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Discover how Dell IT enhanced employee
experience and satisfaction through seamless
deployment and efficient IT enablement

Executive Summary

Dell IT transformed operational excellence and employee experience by
replacing legacy, manual imaging and provisioning with a modern, cloud-
enabled lifecycle: Dell Ready Image for consistent, secure builds; Connected
Provisioning for factory-to-employee, day-one readiness; and Self-Healing
Image Recovery (SHIR) for rapid, autonomous recovery. On a global scale,
this blueprint reduced provisioning time, minimized downtime, cut support
overhead, and elevated satisfaction—turning IT from a ticket-driven function
into a strategic enabler of productivity, resilience, and growth.

Key Outcomes

+ Accelerated time-to-productive: Factory-ready devices and cloud
provisioning shrink setup from days to near-immediate use, speeding up
refresh cycles.

+ Resilient, hands-off recovery: SHIR enables BIOS-based, self-service re-
imaging and swift ransomware/malware recovery without physical media
or IT bottlenecks.

+ Lower operational burden and risk: Standardized Ready Image eliminates
configuration drift, reduces support tickets, and removes USB/logistics.

+ Better employee experience at scale: Consistent, reliable devices deliver
fewer disruptions and higher satisfaction, freeing IT to focus on strategic
initiatives.

D<A LTechnologies Dell IT’s Blueprint for Innovation—1



Dell IT: Empowering the Workforce
in a Changing Digital Landscape

Changing times brings changing
expectations

D<A LTechnologies

The role of IT is evolving—moving beyond device management to
enabling digital transformation that directly impacts productivity and
employee satisfaction. At Dell Technologies, Dell IT is leading this
shift, supporting a global workforce with solutions designed to meet
modern demands.

To meet these demands, Dell IT turned inward, leveraging its own
innovative solutions to overcome operational challenges and elevate
the employee experience. By implementing Ready Image, Connected
Provisioning, and Self-Healing Image Recovery (SHIR), Dell IT set a
new benchmark for IT efficiency, resilience, and user empowerment.

As new work patterns become embedded in daily routines, the ability
to deliver fast, reliable, and personalized IT experiences is more
critical than ever. Dell IT is focused on creating a workplace where
technology enhances well-being and productivity. These solutions
are not just about IT—they're about enabling people to thrive and
drive business growth.

This case study explores how Dell IT transformed its internal
processes o deliver smarter, faster, and more human-centric
IT services—focusing on three key innovations: Ready Image,
Connected Provisioning, and Self-Healing Image Recovery (SHIR).

“By streamlining and automating our process
workflows, we've enabled our IT teams to shift focus
toward strategic, value-generating outcomes that
drive innovation and business impact.”

Kathleen Lucey
IT Director at Dell Technologies
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I Dell IT faced a significant challenge: enhancing user experiences while
The Challenge: Scaling IT reducing dependency on IT-assisted workloads across a vast enterprise.
With over 100,000 devices under management, refreshing nearly a third

of the environment annually, and executing a comparable number of OS
re-images, the operational burden was immense. The complexity and
scale of these tasks created pressure on IT resources and impacted
overall efficiency. Dell IT recognized the need to simplify and streamline its
provisioning and re-imaging processes to deliver faster, more consistent
frantic calls were the worst: outcomes—ultimately transforming the experience for both IT teams and
a critical device was down employees worldwide.

for a Global Workforce

“As an IT Senior Architect at Dell,

somewhere, and an employee . L A
ploy Operational Inefficiencies and Security Risks: End users were burdened

was stranded. My team and | with lengthy, unclear instructions for self-service re-imaging, often

would scramble, spending hours resulting in increased support calls and delays. The process was complex,
imaging a new device or creating inefficient, and heavily reliant on manual intervention, making it difficult to
a recovery USB key and figuring keep devices secure and up to date. As ransomware threats escalated, the
out how to get it to the end-user. urgency to eliminate custom imaging and external dependencies became

critical. Reliance on VPN connections or on-premises infrastructure for
managing the PC fleet introduced vulnerabilities and slowed response
times. Corrupted system images further compounded the risk, often
James requiring time-consuming recovery efforts that drained IT resources. In the
event of widespread disruptions, such as malware or ransomware attacks,
these limitations could significantly delay recovery and impact business
continuity. The cost in lost hours, delayed projects, and employee frustration
was substantial. It became clear that Dell IT needed a scalable, cloud-
enabled solution to replace static imaging and reduce reliance on hands-
on troubleshooting—enabling faster, more secure recovery and improved
operational efficiency.

