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Across the public sector, digital transformation is
opening up a raft of new possibilities. Governments
are more efficient, healthcare workers are more
empowered and education leaders are able to
promote new ways of learning. However, as Toni
Townes-Whitley warns in the exclusive interview
on the following pages, there’s a significant chunk
of the population that don’t have access to advanced
technologies.
Read on to discover how Microsoft is ensuring that
technological disruption generates opportunity for
everyone, everywhere – regardless of age, gender,
ability or income.
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Toni
Townes-Whitley
INTERVIEW

As Microsoft’s corporate vice president of the Worldwide Public Sector, Toni Townes-Whitley
is making it her mission to drive real change. Here we find out how she is helping to empower
every citizen, government and public organisation on the planet to achieve more
B Y L I N D S AY J A M E S
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hen speaking to Toni Townes-Whitley,
it’s clear that she has a deep-seated
passion to improve the public sector.
This passion, she says, stems from her lifelong
involvement, hailing from a family committed to improving other people’s lives. “I’m a
fourth-generation teacher,” she explains. “My
mom was an educator who was also awarded
principal of the year, and my dad was three-star
army general. So long before I embarked upon
my professional career, my parents really helped
to shape how I think about public service.”
Working in the public sector for more than
20 years, Townes-Whitley has witnessed some
remarkable changes. “The world is being rapidly
transformed by technology in what’s been called
the fourth industrial revolution,” she says. “Cloud
computing, smart devices, machine learning and
the ongoing explosion of data are driving a digital transformation that’s fundamentally altering
how we live, work and relate to one another.”
Yet while much of the world is being transformed, many people are being left behind,
Townes-Whitley says. In fact, the benefits of
advanced technologies remain out of reach for
four billion people – or 60% of the world’s population. “This is among the defining issues of our
time,” she says. “In a world in which technology is
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driving rapid change, it’s paramount that opportunities are generated for everyone, everywhere
– regardless of age, gender, ability or income.”
Microsoft’s mission is to empower every person
and organisation on the planet to achieve more,
and that starts with a strong company culture,
according to Townes-Whitley. “Driving towards
societal impact is ingrained in our culture, starting with our own employees raising hundreds
of millions of dollars annually for non-profits,”
she says. “Moreover, we’ve developed an ambitious go-to-market strategy that is driving more
industry-differentiated solutions, that address
the economic, social, and environmental challenges facing today’s world.”
To achieve its mission, Microsoft has been
working closely with the public sector to assist
leaders in making progress towards the UN
Sustainability Development Goals and to expand
economic opportunities for all, Townes-Whitley
says. With reach into more than 190 countries,
through a strong partner ecosystem Microsoft
can build and implement innovative technology
that is localised and specific to customers’ needs
– across all industries ranging from public safety
to healthcare to education.
To improve local communities, for example,
Microsoft is partnering with cities around the
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“We realise that customers will not use
technology they do not trust, and they cannot
trust technology they do not understand”
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world to create citizen-centric approaches to
digital government. In the field of healthcare, it is
powering cloud-connected devices that improve
patient care and enable healthcare providers to
collaborate more securely. And in education, it
is equipping educators with predictive analytics to improve student outcomes and increase
graduation rates. The company has also created
programmes such as Microsoft YouthSpark, a
global initiative that’s bringing computer science
education to more than 300 million young people around the world. “These are just a few of the
ways we’re changing the world through innovative technology and programmes,” TownesWhitley explains. “We fully believe digital
transformation can help public sector organisations achieve the UN sustainability development
goals – and create a lasting social and economic
impact where everyone benefits.”
But for the public sector to embrace digital
transformation, Townes-Whitley warns that the
right safeguards must be in place. “Public sector
organisations and governments must navigate a
complex web of security, privacy, data sovereignty
and compliance requirements before they can
even begin to think about the efficiencies, scale
and insights that cloud-connected technologies
offer,” she says. “We realise that customers will not
use technology they do not trust, and they cannot
trust technology they do not understand.”
To that end, Microsoft provides a National
Assurance Program that offers public sector
organisations a framework for addressing the
complex web of legislative and policy issues
many face. Moreover, Microsoft is serving the
security needs of the public and private sectors
by investing in cybersecurity and transparency
centres in regions around the world. “These
are an extension of Microsoft’s long-standing
Government Security Program (GSP) and are
a cornerstone of their commitment to provide
greater assurance of the integrity of our products
and services,” Townes-Whitley explains. “The
GSP provides governments reassurance that there
are no ‘back doors’ in their products, and through
Transparency Centers, they can work with
Microsoft on security-related issues. Microsoft’s
long-standing commitments to security, privacy
and control, compliance and transparency have
established the company as a trustworthy market
leader. Security is built into our business products
and cloud services from the ground up. We comply with both international and industry-specific
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compliance standards, we provide best-in-class
cryptography and data encryption across our network and services.”
In addition, Microsoft has just launched a new
cloud policy roadmap as part of its Cloud for
Global Good initiative to bring about a trusted,
responsible and inclusive cloud. The roadmap is
designed to help policymakers take full advantage of the transformational benefits of the cloud
through 78 recommendations in 15 policy categories. “We must assist public sector leaders
in establishing new policies and regulations
that adapt to emerging technologies around
the cloud. And, at the same time, build a cloud
that benefits everyone,” Townes-Whitley says.
“Our Cloud for Global Good initiative offers a
roadmap for doing so, helping to bring about
a future in which the cloud delivers social and
economic benefits by powering solutions that
integrate, analyse and filter massive quantities of
data from any source, real-time - while reducing
the costs of maintaining IT infrastructure.
Looking ahead, Townes-Whitley believes
Microsoft is in a strong position to ensure a successful future for all citizens around the globe. “Twenty
months ago, I joined a 40-year-old company – an
iconic brand with a legacy of innovation and market creation – in the midst of full-scale transformation,” she says. “Why? Because Microsoft has
a corporate commitment to achieving the boldest
mission of any company in the industry – one that
will create a safer, healthier, more just and sustainable world. I’m both excited and honoured to be a
part of this transformation.”

