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Technology is increasingly being placed at the heart
of the public sector. Governments and law enforcement agencies are turning to cloud and mobile solutions more and more. Healthcare professionals are
leveraging digital record systems as well as innovative
apps and state-of-the-art asset management solutions.
Meanwhile, education establishments are reaching new
levels in student centred learning thanks to a combination of next-generation hardware and software.
Read about all of this in the following pages, where
you’ll also find insight from industry experts and the
latest case studies from across the globe.
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Embracing the cloud to
drive better outcomes
Amarjit Dhillon of Turning Point explains how he is working with Morgan & Wolfe
to ensure service users benefit from collaboration between staff and partners
BY JACQUI GRIFFITHS

E

very day, around 30,000 people across
England look to Turning Point for support
in turning their lives around. Set up 51 years
ago, Turning Point has grown into a national
organisation that provides personalised care for
people struggling with substance misuse, mental health issues and learning disabilities, as well
as working directly with employers through its
commercial arm.
“We’re a social enterprise,” says Amarjit
Dhillon, chief information officer at Turning
Point. “Some people describe us as a not-forprofit organisation, but it’s more accurate to say
we’re a not-for-dividend organisation. We are
set up as a charity and have charitable goals,
but we still have to pay for the office, staff and
other bills, so we also have goals to survive as
an organisation.”
Turning Point bids for work from government
and related sources, providing services that would
previously have been delivered by the National
Health Service or local government. “Our margin
expectation is much lower than that of a commercial enterprise, and that allows our solutions to be
put forward and purchased using taxpayer funds
without huge cost,” says Dhillon.
The organisation is working with Morgan &
Wolfe, a provider of Microsoft Office 365 and
SharePoint packaged intranet solutions, to
achieve its goals. “Technology is important not
only in addressing the demand we have today, but
also in enabling us to continue reaching people
and providing the support they need beyond the
times when our services are open,” says Dhillon.
“If our service is within arm’s reach of need – such
as through a smartphone or TV at any point in
time – that will assist the outcome for the person
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requiring help, expand the demographics we can
reach, and expand our hours.
“For example, if somebody comes into contact with the police, any previous mental health
assessment should be available to them, to produce an appropriate outcome. Technology can
help us provide that outcome at the point of
need – even in the police car if we need to – so
that person is put through the criminal justice
system in a way that is appropriate for their
needs. If we can prevent that person having a
criminal justice cost associated with them or
hitting expensive aspects of healthcare, that benefits the individual and society.”
Dhillon’s role is to help Turning Point in its
transformation. “Working with partners such
as Morgan & Wolfe will allow us to help people
bring consistent solutions,” he says. “For example, someone operating in the north-east of the
country might not be aware that somebody in
the south-west has already been through the
problem they’re trying to solve. Having a solution
that allows us to collaborate – so people can see
the stages others went through, access expertise
on demand and read publicly available information – will not only foster improvement in what
we’re doing now, it will also encourage innovation
in service development. Turning Point’s people
know what they are talking about so it’s really
about accelerating that, incubating those ideas
and bringing them into the marketplace, ultimately for the benefit of the people we support.
“Cloud technology has allowed us to bring solutions to bear in the business faster than we would
previously have been able to, at a much lower level
of investment. We can prove concepts much more
quickly and scale things up if we need to. It’s not

about having something completely outsourced or
completely in-house. It’s about a blended approach
that enables a relatively small organisation like
ours to work with partners that share and support
our goals, and bring those solutions forward.”
The cloud is enabling Turning Point to expand
its reach in terms of both the people it supports
and expertise. “Cloud-based technology allows
us to expand, not only in terms of reaching service users, but also in bringing in expertise from
other geographies,” says Dhillon. “The Morgan
& Wolfe solution enables us to integrate partners
such as GPs, commissioners or other organisations into it, so we can exchange ideas and information. The cloud also helps us with mobility so
we can reach individuals and collaborate with
partner organisations, or other organisations
that are interested in working with us.”
As a result, Dhillon says that technology has
moved beyond a supporting role at Turning
Point. “Technology still supports the business,
but the reality is that it is an enabling function,”
he says. “In the last 12 months we have been able
to manage data and deeply understand what it
means in terms of healthcare outcomes for our
client base. That’s been possible because we’ve
managed to pull that data from multiple sources
into the cloud and we have the right permissions
on that data. That will now start to inform the
types of outcomes we want to be able to address
in the future to help our societal goals. I can see a
time when, if Turning Point wanted to, we could
extend our reach beyond our geographical borders, collaborate with similar providers in other
geographies, substantially increase the number
of people we reach, and gain significantly more
leverage on the resources we have today.”

