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Introduction
The client in this case study is one of the largest utility companies in Canada, transmitting 
and distributing electricity to more than 1 million residents. With billions of dollars in annual 
revenue and thousands of employees, the client has a great deal of complexity in its enterprise 
IT environment.

Before working with Datavail, the client was experiencing a number of issues with its front-
facing customer website, including outdated technology and poor user experience. In this case 
study, we’ll discuss how Datavail helped the client build a fresh, modern, user-friendly website 
hosted in the Microsoft Azure cloud.
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The Problem: A Clunky, 
Hard-to-Scale Customer 
Website
The client had both business and technical motivations for modernizing their front-facing customer 
website. First, the frequency of the client’s billings was scheduled to double for their more than  
1 million customers. Whereas before utility companies only needed to bill customers every two months, 
the regulations had changed to require monthly billings, so that each bill was smaller and easier for 
customers to pay.

However, this change was about to present a major problem for the client: their e-billing and self-service 
rates were only 8% of their customer base. By doubling the number of bills mailed to customers, this 
change would nearly double the client’s mailing expenses — and with a cost of roughly $5 for each bill 
the client mails to customers, this wouldn’t be cheap. Just getting to 20% of customers who paid their 
bills online, which is the industry average for utility companies, would save the client millions of dollars.
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With so few customers paying their bills online, the client was also frequently experiencing heavy loads 
at their customer support call center. Another objective for the client was therefore to reduce their call 
center volume by delivering a robust self-service solution online for end users. 

Part of the problem was that the client’s existing website suffered from a clunky, outdated user 
experience. Before reaching out to Datavail, the client was scoring below the industry average on many 
digital user experience benchmarks, including both the authenticated user and general user versions of 
the website.

By modernizing their website, the client also hoped to increase their position in the J.D. Power rankings 
for utility companies, which rely a great deal on customer experience when calculating the final 
results. In particular, the client wanted to improve their website’s mobile responsiveness to provide a 
better customer experience when using different devices. The client also needed to improve the site’s 
accessibility for customers with disabilities to be compliant with government regulations.

Finally, the client was concerned about the availability and scalability of its website — especially during 
critical events such as storms and large-scale power outages, when the number of concurrent users 
might surge exponentially. The website had been built using now-outdated technology, and the client 
wanted to upgrade it to make it more elastic and scalable.



The Solution: Migrating to 
Azure Cloud

Thanks to our collaborations with other utility companies in the past, Datavail is aware of the special 
concerns of businesses in this industry, making us a smart choice for the client. In addition, as a long-
standing customer of Datavail’s services over the years, Datavail was already intimately familiar with 
the client’s business, and the client had already benefited from Datavail’s high quality of work. After a 
rigorous request for proposal (RFP) process, the client contracted Datavail to work on the redesign and 
modernization of their customer website.

Partnering with Datavail was especially rewarding for the client because Datavail could maintain the 
same team members working on the client’s project for multiple years. Preserving the team makeup 
created a sense of continuity for the client and improved efficiency by saving time and resources while 
eliminating the need to onboard new members.

One of the biggest questions for the client throughout the project was whether to go with a solution 
hosted on-premises or in the cloud. There were two primary concerns around data management and 
security for them: (1) Meeting requirements set forth by industry regulators Federal Energy Regulatory 
Commission (FERC) and North American Electric Reliability Corporation (NERC), and (2) Data 
Sovereignty standards in Privacy regulations.
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To address the above concerns, the client’s core customer data needs to be stored on-premises, not in 
the cloud. The client had also historically taken a conservative stance when it came to the cloud — the 
project with Datavail would be the very first cloud application permitted for the organization.

Although the project was originally intended to be an on-premises solution, this quickly changed during 
the design and requirements gathering phase. As Datavail and the client discussed issues of cost and 
performance, both parties agreed that scalability and elasticity were essential components for the 
project. These priorities naturally led to a shift in the project strategy, migrating the website from 
on-premises hosting to the cloud.

With cloud computing becoming a standard business best practice, there’s no shortage of public cloud 
providers available, from Amazon Web Services to Microsoft Azure and Oracle. Azure is the natural 
choice for customers such as the client whose technology stack is already in the Microsoft ecosystem: 
Microsoft SQL Server, Office 365, SharePoint, .NET, etc.

Datavail provided a complete “application as a service” experience for the client, including a totally 
redesigned, interactive user interface and user experience. The new website was designed, built, and 
tested in the cloud using .NET and Angular, with SharePoint as the content management system.