Microsoft’s new
cybersecurity centre
is working to tackle
cybercrime
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The

transformation
of

government

Cloud computing and higher levels of mobility are allowing government
organisations to reimagine their operational processes. Microsoft is helping
to enable this transformation by delivering the trusted cloud services and
technologies that allow organisations to better serve their citizens
BY SEAN DUDLEY

D

igital transformation – for many government organisations it means taking
advantage of technology to rethink,
re-engineer and run their operations more cost
effectively and at the same time improve and
reinvent their service offerings.
But simply embracing new technology may
not be enough. It also requires cultural change
and reassessing legacy policy and legislation.
According to Paul Hart, director of government
marketing at Microsoft, organisations now have
the opportunity to change more fundamentally
and become successful, digitally-transformed
government organisations that make increasingly positive impact on societal challenges.
To help governments make the transition,
Microsoft has broken down the complexity
of digital transformation into four pillars –
optimising operations, transforming services,
empower employees, and engaging citizens.
Each pillar demonstrates how government
agencies can work with people, processes and
technology to meet the expanding needs and
expectations of the modern citizen.
Optimising operations
“When we talk about optimising operations in
government, the conversation revolves around
taking maximum benefit from cloud computing
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to increase effectiveness and efficiency,” says
Hart. “Leading governments have been steadily
optimising their operations from back-end IT
to point of delivery for some time. But this has
been within the constraints and pressures of legacy systems, budget, policy compliance and pace
of cultural change. The cloud accelerates and
widens the potential to optimise even further.
It means you can shift from capital spending on
your own IT to flexible IT services acquisition –
even sharing services to reduce costs – and at the
same time efficiently contracting the vital high
demand skills needed for transformation, analytics, security and operational delivery excellence.”
Cloud trust
Hart says that many organisations naturally
voice concerns around cloud security, data sovereignty, privacy and compliance, that previously
may have been alleviated by the physical location
of agency managed servers within a protected
government run and financed data centre. But
these ‘trust’ issues can be resolved to the highest
compliance standards with the right approach to
the cloud and partnership.
“Agencies can choose how and where they host
different risk levels of data in the cloud by using a
hybrid model,” he explains. “This means they can
manage their most concerning data and mission
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critical applications on-premise in a private
cloud if that’s what governance requires, while
also using public or government community
cloud services for less sensitive needs – all while
staying compliant with law and policy. With
Microsoft and our ecosystem of partners, there
are options to match an agency’s data governance and compliance needs to trusted compliant
cloud services, solutions and technologies.”
Transforming services
The cloud also presents an opportunity for governments to drive increasing value from growing data volumes and carry out more insightful
data analysis. This in turn can improve and optimise operations and services – even suggesting
completely new approaches – something which
ties in perfectly with Microsoft’s second pillar,
transforming services.
“This is about looking at and understanding
an organisation’s data in new ways, the trends
that are revealed and the outcomes that can be
forecast, in a continuous learning process,” Hart
explains. “Everything from the effectiveness of a