Working with
Morgan & Wolfe is
helping Turning Point
to put its service within
arm’s reach of those
who need it
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Changing

lives

A Microsoft app that allows parents to upload critical information on their
baby’s condition is helping to tackle Hypoplastic Left Heart Syndrome
BY SEAN DUDLEY

E

ngaging patients, empowering care teams,
optimising organisations, and transforming
care – these are the four pillars that shape
the strategy of Microsoft’s healthcare team, as
it seeks to help save lives through the power of
technology. When a solution is able to tick all
four boxes in one go, that is very special indeed.
Yet that’s precisely what has happened with
a new Windows 10 app designed to monitor
babies born with a rare heart condition.
The Cardiac High Acuity Monitoring Program,
or CHAMP, is an app conceived by Dr Girish
Shirali, a paediatric cardiologist at Children’s
Mercy hospital in Kansas City, US. It is being
used to help babies and their families living
with Hypoplastic Left Heart Syndrome (HLHS)
– a birth defect that affects normal blood flow
through the heart, caused by the left side of the
heart not forming correctly during pregnancy.
The CHAMP app runs on a Microsoft Surface 3
tablet, operating Windows 10, connected to a
database that sits in the Microsoft Cloud.
A family enters information about their baby
throughout the course of the day, and these
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figures are analysed instantly in the cloud. If any
measurements are outside the normal parameters, such as healthy cardiac parameters or irregular oxygen saturation, the baby’s medical team is
immediately informed and action can be taken.
Parents can also press an ‘I’m concerned’ box,
which pages the relevant nurse straight away.
Previously, most parents had to take painstaking records daily in a three-ring binder and
phone them in to their doctors to watch for
complications, and even then, as many as 25% of
the babies would die before their second surgery.
Thanks to the CHAMP app however, this formerly reactive model is now proactive in monitoring the health of babies with HLHS.
Medical teams can catch worrying signs, and
reduce the burden on parents while actively
ensuring the well-being of the child. A video
capability also allows parents to take short videos
of their baby and send it over to medical teams,
who can then review the footage. This allows
teams to monitor physical elements of the baby’s
health, and provides an additional data source
alongside the metrics provided via the app.

H E A LT H C A R E

VIEWPOINT

Know your assets
Cireson and Microsoft are enabling improved
asset tracking and validation in healthcare

If certain metrics or signs are of concern, teams call parents and advise them to bring the baby to them, or request
an additional video and make the determination there. This
real-time model means issues can be caught earlier, before
they become full health emergencies.
Since CHAMP was adopted at Children’s Mercy in 2014, no
baby with the condition has died under the hospital’s care.
62 patients in Kansas City are currently using the app, and 16
more families in Seattle are taking advantage of it. The plan is to
extend its use further afield, with the model having the potential
to be used for other illnesses and conditions going forward.
This project is a great example of Microsoft’s commitment
to providing technology that can be used to address key societal challenges, as outlined in the United Nations’ Sustainable
Development Goals for Health – ensure healthy lives and promote well-being for all, at all ages. And, perhaps most importantly, it is saving lives and giving parents peace of mind.

“Medical teams can catch worrying
signs, and reduce the burden on
parents while actively ensuring the
well-being of the child”

A healthcare employee can have a number
of mobile devices, ranging from phones and
tablets to more unique items like pagers,
handheld scanners, and any number of Bluetooth
peripherals. Many of these assets have no
operating system and it can be difficult to track
them, while some healthcare employees simply
don’t have time to track all of their devices. Items
get left in drawers, loaned or given to co-workers,
or buried at home somewhere. And if a doctor
needs a new device, they get a new device. From
an IT administrator point of view, tracking these
devices can be a complete nightmare.
Microsoft allows a good amount of automation
to take place, which can accurately account for
asset data, or simply prevent bad or stale asset
data. Microsoft System Center Service Manager
can store all of a company’s assets, providing a
central location for assets of all types, including
those that aren’t in Configuration Manager.
System Center Orchestrator can then interact
with any object in Configuration Manager or
Service Manager, providing any type of custom
automation desirable.
Cireson is taking Microsoft’s offerings to the
next level. Cireson offers an Asset Management
suite which integrates into Microsoft’s software,
providing ample automation right out the box.
This includes the ability to track assets through
a web portal, through any mobile device, and
through Microsoft Excel. It allows admins to use
tools that they are already familiar with, and uses
automation to ensure asset data remains valid.

