Raising
Smiles
This community-focussed company has undergone
a digital transformation that has eliminated everyday
issues and improved patient services
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Smile Together delivers dentistry
with social impact, creating healthier,
happier communities. Covering
Cornwall and the Isles of Scilly, they
are one of the South West’s largest
NHS referral and emergency primary
dental care providers.
They own and operate dedicated
expert practices that deliver
competitively priced private dentistry,
and they run a Brighter Smiles
campaign to offer practical and
educational help to children in areas
of high tooth decay.
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of fudging
“Years
solutions had created
a complex web of
interdependent
systems and
hardware.

We needed an
alternative approach.
- NICK WILLS, IT AND INFORMATION GOVERNANCE LEAD

CHALLENGES

The goal for Smile Together was clear:
To undergo a digital transformation
that would better help the team
achieve their goal of helping
communities enjoy a healthier smile,
without any increase in cost.
ITEC’s job was to make it happen.

CHALLENGES

Out
With The
(Very) Old

When Smile Together was set up, it inherited
out-of-date and ineffective IT provision that
was holding it back. There was an ageing ACD
server running unsupported software that
regularly failed and restricted the call queue
capacity to just 16, when there are frequently
up to 40 callers needing to get through.
Every surgery was operating a different system
as part of a ‘hotchpotch’ approach. Even the
phones and PCs themselves were clunky,
old-fashioned and struggling to cope with the
workload.
Combined, the issues were having a negative
impact on patient services.
“There were many areas of the business that
needed urgent attention. We needed a careful
approach and felt ITEC was truly interested in
getting the right solutions for us.” - Nick Wills,
IT and Information Governance Lead

Struggling
Software

The existing PWAN network heavily restricted
internet traffic and prevented access to
necessary online content, frustrating the
team on a daily basis. Also frustrating was
the existing practice management software
which operated on a server cluster that was
poorly maintained. To boot, the software
that connected to the x-ray imaging software
regularly failed, resulting in important x-ray
images being lost.
Fresh thinking and smart solutions were well
overdue. Enter ITEC’s Technology Managed
Service.

migration required careful
“The
planning and detailed contingencies

to ensure that no patient data was
lost, or that clinicians suddenly were
unable to operate.
- NICK WILLS, IT AND INFORMATION GOVERNANCE LEAD

SOLUTIONS

Bespoke
Approach

Software
Solution

Once the ITEC team was on board, the first
step in the digital overhaul was to establish a
hosted server environment with a private cloud
to keep data and information secure.
ITEC migrated all staff on to Office 365 and
set up their email on their own exchange for
improved security and reliability. The team of
Engineers also took over hosting of all their
phone systems and set up a more modern
and much more effective telephone system,
designed for Smile Together’s specific needs.

There were several gaps in the existing
software which were causing it to run
ineffectively. There were also specific
functions that needed to be performed, such
as differentiating routine and emergency
appointments, which required a thoughtful
approach.
As part of a bespoke solution created with
Smile Together’s mission in mind, ITEC built a
completely customised workflow using M-Files.
After a trial period, ITEC identified issues and
developed their products until the end result
was a personalised system that served all of
Smile Together’s needs, and ran like clockwork.
“The solutions from ITEC mean less downtime
of software and hardware, easier to use
applications and telephony, which will bear out
in better treatment for Smile Together patients.”
- Nick Wills, IT and Information
Governance Lead

are dedicated to finding a
“ITEC
solution to problems, or coming

up with new ideas. The whole
team is there to get the back-end
technology to work in a way that
benefits you as a client.

- NICK WILLS, IT AND INFORMATION GOVERNANCE LEAD

BETTER SYSTEMS

No extra cost

Productivity
INCREASED

Patient
Care

Smile Together’s new hosted
environment gives them much
more flexibility at no extra cost,
allowing the team to investigate
and understand issues, report on
performance, improve patient service.
One of the biggest achievements
of the project has been finding
a bespoke solution for the x-ray
equipment to work correctly. This was
always a headache due to the medical
nature of the hardware, but ITEC
have provided a stable, responsive
platform. This has resulted in no
more time being wasted and no more
lost x-ray images, leading to a direct
increase in the quality of patient care.

IMPROVED

TECHNICAL DETAILS
M-FILES

CITRIX BUILD

OFFICE 365 & PRIVATE CLOUD

“

Smile Together staff need
to be able to depend on the
technology that enables them
to do their jobs, which is to
treat patients and deliver a
service to the community.
ITEC has provided a stable
platform which enables the
business to better harness
the technological solutions
available.
- NICK WILLS, IT AND INFORMATION GOVERNANCE LEAD

DELIVERING THE MISSION

One Smile At A Time
With ITEC’s help, Smile Together is now
free to charge forward on their mission
to serve the communities that need it
most, without being hampered by out of
date tech.
The benefits of the new operating
platform, data centre, and applications
have been immediately apparent for the
Smile Together team, helping them work
smarter.
Now, the technology they use works
for them, instead of being a barrier
to work.

isn’t just a supplier, they are a
“ITEC
partner in our business. Having ITEC

on our team means less downtime of
software and hardware, easier to use
applications and telephony, which
bears out in better treatment for
Smile Together patients.
- NICK WILLS, IT AND INFORMATION GOVERNANCE LEAD

SERVICE

“Clientfocussed,
with a
can-do
attitude”

ITEC’s Technology Managed Service has
transformed the way this community-focussed
company does business – and vitally, how they
help their patients.
With ITEC on board, new applications have
been designed and the whole process of how
technology was used at the company has been
reimagined, with impressive results.
Most excitingly, ITEC and Smile Together plan
to continue working together on projects to
support their Brighter Smiles campaign that
gives educational and practical help to children
in areas with high tooth decay.
As Nick Wills, Smile Together’s Project
Manager says: “ITEC has brought a positive and
can-do attitude to the management of the IT
services at Smile Together.
We have found the ITEC team to be engaging
and client focussed. They are dedicated to
finding a solution to problems. It’s been a
marked departure from the negative, processheavy days of our previous set-up.”

ABOUT ITEC

ITEC is your local business technology
expert. For over 30 years, we’ve been
delivering outstanding managed services
and helping organisations smash their
business goals.
Today, we power 3,800 businesses and
organisations throughout the South
West and beyond with full Technology
Managed Services. Whatever your
organisation, we drive you to success
with powerful technology strategies
and partnerships.
MANAGED IT
MANAGED PRINT
MANAGED CLOUD
MANAGED CONNECTIVITY
BUSINESS COMMUNICATIONS
DIGITAL WORKPLACE
MOBILITY
MODERN MAILING
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TO SEE
RESULTS?
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