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Challenges:

= Replace aging LANDESK implementation.

= Help streamline operations and improve
patient care.

= |mprove integrations.
Solutions:

= |vanti Neurons for ITSM

®m  |vanti Xtraction

= |vanti Automation

Results:

m  Automated helpdesk tasks drive
efficiency.

= Streamlined login to Epic modules for
medical staff.

= |mproved license management.

m | egacy knowledge retention.
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When it comes to patient welfare in the ever-evolving
landscape of healthcare, technology is pivotal

to streamlining operations and enhancing care.
Samaritan Health Services is a prime example of how
to successfully leverage technology to achieve those
gains.

Formed in 1997, Samaritan is a nonprofit regional
health system in the Willamette Valley of Oregon that
brings five community hospitals, a myriad of physician
clinics, and health insurance plans together to serve
around 290,000 residents across a five-county area.
With over 6,000 employees, it supports approximately
1000 physicians and providers.

The challenge of IT management for such a large
network of facilities and services is formidable for its
300-person Information Services staff. It demands a
robust IT infrastructure to ensure absolutely seamless
operations and high-quality patient care.

Facing down IT challenges

In past years, Samaritan faced multiple IT-related
challenges that were hindering its operational
efficiency. One primary issue was the impending end-
of-life of their prior system, LANDESK. The need for a
newer, fresher, and more scalable solution was clear.

Plus, there was a desire for greater automation, as well
as an organizational impetus to move into the cloud,
obtain more advanced features and scalability to grow
with Samaritan while maintaining only a very light on-
premises footprint.

As Samaritan assessed its options, it found itself
turning to Ivanti because its solutions could deliver
the qualities and performance Samaritan was looking
for enhanced IT service management (ITSM) across
its network.

How did implementation net out? Joan Rose, IS
Change & Technical Project Manager for Samaritan,
says it was accomplished on schedule, at scope, and
within budget, and notes that implementations “don’t
always go like that.”
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Implementation was
accomplished on schedule,
at scope, and within budget.

Alleviating “ticket hockey” and
more with automation

According to Joan, one challenge Ivanti helped
address is what Joan calls “ticket hockey,” where
multiple tickets arrive at the helpdesk from different
directions like shots on goal. “You're getting tickets,
tickets, tickets from different places because we're
supporting hundreds of applications and all sorts of
clinical and facility types,” she says.

To facilitate handing them, intake was automated in
Ivanti Neurons for ITSM, so each ticket gets assigned
to the right queue or routed for review by the proper
work group. Plus, the resolutions for each ticket are
now fully documented, making it simpler to address
future occurrences.

On another front, automation has supported patient
care by enabling personnel to get quicker access

to the platform used for electronic health record
management. “Somebody joins the (medical and
nursing) staff today and they’re going to be on the
floor tomorrow,” Joan explains. So, any delays in Epic
access means a physician or nurse would require

a colleague record notes on their behalf or wait for
access before seeing patients, both

inefficient options.
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“Access management to the different Epic modules
was the bane of so many people’s existence,” Joan
says, “and now we've got a lot of that streamlined.

So we're eliminating a lot of the kind of waste that

we had before.”

Unplugging humans from
the process

The move to lvanti solutions meant that “many of

our processes have gotten smoother and we've
‘unplugged the human’ from a lot of things,” Joan
notes, “so much so that we don’t have to worry about
someone retiring or leaving us,” which could result in a
loss of legacy knowledge.

“Now we’ve got most of that documented in a way that
is easily accessible for the folks that will be picking up
those roles,” she says. This has helped them continue

to keep shifting left on helpdesk services.

“Given the customization

possible in the tool, we’'ve
done a lot to build out
offerings that streamline
info entry for the customer
and workflow for the
analysts providing any
given service.”

Joan Rose, IS Change & Technical Project Manager

Automation of routine tasks has freed up Samaritan’s
IT staff to focus on more strategic initiatives. The
advantages of this were made clear during the
COVID-19 pandemic, which saw a dramatic shift

in healthcare delivery models and an increased
reliance on telehealth services. The agility enabled
by automating routine tasks allowed the team to help
Samaritan quickly adapt to these changes, ensuring
that patient care saw minimal disruption.

Fresh value from endpoint
management and stronger security

Ivanti’'s capabilities have also facilitated better
communication and collaboration across Samaritan’s
workforce. Information Services can now manage
devices more effectively, ensuring that everyone has
access to necessary tools and information.

The endpoint visibility they’ve gained has been
valuable, too. “The ability to track licensing is
something we're beginning to leverage more,” Joan
explains. “We're able to see which employees are
running which applications and which are unused, so

we know if we should be reclaiming licenses.”

Moreover, Ivanti’s robust security features have played
a vital role in protecting patient data, a critical concern
in healthcare. With cybersecurity threats on the rise,
Ivanti’'s solutions bolstered Samaritan’s defenses
against potential breaches, giving both patients and
staff peace of mind.
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What’s next in how Samaritan
uses lvanti?

Looking forward, Samaritan plans to further delve into
Ivanti’s capabilities. One focus will be on leveraging
advanced analytics and Al to gain deeper insights into
operational data, which can inform strategic decisions
and further improve patient care.

Some other areas where Samaritan will be expanding
its use of lvanti solutions:

= Human Resources: HR currently has a “Byzantine
workflow,” Joan says, leaning heavily on emails
and provides a disjointed experience for HR
customers. The Information Services team will
work to develop HR-specific workflows that are
more streamlined, allowing them to share work in
a smarter, more efficient way, resulting in better
experiences for employees and job candidates.

= Webapp replacement: Managers now use a
“homegrown” webapp for requisitioning items —
for example, requesting devices and apps during
onboarding. The new model will let them use
virtual agents to direct such requests through
a Neurons for ITSM portal and tailor these
processes so access provisioning for analysts is
automated wherever possible.

= Epic integrations: Joan hopes to expand
integrations and visibility for IT with Epic to
automate and accelerate IT ticket creation,
incident resolution, and other key processes.
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On working with Ivanti

What would Joan Rose say to other healthcare
organizations about her team’s experience with Ivanti
solutions and support? “I feel like lvanti is really
making an effort to listen to their customers and
connect people with each other. Their healthcare

user group has been really valuable for us. We can
crowdsource solutions there — or commiserate on

the challenges we all face in healthcare. It’s all of us,
together, helping each of us do a little better each day,
and that’s been huge.”

With limited resources, organizations like hers need

to need to know “where we want to go with what we
have,” and lvanti and its implementation partner, NCSi,
have supplied “really great collaboration on all of those
fronts,” Joan says. “That's about the best you can ask
for in a vendor relationship.”
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About lvanti

Ivanti is an enterprise software company that provides
a comprehensive IT and security cloud-based
platform. Ivanti provides software solutions that

scale with our customers’ needs to help enable IT

and Security to improve operational efficiency while
reducing costs and proactively reducing security

risk. The lvanti Neurons platform is cloud-native and
is designed as a foundation of unified and reusable
services and tools for consistent visibility, scalability
and secure solution delivery. Over 34,000 customers,
including 85 of the Fortune 100, have chosen lvanti

to meet challenges head-on with its end-to-end
solutions. At Ivanti, we strive to create an environment
where all perspectives are heard, respected and
valued and we are committed to a more sustainable
future for our customers, partners, employees and
the planet. For more information, visit ivanti.com and
follow @Golvanti.
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