Joivan Hedrick is a Services
Consultant at Cireson
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Improving cybersecurity
in higher education
FLORIAN MALECKI: DELL SECURIT Y

Higher education IT professionals face an enormous task when it comes
to enabling end users to maximise the benefits of increased mobility and
connectivity, while keeping the institution’s network and data secure

E

ven within their physical borders, colleges
and universities have distributed networks
that broaden the attack profile for hackers,
but when the campus is distributed beyond that
physical border and accessible from literally
thousands of devices, hackers have many potential points of entry.
While the common assumption is that threats
primarily target commercial businesses, the
wealth of information inside the campus network ‒ student and alumni information, financial data, and valuable intellectual property
‒ represents a very attractive target to hackers
whose goal is to steal.
Threat entry is quite often via a human being.
Students and staff who access the campus network with their personal devices may unknowingly transmit malware or other threats present
on their devices. Once hackers get in the door,
they go after administrative accounts where they
can do serious damage. Many organisations use
SSL for access, but their firewalls don’t properly
inspect SSL packets. This opens up an entry
point for hackers to access the college network
through those firewalls by embedding their bad
code in encrypted SSL packets.
Today’s reality is that everyone is a target. For
educational institutions, the value of intellectual
property alone calls for a strategic investment
in a strong security posture that protects them
from today’s evolving threats, both on and off
campus. They can start by standardising the network as much as possible – reduce the number
of different devices they’re using so they can

monitor more easily. Next, begin implementing
holistic, end-to-end security solutions that protect all data and endpoints, old and new, including: access management solutions that evaluate
a user’s identity not just on username and password, but also in the context of where they’re
coming from; next-generation firewalls with
deep packet inspection, even for SSL; and endpoint security and efficient patch management.
The key is to protect the network from known
threats, and to be prepared to deal with unknown
ones. With the right security posture, colleges
and universities can confidently and securely
offer the benefits of increased mobility and other
IT advances to students and faculty alike.
Florian Malecki is International Product
Marketing Director for Dell Security
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Bringing healthcare
closer to the elderly
Sencom’s communications solution has made it easier for healthcare
providers to deliver care to patients at four care homes in south-east Finland

M

any social and healthcare professionals
are exploring how digital communication solutions can be used to provide
more efficient services and reach clients who do
not have easy access to care.
A healthcare district in south-east Finland, for
example, has piloted the Sencom Remote doctor service environment to provide care services
to elderly patients living at four residential care
homes as part of Project ESSO. This initiative aims
to drive healthcare service model transformation.
Using the solution, doctors can deliver telemedicine services and remotely diagnose patients
using HD-quality video, digital otoscopes and
stethoscopes. Sencom’s easy-to-use communication service has significantly reduced the number of onsite visits, improving patient safety and
dramatically decreasing costs.
“By developing user-friendly service layers on
top of the existing applications, like Microsoft
Skype for Business and its consumer-focused
counterpart Skype, we offer our customers
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scalable possibilities for modernising their services,” says Jouni Turunen, CEO and founding
partner of Sencom.

“Successful service transformation
programmes can change the whole
healthcare industry”
Management has provided support for care
personnel throughout the digital services pilot to
ensure the new technologies and service model
are fully embedded in daily routines. Innovative
leaders are always the main drivers when introducing new service processes for teams, organisations and industries – without this support,
organisations end up with new systems and costs.
Successful service transformation programmes
can change the whole healthcare industry to
ensure that remote social and healthcare services are available to everyone.
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Putting care in
patients’ hands
UK healthcare provider trials self-care app for diabetes patients with the
help of Hewlett Packard Enterprise

