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PER BENDIX OLSEN: MICROSOFT

While today’s public sector organisations are under
an increasing amount of pressure to achieve more
with reduced budgets, they are also presented with
more opportunities to transform than ever before.
Today’s most pioneering cities, for example, are leveraging technology to create more personalised services
for citizens. Governments are waking up to the opportunity to use data to improve the delivery of services to
their constituents. And leaders in education are using
state of the art solutions to facilitate better collaboration. Find out more on the following pages.
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Understanding
the role
of

technology

Kathryn Willson explains how
Microsoft’s rich portfolio of services
and solutions are helping cities meet
the needs of their citizens
BY SEAN DUDLEY

M

icrosoft is no stranger to working with
organisations in the public sector, having done so for more than quarter of
a century. In 2013, the company established its
CityNext initiative, which has helped modern
cities think and act more holistically about the
services provided to citizens through technology.
“Instead of thinking about public safety, health
education and government services in silos, and
engaging those departments of governments
on individual projects, it became clear that they
needed to think about all of that as one,” explains
Kathryn Willson, director, Microsoft CityNext.
“Mayors and city leaders who are generally not
technologists were starting to participate in building a vision for how technology could improve the
quality of life in their communities.”
Local governments have a broad responsibility set, covering health, education, utilities,
infrastructure and transportation. CityNext was
established by Microsoft with the aim of working
with partners to help curate and deliver solutions
that address the full spectrum of need by making
cities more digital.
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“We have over 300 partners delivering more
than 1,000 solutions in almost every country in
the world,” explains Willson. “We are bringing
more partners on every week – not only global
companies with long standing expertise in some
of these areas, but also the next generation of software and service developers who are ‘born in the
cloud’ and are coming up with the next great apps.
It spans commercial organisations with a global
presence, all the way down to the startups looking
to bring services to people in their communities.”
As a platform company, Microsoft delivers
the underlying cloud infrastructure, data platform architectures, the security and privacy
architectures, and familiar productivity applications such as Office to its partners in this
space. These are then leveraged by the partners to help bring their own unique expertise
and services to the fore.

“This paradigm provides a really healthy environment in the marketplace,” Willson says. “It
provides customers with choice, which is healthy
particularly when you’re talking on the scale of a
city. It is a heterogeneous world from a technology
perspective, so cities want to have the solutions
that are going to best suit their needs, regardless
of the vendor. By having all of these partners
delivering solutions, we’re helping to create this
environment of choice.”
Interoperability forms a key part of this, with
Microsoft working to deliver the underlying platform that enables customers’ selected technology
to be used in an integrated and interoperable way
within a partner or customers’ environment. Once
all this is in place, Microsoft’s deep stack of services
and solutions can begin to take their effect and
enable cities and local governments to work in a
‘smarter’ way.
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“Our Azure cloud computing platform includes
a number of suites of capabilities, the Internet of
Things (IoT) suite and our Cortana Analytics Suite
are providing the ability to ingest a high volume,
a high voracity, and high varieties of data,” says
Willson. “This data is stored and its encryption is
maintained, before analytics is run to provide the
insight that turns it into something meaningful.
Our partners are leveraging more and more of these
capabilities to really bring their solutions to life.”
This ability to turn complex information into
actionable insight is at the core of the CityNext philosophy, and means more workers can bring about
positive change in their own communities.
An example is the City of Breda in the
Netherlands – a place where water forms an integral part of the city’s culture, but also needs to be
managed to avoid flooding and other issues.
“Breda is situated at the confluence of two rivers,
and they get a lot of rain which they attribute to climate change,” Willson explains. “They worked with
Microsoft partner ireckon to leverage IoT by putting
sensors throughout their water system. They’re able
to, in an animated visualisation, see the movement
VIEWPOINT