It was a stressful, inefficient
cycle that kept me up at night.”

Provisioning and Imaging: Systems Under Strain: Maintaining consistency
across a diverse device ecosystem was a persistent challenge for Dell IT.
Devices were initially deployed with a base image, but frequent manual
updates and provisioning of additional software introduced configuration
drift and inconsistencies. These discrepancies often required repeated re-
creation and testing of custom images, increasing troubleshooting efforts
and support tickets. Ensuring that drivers, firmware, applications, and
security configurations remained current across thousands of devices was
difficult to achieve at scale. Provisioning new devices further compounded
the challenge: the process was labor-intensive, heavily reliant on manual
intervention, and created bottlenecks during critical cycles such as employee
onboarding and global hardware refreshes. The lack of automation and
end-to-end orchestration not only slowed operational efficiency but also
elevated the risk of misconfigurations, inflated support costs, and negatively
impacted the overall employee experience.
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Dell IT set goals to
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Simplify and Scale Enhance Security Improve End-User
Provisioning & Imaging and Resilience Across Experience While
Processes the Fleet Reducing IT Workload
| At Dell IT, our goal has always been to deliver a seamless and secure

experience for our workforce while minimizing operational overhead. As
our organization scaled, we began to see growing complexity in our device
deployment process. The self-service model for imaging and provisioning,
once efficient, had become increasingly convoluted—leading to user
confusion and a surge in support requests.

The Solution: Harnessing
Dell’s Own Innovations

One of our biggest challenges was managing USB-based deployment media.
Distributing and maintaining these physical assets introduced inefficiencies
and posed significant risks. In scenarios requiring rapid, large-scale
recovery—such as a ransomware attack—outdated or inconsistent media
could severely hinder our ability to respond quickly and effectively. Dell IT
knew it was time to rethink their approach.

To address these challenges, Dell IT partnered with Dell's Product Group and
Services team to move away from custom imaging and legacy deployment
methods. The first step in the transformation was adopting Dell Ready
Image—a factory-maintained system image that ensures every device arrives
with the optimal configuration and up-to-date drivers. This consistency
eliminates configuration drift, simplifies deployment, and enhances both
security and performance right out of the box. For teams requiring custom
images, Dell also offers the flexibility to submit those for factory deployment,
ensuring tailored environments benefit from the same streamlined delivery.

Once imaging was complete, Dell IT leveraged Connected Provisioning, a
cloud-based solution that allows us to ship ready-to-work devices directly to
our workforce—straight from the Dell factory. Devices are securely configured
from the cloud at the time of order, eliminating the need for manual setup or
third-party USB media. This approach has drastically reduced provisioning
time, enabling us to preconfigure devices in just days and significantly easing
the burden on our internal IT teams.
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To further strengthen the deployment lifecycle, Dell IT implemented Self-
Healing Image Recovery (SHIR), a feature available through Dell TechDirect.
SHIR allows us to remotely manage recovery preferences for individual PCs
or entire fleets. It provides a recovery environment that can be used when

a device is unable to boot, scanning for available operating systems and
restoring them with minimal or no technical support. It also enables pre-
boot diagnostics and troubleshooting. Dell IT advised teams to follow proper
backup protocols, as the recovery process permanently deletes data from
the device.

This modernized approach proved especially valuable when Dell IT needed
to add a new device to its Standard Catalog. Previously, this would have
required rebuilding and validating a custom image—a process that could
take an entire quarter. With Dell Ready Image and Connected Provisioning
in place, the system automatically adapted to include drivers for the new
device. The only action required was notifying the factory services team to
update the scope for Dell internal orders. This seamless process drastically
reduced transition time and effort, showcasing the agility and efficiency

of Dell's factory-driven deployment model. Now, instead of us spending
days provisioning a single laptop, new devices can be shipped directly to
employees, ready to go right out of the box with everything they need.