A

Diabetic Medicine report predicts that by
2035, the NHS in the UK will spend around
£16.9 billion treating diabetic patients
every year. Meanwhile, an Impact Diabetes study
suggests that the cost of treating diabetes complications – such as blindness, kidney failure and limb
amputation – is to hit £13.5 billion by 2035.
“Diabetes is the leading cause of many health
issues and we know that if you manage those,
your risk of complications is reduced,” says
Sandra Tweddell, coordinator of Bristol Diabetes
Support Network. “I’ve lived with diabetes for
55 years and it involves making daily decisions
about your food, the amount of insulin you inject
and exercise levels. It’s like walking a tightrope.”
In an effort to reduce these costs and improve
quality of life for patients, the West of England
Academic Health Science Network has joined with
Hewlett Packard Enterprise (HPE) and a number
of partners to develop the Digital Diabetes Coach.
The internet of things solution leverages
Microsoft’s Azure platform and Windows 10,
which will empower patients with Type 1 and
Type 2 diabetes to self-manage their condition
using integrated sensors, wearables and online
apps. The solution leverages Microsoft Azure’s
machine learning and predictive analytics to help
clinicians monitor real-time data and make early
interventions for at-risk patients.
Diabetes Digital Coach will be piloted by
12,000 patients in West England.
“We’ve talked a lot to people with diabetes and
they have helped us to shape this vision, which is
really about making it easier for them to manage
their condition in a way that suits them,” explains
Elizabeth Dymond, deputy director of enterprise at
West of England Academic Health Science Network.
Patients use the Digital Diabetes Coach to track
and manage their condition, analyse patterns in
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their data and can also share information with
clinicians or their consultant.
“You need to know as much information as possible to maintain a balance and what the coach will
do is provide digital technology to enable you to
see exactly what’s happening and take action,” says
Tweddell. “The potential for me to send data to my
consultant who can see it on a screen and e-mail
me if she can spot a pattern is really exciting. The
aim is that people will be self-managing, living normal lives, understanding the condition and hopefully 10 years down the line, they will still be fit and
healthy without going blind or losing a limb. It’s a
huge challenge, but one that is quite exciting.”
Early predictions suggest that projects like the
Diabetes Digital Coach may save the NHS up to
£4,000 per patient, per year.
“This new way of working is going to mean we
can deliver healthcare services in a more efficient
way,” comments Dymond. “If we prove this model
works well in diabetes, it’s the sort of model we can
extend to other long-term medical conditions.”

Patients will be able
to use the Digital
Diabetes Coach to
continuously monitor
their insulin levels as
they carry out their
daily tasks
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Digitising
health records
US healthcare provider has saved US$5 million by rolling out an electronic
medical records system with the help of Citrix

M

ontefiore Health System (MHS) is
a New York-based academic medical centre and university hospital
for Albert Einstein College of Medicine. Like
many US healthcare organisations, MHS need
to adopt an electronic medical record (EMR)
system to meet US government regulations and
enable staff to safely store and access critical
patient information.
This need became even more critical in 2015
when MHS expanded to include 10 hospitals,
an extended-care facility with more than 150
locations across New York, a school health and a
home-health programme. The healthcare organisation’s user base grew from 18,000 to 28,000
workers and increased its data storage needs
from 1.5PB to 6.5PB.
Working with Citrix, the MHS IT team
deployed Citrix XenApp, XenDesktop, and
NetScaler to give thousands of clinicians, nurses
and other remote healthcare staff reliable, secure
access to patient records and clinical applications regardless of their location. The roll out of
the EMR system, EPIC, took just 12 months and
it is now available on 10,000 machines.
HDX Insight, which is a part of NetScaler
Insight Center, offers visibility into XenApp and
XenDesktop traffic across the network to provide
MHS with 24/7 monitoring capabilities so its clinical team can provide around-the-clock care.
“We are able to utilise NetScaler Insight Center
for visibility on application delivery from the
thin client all the way back to the Citrix server,
to provide an exceptional user experience to our
entire organisation,” explains Andy Lin, senior
IT manager at MHS. “With this information at
our fingertips, we have unprecedented visibility
into our IT infrastructure and can rapidly and
easily troubleshoot latency and performance

issues to focus on our mission to save lives while
focusing on patient care.”
MHS has also deployed low-cost devices such
as thin clients and contains the complex configuration needs of different clinical applications
contained within a single data centre, saving
it more than US$5 million in hardware costs.
Using Provisioning Services has reduced storage
costs by more than US$2 million.
“We were able to roll out the EPIC system and
hundreds of standard apps to thousands of users
on 10,000 machines in less than 12 months – a
staggering feat,” says Corey Cush, senior director
of technology services at MHS. “If we didn’t have
Citrix solutions in place and I’d had to use another
vendor or a manual process, we would probably
have doubled the time to implementation. The
result is better patient care delivered faster and
without the expense of added manpower.”

Thousands of
healthcare staff can
now securely access
patient records and
clinical applications
any time, anywhere
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Technology in law
enforcement
ERIC BASHA: MICROSOFT

Law enforcement agencies are increasingly turning to cloud and mobile
solutions to enhance the safety of citizens in a secure and efficient way

I

n the law enforcement space, every second counts.
Improving efficiency and empowering staff can
mean the difference between a crime being committed or prevented, whether or not the public’s
safety is placed into jeopardy, and in extreme circumstances, the difference between life and death.
Law enforcement agencies have been embracing
technology for decades – from two-way radios
and laptops in patrol cars, to criminal databases
and advanced analytics, and, more recently, social
media, body-worn cameras and drones.
Unfortunately, these technologies exist in ‘silos’,
which slows the sharing of information and
reduces efficiency. By connecting information
using modern cloud and mobile technologies,

