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Overview 

Metro Health is an integrated group of healthcare organizations 
headquartered in the Grand Rapids, Michigan, area. It has about 
2,400 employees, including 180 physicians, and serves more than 
130,000 patients each year. Its facilities include a 208-bed  
acute-care osteopathic teaching hospital in Wyoming, Michigan;  
12 neighborhood outpatient centers; and a number of joint ventures 
with other healthcare providers in the region.  

In the fall of 2011, Metro Health launched a desktop virtualization 
initiative to provide physicians, nurses, and other staff with instant 
and secure access to the information they need to provide the 
highest standards of patient care. A cornerstone of this initiative 
was the deployment of the VMware Horizon View (VMware View) 
desktop virtualization solution.  

VMware View has provided Metro Health with a desktop 
virtualization infrastructure that puts patient records, including 
images, at the fingertips of physicians and caregivers wherever and 
whenever they need them. It has also made Metro Health's care 
providers more mobile and allows them to connect to the device of 
their preference. With VMware View, care providers can move 
throughout the hospital, neighborhood centers, and other facilities 
and use the nearest end-user device to quickly reconnect with their 
active desktop sessions.  

The core value proposition of VMware View to Metro Health is that it 
returns significant time to the staff. As a result, Metro Health's caregivers can spend more time with 
patients and see more patients. Physicians are now able to review images and dictate their notes at 
any VMware View–supported device, whereas previously they could perform these tasks only at 
specific workstations. This has reduced the amount of time they spend traveling between workstations, 
which increases their productivity and gives them more time with patients. Ultimately, this results in 
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higher patient satisfaction and higher revenue for Metro Health. Further, Metro Health has benefited 
from increased productivity of all employee types and has avoided hires.  

VMware View has also made it simpler and faster for Metro Health's IT staff to configure, deploy, and 
maintain end users' devices. Thus, the IT staff can support more devices and provide a significant 
number of applications with basically the same number of employees. 

IDC estimates that Metro Health has realized discounted benefits from VMware View of $14.3 million 
over five years by improving productivity, increasing revenue, and lowering infrastructure costs, 
resulting in a five-year ROI of 338% and a payback period of 9.8 months. 

Implementation 

Metro Health's CIO, Bill Lewkowski, developed a vision of robust virtual desktop connectivity in 2007 
when Metro Health moved into its current state-of-the-art hospital. Lewkowski was frustrated with the 
inefficiencies and potential security and compliance issues of generic log-ins and with the limitations 
they imposed on staff mobility. He envisioned enabling Metro Health's end users to log in to any device 
to access their own virtualized desktop.  

After investigating potential solutions, Metro Health concluded that no then-available commercial 
solution could support this vision. Instead, Metro Health developed its own proprietary virtual desktop 
infrastructure (VDI) solution, which was generally successful but unable to offer all of the needed 
functionality.  

In the meantime, VMware Inc. of Palo Alto, California, had upgraded VMware View to support the 
roaming, video playback, and rapid reconnect capabilities that were key to Lewkowski's vision. Metro 
Health began testing VMware's solutions in early 2011 and went live with VMware View in October 
2011. It deployed VMware View to all of its 3,200 end-user devices, including 1,300 PCs, 300 thin-
client devices, and 1,600 zero-client devices. In addition, some of Metro Health's 4,500 users now 
access their virtual desktops on their own devices. All data is encrypted and stored in the datacenter, 
not on end-user devices.  

Metro Health deployed Epic Systems' integrated medical records system at nearly the same time as it 
launched VMware View. It makes available health history, test results, medications, diagnoses, and 
treatments of every patient. With VMware View, this information is available to physicians and other 
caregivers throughout the hospital, surgical suites, in-patient facilities, and the emergency room, as 
well as in the neighborhood centers and other facilities.  

Metro Health says that it has been pleased with the strong functionality VMware View offers and notes 
that the solution has enabled roaming, strong endpoint support, quick reconnect speeds, USB support, 
and, increasingly, video playback. 
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Benefits 

For Metro Health, the most significant benefit is that VMware View gives time back to the 
organization's employees, which is especially valuable for the physicians. Specifically, VMware View 
enables Metro Health's physicians and staff to reconnect to their active desktop in less than 10 
seconds, saving material amounts of time over the course of a day. This means that Metro Health is 
gaining a strategic advantage by freeing its caregivers to spend more time with their patients and to 
treat more of them. VMware View has also made Metro Health's IT team more productive and has 
allowed the organization to save on IT infrastructure costs.  

Aivars Apsite, technology strategist with Metro Health, credits VMware View with returning "more time 
to our nurses and clinicians and physicians to do their jobs," which is the equivalent of returning time 
"to both the patients and to Metro Health." He notes that prior to the deployment of VMware View, "the 
biggest complaint previously from physicians was about not being able to do something, but they now 
have the ability to truly be mobile."  

To determine the ROI of the VMware View deployment, IDC conducted several interviews with Metro 
Health and asked a series of questions on the full extent of the investment and the time and cost 
savings realized. Figure 1 shows the breakdown of the annual savings and increased revenue, which 
averaged $4.2 million over a projected five-year period. 

FIGURE 1 

Average Annual Benefits 

  

Source: IDC, 2014 
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Infrastructure Cost Reduction 

VMware View has benefited Metro Health by optimizing its endpoint hardware, allowing the 
organization to shift from desktop compute resources to shared resources located centrally in the 
datacenter and accessed by virtual desktops. Thin provisioning with VMware VDI has helped enable 
Metro Health to deploy more zero- and thin-client devices, which have lower lease costs and are less 
of a resource strain on datacenters.  