citizen service, to the identification of fraud and
waste, to how traffic is flowing, can be analysed to
help identify ways to bring about positive impact.
It’s the ability to look at data and say ‘actually we
can do this in a different and better way.’”
To do this effectively, agencies may have to look
at their processes and be open and willing to adapt
and change the way they work. In many cases this
leads to a focus on the third pillar of digital government transformation – empowering employees. For example, data analysis has flagged that
social workers are spending a high proportion of
their available time coming back to their office
to meet, consult, review and update their case
records. The suggested solution could be a more
flexible field-based work style and greater usage
of managed mobile devices, collaboration tools,
and secure cloud connectivity so they can work
on the go, without having to return to the main
office, saving time and energy.

Government
employees are looking
to add more flexibility
and mobility to their
working processes

Empowering employees
“Empowering your employees is all about enabling people to do their best work to achieve
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Enhancing decision-making
Paul Neefjes of iBabs explains how government organisations
are using digital tools to enhance their processes
For government organisations, meetings are a
crucial part of the decision-making process. A
growing number of government organisations
want to digitise their document flows to make the
decision-making process more transparent and
easier to manage and control.
Digital opens countless possibilities for governments.
When all documents are created digitally, a proposal
can be scheduled digitally, and tablets can be used to
read the documents and make annotations. The results
of the meeting can be digitally archived and the need
to take meeting minutes can be replaced by video
registration. Certain data can be made available to the
public, and citizens can also get into touch with their
city council in a digital way as well.
more for themselves and the citizens they
serve,” Hart says. “It’s about helping government
employees to do their job more efficiently, with
greater flexibility and mobility, when and where
they need to work. It’s having access to the information, applications and team you need while
staying secure and compliant, without being tied
to a government office or internal IT system.
Many government workers want to be able to
work more with a citizen, client or contractor
and have connections to every resource and colleague they need to do their jobs.”
Together, these three transformation pillars
all help government organisations to achieve
the objective of the fourth pillar – engaging citizens – by delivering the most effective, efficient
citizen services either at scale online, through
apps and portals or at depth in-person when the
human touch is needed.
Engaging citizens
“Governments need flexibility in how they engage
with citizens, and those citizens also have clear
expectations about how services get delivered,”
Hart says. “People are going to need face-to-face
engagement, particularly in areas such as health
and human services, and social work where
skilled, experienced judgement and evaluation are
needed, and for more complex issue or identity
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iBabs is a tool that is currently used by 100,000 workers
and around 1,000 organisations – 300 of which are
government organisations. The tool’s browser-based
back-end can be used to create meetings, with users able
to select who can attend meetings and what data is made
public. An app can then be used to read documents,
make personal annotations in those documents and
selectively share those annotations with colleagues.
iBabs can be integrated with document management
systems like Microsoft Sharepoint, digital signature
tools and various webcasting tools. Additional
options include vote registration, upfront definition of
formalities and dossier creation.
Paul Neefjes is CEO of iBabs