“Law enforcement agencies
are leveraging a number of
mobility solutions to empower
their field-based personnel”
law enforcement organisations can enhance their
operations to ultimately protect citizens, and give
officers access to the information they need precisely when and where they need it. Real-time
access to information from the field improves
public safety and can significantly reduce costs.
In the cloud, you can collect and analyse huge
amounts of data. Agencies can digest the data
and gain vital insights using analytics. Crime
prevention, prediction and efficient engagement
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can all be enhanced through the insight this level
of analysis creates. Furthermore, thanks to the
level of mobility and security provided by mobility technologies, these insights can be more easily and actively shared for use in the field.
Law enforcement agencies are leveraging a
number of mobility solutions to empower their
field-based personnel. These solutions enable
police officers to access the information they
need – be it in national crime databases, social
media or video for example. They can also access
this information wherever they need it – at the
scene of a crime, in their patrol car, in the police
station – and receive ‘contextual intelligence’
derived from modern analytic tools.
Better incident response and management is
an example of improved operational efficiency
enabled by cloud and mobile technologies. Law
enforcement is often reactive by nature, but by
having access to the right information ahead of
an incident, law enforcement agencies can mitigate, or even prevent, dynamic situations far more
quickly. For example, modern analytic tools are
using the speed and reliability of the cloud to
deliver actionable intelligence to law enforcement
by fusing information from structured data, such
as databases, and unstructured data, such as video
and social media. These can help identify a threat
before it becomes an incident.
When something does happen, incident commanders with modern devices can access realtime video from the scene, with feeds via drone,
CCTV, body-worn cameras, or even smartphones. They can also adjust tactics as events

PUBLIC SAFETY

unfold by sharing information, such as video
and pictures, with first responders on the scene
using modern communications tools.
Microsoft and its robust partner ecosystem
have been providing technology solutions for law
enforcement for decades. Innovative partners –
including a number of leaders in law enforcement
technology – are embracing Microsoft technologies such as Micrsoft Azure, Windows 10, the
Enterprise Mobility Suite and Office 365 as integral elements of their modern solutions.
Microsoft’s Cloud and Azure platforms,
through the Trusted Cloud Initiative, provide
a secure, scalable and compliant way for law
enforcement agencies to leverage advanced
capabilities, such as video redaction, speech-totext transcription, translation, machine learning
and predictive analytics.
Modern devices running Windows 10 offer
unparalleled security with dozens of new and
enhanced security features. Windows 10 devices
provide a wide range of choice – from rugged
tablets, laptops, small tablets and phones, to very
large all-in-ones available from a variety of original equipment manufacturer partners at a variety of price points. These allow law enforcement
agencies to equip everyone in their organisation
with the right device for their role. And the

Enterprise Mobility Suite, Microsoft’s relatively
new suite of mobile technology services, can
ensure the security of the applications and information on virtually any Android or Apple iOS
device, as well as those running Windows 10.
Office 365 can be leveraged by law enforcement
officers and teams to enable seamless and intuitive interaction, specifically using tools such as
Yammer, Outlook, Power BI and Delve. Similarly,
Skype for Business can be leveraged for internal
communications and is especially advantageous
to law enforcement agencies whose personnel are spread across a large geographic area.
Furthermore, to develop key insights, our Azure
Advanced Analytics, Cortana Analytics Suite and
Cognitive Suite are being harnessed.
Microsoft is working with a number of law
enforcement organisations around the world to
help bring their operational efficiency to new levels, and helping them better ensure the safety of
their citizens. We will continue to work with these
organisations and others to help enable new levels
of safety and security for citizens, and help them
to achieve various law enforcement goals.

Windows 10 devices are
being used in the field
to improve the way
information is shared

Eric Basha is Director of Business Development
for the Worldwide Public Safety and National
Security industry team at Microsoft
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Keeping students
engaged in learning
Spartanburg School District 5 has expanded learning and fostered enthusiasm by
working with Dell to implement student-centred learning