Benefits of Ready Image Benefits of Connected Provisioning

+ Clean, Standardized Experience: Provides a + Accelerates productivity with ready-to-use,
Windows Pro OEM image free from excess preconfigured devices, enabling employees to start
software or trialware, delivering a streamlined working immediately.

ieumEEIem @r StEllD IV e RIS Automates and simplifies IT workflows, freeing IT

Cloud-Enabled Deployment & Recovery: teams to focus on strategic, high-value projects.
Supports remote image management and
recovery through Dell-hosted cloud tools, ideal
for distributed workforces.

Delivers a consistent, secure, and optimized user
experience aligned with company policies.

Reduces costs and saves time at scale by
streamlining device deployment and provisioning
processes.

Consistent Updates and Security: Quarterly
updates ensure devices are deployed with
current security patches and drivers, with
maintenance handled by Dell’s team.

Integration with Modern Provisioning: Designed
to work seamlessly with technologies like
Microsoft Windows Autopilot, enhancing
modern provisioning strategies.
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SHIR proved invaluable during a recent incident. Once devices were deployed,
users began reporting an unfamiliar application unexpectedly installing on
their machines. Executive leadership demanded immediate answers, and

Dell IT turned to Self-Healing Image Recovery (SHIR) for rapid investigation.
Rather than spending days dissecting a custom image to locate the root
cause, the team quickly re-imaged affected devices with the Ready Image and
confirmed that the suspicious application was not present. Within minutes,
the issue was traced to a SIM service tied to a specific Mobile Network
Provider. With this insight, Dell IT escalated directly to the provider and
stopped the unwanted installation in its tracks. What might have taken days to
resolve was contained in record time, thanks to SHIR.

Today, our end users can self-service a re-image directly from the BIOS boot
menu—no waiting for support, no need for physical media. SHIR has become
a cornerstone of our ransomware recovery plan, giving us scalable, hands-off
recovery capabilities that are both fast and secure.

Additional Benefits of SHIR:

+ SHIR reduces USBs or IT technician for recovery.
« Single portal for deployment management (TechDirect).
Reduced workload and increased speed to client engineering changes.

+ Reduces stocking and inhouse maintenance location for refresh units
and provisioning processes.

Together, these innovations have redefined what's possible for Dell IT,
turning modernization into measurable progress—for IT, users, and the
company as a whole.

“This transformative change is such a key
enabler, it was made an integral part of
Dell's Ransomware Recovery Playbook.”

James Hamby
IT Senior Architect at Dell Technologies
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I — Dell IT's partnership with Services has proven to be a catalyst for

The Business Case operational transformation—delivering measurable improvements not

only within IT but across the broader Services organization. By aligning

. on shared goals and leveraging each other’s strengths, the collaboration

Transformation enabled innovations that simplified device deployment, enhanced support
capabilities, and improved user experience at scale.

for Innovation-Led

Key advancements included the implementation of organization-wide
default settings for new devices and the enablement of post-sale Self-
Healing Image Recovery (SHIR)—both of which contributed to faster,
more consistent provisioning and recovery. These enhancements reduced
manual intervention, strengthened security, and empowered users with
self-service capabilities.

However, the journey also underscored the importance of environmental
readiness and change management. Successful deployment required
thoughtful planning around outbound network connectivity, provisioning
traffic exceptions, and user education. These elements were critical to
ensuring smooth rollouts and minimizing disruption.

By proactively addressing user pain points, optimizing processes at
scale, and embedding these learnings into service offerings, Dell IT
demonstrated the real-world impact of innovation. The outcomes
extended beyond internal efficiency—setting a benchmark for customer-
facing solutions and reinforcing Dell's commitment to delivering value
through technology.
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I The adoption of integrated, cloud-enabled provisioning and recovery
Impacts and Outcomes solutions has significantly transformed Dell IT's operational landscape.
These innovations have delivered measurable outcomes across efficiency,

of Dell IT's Modernization " B
resilience, and user experience:

Efforts
+ Faster Device Provisioning: Dell IT drastically reduced setup and
deployment times, enabling employees to get up and running quickly.
This shift allowed IT teams to redirect their focus from manual tasks to
strategic initiatives, improving overall productivity.

* Minimized Downtime and Disruption: With the implementation of Self-
Healing Image Recovery (SHIR), system corruption no longer leads to
extended outages. Devices can be recovered quickly and autonomously,
reducing support costs and keeping operations running smoothly.

