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S0 ase sludy s Ingood health
With its ad-hoc approach to IT support beginning to show weaknesses,
MedNet needed a solution that would not only provide IT with account-
ability for its actions, but also be based on ITIL standards. The answer
Ina fEiSt- was ManageEngine's ServiceDesk Plus Enterprise Edition.
growing
company, we S0 Case siudy - Linkedin
reajly haveto As it began to eve large-scale expansion with the opening of new hospi-
SEWICE aur tals, Thumbay Group wanted to create a new, centralised network for all

of its branches. It called on Huawei to link up varous hospitals across the

CI|E|-“.S In djﬁerent UAE, and provide a new backbone,

departments.”

Einstein Johnson Rozario, ;
CIO, MedNet UAE : i1 - Securing the hospital network
As a wave of digitalisation sweeps the healtheare industry, concerns over

_ data privacy among patients have reached a tipping point. It is now on the
region's healtheare providers to ensure their networks are highly secure.
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In good
health

In a bid to improve the quality of its I'T support services, and
gain ISO certification, MedNet implements ManageEngine's
ServiceDesk Plus Enterprise Edition.
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edMet is an
internation-
al  provider
of managed
healthcare
services. Owned by Mu-
nich Health, the health seg-
ment of the world’s largest
re-insurer, Munich Re, the
company’s Middle East op-
erations span the GCC coun-
tries, Jordan, Kurdistan,
Greece and Cyprus. Med-
Net's core business is with
health insurance providers,
for which it offers end-to-
end managed healthcare
solutions. For example, if an
individual took out a health
insurance policy with one of
MedNets customers, Med-
MNet would provide all of the
back-office functions, from
payment decisions to medi-
cal consultations.
nMedNer says that its ser-
vices go far beyond the pro-
vision of administrative ser-
vices. The company employs
its own medically trained
professionals to advise doc-
tors on a case-by-case basis,
as well as a dedicated claims
team, which adjudicates on
claims paid out by its cus-
tomers. Other services it of-
fers include product design,
pricing support, medical risk
evaluation, medical manage-
ment, healthcare provider
management, training and
consulting services.
Such an organisation
needs a robust IT infra-

structure, not only from a
business continuity stand-
point, but from a moral ene,
too. The business need for
robust IT is obvious — if
claims go wrong as a result
of an IT error, its insurance
provider customers could
end up paying too much
or too little out. Under the
former scenario, the insur-
ance provider will lost faith
in Mednet's administrative
capabilities; under the lat-
ter, the insurance provider's
customers will lose faith
and look elsewhere for their
health  insurance. Mean-
while, from a moral stand-
point, MedNet has an obli-
gation to do things properly
because, in the business of
healtheare, any error has
the potential to cause loss of
life. The stakes are extreme-
ly high indeed.

As a result, MedNet's IT
infrastructure is highly tai-
lored to its business needs.
The company owns around
52 servers, some of which
are  virtualised, running
various different operat-
ing systems. The company
runs Windows, a number of
flavours of Linux, and re-
lies heavily on open-source
technologies. It has devel-
oped a critical e-claims ap-
plication system, which was
done on PHP and a big data
database on Mongo DB. It
also has its own document
management system, which

We just deployed a server and

some necessary processes, and
had a couple of rounds of interactions
with the team, stating that this is how
were going to putitin
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MEDNET CASE
STUDY SUMMARY |

Objective
With itslad-huc ap-
proach to providing
IT support beginning |
to show weaknesses,
MedMet nesded a
solution that would not
only provide IT with ac-
countability forits ac- |
tions, but also allow the
company to pursueits
goals of achieving 1SO
20,000 certification.

Solution |

Having dismissed the
idea of an open-source
solution, MedMet opted
for ManageEngine’s
ServiceDesk Plus
Enterprise Edition of-
fering. The IT help desk
softwara not only puts
ITIL-based workflows
in place for delivering
IT support, but also
includes asset and T
project management
capabilities.