On the device side, Metro Health's lease costs per device have decreased by about 45% over a  
3.5-year lease term with VMware View, and savings per device are even higher for zero- and  
thin-client devices. Lower device lease costs become more significant in the context of the increased 
number of endpoints that Metro Health has deployed with VMware View. 

In addition, VMware View has helped Metro Health lower power consumption by eliminating the need for 
its legacy servers. Metro Health has also avoided costs associated with supporting its proprietary VDI 
solution, although these avoided costs have been offset to a significant extent by costs it incurs to 
support VMware View. 

IT Staff Productivity Increase 

VMware View increases Metro Health's IT staff productivity because the VDI environment takes less 
time to manage and maintain and is more end user friendly. The amount of time spent on support calls 
and reimaging has fallen with VMware View. Apsite explains that one of the most time-consuming 
tasks for Metro Health's IT staff used to be reimaging endpoints. "When we only had PCs to reimage," 
Apsite says, "each PC reimage was a two-hour adventure, but now it takes us five minutes to reimage 
and deploy a zero-client device."  

Metro Health has also achieved strong IT staff efficiencies with VMware View. For example, it supports 
about 60% more end devices with essentially the same number of full-time employees (FTEs). 
Additionally, Metro Health now streams nearly all of its end-user applications using VMware ThinApp. 
If it could not stream these applications, it would have to hire more FTEs to develop and deploy 
applications or invest in another solution. 

Metro Health's IT staff is also spending less time on end-user support and recovering from downtime 
on a per-device basis: For example, the average number of support calls per end-user device has 
decreased by 37% since the deployment of VMware View.  
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Business Benefits 

Metro Health's employees realize significant time savings because the VMware View solution means 
that they no longer have to travel between workstations to perform tasks and they can quickly 
reconnect to their active desktop session with any VDI-enabled device. Physicians have on-demand 
access to images and records, and routine activities such as dictation are less time intensive because 
physicians can now plug a USB microphone into the nearest desktop rather than travel to a special 
workstation equipped with Dragon speech recognition software. 

The inclusion of strong authentication and single sign-on with Imprivata OneSign is further streamlining 
access by enabling physicians to connect to their desktop, including their ongoing project, with just the 
tap of their building access badge. This removes the need to repeatedly remember and type 
passwords while also improving HIPAA compliance. 

Thus, VMware View enables Metro Health's physicians and other staff to spend less of their working 
hours on "inefficient" tasks such as logging in and traveling to and from workstations and more time 
with patients. This speeds up care patterns and enables the hospital as a whole to treat more patients. 
On an average day, one Metro Health physician performs 60 reconnects, views 8 images, and makes 
almost 20 dictations, so time savings quickly accumulate. In addition, nurses and other healthcare 
professionals can do more during their working hours because they are also seeing time savings, 
which ups their productivity and enables them to spend more time with patients and help some of their 
patients recover faster.  

Return on Investment 

From interviews with Metro Health, IDC was able to quantify the benefits and investment associated 
with the organization's deployment of the VMware View solution and to develop an ROI analysis.  

Metro Health has leveraged employee time savings made possible by VMware View to record higher 
revenue and staff productivity. Metro Health credits VMware View with helping it increase its revenue 
and profitability by enabling it to treat more patients, while productivity increases are also allowing 
Metro Health to avoid some FTE hires and additional costs such as potential overtime pay. IDC 
estimates that Metro Health will realize almost $2.75 million per year in benefits from higher revenue 
and employee time savings that are being transformed into business benefits for the hospital.  

Metro Health has also realized IT infrastructure cost reductions with its use of VMware View. These 
savings have been realized across device and infrastructure use, although they are focused on device 
lease cost and power consumption savings. In total, IDC estimates that Metro Health will save about 
$914,000 per year on IT infrastructure costs with VMware View. 

Finally, Metro Health has achieved higher IT staff productivity with efficiencies made possible by 
VMware View. It is doing more with the same number of employees: It has avoided FTE hires as it has 
supported more devices and spends less IT staff time per device on matters such as call center 
support and downtime. IDC calculates the benefit to Metro Health from increased IT staff productivity 
at about $492,000 per year. 
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In total, IDC projects that Metro Health will realize a discounted total benefit of $14.3 million in cost 
savings, productivity gains, and increased revenue from its use of VMware View over five years 
compared with a discounted investment of $3.3 million. This results in a five-year ROI of 338% with 
payback on the investment occurring in 9.8 months (see Table 1). 

TABLE 1 

Five-Year ROI Analysis 

Benefit (discounted) $14.3 million 

Investment (discounted) $3.3 million 

Net present value (NPV) $11.1 million 

Return on investment (ROI) 338% 

Payback 9.8 months 

Discount rate 12% 

Source: IDC, 2014 

 

IDC conducted several interviews with Metro Health to quantify the benefits and investment associated 
with its use of VMware View and created a ROI analysis from the results.  

IDC calculates the ROI and payback period in a three-step process: 

1. Measure the benefits from increased IT staff and user productivity and other cost savings 
since deployment. 

2. Ascertain the total investment. 

3. Project the investment and benefit over five years and calculate the ROI and payback period. 
The ROI is the five-year net present value of the benefit divided by the discounted investment. 
To account for the time value of money, IDC bases the ROI and payback period calculations 
on a 12% discounted cash flow.  
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