Empowering citizens
Itron’s Russ Vanos explains the importance of technology in
modern city governance
Modern technologies are essential to any smart city
and at the core is a single multi-purpose network
that features open standards. With this network,
data can be shared, creating more efficient utility
operations and new possibilities. Data sharing and
analytics are the gateway to getting greater value
out of smart technology and enhancing a city to
being more sustainable, resilient and livable.
Smart devices, including sensors and smart meters,
provide real-time data that can be leveraged to
create efficiencies, reduce waste and empower
citizens. With analytics, that real-time data can be
turned into insights that a smart city can share across
city departments. Data puts the ‘smart’ in smart
cities. In addition, cloud and managed services play
an important role in developing and implementing a
smart city.
A smart city initiative will inevitably involve and
impact multiple departments and workers across
a city. From the utilities department to streets to
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customer service, smart city data and information can
be used by these departments to drive efficiencies
within the organisation as well as engage citizens.
With decades of experience enabling the resourceful
use of energy and water, Itron has long been helping
cities become more efficient and sustainable. We offer
the technology, services and expertise to help create
smart cities of the future.
Microsoft Azure is Itron’s preferred cloud platform,
providing a secure, reliable and cost-effective
option for hosting Itron Analytics – Itron’s analytic
application that harnesses the value of the data
generated by utility smart grid and smart distribution
investments. With Microsoft Azure, Itron can provide
even better and faster service to our customers,
accelerating the deployment of Itron Analytics while
reducing costs.
Russ Vanos is vice president of sales and marketing,
global software, services and smart cities at Itron
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of water through their community, and measure the
energy consumption of their pumps.”
A fluctuation in energy consumption is usually
indicative of a pump having performance problems
or getting ready to fail. Thanks to these sensors, the
city can do predictive and preemptive maintenance
on the pumps and help prevent flooding.
“Just like any city that is building the vision for
their community and adopting technology to take
them in that direction, it’s absolutely a journey,”
Willson says. “It’s a journey for them and a journey
for us. We’re three years into this and we’re very
pleased that the story we’ve built has resonated as
well as it has with city leaders around the world.”
CityNext’s mission is to help city leaders
understand the role of technology in making cities better places to live and understand that the
modern city is a system of systems. With more
knowledge and a vision of how they want these
systems to operate, incremental changes can be
made to the way cities provide services.
“Now the mission for us and for city leaders
is to execute on that vision, so the next chapter
for CityNext is going to be helping cities deploy

solutions that are in alignment with their individual priorities,” says Willson. “We are aiming
to help city leaders get the return on this planning and these early investments so that they can
reap the benefits of these services.”
In the data space, this all forms part of a shift
away from laborious paper-based processes and
engage in a digital transformation towards a new
way of managing and storing citizen data. This
shift, however, comes with challenges of its own.
“The adoption of technology at this kind of scale
is new, and being the steward of your citizens’
data is a new idea,” she concludes. “When you’re
moving from paper-based to digital systems, it’s
harder in a digital world to get your arms around
what’s necessary to protect data. Our community
leaders are stewards of information about their
citizens, and their privacy is important – they
need to earn the citizens’ trust. Without trust,
citizens won’t use city services. In order to meet
the vision cities are building, city leaders need to
earn their trust. Microsoft is working hard to earn
our customers trust so that we can be a partner in
delivering those services.”

VIEWPOINT

Unlocking value for city populations
Optevia’s Simon Robinson explains how new technologies are
bringing about a shift in the paradigm for local governments
Optevia, an IBM company, works extensively with UK
local government on initiatives focused on citizen
engagement and service delivery, working with around
30 UK local authorities over the past eight years.
Due to rising citizen expectations and decreasing local
authority budgets, there has been an acceleration towards
new ways of working in the last few years. This includes
embracing a ‘digital first’ strategy for citizen engagement,
greater use of commissioning and outsourcing of services,
and re-evaluating end-to-end business processes with
citizen self-service and cost reduction in mind. Optevia’s
solutions are based around Microsoft Dynamics CRM,
Adxstudio and the Microsoft cloud to deliver an agile
platform for this transformation within local authorities.
Microsoft Dynamics CRM in the Microsoft cloud
brings together a whole suite of services, including
social collaboration, integration services, data analytics,
machine learning and the internet of things.
We are starting to see local authorities look at the
opportunities for big data, while mobile technology is