T

o help prepare students for the rapidly
changing expectations of universities
and businesses, Spartanburg School
District 5 in South Carolina wanted to adopt a
student-centred model. It considered various

technology options to facilitate this shift, ultimately choosing to issue each student in grades
3-12 with a Windows 10–based laptop.
Amanda Dobson, director of instructional technology at Spartanburg School District 5, says:
“Most of the kids use Microsoft PowerPoint and
Publisher, and they know Excel – so choosing
devices that run Windows 10 would make the transition easier, and it gives us more opportunities to
collaborate. Also, kids need to be able to go home
in the evenings and do their homework wherever
they happen to be. With a Windows 10 device, they
can access digital tools and classwork offline. The
operating system is also easy for our teachers to use
and it’s compatible with the different platforms we
already have. For example, our network is already
set up for these devices to be added.”
Although the district reviewed offerings from
numerous vendors, it found all the services and technologies it sought from Dell. Scott Turner, superintendent of Spartanburg School District 5, says: “We
didn’t want to reinvent the wheel. Dell Professional
Learning Services has helped districts all over the
country. It knows what works and what doesn’t.”
For devices, the district chose Dell Latitude
11 laptops running Windows 10. “We wanted
a very sturdy device that would hold up to
what students do,” says Turner. “Our technology people liked it, and I’ve also heard nothing
but good things about Latitude 11 laptops from
other superintendents.”
Rather than just following a boilerplate implementation plan, Dell Services consultants
worked with the district to understand its unique
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requirements and goals. This included meeting
with students, teachers, parents and administrators to garner input and share expectations
and goals. “We wanted to make sure everyone
understood why we were implementing 1:1 in our
district,” says Turner. “This wasn’t about changing
instruction because it was ineffective. This initiative opens up a whole new world of opportunity
in terms of teaching and learning.”
“We learned that we need to do more than just
teach our students how to use technology,” says
Dobson. “We need to teach our kids how to collaborate, problem solve and manage their time better.”
To partake in the initiative, teachers must sign up
for a four-day training session conducted by Dell
consultants. Once they have completed the training, they can sign up to participate in a model classroom or request a co-teacher. Model classrooms
are held during the school day and facilitated by
a Dell consultant. Teachers choose to participate
as a student or an instructor of a “trial” lesson. To
increase learning outcomes for everyone, the Dell
consultant talks with the instructor beforehand to
understand the lesson’s objectives. After the lesson,
the instructor talks about what went well and what
could be improved. The Dell consultant and class
participants also provide feedback.
As part of the district’s implementation plan
from Dell Services, teachers are assigned a
‘tech buddy’ – someone who can provide quick
answers and personalised training. Dobson
explains: “A tech buddy can go into a classroom,
help plan a lesson with a teacher, co-teach it, and
then sit down and talk about it.”
By engaging Dell for Professional Learning
Services and technology, Spartanburg School
District 5 quickly made the paradigm shift to student-centred learning. “Our classrooms are truly
changing because of the support our teachers

E D U C AT I O N

Adopting a 1:1 initiative
using Dell laptops
running on Windows 10
has increased student
interest in learning
as well as igniting
teachers’ enthusiasm

receive from Dell Professional Learning,” says
McCants. “When I walk into a classroom today,
I see children presenting but also teaching teachers. I love the fact that teachers are now acting
as facilitators and not just lecturers. That’s really
transformed how our students see learning.
They’re enjoying it more.”
By using different digital tools, teachers can
personalise lessons because they have more
insight into students’ learning requirements and
individual interests. Kristy Fulbright, teacher at
Beech Springs Intermediate School, says: “Today,

100% of my students are engaged in lessons most
of the time; before, maybe 80% of the class would
be engaged. Even the shy students who are not
prone to participate are now active in group
assignments that use web-based tools for collaboration. And because I also receive a lot more
data now about students’ progress, I can differentiate instruction. This includes backing up to
help those kids who need more of a foundation
before they can move forward.”
Collaborative projects not only help students
learn skills that business leaders want to see more
of, but they also increase engagement. Dobson
explains one of her favourite stories from the year
involved an absent student who still wanted to
participate in the discussion about a project she
worked on. “When I walked into the class, she was
Skyped in because she wanted to make sure she
could give examples of her work and be a part of
her group. That’s an outcome you cannot measure. It’s hard to explain the excitement that children have when they’re in charge of something
and they have some responsibility. So they’re no
longer just turning in work to a teacher. When
they work in a group, they depend on each other,
and that’s a really big deal at this age.”
The district will continue to roll out its
student-centred teaching initiative with the help
of Dell Professional Services. “It’s really exciting to
see our teachers get excited about student-centred
learning,” says Turner. “I’m hoping that this level of
excitement catches on and reinvigorates teaching
and learning processes for all our people.”
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Improving services to
Australian businesses
Australia’s Department of Industry, Innovation and Science is leading the way in
giving businesses faster, easier access to the information they need