Results

MedNet now delivers
IT support to end users
based on ITIL best
practices, which should
stand itin good stead
for when it applies for
ISO 20,000 certifica-
tion next year. On top
of this, the quality of

| IT support has much
improved, as has the
company’s ability to
track its IT assets.
e e s =nei
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was developed in-house on
MySQL from scratch.
Unfortunately, one area
where MedNet's IT infra-
structure was lacking was
in its basic support services,
Done completely ad hoc,
support to end users was
provided as and when they
requested it via phone, e-
mail or simply grabbing a
member of the IT staff as
they walked through the
office, While this system
hadn't caused any major
hiccups, nothing that IT
was doing was being docu-
mented, and as a result, if
larger issues arose, there
would be no accountability.

BUSINESS CHALLENGE

Such a system would hardly
stand MedNet in good stead
for one of its largest ambi-
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tions — to gain IS0 20,000
certification. The idea, ac-
cording to Einstein John-
son Rozario, CI10 at MedNet
UAE, is to put a seal of ap-
proval on MedNet's IT ser-
vices, giving people more
confidence in dealing with
the company. However the
ITIL hest practices that
the company would have to
adopt to gain certification
are a far cry from its previ-
ous way of doing things.
“We are a fast-growing
company, we really
fast growing. And in a fast-
growing company, we really
have to service our clients
in different departments.
All of these issues were not
tracked initially. It could re-
late to one health claim, im-
agine. An issue is reported,
IT does not act on it, and at

are
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A Mgohet has around 52 Sarvers munaing various aparating systems, mcluding Windows and

diffierend favours of Linuk

that point in time, it might
not have much of an effect.
But the clock starts ticking,
and that really has an effect
on the service. We might
end up forgetting it, and if
we forget it, we might end
up costing the company, or
costing our reputation,” Ro-
zario explains.

“We didn't have a sys-
tem. They used to call IT,
and we'd go fix something.
We'd just be walking around
and someone would just say
that they have a problem,
Ultimately, we had to track
the incidents, and all the
processes that we wanted to
put in. That was the starting
point. We had to have an in-
cident management system
put into our processes.”

MedMet began by look-
suitable open-

ing into

THECLIENT

MedMet isaninterna-

ticnal provider of man-
aged healthcare services.
Cwned by Munich Health,
the health segment of the
world's largest re-insurer,
Munich Re, the company’s
Middle East operations
span the GCC countries,
Jordan, Kurdistan, Greece
and Cyprus. MedNet's core
business iswith health insur-
ance providers, forwhich it
offers end-to-end managed
healthcare solutions. The
services itoffersinclude
praduct design, pricing
support, medical risk evalu-
ation, medical manage-
ment, healthcare provider
management, training and
consulting services,



source solutions, given its
propensity for that way of
deing things. However, ac-
cording to Rozario, the
company quickly decided
against the open-source op-
tion. He reasoned that, by
the time that MedNet had
built out the solution, cus-
tomising it to the company's
needs, too many man-hours
would have been spent to
make it a worthwhile endeav-
our. What's more, the solu-
tion might not have been per-
fect in the end, anyway — this
was something that MedNet
couldn't risk, given its desire
to get certified.

And so MedNet began
scouring the market for a
proprietary  solution. Ac-
cording to Rozario, the solu-
tion had to be cost-effective,
as well as based on ITIL best
practices.

“We needed to put ITIL
processes in place, leading
to IS0 certification, and we
are really aiming for that, We
are looking towards global
certification so that we can
put a standard on our IT op-
erations. S0 we went to the
first source of everything,
the internet! We chose some
cost-effective ones, and then
we found one that was ITIL-
based, from ManageEngine,”
he says.

THE SOLUTION

Having been impressed by
the capabilities of Mana-
geEngine's ServiceDesk Plus
solution, MedNet contacted
the wvendor directly. Hav-
ing assessed the company's
requirements, the wvendor
recommended that MedNet
implement the solution with
Dubai-based Ellitser Tech-

“* Rorana: The saluticn was really lightweight

We are

afast-
growing company,
we are really fast
growing. Andina
fast-growing com-
pany, we really
have to service our
clients in different

departments.”
Einstein JohnsonRozario,
ClO at MedNet UAE

we just depioyed & server

nologies, which not only
knows the solution inside
out, but also offers consult-
ing services on achieving
150 20,000 certification.
The help desk software
is available in three flavours
the Standard Edition
{which is downloadable for
free), the Professional Edi-
tion, and the Enterprise Edi-
tion. The Professional edi-
tion provides the help desk
software, which can be used
to put processes in place for
delivering IT support, as

well as an asset management
system. The Enterprise edi-
tion offers the asset manage-
ment system, too, as well as
ITIL-based processes, and

MEDNET

an IT project management
system. The latter is what
MedNet opted for.