also beginning to play an increasingly important role
for both local authority employees and citizens.
Unlocking value for city populations starts with
understanding what citizen populations need, and this
means treating everyone as an individual. However,
with hundreds of thousands of citizens with widely
varying needs across hundreds of different council
services, and with data and processes being held in
often more than one hundred line of business systems,
this has in the past been very difficult to achieve.
Modern customer engagement platforms like
Microsoft Dynamics CRM in the Microsoft cloud
provide a single platform for digitising, automating
and integrating data and processes from across the
authority. This opens the door to greater personalisation
of services allowing local authorities to target the right
services to the right citizens at the right time.
Simon Robinson is divisional director of local
government at Optevia
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Securing public data
Microsoft’s Jennifer Byrne explains how the growth of digital
information is affecting public agencies
BY SEAN DUDLEY

M

ore public sector services and functions
are now being delivered digitally and
more citizen engagement is taking place
online. This is causing governments to reimagine both why and how often they collect citizen
data and how they ensure information remains
private and secure.
From census data to data about services or tax
systems, public sector agencies have always been
‘in the business of collecting data’ according to
Jennifer Byrne, chief technology officer, worldwide public sector at Microsoft.
“Now governments, from municipal to federal,
are waking up to the opportunity to use data to
improve the delivery of services to their constituents,” said Byrne. “With a bank or a retailer, a ‘big
data opportunity’ implies there may be a chance
to accelerate return on investment (ROI) over
more traditional business models. Governments
operate differently, because ROI is measured
more broadly than in economic terms. It could
include the ability to address a socio-economic
problem that has otherwise been intractable.”
In the government space, vast amounts of data
is confidential in nature, and often has its own
security and privacy requirements.
“We’ve known this since long before data
was digitised, and it’s why records were kept in
locked rooms where very few people had access
to them,” said Byrne. “Now that data can be easily shared, we have to get much more nuanced
about how private data really is.”
Byrne says that good data classification and
data governance schemes are key to this.
Major investment is taking place in these areas,
enabling government agencies to classify their
own data.
“Once they know what security and privacy
requirements are required for each record type,
how they can be used and who can use them,
then they can insert technologies to enforce that

“Office 365 is
really all about
collaboration
around data
– creating,
storing, and
sharing data ”

schema,” said Byrne. “Without the underlying
organisational framework, the technology is
limited in what it can do.”
Microsoft is working closely with governments
to understand what their data requirements are.
“Office 365 is really all about collaboration
around data – creating, storing, and sharing data
that allows people to work together to achieve
their mission,” says Byrne. “The ability to securely
collaborate using confidential data underpins
what productivity is in the government space,
and Office 365 has a lot of features that allow a
granular approach to data protection.”
With the release of Windows 10, Microsoft is
further expanding its data protection.
“In Windows 10, we also have enterprise data
protection,” says Byrne. “It’s one thing to have
data protection as a cloud service, but the reality is people consume data on their devices. If
you don’t have complementary controls on the
device, at both the application and hardware
levels, you’re only solving part of the problem. Windows 10 has a set of features called
enterprise data protection, that work in a very
complementary fashion to the data protection
features in Office 365 so that you’re able to protect data wherever it is.”
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Creating a smart
city foundation
R U S S VA N O S : I T R O N

In order to create and progress as a smart city, a clear roadmap
and plan of action is vital

F

or centuries, communities have been built
around energy and water. Yet today, more
than 61% of energy is wasted in the US economy each year, while globally, a third of water that
is pumped is lost or unaccounted for. Energy and
water are essential to a city’s prosperity, and yet we
continue to waste these precious resources.
Addressing waste will be key to cities’ prosperity and sustainability going forward. Managing
their future will require more creative thinking
than ever before. The smart city of tomorrow
will use information to transform a community’s
livability, workability and sustainability. At the
heart of any smart city are a set of fundamental
principles and ideas that enable cities to thrive.

