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St. Margaret's Hospice is a charitable organization caring for people with life-limiting illnesses. The hospice has been offering
services to patients and their families since 1980. St. Margaret's Hospice employs 5 IT professionals. They support between 350 and
700 users (full-time and volunteers) in multiple locations, and manage 350 devices.
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Customizable Record
Keeping

The apps from Cireson improved
the way records are stored and
retrieved, allowing the IT team to
efficiently search through past
communications and create
'parent/child relationships” for
related issues, systems, and
services.
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Self-Service Portal for
Round-the-Clock Access

The Self-Service Portal from Cireson
enabled the hospice’s users 24x7
access to information, and provided
a way to submit service requests at
any time.
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Comprehensive Asset
Management on the Go

Cireson Asset Management and
Asset Barcode enable St.
Margaret's Hospice to tag,

organize and keep track of their
software and hardware assets
anytime, anywhere using
computers and smart phones.
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PROBLEM

The hospice's IT team supports a diverse set of users, from

the medical staff and clinical teams to charity and “Cireson Asset Management combined with
fundraising departments. The hospice also offers Asset Barcode allows my team to reassign

entertainment services for patients (smart TVs connected and update assets on the move direct from
to the Internet). their smart phones.”

The hospice originally relied on the ManageEngine NiCk Middlet‘?n

Service Desk solution. The system had adequate help Director of IT Services

desk features, but was lacking comprehensive asset

management capabilities, among other things, prompting the IT team to start looking for a replacement. According
to Nick Middleton, Director of IT Services, “We previously used ManageEngine Service Desk Plus, but found it a
little hit and miss when it came to asset management. We also wanted a solution that could proactively monitor and
configure our servers and clients.”

While searching for the replacement, the IT team considered two options — System Center Service Manager and
Lab Tech Software. Ultimately, they picked Service Manager, since they were already using products in the System
Center suite (SCOM, SCCM, etc.). “"We also felt there was nothing that could be achieved in Lab Tech that couldn’t
be achieved in System Center with a little work,” said Nick Middleton.

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,”
commented Nick Middleton. They turned to Cireson solutions to help streamline the management of Service
Manager.

SOLUTION

With the help of Cireson, the hospice’s IT team was able to

achieve three main goals: create a System for effective “The Cireson Platform has dramatically

management of user requests, create a comprehensive asset improved the level of support my team is

management system, and introduce a self-service portal. able to deliver to users by improving the
availability and visibility of essential

The apps have improved the visibility of essential information, information.”

with tier levels and priorities that can be changed when issues Nick Middleton

need to be escalated. "The enhanced View Builder allows us to
visualize key request information, such as priority, to aid in service
level delivery,” said Nick Middleton.

Cireson Asset Management enables the team to effectively manage software and hardware resources.
Combined with Asset Barcode, it “...allows my team to reassign and update assets on the move direct from their
smart phones, reducing the overall administration time and chance of inaccuracies in the System Center database.”

With the help of Cireson’s Self-Service Portal the 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 is lowering the overall
costs of IT Administration by empowering users to complete common requests themselves,” said Nick Middleton.

Cireson solutions significantly improved the ability of the 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. The Cireson 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.”
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