resolution. But then citizens also expect less faceto-face engagement or paper form filling if the
service can be more convenient and less costly
online. If you can do so much on your smartphone, from buying goods to social interaction,
citizens may not understand why they need to go
to a government office or make a phone call and
wait in line to see someone to get a license or start
a planning application, or make an enquiry – you
should be able to do that online on any device.”
While many paper-based government services
are increasingly moving online, the pace of digitisation and automation will increase and enable
government organisations to better manage citizen identity issues and engage with their citizens
either face-to-face, online or perhaps through
intelligent agents that learn as they perform. In
the end, citizens expect ‘government as a service’
and digital government provides huge opportunities for better citizen engagement.
Achieving more
These areas of digital government transformation represent a fundamental shift and opportunity in the way government organisations can
be run. In fact, Hart believes that the typecast
perception of governments as slow moving,
paper-centric organisations will fade as a new
generation of social, tech-savvy government
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employees influence the services, operations and
workstyles of their agencies.
“The business of government is rapidly
changing, and the catalysts of digital transformation are a combination of those innovative government leaders and workers who are
driving change and the trusted cloud services
and technologies that help them deliver great
societal impact,” he concludes. “It’s our job at
Microsoft to innovate the solutions and technologies that help government achieve more
for their citizens and, jointly with our partners,
help government succeed in their mission. This
enables governments to do so much more with
less, with more capability and positive impact
potential than previously possible.”

“It’s our job at Microsoft to innovate
the solutions and technologies that
help government achieve more for
their citizens”
PAUL HART

PROFILED

The city of Barcelona

The city of Barcelona wanted better insight into
government effectiveness, and required a solution
that could collect and analyse data from its systems
and public sources, such as social media, software log
files and GPS signals.
Working with Microsoft partner Bismart, the city built
a hybrid cloud to store and analyse structured and
unstructured data, and provide relevant insights. The

hybrid cloud provides business intelligence to enhance
services and business opportunities, improve safety, and
boost collaboration between city, citizens, and businesses.
For the full case study, visit:
http://aka.ms/BARCELONA_CITY
For more partner stories visit:
www.customers.microsoft.com
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The

power

platforms

in healthcare
For many years, healthcare organisations have adopted specific technologies to meet
specific needs. But in conversation with us, Microsoft’s Paul Smolke explains how a
platform-based approach can simplify industry needs
BY SEAN DUDLEY

I

f you were to examine a hospital’s IT infrastructure, you may well find that they’re running hundreds, in some cases thousands, of
different applications. Chances are that many
don’t integrate with each other, because they’re
all built on different technologies.
This lack of cohesion and interoperability can
lead to inefficiencies and prevent workers from
communicating and collaborating efficiently.
But, according to Paul Smolke, senior director of worldwide health at Microsoft, there is a
better way if organisations take what he calls ‘a
platform-based approach’.
“When I talk to healthcare providers, most have a
minimum of 400 applications in their enterprise,” he
explains. Now these organisations are being asked
to look at new solutions for areas like Telehealth,
Population Health, Patient Engagement, and Care
Coordination among others. Adding more disparate applications to their existing environments is
challenging and not sustainable in the long term.
There’s an opportunity to look at platforms, rather
than numerous disparate applications, to tackle the
needs across these organisations.”
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Pressed for time and resources, many healthcare organisations are taking an active approach
towards adopting new applications that run on a
common platform, and streamlining their processes at the same time.
“What a platform does, as opposed to several disparate solutions, is minimise the number of moving parts,” Smolke says. “Platforms
have built in capabilities that can scale and be
extended to streamline interoperability. Take
Unified Communications (UC) as a platform
example. Many UC platforms go beyond audio
and video offering; presence, instant messaging,
Meetings and Voice/PSTN. These platforms can
also be extended and customised for tailored web
and mobile experiences. The same UC platform
that organisations use for internal communication can be tailored and extended for care teams
to collaborate and communicate. It can also be
integrated into existing healthcare applications
and extended into telehealth and telemedicine
solutions. The core UC components all leverage
the same platform, improving functionality and
reducing inefficiencies.
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Digitise and prioritise
Avanade’s Sheetal Shah reflects on the impact an improved digital
workplace can have on patient experience and quality of care
Seamless caregiver collaboration and communications
is an essential workforce component and a need seen
across the health industry. Optimising these capabilities
can allow clinicians to enhance interactions with their
patients during and between visits, enable informed
collaboration quickly among clinical peers, improve
patient access and reduce unnecessary visits.
Health organisations that optimise the workplace
with tools like Skype for Business can improve care
coordination and truly address the last mile of
population health. Imagine primary care physicians
using their smartphones to launch Skype, see which
specialists are available for a virtual consult and then,
if need be, bring them directly into the patient’s room.
In coordinated care scenarios like this, the primary
care physician may be able to close some loops during
the course of the visit, the specialist is able to make an
informed decision virtually and the patient receives
quicker access to care and a better patient experience.
Greater connectivity also enables multichannel
communication among care teams and across the
patient’s health journey. Through tools like Yammer,

