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VMware vRealize® Automation™ is providing a specialist US healthcare 

provider with the performance, speed and agility its IT teams need to 

manage large, complex IT systems and improve efficiency at scale.  

The result is improved operational efficiency with a catalog of services  

for business users to choose from, and the ability to be fast to market 

with new, digital applications.

Accelerating digital transformation to improve  
a nation’s health  
The organization is a specialist healthcare provider in the US. Its focus is  
on patient recovery and rehabilitation, which can require a long-term, 
community-based engagement. It treats more than one million patients a  
year, from 100 critical illness hospitals, working with 7,500 clinical therapists 
nationwide. The organization has been at the forefront of helping the US  
recover from the impact of COVID-19.

The business also has a joint venture subsidiary which provides occupational 
health treatment and remains acquisitive. It is likely that more sites and new 
businesses will be added to the group in the near future.

In total, the organization has around 50,000 employees, and operations  
in 45 states. The group revenues for 2020 exceeded $5 billion.

 “Anything process-wise that we do more than once, let’s look to 
automate. We need IT to recognize the opportunity and suggest  
a change.”

Lead Systems Engineer, Specialist Healthcare Provider
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Simplifying and automating  
a fast-moving IT environment
Like others in the healthcare space, the challenge for the 
customer is digital transformation. It wants to create a 
workspace that is mobile, connected and dynamic, with 
medical teams able to work from the device of their choice  
off consistent, secure and up-to-the-minute data.

If there are applications that can improve patient health,  
or clinician productivity, it wants to be able to deploy them 
quickly and efficiently. The result is that the business is 
increasingly dependent on a range of technologies.  
It is a complex, fast-changing environment.

The objective is to find repeatable tasks in the IT environment, 
and to automate. The organization wants to remove the 
manual effort required to provision infrastructure for its 
business users. Automation will bring efficiency and 
consistency and this consistency and certainty helps  
reduce business risk.

For the IT team, the goal is to create a self-serve environment. 
Users should be able to choose from a range of IaaS options, 
enabling them to work more quickly and more effectively.

“This is as much technological as cultural,” says the Lead 
Systems Engineer. “Anything process-wise that we do  
more than once, let’s look to automate. We need the IT to 
recognize the opportunity and suggest a change.”

It wants this functionality to span the entire group, nationwide. 
This platform will also make it quicker to onboard and 
integrate new acquisitions. In the Lead Systems Engineer’s  
words: “It gets IT out of the way of the business.”

Healthcare in the US is a competitive industry, being slow  
to adopt digital workflows will impact productivity. It risks 
incurring operational costs higher than its competitors.  
There is also a reputational impact among clinicians and 
patients that the organization is failing to keep pace with 
industry expectations.

Enacting change at massive scale
The organization was already a major user of VMware 
products and services, with a VMware Enterprise License 
Agreement in place. The Lead Systems Engineer of the 
organization says any strategic decision affecting IT was 
bound to include VMware.

“Specifically, I was looking for a configuration management 
tool. We already used the VMware vRealize® Suite, and I was 
aware of SaltStack. We already had a great relationship with 
VMware and could trust its support. It made sense that 
SaltStack should be where I focused my time, and the 
company’s investment.”

VMware vRealize® Automation™ SaltStack Config addresses 
the primary need of automating redundant configuration 
tasks, freeing up human resources for higher-value initiatives. 
It enables the organization to enact change immediately at  
a massive scale, across the entire IT footprint. In addition, 
SaltStack Config can detect and remediate issues quickly 
while building secure, compliant systems.

The organization remains on-prem focused but has not ruled 
out an expansion of cloud services in the future. SaltStack 
Config can easily deploy across virtualized, hybrid and public 
cloud environments, future-proofing the solution.

“When I showed management the scale of the opportunity, 
and what SaltStack Config could do, there was no pushback,” 
says the Lead Systems Engineer. “The speed at which we 
could make changes, the impact on man-hours saved, and 
the way this would change how we viewed automation…they 
were onboard with the whole process.”

 “We already used the VMware vRealize Suite, and 
I was aware of SaltStack. We already had a great 
relationship with VMware, and could trust its support. 
It made sense that SaltStack should be where I 
focused my time, and the company’s investment.”

Lead Systems Engineer, Specialist Healthcare Provider
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Creating certainty and consistency across 
the IT function 
The adoption of vRealize Automation SaltStack Config has 
been transformative. It has opened new efficiencies across 
the organization and inspired an appetite for exploring new 
automation opportunities.

“Teams see what we’ve achieved and want to be part of 
this,” says the Lead Systems Engineer. For instance, with 
each step in the process now automated, new server builds 
now take two hours less than previous. “We build at least 
300 new servers each year, so that’s more than three 
months of man-hours saved,” the Lead Systems Engineer 
adds. “Those are the kind of figures that get other teams 
interested. I’m an engineer, why should my time be spent  
on server builds?”

The speed and breadth at which changes can be made is the 
most impressive feature, he continues. “We have around 
3,500 Windows servers. If a zero-day vulnerability comes 
out, any workaround would involve custom scripts, countless 
hours, and possible service interruptions. Now, we can 
update in minutes.”

Success breeds success, the Lead Systems Engineer says. 
The organization is now able to create templates for a range 
of tasks. This builds consistency and security into IT process. 

The Lead Systems Engineer and team are in the process of 
building a single pane of management across the entire 
environment, with distinct dashboards for different application 
teams. This should provide an overall view yet encourage 
teams to ‘own’ their progress and see which areas they need 
to focus on.

This has real-world implications, as digital transformation 
requires the use of more applications and more updates,  
the organization can be faster to have applications in place. 
Should they be needed, backups and disaster recovery  
are more certain. In a competitive market this means the 
organization is less likely to suffer system or application 
downtime. Downtime threatens customer service, and  
poor customer feedback impacts corporate reputation.  
In a world of social media, negative sentiment can  
spread quickly. 

“We see around 80,000 patients each day. Downtime  
means more paperwork, slower service and lost revenue,” 
says the Lead Systems Engineer. “That is not good business.”

Helpdesk support is also improved. There are fewer  
tickets for Tier 1 to deal with, enabling Tier 1 to upskill on  
new areas. The upshot is that there are fewer escalations  
to the high-cost Tier 3.

“The higher up you go, the more expensive engineers 
become,” says the Lead Systems Engineer. “Costs saved 
here is budget that can be directed to frontline, patient-facing 
hardware.”

 “When I showed management the scale of the 
opportunity, and what SaltStack Config could do, 
there was no pushback. The speed at which we 
could make changes, the impact on man-hours 
saved, and the way this would change how we 
viewed automation, they were onboard with the 
whole process.”

Lead Systems Engineer, Specialist Healthcare Provider

Looking ahead
Automation needn’t have an end point, says the Lead 
Systems Engineer, and this is no bad thing: “The most 
powerful automation tool you have is your imagination.  
You should never run out of automation opportunities.”

His next priority is to create event-drive automation,  
where alerts trigger an automatic remediation. 

“Any occasion we can avoid pulling in an engineer is  
a win,” he says. “No one wants to be dealing with an 
unexpected issue at 2am. There is more we can do to  
create automated responses.”
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