
True North + North Country HealthCare 
Case Study

How a 16-Clinic Federally Qualified Health Center Leveraged Managed 
IT Services to Streamline Systems and Increase Efficiency 

Overview 
North Country HealthCare—a non-profit federally 
qualified health center (FQHC) based in Flagstaff, 
Arizona needed cloud infrastructure as a service and 
consistent IT expertise to support the IT needs of  
their 16 clinics that serve 150,000 total patient 
encounters per year. The system provides primary  
care, medical, dental, and behavioral health services  
to 12 communities in rural Arizona. 

Jon Smith, North Country HealthCare’s Chief 
Information Officer saw an opportunity to alleviate 
burden on his staff, consolidate systems, and bolster 
network design overall by partnering with a managed 
IT services expert. He enlisted True North's expert 
managed IT services to bolster his 20+-person in-
house IT team.  Together, they help North Country 
HealthCare provide outstanding quality patient care  
by ensuring IT efficiency, security, and continuity. 

The Challenge  
 In a rural area like Northern Arizona, it can be difficult 
to find and retain specialized IT leaders. Dedicated 
expertise is crucial because healthcare technology and 
security requirements frequently evolve. North Country 
Healthcare needed a dedicated partner to ensure the 
entire system’s IT infrastructure remained efficient,  
up-to-date, and secure. 

Jon also wanted to expand his team's bandwidth. 
He was inspired to create a sense of efficiency by 
ensuring his team did not have to handle all back-end 
IT work. He began looking for a partner to manage his 
infrastructure to enable his staff to be more present 
managing systems that impact patient care. 

He wanted an IT partner; however, his team had been 
burned in the past by their on-prem management 
services company. It would take time to find a partner  
his team would trust. 

	− Migrate all systems to the cloud: Securely move 
from on-prem systems to the cloud—facing COVID—it 
was crucial to move all systems virtual, fast. 

	− Set up secure VDI for staff and clinicians: Reduce  
hardware maintenance time, increase security, and 
enable a work-from-anywhere environment with  a 
secure virtual desktop infrastructure.  

	− Consolidate system management: The system’s 
EHR was  hosted in another state. This third party’s 
standards limited their ability to innovate. They  
wanted to host all systems with one partner and to be 
nimble if they need to move to another environment.  

	− Implement consistent infrastructure expertise: 
They did not just want an infrastructure expert; they 
wanted a partner who understands how to host 
an EHR. They needed a  trusted advisor who could 
oversee both and keep all systems up-to-date. 

NORTH COUNTRY HEALTHCARE’S GOALS INCLUDED
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The Solution 

North Country 
HealthCare engaged 
True North as their 
managed service 
provider
North Country HealthCare was drawn to True  
North’s managed IT and cloud services because  
they were Centricity EHR hosting experts and worked 
within Microsoft Azure—their system of choice. 
They implemented True North to function as their 
engineers and senior system administrators. Within 
8-9 months, True North transitioned all of North 
Country HealthCare’s IT systems to the cloud and 
helped the system navigate COVID-19 with a virtual 
desktop rollout. Along the way, True North’s team 
earned the trust of the North Country HealthCare  
IT team. 

“My staff was really skeptical early on partnering 
with another managed service provider. Now, they 
trust them. What’s great is True North is able to put 
themselves in our shoes. They slow down and explain 
things to our team, and that means the world.  
My team has grown tremendously just in our short 
time together.”

Jon Smith, North Country HealthCare CIO 

Virtual Desktops:  
Releasing Pressure on IT Budgets 

HIDDEN COSTS OF CORPORATE PCS

	− Hardware Purchases 

	− Device Provisioning

	− OS Upgrades 

	− Patches 

	− Remote Configuration

	− Technical Support 

CLOUD-BASED WORKSPACES… 

	− Reduce deployment 
costs by 75%1  

	− Cut ongoing 
management costs 
by 50% 

	− Reduce total cost 
of ownership per 
endpoint by 66%

PROJECT HIGHLIGHT:  
AZURE VIRTUAL DESKTOP IMPLEMENTATION

Transitioning all 300+ North Country HealthCare 
employees to Virtual Desktop Infrastructure (VDI) 
enabled more rapid IT support and increased security. 
Most importantly, VDI meant that when staff computers 
break or get stolen, it no longer disrupts workflow.  

Beyond the technical implementation of VDI, True 
North helped North Country HealthCare educate staff 
on its functionality and security requirements. 

With VDI, North Country HealthCare’s team now enjoys 
peace of mind knowing they will reliably have a working 
machine, even if they are in another clinic. Wherever they 
are, they can login and access the vital data they need.

The Results 
After engaging with True North, North Country 
HealthCare enjoyed cost savings from migrating 
systems to the cloud and increased staff bandwidth. 
Overall, working with True North added a sense of 
consistency for North Country HealthCare’s team 
because they know they can rely on working systems. 
Ultimately, reliable systems improve patient care. 

“In most cases, partners just kind of set it and forget 
it, and you have to go to them for things you need or 
ask about areas to save. True North is different. They 
proactively find cost savings and they were able to 
find some great cost savings in the deployment of 
these desktops.” 

Jon Smith, North Country HealthCare CIO 
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Increased Bandwidth 
Expert infrastructure management and cloud-
based systems reduced burden on North Country 
HealthCare’s IT staff.  The team no longer spends 
inordinate time recovering hard-drives or repairing 
computers. Additionally, they spend less time worrying 
about system patching and more time focused on 
system-functionality for patient-facing staff. 

Increased bandwidth allowed the system to shift a 
senior fulltime employee from system administrator to 
security administrator, maximizing resource use and 
system security. 

“Overall, working with True North has reduced IT staff 
stress, which translates to reduced clinical staff stress. 
This is invaluable because it helps our team be the 
best version of themselves to patients.”

Jon Smith, North Country HealthCare CIO 

Streamlined Process
True North not only streamlined North Country 
HealthCare’s systems by transitioning their systems 
to the cloud, they also increased efficiency by 
collaborating with North Country HealthCare’s 
managed security service and managed EHR service. 
Technically, these services are competitors of True 
North, but they work together collaboratively in the 
best interest of North Country HealthCare’s staff and 
the patients their system serves. 

“When I call True North, I know I will be able to have 
a transparent dialogue and trust that we are in 
it together with their team. It is not a one-sided 
relationship. The best part of working with True North 
is the trust and partnership I feel with their team.” 

Jon Smith, North Country HealthCare CIO 

The Bottom Line 
True North helps North Country HealthCare keep applications performing well so their team can focus on tasks that 
directly impact patient care rather than maintaining a massive infrastructure on top of their normal workload. 

THIS TRANSITION ENABLED NORTH COUNTRY HEALTHCARE TO ENJOY

	− A smooth transition 
to cloud-based 
systems 

	− Increased staff 
bandwidth 

	− Cost savings 

	− Improved efficiency 

	− Reduced staff 
burnout 

	− Always up-to-date 
systems 

	− Better quality  
patient care 

Are You Looking To Reduce Your 
Technology Costs While Improving 
Efficiency, Boosting Productivity, and 
Empowering Your Business To Reach  
Its Goals?

True North ITG delivers value time and again to our clients 
by thoroughly assessing each client’s environment, 
identifying their technology risk, and translating that into 
business risk. We then develop a road map to help ensure 
clients achieve their business goals, turning technology 
into a business asset, rather than a budget drain.

Learn More at TrueNorthITG.com  
  1https://www.igel.com/wp-content/uploads/2020/07/IGEL_TCO_infographic.pdf 
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