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“Vodafone’s expertise is integral to Anytime, Anywhere. Our discussions with Vodafone 
helped us turn our ideas into a cohesive, comprehensive strategy.”
Rajnish Singh, IT Project Manager, National Services Scotland Information Management and Technology (IM&T)
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National Services Scotland (NSS) is one of 14 NHS  
health boards that deliver the national health services  
in Scotland.

NSS provides expert support, advice and co-ordination to other 
boards on both health and operational issues, helping them 
to manage their activities as efficiently as possible, freeing 
up the valuable time of doctors, nurses and other healthcare 
professionals so that they have more time to care for patients.

Amongst its key responsibilities is the management of the 
Scottish National Blood Transfusion Service and the lead role 
in procurement for NHS Scotland. It uses the combined buying 
power of all 14 boards to get the best deals on goods, services 
and technology, while also promoting financial accountability 
and transparency, again maximising available resources for front 
line services.

To deliver its services across a large and often remote territory, 
many NSS members of staff spend their time working remotely 
or from multiple locations, liaising with clinical staff, suppliers, 
NHS managers and partner organisations.

In the past, they started and finished each day at their office, where 
they checked emails and accessed applications such as databases 
and procurement systems. So, while they were contactable 
throughout the day by mobile phone, they had to drive to the 
office to access important data and use the email system.

So Rajnish Singh, IT Project Manager at NSS Information 
Management and Technology (IM&T) decided to review NSS’s 
traditional office-based model to assess how technology could 
help mobile workers to improve their productivity and efficiency 
– and job satisfaction too. 

Rajnish and his team also wanted to lower the organisation’s 
carbon footprint and cut costs by reducing unnecessary travel 
and optimising the use of its office space.

Using resources effectively
“As an organisation accountable to the Scottish Government, 
it’s essential that we use our resources effectively,” says Rajnish. 
“And with each desk costing an average of £15,000 to maintain 
each year, it’s important for NSS to get the maximum possible 
value from its resources.”

In response to these challenges, NSS launched the Anytime, 
Anywhere flexible working initiative. Rajnish explains: “We wanted 
to give staff the tools and the autonomy to work anywhere, 
without limitations. But, to make the vision a reality, we needed a 
partner with first hand experience of flexible working.” 

“We can focus on other areas of the IT 
infrastructure, safe in the knowledge 
that Vodafone is looking after our 
mobile solutions.”
Rajnish Singh, IT Project Manager,  
NSS Information Management and Technology (IM&T)
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NSS discussed its challenges with its existing mobile 
communications provider, Vodafone. “We knew that Vodafone 
had successfully launched its own flexible working strategy, so 
we had confidence in its ability to give us real insight into the 
challenges we might face and the benefits we could achieve,” 
says Rajnish.

NSS asked Vodafone to help develop a phased rollout of the 
flexible working initiative. Vodafone began by spending time 
with NSS, providing an insight into how to address the cultural 
challenges that come with new ways of working.

It helped to define flexible working profiles, based on job roles 
and then matched those profiles with tools for mobile email and 
data access. Vodafone also advised NSS on the reorganisation 
of office layouts and how to consolidate building space with the 
aim of maximising the reduction of carbon emissions. Provision 
of loan devices for employees to test also enabled NSS to 
specify devices based on employee feedback.

Having outlined four working profiles and identified their needs, 
Rajnish and his team opted for Windows Mobile Email, giving 
staff simple, convenient access to their email accounts and 
Microsoft applications. Some staff also began using laptops 
equipped with Vodafone mobile broadband ExpressCards.

Secure access
To ensure maximum uptime and a consistent user experience, 
Rajnish and his team opted for Vodafone Managed Support for 
Windows Mobile Email. This includes email, Microsoft Exchange 
Server and direct end-user support and a secure web portal 
access for product information and fault reporting. It also provides 
proactive outage alerts and change management support. 
NSS also chose to reinforce security, device management and 
helpdesk support with Vodafone Enhanced Services.

Vodafone then reviewed all mobile connections to standardise 
billing and ordering processes and minimise costs, a crucial aspect 
of the project if NSS was to be in a strong position to promote 
remote communication and increased home-based working.

NSS has completed the first phase of a rollout of smart phones 
to around 200 staff and will now extend Anytime, Anywhere 
across NSS. “As the procurement centre for IT, we lead technical 
innovation within NHS Scotland. Our flexible working project 
with Vodafone would deliver similar benefits across the 
organisation, so it’s likely that other boards may follow our 
example,” Rajnish says.

Rajnish is in no doubt about the value of Vodafone’s experience 
in delivering the project and it’s a role that he perceives as 
crucial to the development of the initiative. He says: “As our first 
point of contact for all issues related to mobile communication 
and data access, Vodafone’s expertise is integral to Anytime, 
Anywhere. Our discussions with Vodafone helped us turn our 
ideas into a cohesive, comprehensive strategy.”

“We wanted to give staff the  
tools and the autonomy to work 
anywhere, without limitations.  
But, to make the vision a reality, we 
needed a partner with first-hand 
experience of flexible working.”
Rajnish Singh, IT Project Manager,  
NSS Information Management and Technology (IM&T)
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Sensitive data
With Vodafone Enhanced Services, Rajnish and his team can 
rely on Vodafone to remotely distribute antivirus software and 
updates to all devices and automatically detect and quarantine 
infected files. Sensitive data stays safe, end users do not 
have to return their devices to the IT team for updates and 
administrators avoid time-consuming maintenance.

Remote access to email and applications help staff make well-
informed decisions and complete administration work during 
the day rather than on their return to the office. Rajnish says: 
“We expect a significant increase in productivity. Spare minutes 
between meetings will be more productive, travel time will fall 
and time with customers will rise.

“Thanks to our flexible working programme, we are now in 
a position to set substantial, achievable targets in future for 
carbon reduction,” concludes Rajnish.

Flexible and integrated
David Proud, Head of Strategy and IT Services at NSS, says: 
“It is important to provide an environment that enhances the 
effectiveness and productivity of staff across NSS. The Anytime, 
Anywhere service provides a flexible and integrated model of 
working without location or time constraints.”

Staff using Anytime, Anywhere can now combine home-based 
work with meetings in the community, rather than beginning 
and ending each day at the office. They can visit any NSS office 
to check emails and access the network, or log on at home or at 
non-NSS offices.

Staff with Windows Mobile Email can read, forward, create and 
delete messages from any location, as well as access calendars 
and address books. By responding to messages sooner, they can 
develop projects, order services and resolve issues more effectively.

Vodafone Managed Support for Windows Mobile Email ensures 
fast, effective resolution of issues, without placing a burden on 
Rajnish and his team. Administrators receive technical server 
support and help with change management, while end users 
have direct access to product experts. 
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Significant benefits

•  Employees can upload, view and manage data when and where 
they need to, rather than waiting until they return to the office

•  Staff are able to make well informed, timely decisions, raising the 
quality of communications between colleagues and customers

•  NSS predicts a significant increase in productivity, with travel time 
falling and time with customers increasing

•  Sensitive data stays safe, end users do not have to return their 
devices to the IT team for updates and administrators avoid  
time-consuming maintenance

•  NSS’s carbon footprint and costs have been cut by reducing 
unnecessary travel and optimising the use of its office space

•  Staff spend more time on rewarding work, with flexible hours and  
home-working supporting a better balance between personal and 
professional commitments