If you look at technology innovation in any
industry today, almost everything that is happening is platform based.
From Azure to Office 365, Microsoft is bringing a platform-based approach to customers,
enabling them to start working in ways that benefit the whole organisation and go beyond what
specific applications may provide.
“We have an application platform called
Microsoft Azure and a productivity platform
called Office 365. We have a unified communications platform called Skype for Business
and a relationship management platform called
Dynamics 365. We are working with our partners to leverage these platforms in providing
innovative solutions in the healthcare space.”
One major benefit of these platforms – and one
particularly pertinent in the healthcare space – is
that they allow organisations to be more nimble
and proactive in the way they operate.

healthcare professionals can engage in a longitudinal
conversation across the patient’s care continuum, or
collaborate on new protocols and procedures.
At Avanade, we combine industry acumen, digital
strategy and technology expertise to help our clients
manage the next generation digital workplace. The
result is improved employee engagement and a
delighted workforce, translating directly into improved
patient outcomes and operational efficiency.
Sheetal Shah is a digital health lead at Avanade

“Platforms allow organisations to move more
quickly. Once they have the infrastructure in
place, they can tailor for new scenarios as new
needs arise,” says Smolke. “Skype for Business is a
good example, and healthcare organisations can
leverage Skype as a platform including building
applications that leverage Skype to meet a new
need they have.”
“Users can do virtual visits between patients
and doctors, or interact with doctors and clinicians, in a browser, without even knowing they
are using the Skype platform,” he says. “That
same Skype technology can be integrated into
electronic health records, with video and chat
functionality easily integrated, meaning workers have all the relevant information regarding a
patient at hand. Healthcare teams are now better
placed to make a true difference and have all the
tools they need at hand to do so thanks to this
underlying platform.”
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Cloud-based insights
GREG RICHARDS: ITRON

Utilities companies are turning to the cloud
for higher reliability and lower costs

C

loud computing usage rates are growing
almost 50% annually, according to market analysis from Cisco. The same report
also concludes that within the next three years,
83% of all data centre traffic will be based in the
cloud. CIOs no longer ask if they should use the
cloud, but rather how they can best take advantage of cloud services.
Indeed, cloud computing is becoming more
prevalent across all industries, including the
utility industry. As consumers’ needs evolve and
demands for quick, convenient service increase,
the utility industry is adapting and becoming

