their rubbish hasn’t been collected,
rather than phoning the contact centre.”
In future, Robinson expects that updates to
cloud solutions such as Microsoft Social Engagement will help councils to proactively monitor
and respond to relevant social media posts in
real time, boosting employee productivity and
enhancing customer service.

“Microsoft Social Engagement’s filtering, ana
lytics and data visualisation capabilities will
allow councils to integrate relevant social media
posts with the CRM platform as service requests
so they can be handled as common business
processes,” he explains. “Meanwhile, the incorporated Parature portals and new solutions for
integrated mobile working in Dynamics CRM
2015 will become increasingly valuable to public
sector organisations who want to transform how
they deliver real-time customer services and interact with citizens.”

Citizens can use the
Everyday Telford
mobile app to notify
Telford & Wrekin
Council about a range
of issues via their
mobiles
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