
Resolving a Prolonged Healthcare 
System Outage Through Persistent, 
Hands-On IT Ownership

After nearly two months of disruption, BSWI took ownership, 
coordinated with partner IT, and helped restore confidence.

Industry: Healthcare Services: Managed IT Services

Executive Summary

When a surgical coordinator at Dr. K’s office faced a complex system issue involving partner SHN, the 
outage had already stretched to nearly two months. BSWI stepped in with dedicated ownership, direct 
coordination with the partner IT team, and persistent support. The result was a path back to operation, 
a better user experience, and renewed confidence that critical issues would be actively driven forward.

Challenges

A complex issue tied to partner SHN kept a 
critical office system down for nearly two 
months.

The prolonged outage disrupted day-to-day 
coordination and created pressure on 
healthcare office workflows.

Resolving the problem required direct 
collaboration with an external IT team outside 
the office's control.

The user needed a support partner who 
would own the issue instead of passing it 
between teams.

Extended uncertainty made timely 
assistance, clear communication, and 
persistent follow-through essential.

Solutions

Dedicated incident ownership ensured the 
client had one accountable resource driving 
the issue to resolution.

Cross-party IT coordination reduced friction 
between the healthcare office and the 
partner support organization.

Persistent troubleshooting addressed a long-
running outage that had resisted earlier 
resolution efforts.

Responsive end-user support helped stabilize 
the experience during a complex and 
disruptive service issue.

High-touch communication gave the client 
clarity and reassurance throughout an 
uncertain support process.

BSWI’s Approach

Key Actions

BSWI connected the user with Ken, who 
quickly engaged the issue and became the 
single point of ownership.

Ken stayed with the case through its 
complexity instead of treating it as a routine 
ticket handoff.

He coordinated directly with the SHN IT team 
to move troubleshooting forward across 
organizational lines.

BSWI maintained responsive, thorough 
support while working toward getting the 
user back up and running.

The team combined persistence, 
communication, and accountability to keep 
progress moving on a stalled issue.

Results

BSWI helped get the user back up and 
running after a prolonged outage tied to a 
complex partner issue.

The client reported exceptional satisfaction 
with the responsiveness, thoroughness, and 
ownership provided.

Direct coordination with partner IT created 
momentum on an issue that had remained 
unresolved for weeks.

The healthcare office gained greater 
confidence that difficult support issues would 
be actively pursued.

The engagement reinforced trust in BSWI as a 
dependable partner for operationally critical 
support needs.

“I work at Dr. K’s office as the surgical 
coordinator, and I had system issues with 
partner SHN. I was linked to an amazing IT 
specialist, Ken. If I could give Ken 1000% out of 10, 
I would. My issue was very complex, and my 
system had been down going on two months. 
Ken stuck with it and made it his personal task to 
get me back up and running ASAP. He was 
always thorough, kind, soft-spoken, and quick to 
assist. Thank you, Ken, for taking ownership of 
this difficult issue and connecting directly with 
the SHN IT team. It is comforting to know you are 
here to assist. Thanks a bunch to the BSWI 
team!”

Need Accountable IT Support Fast?

When critical issues stall operations, BSWI brings 
ownership, coordination, and responsive support 
to move you forward.
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