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Executive summary

The Department for Work and Pensions (DWP) undertook a comprehensive technology
transformation to modernise its enterprise infrastructure, enhance service delivery, and
strengthen operational resilience across its national footprint.

Key facts
Client: Department for Work and Pensions (DWP)
Programme: Enterprise IT Transformation Programme

Focus: Infrastructure modernisation, collaboration, workplace technology, resilience,
identity, connectivity, and service management

Programme context

The portfolio brought together multiple concurrent workstreams to create a unified, secure,
and scalable digital environment for DWP.

Programme scope



The programme addressed connected priorities across enterprise infrastructure, workplace
technology, collaboration, identity, connectivity, resilience, and IT service management. Each
workstream delivered a distinct operational improvement while contributing to the wider
transformation.

SQL Upgrade

Challenge. Legacy SQL environments required migration to current supported versions
across mission-critical databases.

Delivery. The workstream delivered automated migration scripts, schema validation, and
post-upgrade optimisation.

Operational value. The upgrade improved database performance, security, and
maintainability.

Condeco Rollout

Challenge. Workspace management across DWP sites required more intelligent coordination
of desks and meeting rooms.

Delivery. Condeco was implemented to support desk booking, meeting-room scheduling, and
occupancy analytics, with integration to Active Directory and Exchange.

Operational value. The rollout enabled seamless authentication and calendar
synchronisation while improving visibility of workspace usage.

Unified Communications

Challenge. DWP needed to transition from Microsoft Communicator and Lync to a single
collaboration platform.

Delivery. The programme established Microsoft Teams as a secure platform for voice, video,
and messaging.

Operational value. The transition provided enterprise-grade reliability and alignment with
compliance requirements across collaboration services.

Managed Print Services

Challenge. Print infrastructure across regional offices required consolidation alongside
stronger control of print activity.

Delivery. A Managed Print solution introduced secure print release, cost tracking, and
sustainability reporting.



Operational value. The workstream achieved measurable reductions in print volume and
operational overhead without compromising secure access to printing.

SharePoint Development

Challenge. Departments required stronger support for document management, workflow
automation, and collaboration.

Delivery. SharePoint Online sites were developed and customised with metadata-driven
search, version control, and Power Automate integration.

Operational value. The solution streamlined business processes and supported more
effective departmental collaboration.

Business Continuity & Disaster Recovery

Challenge. Critical systems required tested continuity arrangements and validated recovery
capability.

Delivery. Comprehensive BC & DR frameworks were designed and tested through failover
simulations and recovery validation.

Operational value. The workstream supported alignment with government resilience
standards and improved recovery time objectives.

Quest Deployment

Challenge. Active Directory consolidation, user provisioning, and identity lifecycle
management required a more efficient operational approach.

Delivery. Quest migration and management tools were implemented to support these
activities.

Operational value. The deployment enabled faster onboarding and reduced administrative
complexity.

Wireless Access Point Deployment
Challenge. DWP sites required secure, high-performance connectivity for staff and visitors.

Delivery. Enterprise-grade wireless access points were rolled out and integrated with network
access control and centralised monitoring.

Operational value. The deployment delivered secure connectivity and real-time visibility
across the wireless environment.



ITSM Integration

Challenge. Multiple service-management platforms needed to operate as a unified ITSM
ecosystem.

Delivery. ServiceNow was used for incident, change, and asset management, integrating
service-management capabilities across IT operations.

Operational value. The integration provided end-to-end visibility, automation, and improved
SLA compliance.

Delivery approach

The concurrent workstreams complemented one another across the technology estate.
Infrastructure modernisation strengthened the underlying platform, while collaboration and
workplace technology improved how people connected and worked. Identity and
connectivity initiatives supported secure access, business continuity and disaster recovery
strengthened resilience, and ITSM integration brought greater visibility and automation to
day-to-day operations.

Outcomes

e Modernised infrastructure supporting thousands of end-users nationwide

e Enhanced collaboration and communication through unified platforms

e Improved operational resilience and disaster recovery readiness

e Reduced costs through consolidation and automation

e Strengthened governance, compliance, and service transparency across IT operations

Strategic impact

The DWP Portfolio programme delivered a cohesive digital foundation that enabled the
department to operate with greater agility, efficiency, and resilience. It aligned technology
with organisational goals and empowered teams to deliver public services more effectively
through a secure, modern, and connected workplace.

Closing takeaway

By connecting infrastructure, collaboration, workplace technology, identity, connectivity,
resilience, and service management into one portfolio, DWP established a stronger
foundation for enterprise transformation in a public-service environment. The integrated
approach demonstrates how coordinated technology improvements can create practical
operational value while supporting secure and effective service delivery.