“A single multi-purpose network that
features open standards creates the
foundation for a smart city”
A smart city is a sustainable city and a good
steward of the environment. From providing
incentives to reduce energy, water and carbon
footprints to integrating renewable energy,
empowering citizens to be environmental stewards through programmes and technologies
helps create a more resourceful city culture.
Energy and water resources are critical to a city’s
prosperity and sustainability. As city populations
grow, the demand for city services only increases,
putting a particular strain on energy and water. A
smart city ensures the safe and reliable delivery of
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energy and water resources through modernised
infrastructure, allowing for advanced city services
that use sensing technologies.
A single multi-purpose network that features
open standards creates the foundation for a
smart city. With this network, data can be shared,
creating more efficient utility operations and
present new business models and new revenue
opportunities for cities. With sensors and intelligence embedded in every device, the network
provides the backbone for all city connections.
This also enables open development processes
that inspire new technologies and applications
that haven’t been imagined yet, creating numerous possibilities to connect businesses, citizens
and innovators. A smart city encourages open
collaboration and innovation to create various
smart city applications.
At the core, is the use of data. Data is instrumental to the success of a smart city – whether
applying transportation management, balancing
the energy and water nexus, lighting controls,
building efficiencies, safety measures or other
applications. Data sharing and analytics are the
gateway to getting greater value out of smart
technology and enhancing a city to be more sustainable, resilient and livable.
For example, data can be used to engage, inform
and empower its citizens through mobile apps.
Apps create greater awareness and action among
citizens to reduce energy, save water, eliminate
waste and improve air quality. Not only can citizens use an app to make decisions about their
own impact on energy, water and waste, they can
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use it as a real-time reporting tool to communicate issues, such as a potholes or graffiti, to the
city for quick action.
Cities need a competitive edge to secure new
economic investments, retain skilled workers and
attract entrepreneurs and companies. Smart city
initiatives drive city-wide efficiencies and subsequently lower the cost for companies to do business, laying the groundwork for economic growth.
Central to any smart city is collaboration. A
smart city learns from industry leaders, smart city
experts and visionaries, and adopts best practices
to accelerate smart city initiatives. While it is
important for cities that are just beginning their
smart city journey to develop a strong vision and
roadmap, they can start small and build on their
successes. They can learn from others who have
pioneered the smart cities path to help them realise the benefits of this low hanging fruit.
A truly smart city breaks down silos and
shares information not only within its own
organisation, but also outside its walls with
various external stakeholders. It’s important
to create consistent communication regarding
smart city plans across the organisation and
get buy-in and support from senior management from start to finish. Outside of departmental walls, convening city leaders, utilities,
universities, businesses, technology partners

and citizens is essential to smart city success.
Taking a holistic and integrated approach to
engaging these disparate groups helps build a
network of projects that all tie back to the foundational goal of enhancing livability, workability and sustainability.
The pathway to developing and implementing
a smart city is far bigger and more complex than
any one company or entity. Managed services
and using a secure, reliable and cost-effective
cloud computing and infrastructure platform,
such as Microsoft Azure, can help a city more
quickly realise smart city benefits. Relying on
industry experts to help generate true business
outcomes allows the city to do what it does best
and focus on its core services for citizens.
Best practices, communication, an open network, real-time data and more are the essential
ingredients to build a smart city. A smart city,
through collaboration and innovation, provides
reliable access to energy and water, engages citizens in new ways, creates economic opportunities and enables communities to thrive. A smart
city is livable, workable and sustainable. And it
is achievable with the right elements in place.
Russ Vanos is vice president of sales and
marketing for global software, services and
smart cities at Itron
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PROFILED: LONDON BUSINESS SCHOOL

Powerful productivity
By implementing a unified communications platform from Outsourcery, London Business School is
able to collaborate much more easily, resulting in greater productivity