“Utilities and cities will benefit from
different types of data coming
together in one place, generating new
intelligence and insights”
smarter. It is turning to the cloud to revolutionise the way utilities collect data and, in turn, provide valuable insights to customers.
Continuing this trend, Itron will consolidate its
software solutions around the globe into a single
platform built on Microsoft Azure, the largest
enterprise-grade cloud infrastructure available
today. Microsoft Azure will be the backbone for
Itron Total Outcomes, which provides business
outcomes that address utility and smart city
challenges in an ‘outcomes as a service’ model to
lower costs and improve performance.
With Microsoft Azure, Itron will enable a new
range of services around its products, including
solar integration, leak detection and analytics.
Utilities and cities will benefit from different types
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of data coming together in one place, generating new intelligence and insights. For example,
solar-related services will bring together accurate,
real-time data related to consumption, usage patterns and panel temperature, and combine it with
weather and geolocation data to drive further
insights into energy efficiency and asset health.
For gas utilities, detecting leaks through cloudbased applications and services that monitor pressure, temperature and pipeline stress will enhance
safety and protect revenue. For water, providing
early warnings of potential water leakage using
real-time usage readings from households can
prevent high-risk situations that lead to large reparation expenses or liability payouts.
Using this cloud platform gives Itron access to
highly scalable and durable cloud storage, backup
and recovery. This will create a more standardised approach for applications development, creating rapid deployments as development teams
have access to the same environment and software. Itron will also be able to release automated
software updates to customers on a frequent
basis as opposed to annually. Itron’s migration to
Microsoft Azure will allow the company to focus
on solving problems for its customers instead of
maintaining IT infrastructure.
Combining Itron’s vast experience in the
resourceful management of energy and water
with Microsoft’s expertise in cloud computing,
big data analytics, and security and privacy will
help utilities make the most of the information from their systems. They will gain greater
insights into their operations and improve efficiency and costs – all at a faster pace.
Greg Richards is vice president of
DevOps at Itron
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Enabling greater visibility
Canadian university’s department of IT turns to Veeam to help
meet its backup and replication needs

T

he Department of IT at the University of
British Columbia (UBC) provides IT support and services to the UBC community,
as well as infrastructure-as-a-service (IaaS)
and disaster recovery (DR) to 26 universities
throughout the Canadian province of British
Columbia. UBC’s IT infrastructure serves more
than 250,000 students, and 60,000 faculty and
staff throughout western Canada.
To enable this level of IT delivery, UBC
developed world-class data centres capable of
enterprise business operations akin to those of
Fortune 500 companies. Thousands of virtual
machines (VM) run critical databases and applications containing several petabytes of data, and
must be available 24/7, 365 days a year.
While deploying a legacy backup tool in the
VMware vSphere environment, it was quickly
realised that this tool would not be sufficient in
a virtualised environment. UBC’s Department
of IT would struggle to offer service level agreements (SLAs) to customers, or meet recovery
time and recovery points objectives (RTPOs).
UBC turned to Veeam, and found that Veeam
Backup & Replication and Veeam Management
Pack (MP) for System Center met its needs.
As Veeam Backup & Replication fully integrates with NetApp FAS, the University is able to
establish SLAs easily. UBC uses Veeam to make
fast backups from NetApp storage snapshots,
with little to no impact on the production environment. Meeting RTPOs is easy because Veeam
offers high-speed replication for guaranteed
restore points and high-speed recovery features.
Instant VM Recovery restores VMs to the production environment by running them directly
from backup files, while Veeam Explorer for
Storage Snapshots recovers individual items or
entire VMs quickly and efficiently from NetApp
Snapshot, SnapMirror and SnapVault.
Veeam Backup & Replication also helps UBC
deliver IaaS to customers by backing up and
restoring VMs managed by vCloud Director.

Veeam MP solved UBC’s visibility problem by
fully integrating with Microsoft System Center
to provide complete visibility of all the virtual
and physical environments UBC maintains from
the System Center console.
“When we look at the combination of Veeam
Backup & Replication and Veeam MP, we see
benefits on both the business and the technology sides,” says Mario Angers, senior manager of
systems at UBC. “On the business side, Veeam
Backup & Replication helps us deliver IT services
that are more compelling and cost effective than
other providers. Veeam’s support for vCloud
Director is critical in delivering cloud services
to customers, and because Veeam will be four
times less expensive than the legacy backup tool
over a five-year period, we’re able to provide
affordable IT to customers. Veeam MP is also
important because it helps us keep customers
happy. Veeam MP gives us much-needed visibility into our virtualised environment, which lets
us resolve issues before they affect customers.”

UBC can now deliver
more compelling
and cost effective
IT services
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