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Calls ManageEngine's 
customization features "very rare" 

A 45-day product evaluation 
was all it took to go all in on 
multiple ManageEngine products

Explains how ManageEngine 
stands out against competitors 





About Detroit Wayne Integrated Health Network 

The Detroit Wayne Integrated Health Network is a healthcare safety net organization that 
provides access to a full array of integrated services that help individuals maximize their level 
of function and quality of life. It is serving 75,000 children and adults and hundreds of 
providers in the Detroit and Dwayne County in the state of Michigan. 

It understands the immense responsibility it has been given and is committed to providing 
exceptional integrated behavioral health services and support for individuals with serious 
mental illnesses, children with serious emotional disturbances, people with autism, 
individuals with intellectual and developmental disabilities, and those with substance use 
disorders. 

How an exploit in a previous company leads Detroit 
Wayne Integrated Health Network's search for new IT 
management solutions 

Detroit Wayne Integrated Health Network was struggling to find the right solutions to 
efficiently manage its service desk, network operations, and Active Directory. Working with 
multiple products from different companies to manage its entire IT infrastructure was too 
time-consuming. The help desk tool that it was using was complicated and required a 
specialty team to make any changes and configurations. It needed a simpler but more 
scalable service management solution that could combine its ITSM, IT asset management, 
project management, and CMBD. 

After an exploit in the monitoring tool it was using, Detroit Wayne Integrated Health Network 
decided to purchase a different solution, but it wasn't meeting the healthcare organization's 
needs. The monitoring tool was too high maintenance and required a lot of heavy lifting, 
making the technicians' day-to-day more challenging. The technicians weren't able to 
appropriately react to any network issues because they lacked deep visibility into their 
networks. Not only were they struggling to properly monitor their networks, but they also 
couldn't keep up with their Active Directory. It was getting more difficult to handle the 
onboarding and offboarding and provisioning and de-provisioning processes. 



Implementing a single pane of glass for IT 
management using ManageEngine

"When I came on board, one of the things I wanted to do was simplify things from a 
technician perspective. Instead of having multiple tool sets, I wanted to have one pane of 
glass to be able to manage everything properly," said Soriano. He began his search for the 
leading IT management solutions and came across ManageEngine OpManager, and after a 
45-day evaluation he decided to go all in and also implement ServiceDesk Plus and
ADManager Plus.

OpManager: The monitoring tool that enables the 
company to react

With OpManager, Detroit Wayne Integrated Health Network's IT team can now properly 
manage its network, monitor its servers, and track and resolve issues. It now has deep 
visibility into the performance of its networks, giving it the ability to scan for any potential 
threats. Whether it's issues with device health, servers, availability, performance of IP-based 
devices, or wireless networks, Detroit Wayne Integrated Health Network can drill down to 
the root cause and eliminate it. 

When asked how OpManager has helped the health network's IT team, Soriano states, 
"One of the things...is the ability for my administrators to actually have eyes on glass." With 
OpManager's fully customizable dashboard, Soriano and his administrators always have a 
clear view of what is happening in their networks. He then goes on to explain how many 
things can happen throughout the course of a server life cycle, and if their monitors are not 
set up properly, then they are not providing the right information for the technicians to 
appropriately react. 

When asked what was one of the key factors in their decision to implement ManageEngine 
OpManager, Soriano said, "Having the ability to create an incident from monitoring 
[reports] was one of the key factors, because I'm a staunch proponent of not just having 
monitoring for the sake of monitoring; you have to monitoring for the sake of reacting and 
getting in front of the issues. So I don't want to have a monitor and a dashboard that's just 
yellow and red; I want to have action items that come from that, and we couldn't easily 
translate from the other product how to create an incident, so it was just sending 
notifications and SMS alerts. I needed to be able to put a [beginning-to-end] perspective 
on incident management, proactive monitoring, as well as true incidents."



Technology Officer Steven Soriano calls 
ServiceDesk Plus "right out of the box" 

As a coordinator of care for mental health services, Detroit Wayne Integrated Health Network 
needed a help desk tool that would build secure and compliant ITSM processes while 
offering extensible IT solutions. It is now using ManageEngine ServiceDesk Plus for ITSM, 
change management, incident management, project management, asset management, and 
its CMDB. 

When asked about what he thinks makes ServiceDesk Plus stand out from its competitors, 
Soriano said, "What I like about ManageEngine, as compared to some of your competitors, is 
the customization capability of it. I like that fact you can procure just what you need, but it is 
part of a larger function as well. I like the way it sort of seamlessly integrates with the other 
components and products. And again, the customization feature is very rare." With 
ServiceDesk Plus, the company has the ability to manipulate fields and create its own 
templates, dashboards, and reports without requiring a special team. 

"Other products that you might use for service desk management [and] ITSM are sort of rigid, 
where if you want to make changes and configurations and modifications, you have to 
actually engage a team—a specialty team—to do that. With ManageEngine products, it's 
right out of the box," said Soriano. Not only is the company able to customize when it comes 
to project management, but it can also customize channels for its employees. In all, this 
provides an optimal employee experience, which leads to better patient care and service. 



Effortless onboarding and offboarding of users through 
ADManager Plus

The newest addition to Detroit Wayne Integrated Health Network's ManageEngine portfolio is 
ADManager Plus. With ADManager Plus, it is able to effortlessly onboard and offboard users 
using the Active Directory (AD) management tool. With the AD bulk user management tool, 
the company can use rule-based provisioning templates with pre-filled attribute values 
based on the department or role for easier provisioning and de-provisioning. 

During his time at the 2023 Chicago User Conference, Steven gained an understanding of 
how extensive ADManager Plus' capabilities are and is excited to start utilizing the product to 
its full potential. 

Overall, Detroit Wayne Integrated Health Network's IT manager, Steven Soriano, was able to 
find a single pane of glass for its IT management using ManageEngine OpManager, 
ServiceDesk Plus, and ADManager Plus. 



https://www.manageengine.com/network-monitoring/
https://www.manageengine.com/products/service-desk/
https://www.manageengine.com/products/ad-manager/


About
ManageEngine
ManageEngine is a division of Zoho Corporation that offers comprehensive 
on-premises and cloud-native IT and security operations management solutions for 
global organizations and managed service providers. Established and emerging 
enterprises—including nine of every 10 Fortune 100 organizations—rely on 
ManageEngine's real-time IT management tools to ensure the optimal performance of 
their IT infrastructure, including networks, servers, applications, endpoints and more. 
ManageEngine has 18 data centers, 20 offices and 200+ channel partners worldwide 
to help organizations tightly align their business to IT.

For more information,
visit our website: www.manageengine.com
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