L

ondon Business School is regularly ranked
among the best in the world for its full-time
MBA programme. However, the organisation’s datacentre suffered from challenges
such as frequent air conditioning breakdowns,
ingress of water, and hardware reaching the end
of its useful life.
“Our e-mail servers were coming to end-of-life,
and capacity was a particular challenge. Some
users had switched to using non-official, personal e-mail accounts because of this limitation.
This caused us administrative and compliance
issues and was damaging to the reputation of our
brand,” says Wayne Buttigieg, the school’s head
of infrastructure and media services.
The organisation’s three private branch exchange
(PBX) systems, which served 1,300 telephone
extensions, were also at end-of-life. About 50% of
the school’s staff move office each year, and administering the phone systems to manage these moves
and changes was time-consuming. The PBXs were
inflexible and were not supporting changing work
patterns, such as staff working from home and
those needing the flexibility to hot-desk across the
five buildings at the main central London campus.
Instead of simply choosing like-for-like replacements for email and telephony, the school decided
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to opt for a unified communications (UC) solution that could provide powerful productivity features and support greater flexibility for staff.
“Our solution has enhanced productivity,
letting staff see presence information, receive
voice mail via email, and run conference calls
by simply dialling others into an existing call,”
Buttigieg explains. “Nobody else had the same
depth of experience as Outsourcery when it
came to implementing UC. It was also the only
supplier that committed to taking full ownership for the management and support of the
complete solution.”
Jacob Gage, business systems and analytics
manager from the school’s executive education
team, says: “The new UC solution is already
helping us be more productive. We save time
by knowing if somebody is available before
calling and collaborate much more easily using
facilities such as the easy conference call set-up
and document sharing. And we are less likely
to miss important voice mails as we receive
reminders via email.”
London Business School is a good example
of the greater collaboration, productivity and
efficiency that can be delivered by Skype for
Business.

London Business
School is one of the
most prestigious
business schools in
the world

PROFILED: CAMH
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Around the clock
availability
The Centre for Addiction and Mental Health is better placed to meet the needs of its
patients thanks to Veeam Backup & Replication

B

ased in Toronto, Canada, The Centre for
Addiction and Mental Health (CAMH)
helps transform the lives of more than
30,000 patients every year through comprehensive care and innovative services that support
healing and recovery.
“Healthcare is heavily reliant on information
technology,” said Alan Tang, team lead of the
web and portal information management group
at CAMH. “In order to deliver on our promise
of patient-centered care, our physicians and staff
need 24/7 access to applications and data.”
Tang and his colleagues tried three separate
backup products to ensure round-the-clock
availability, but these all resulted in slow, unreliable recovery of their Microsoft Hyper-V virtual
machines (VM). This made CAMH vulnerable
to downtime and data loss, as well as complicating critical business processes, such as upgrading
Microsoft SharePoint, which is used throughout
the organisation to document staff training, scheduling and procedures.
CAMH also faced a data growth challenge, with an
increase of 25% each year, primarily in SharePoint
and public-facing websites. CAMH needed a highly
scalable availability solution to ensure the organisation continued to deliver on its promise.
CAMH sought a solution to guarantee 24/7 availability, and turned to Veeam. Veeam Backup &
Replication now helps CAMH deliver patient-centred care by ensuring physicians and staff have 24/7
access to applications and data, regardless of data
growth. Veeam also helped CAMH transform and
simplify business processes, including auditing,
software updates and web development.
“Veeam is the only availability solution we
have used that makes us confident in our recovery plans,” said Tang. “Knowing we have reliable
backups and replicas to restore from is huge.

Being able to deliver information 24/7 and meet
our disaster recovery requirements without
blood, sweat and tears is tremendous.”
Veeam has also helped CAMH become innovative and agile in software and system upgrades
by using the capabilities of the Virtual Lab.
“We are confident, aggressive and proactive with
upgrades for several reasons,” Tang said. “We test
software patches and upgrades in Veeam’s Virtual
Lab before putting them into production; we know
if we run into a problem a Veeam backup is our
safety net. We also migrate VMs from old hardware
to new hardware quickly and easily with replication.”
Veeam helps CAMH deliver patient-centred
care by ensuring 24/7 availability of critical
applications and data used by physicians and
staff. Veeam also helps CAMH avoid downtime
and data loss, while transforming processes to
support the needs of the business.
CAMH uses Veeam for onsite backup of 10 terabytes on 108 Microsoft Hyper-V VMs and offsite
replication to Nimble CS-Series arrays. Nimble
snapshots are replicated between data centres as
well, giving CAMH redundant recovery. Because
of Veeam’s built-in deduplication and Nimble’s
built-in compression, replicas require ten times
less storage.
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PROFILED: EAST HAMPSHIRE DISTRICT COUNCIL