The main driver for the
implementation was that it
would add a process to Med-
Met's delivery of IT support.
As a result, instead of calling
up IT on the fly, end-users
would have to log a com-
plaint through a web-based
system. This would then be
delivered to IT, and, though
the software, IT would be
able to view and prioritise
pending IT support jobs.
And the best thing about
the Enterprise edition, from
MedNet's perspective, was
that the processes the soft-
ware puts in place are based
on ITIL standards.

“Whatever IT does, even
if it's changing a PC from
here to there, it has to be
accounted for. Okay, vou've
changed a PC, but when,
where, how, what did you
do? Did you come in on a
weekend, or did you do it at
night? Those activities had
to be really tracked, to show
that IT was working” Ro-
zario explains.

According to Rozario,
the solution itself was rela-
tively lightweight, meaning
that it was not difficult to
implement from a techno-
logical point of view. Indeed,
it was so easy to implement
that MedNet's UAE office
also delivers the solution
to the company’s office in
Saudi Arabia, Bahrain and
Jordan, which consume the
service through what is ef-
fectively a private cloud.

The challenge, however,
came when putting the solu-
tion to good use — both IT
and non-IT staff had to be
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trained in the new processes
when it came to IT support.

“With Ellitser's help, we
really did not notice that
anything was happening.
It was really lightweight.
We just deployed a server
and some necessary pro-
cesses, and had a couple of
rounds of interactions with
the team, stating that this
is how we're going to put it
in. They came, integrated it
inte our Active Directory,
and ereated the different
sites. It was fairly easy for
them,” he says.

“Changing the way peo-
ple thought about it, though,
was tough. The non-IT us-
ers wouldn't want to go to
the site, so we'd made an e-
mail option for them as well.
But for certain users, what
we did was say that, unless
they logged in, we would not
come and resolve the issue.”

BUSINESS BENEFIT
Rozario says that the main
business benefit, from his
point of view, is that IT is
now accountable for its ac-
tions. This works both ways,
he explains, so if a sup-
port job is not completed,
the issue gets escalated to
him and he can come down
on his team and make sure
the task is fulfilled. On the
other side of the coin, if an
end user tries to blame IT
for a problem that was not
reported, IT has the docu-
mentation to show that it is
in the clear.

However, there are oth-
er, more subtle benefits to
ServiceDesk Plus that Ro-
zario has found. For one
thing, he greatly appreci-
ates the asset management

4 Accoading to Razarie, the sclution has halped MeaNet pul Th

included in the
product. Previously, Med-
MNet's asset management was

system

done on an Excel spread-
sheet — hardly the best way
of working, Rozario admits
— and the same goes for the
company's management of
software licences.

“That also used to be in
an Excel sheet, and we'd
look at what we had every
month. Now 1 don’t have to
think about it. I can just put
the details on ServiceDesk
and it'll automatically shoot
an email when something is
due for renewal,” Rozario
explains.

Of course, the biggest
benefit going forward is that

T/ DECEMBER 2014

nased processes in place. ghing IT more creditility,

This has all the tools to really

implement the ITIL parameters.
It should not be that tough once you
implement the tool and once you use it

effectively.

the solution stands MedNet
is much better stead for its
ambitions to achieve 150
20,000
cause the workflows provid-
ed by the solution are based
on ITIL best practices, the
processes are in place for
MedNet to begin working to
these standards. The com-
pany hopes to have gained
the certification around the
middle of next year.

certification. Be-

“We're going to really
make use of this because
this tool will really help
me out to raise the stand-
ards of IT, in the view that
we're trying to attain global
standards. This has all the
tools to really implement
the ITIL parameters. It
should not be that tough
once you implement the
tool and onee vou use it ef-
fectively,” Rozario says.