T

he Australian Government’s Department
of Industry, Innovation and Science works
with Australian industry, businesses and
other stakeholders to achieve its vision of enabling growth and productivity for globally competitive industries. The department does this
through supporting science and commercialisation; growing business investment and improving business capability; streamlining regulation;
and building a high-performance organisation.
Businesses have struggled to access government
services and navigate the wealth of information to
find what they need or whom to talk to. Through
the Single Business Service Programme, the
department is transforming the way it connects
with and supports business – making government
information and services easier for business to
find and understand, quicker and easier to access,
and more tailored to their needs.
As part of the Single Business Service Programme
the department redeveloped the business.gov.au
website, a key channel for Australian businesses to
engage with the Government. The objective was
to improve the site’s customer experience through
greater personalisation, u
 ser-centric design and
enabled mobile access.
Avanade was chosen for the Digital Channel
Transformation (DCT) Project, one project
within the Single Business Service Programme.
Since the project started in July 2015, the
Avanade team has worked in conjunction with
the department to implement user-centred
design, agile methodologies and cloud solutions
(Sitecore and Microsoft Azure).
The agile methodology is a relatively new concept in government agencies. The Avanade delivery team worked closely with the department’s
team on the development of user stories and
prioritisation of the backlog.
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The department is an early adopter for federal
government agencies to go to the public cloud,
and it also led with a genuinely user-centred and
agile approach. It now has a newly designed and
delivered user-centric website, with streamlined
information architecture and improved discovery tools, which enables users to find business
information quickly and easily.
“Our users told us they wanted less clutter,
clearer content and features to help them find
information quickly and easily so they can focus
on running their business,” says Clive Rossiter,
general manager of the Single Business Service
Programme at the Department of Industry,
Innovation and Science. “The new website has a
clean, user-tested design and features which help
businesses find what they need.”
Over the past year business.gov.au had over 13
million unique page views and the business.gov.au
contact centre handled over 80,000 calls. User studies reveal business.gov.au users are engaged and at
ease with the new website. It not only meets their
needs, it also better directs them along the right
path to ensure they find what they are looking for.

User-centred design,
agile methodologies
and cloud solutions
enabled the
Department of Industry,
Innovation and
Science to improve the
customer experience
on its website
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Mobilising
community services
US public housing association adopts the Citrix Cloud and Microsoft Azure Government
to mobilise employees and improve services for tenants

F

or the past 25 years, public housing agencies
in the US have faced government funding
cuts, forcing them to find more creative
ways to help staff deliver a good customer experience to their clients and tenants.
To empower employees to work more effectively in the community while reducing the costs
associated with its aging hardware infrastructure, Lucas Metropolitan Housing Authority
(LMHA) opted to migrate IT operations from its
on-premise data centre to the cloud.
“The goal for LMHA was to get more employees out in the community, and to enable more
clients to submit applications without physically
coming into an office,” says Craig Patterson, acting CIO at LMHA. “This goal required mobility
and the cloud, along with the confidence that
personal information required when completing
federal and state forms would remain secure.”
The Toldeo, Ohio-based housing association implemented the Citrix Cloud built on
Microsoft Azure Government and now benefits
from continuously updated mobile-as-a-service
technologies, and the ability to deploy virtual
apps and desktops.
Staff can use any mobile device to securely
access LMHA’s and tenants’ data, regardless of
their location. They no longer need to complete
physical paperwork, which enables them to
carry out tasks more efficiently and serve tenants more quickly. The solution also ensures all
IT operations remain secure, allowing LMHA to
remain compliant with federal regulations.
Meanwhile, clients and tenants can remotely
access LMHA’s systems via their own devices,
enabling them to make secure payments and
schedule inspections online. This means they no
longer need to visit an LMHA office, which is particularly beneficial to elderly and disabled tenants.

“In the short time since we’ve adopted Citrix
Cloud, our analytics have already shown change
is happening,” remarks Patterson. “For example,
though conventional wisdom said that lack of
access to the internet would keep our demographic from using online applications, we’ve

“Since we’ve adopted Citrix Cloud,
our analytics have already shown
change is happening”
seen that a majority of seniors and young people favour accessing LMHA services via mobile
devices regularly. Change can happen if you put
your mind to it, especially with partners like
Citrix and Microsoft.”
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Eliminating poverty
Foundation Paraguay uses a Windows 10 application developed by Hewlett Packard Enterprise
to quickly provide underprivileged citizens with the help they need