Personalising
citizen services
Optevia is helping East Hampshire District Council to undertake its biggest-ever
IT operations and citizen services transformation and go council tax-free by 2024

P

ublic sector Microsoft Dynamics CRM specialist Optevia – an IBM company – is working with East Hampshire District Council
(EHDC) to redesign and transform service provision and customer engagement. The project is
part of the UK authority’s personalisation project
– a programme that will personalise services so
residents and businesses can be offered a level of
service most suited to their individual needs. It
will also play a central role in helping the council to introduce the new products and services it
needs to become council tax-free by 2024.
EHDC is reviewing its back-office processes
and developing streamlined, easy-to-use services that can be accessed via a customer’s personal or business account to enable them to
interact with the council 24-hours a day, seven
days a week. The authority anticipates that there
are upwards of 50 services that could be linked
using a centralised customer relationship management (CRM) platform, Microsoft Dynamics
CRM. These include services for environmental
health, waste, Freedom of Information requests,
complaints, fines, and revenues and benefits.
Currently, the authority estimates that the
majority of its services are only used by 20% of
residents. Based on this statistic and the continued funding pressures it faces, EHDC reviewed
its customer and resident management strategy
and service provision model. Now, rather than
providing a one-size-fits-all service, the authority
has moved customers to the centre of service provision and aims to deliver the services individual
customers need, when and where they need them.
In addition, the personalisation project is key to
helping EHDC to reduce its share of the total council tax it collects from 9% to zero by 2024. EHDC
currently collects council tax on behalf itself, town
and parish councils, Hampshire County Council,
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Hampshire Fire and Rescue Authority and the
Hampshire Police and Crime Commissioner.
“In the current economic climate we cannot
rely on business as usual,” says Julie Butler,
EHDC lead councillor for the personalisation project. “It’s only through fresh ideas and
doing things differently that we can meet the
challenges we face, and understanding more
about the people who use our services is key
to enabling us to transform. To be as efficient
as possible, we’ll assess the needs of residents,
businesses and visitors using customer insight
and design services, ensuring our resources are
focused on the priorities of the people we serve.
EHDC was one of few, if not the only, authority to announce a council tax reduction for our
residents this year and this project will help us
continue to save costs for our residents when
and where we can.”
A key focus of the project will be to ensure that
customers can communicate with EHDC via
multiple channels. It plans to increase the number of available online self-service options, while
reducing face-to-face and telephone contact.
“All of the data we have points to our local
residents wanting more services to be available
online,” explains Dawn Adey who is responsible
for service transformation at EHDC. “Our website
analytics show that we have more contact from
London IP addresses during the day than we do
from within our district. By working with Optevia
to make more of our services available and easy
to use online, we expect a significant reduction in
face-to-face and telephone contact. This will free
up resources, giving our staff more time to spend
on customers who really need our help.”
To achieve these aims, the authority will adopt
the Optevia Local Government Essentials solution, which is used by dozens of other local

EHDC is transforming
how it provides
services and engages
with customers from a
central location at its
headquarters

P U B L I C S E C TO R

authorities in the UK and offers features and processes that help customers save time and money.
Built on Microsoft Dynamics CRM, the platform
will replace the council’s existing database, which
was developed in house, and a plethora of other
customer contact sheets and systems.
In addition to the solution’s standard set of
features and functions, EHDC will adopt agile
development methodologies to further customise Microsoft Dynamics CRM to meet specific
operational needs. The authority’s 19-strong
customer service centre team will lead the
design and project.
“By EHDC’s own admission, this is probably
one of the largest transformation projects it has
undertaken for some time and we are privileged
to be part of it,” remarks Simon Robinson, local
government director at Optevia. “Credit must be
given for the authority’s all-encompassing review
of customer contact and service provision. This is
not small-scale change, but a complete redesign
of how it works and interacts with residents. It’s
great to be working alongside a forward thinking
organisation like EHDC.”
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