In particular, Datavail was able to design a hybrid solution combining the cloud and on-premises to 
meet the client’s regulatory requirements. The client’s core customer data remains on-premises in an 
SAP database, while the rest of the infrastructure has moved to the cloud. This idea of a hybrid solution, 
taking the best of both worlds from the cloud and on-premises, can be applied in any situation where 
data sovereignty, data security, and regulatory compliance are important concerns — not only for utility 
companies, but also in other industries such as healthcare and finance.

The solution makes use of both Azure’s IaaS (infrastructure as a service) and PaaS (platform as a service) 
capabilities. The technologies used throughout the project include:

• Azure Cache for Redis, a secure, in-memory data store and cache that enables high performance, 
availability, and scalability.

• Azure Virtual Machines

• Azure Virtual Networking

• Azure VPN Gateway

• Azure Storage

• Azure Key Vault

• Azure Load Balancers

Finally, Datavail has helped the client switch to a CI/CD (continuous integration/continuous delivery) 
pipeline, so that new versions of the website can roll out much faster than before. Datavail also provides 
post-implementation support, helping to drive continuous improvement through Azure DevOps and 
metric-based dashboards for infrastructure and application performance.



The Results: 
Cost Savings 
and Greater 
Scalability
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Thanks to joining forces with Datavail, the client has seen a number of positive results, 
including:

Greater 
scalability

Through Azure’s on-
demand cloud services, 
the client’s services 
can scale up and down 
on demand based on 
forecast increases or 
decreases of use.

Self-service 
goals achieved

In the first year since the 
website went live, the 
client already achieved 
its industry e-billing and 
customer self-service 
goals. The client’s 
current rate of e-billing 
and self-service is 44%, 
significantly above the 
industry average.

Better user experience

By delivering an interactive, engaging 
web experience, the client was able to 
meet its targets for reducing call center 
volumes, both immediately at launch 
and in the year that followed. Datavail 
also helped reduce the number of 
redundant and outdated pages by half, 
improving the website’s performance 
and manageability. The client’s customer 
website is now securely within the top 
quartile of rankings for factors such as 
mobile web experience.



Datavail continues to work closely with the client to support their Microsoft Azure and IT 
needs. The client has enlisted Datavail’s services to support both the solution itself and the 
Azure infrastructure for a period of three years, with a renewal for an additional two years. 
Datavail’s obligations include maintenance and management of:

• The client’s core Azure infrastructure.

• Production and other environments hosted in Azure.

• Check Point clusters (connected security gateways to enable load balancing and high availability).

• SharePoint and Microsoft SQL Server.

• The client’s customer website and subsidiary portals.

In fact, since the website has gone live, the client has expanded the scope of the project 
by adding items such as Check Point firewall support to the deployment. Possible future 
initiatives with the client include:

• Developing a proof of concept for a content delivery network (CDN) for the client’s website. 
By distributing servers in many different geographical locations, CDNs help deliver content to 
users faster, enable smarter bandwidth consumption, and even improve a website’s search engine 
optimization (SEO).

• Moving from SharePoint to Azure App Service for the client’s app services hosting, switching to 
a “headless CMS.” Azure App Service is a highly secure, versatile web application development 
framework that can help improve both performance and developer productivity.

• Upgrading various applications and services, such as SharePoint and Check Point.
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Conclusion

The client in this case study has been tremendously productive and successful by working with Datavail 
— but their experience is not an unusual one. Datavail is a knowledgeable, highly capable IT managed 
services provider, with more than 17 years as a Microsoft partner.

As a Microsoft Gold Partner, the highest certification available for Microsoft MSPs, Datavail has already 
helped hundreds of clients, including migrating their applications and database workloads to Azure 
Cloud. Many of our clients have been with us for 10 years or more, speaking volumes about our 
commitment to customer satisfaction and success.

The list of Datavail’s Microsoft Azure 
services includes:

• Moving from on-premises to Microsoft 
Azure and hybrid environments.

• Software development on, and integration 
with, Azure.

• Fully managed services for applications on 
Azure, hybrid and on-premises.

• 24/7 support and managed services, 
including cloud management and 
monitoring, database administration 
support with high availability, disaster 
recovery, incident response, patching, and 
performance tuning.

Our Azure cloud migration projects 
include:

• Performing a cloud readiness assessment 
and a total cost of ownership (TCO) 
analysis.

• Creating a cloud migration roadmap and 
strategy.

• Application development and migration, 
including architectural concerns, design, 
and software upgrades.

• Database migration and refactoring for 
minimal downtime.

• Cloud data analytics, including ETL, data 
warehouses, reporting, and dashboards.

Need assistance with your own 
cloud migration?

Datavail can help. Get in touch 
with our skilled team of experts 
today for a chat about your 
business needs and objectives.
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