N

on-governmental organisation Foundation
Paraguay works with local citizens, micro
finance companies and other agencies
to eliminate poverty in more than 45 countries
across Latin America, South America and Asia.
The organisation aims to analyse why people
are poor and provide them with the tools to
help themselves out of poverty.
Foundation Paraguay’s field workers visit
families in underprivileged communities to
gather information about their poverty level
and access to essential services. In the past,
field workers spent three hours completing
paper-based surveys for each family and then
returned to the office to enter this information
into a central system so micro finance companies could evaluate families for loans.
Today, field workers use Hewlett Packard
Enterprise’s (HPE) Visual Survey Platform,
a Microsoft Windows 10 application that is
integrated with the Microsoft Azure cloud platform. Now, surveys take less than 20 minutes,
meaning the organisation can complete five
times more per day and get instant access to
real-time data and loan decisions.
“The HPE Windows 10 solution takes our
organisation from a completely manual client
survey process to automated technology that
does the job better, quicker, at a lower cost, and
in a user-friendlier way for our customers,” says
Martin Burt, founder and executive director of
Foundation Paraguay.
Today, the organisation is able to quickly gather
information from thousands of families.
“We’re working with real data coming from the
source – the families themselves – and connecting
the needs we find in the field to solutions in a very
fast and efficient way,” explains Jimena Vallejos,
Poverty Spotlight coordinator. “Digital surveys are
taken on tablet where we can see clear pictures and
really involve the family in the whole process.”
All of the survey data is stored in Microsoft
Azure, where it can be analysed for patterns by
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Microsoft Power BI. This enables Foundation
Paraguay to identify common factors and monitor fluctuations in poverty level so they can prioritise care and resources.
“The technology we developed with HPE and
Microsoft allows us to bring everybody to the
field, so now you have a true bottom-up approach
to solving poverty and that changes the whole
paradigm,” explains Burt. “An illiterate lady who
cannot read and write couldn’t describe her situation in the old surveys, but with photos and the
visual survey she can very quickly select where
she currently is and what she needs to come up
with a personalised plan to overcome poverty.”
Foundation Paraguay has used HPE’s Visual
Survey Platform to empower communities in 25
countries – and other marginalised communities – to reduce their level of poverty.
“Everybody has a smartphone, the world has
changed and if we do it well, we can empower
the marginalised populations of the world to
crowdsource their needs to different government
agencies,” Burt says. “Technology can render
obsolete the intermediaries between the services
the poor need and the poor themselves. It really
empowers the poor when they can self-diagnose
their level of poverty.”

The Visual Survey
Platform makes it
easier for Foundation
Paraguay to
survey thousands
of impoverished
families quickly
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Reaching new levels
Cireson solutions enable IT team at UK care provider to manage assets on the go

B

ased in the UK, St Margaret’s Hospice
Care delivers high quality, responsive
and compassionate care to patients facing
life-limiting illnesses and their families.
The hospice’s IT team supports a diverse set of
users, from the medical staff and clinical teams, to
charity and fundraising departments. The hospice
also offers entertainment services for patients,
such as smart TVs connected to the internet.
The hospice previously relied on a system that
had adequate help desk features, but was lacking
comprehensive asset management capabilities,
among other things. This prompted the IT team
to start looking for a replacement.
As part of this, the IT team considered a number of options, and selected Microsoft System
Center Service Manager, as they were already
using products in the Microsoft System Center
suite. However, Service Manager turned out to
be too difficult to manage on its own.
“Out of the box, it isn’t the friendliest of products and without extensive developer experience
we were not in a position to modify it ourselves,”
comments Nick Middleton, director of IT
Services at St Margaret’s Hospice Care.
The organisation therefore turned to Cireson
to help streamline the management of Service
Manager.
With Cireson’s support, the hospice’s IT team
was able to achieve three main goals: create
a system for effective management of user
requests, create a comprehensive asset management system, and introduce a self-service
portal. Cireson’s apps, such as View Builder,
Asset Management and the Cireson Self-Service
Portal, have improved the visibility of essential
information, with tier levels and priorities that
can be changed when issues need to be escalated.
“The enhanced View Builder allows us to visualise key request information, such as priority, to
aid in service level delivery,” says Middleton.
Cireson Asset Management enables the team
to effectively manage software and hardware
resources. Combined with Cireson Asset Barcode,

Middleton says the solution “allows my team to
reassign and update assets on the move direct
from their smartphones, reducing the overall
administration time and chance of inaccuracies
in the System Center database.”
With the help of Cireson’s Self-Service Portal,
users are now able to access services at any time.
“When we combine the Cireson Portal with
additional System Center products, such as
SCORCH, it lowers the overall costs of IT administration by empowering users to complete common requests themselves,” explains Middleton.
Cireson solutions significantly improved
the ability of the hospice’s IT team to manage
resources in Service Manager.
“The Cireson Platform added many features
that seemed obviously missing from the bare
bones Service Manager and improved on other
areas,” Middleton says. “The platform has dramatically improved the level of support my team
is able to deliver to users by improving the availability and visibility of essential information.”

Cireson’s solutions
have streamlined
the management of
Service Manager
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