+ Optimized IT Operations: Automation and standardized imaging have
brought greater consistency and control across Dell's device ecosystem.
This has led to a significant reduction in support tickets and freed up
valuable IT resources for higher-value work.

+ Improved Employee Experience: Employees now enjoy a seamless and
reliable technology experience—from initial device setup to ongoing
system stability. This has boosted satisfaction, reduced frustration, and
enhanced overall productivity.

Core process improvements deliver outstanding results

Dell IT's modernization journey addressed the real-world scale and
complexity of managing over 100,000 devices—refreshing nearly one-third
annually and executing an equal number of OS re-images. To meet these
demands, Dell IT adopted integrated solutions like Self-Healing Image
Recovery (SHIR), which has already enabled over 14,000 PC refreshes
since January 2025. The growing number of SHIR-enabled re-images
reflects the scalability and resilience of these innovations in supporting
business continuity.

By eliminating the need for USB-based media logistics, Dell IT reduced
operational overhead and gained the agility to respond to emerging
threats such as ransomware. When disruptions occur, users can now
restore their devices independently—without waiting for IT intervention or
physical shipments—dramatically improving recovery speed and reducing
downtime.

The journey also surfaced critical deployment challenges inherent in
global, large-scale environments. Dell IT identified and addressed key
barriers such as restrictive network configurations and user readiness. For
example, environments with Network Access Control (NAC) or captive
Wi-Fi portals posed obstacles to out-of-box provisioning and BIOS-based
re-imaging. Dell IT resolved these by:

D<A LTechnologies Dell IT's Blueprint for Innovation—8



+ Adjusting network policies to allow outbound connectivity for cloud
services, either through exceptions or alternate, authentication-free
access.

+ Implementing proxy exceptions to support unauthenticated traffic for
provisioning endpoints.

These insights have been incorporated into Dell's broader service
offerings, enabling other organizations to benefit from smoother rollouts
and faster returns on their device modernization investments.

“By leveraging our own technology, we're not just solving our
problems—we're creating a blueprint for what'’s possible.
We've transformed our operations, empowering our team

to move faster and innovate more.”

Dell IT Leadership

1 Dell IT's scale—managing over 100,000 devices—positioned it as the
What's Next: Shaping the largest internal customer Dell Serviges has. ever supported. This gmque
challenge became a launchpad for innovation, inspiring Dell Services
and Product Groups to push boundaries with solutions like Self-Healing
Image Recovery (SHIR). The success of this collaboration has already
empowered organizations worldwide to adopt more resilient, efficient
device management practices.

Future of IT Innovation

But Dell IT’s journey is far from complete. As a leader in enterprise

IT transformation, Dell IT continues to raise the bar by driving new
requirements that shape the future of device lifecycle management and
disaster recovery. Among its top priorities:

+ Real-Time Visibility: Advocating for advanced dashboarding tools that
provide insights into service availability and device utilization—enabling
proactive decision-making and operational transparency.

+ Consistent Recovery Defaults: Pushing for default SHIR enablement
across all new systems to ensure consistent, automated recovery
capabilities from day one.

+ Data Protection During Investigations: Exploring features like
investigation holds to prevent re-imaging of systems under review,
preserving critical data when it matters most.

These initiatives go beyond internal optimization—they set a new standard
for excellence across Dell's service offerings. Every enhancement driven
by Dell IT contributes to a broader pipeline of innovation, making Dell's
solutions more robust, resilient, and ready to meet the evolving needs of
global enterprises.
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From Managing to Leading:
A Blueprint for Transformational IT

Dell IT's journey from operational management to
strategic leadership stands as a compelling example

of how technology can accelerate human progress.

By leveraging its own cutting-edge solutions, the
organization not only overcame critical internal
challenges but also fostered a more agile, resilient, and
efficient workplace for all Dell Technologies employees.
This transformation highlights the real-world impact of
Dell's innovations, demonstrating that the most effective
path forward is often the one you create yourself.

Learn More &

Take the next step on your journey.

Dell Technologies Services offers an extensive
portfolio to empower your teams and help you realize
your business outcomes.

I:I Learn more »
.
Contact a Dell @
[| Technologies expert »

Explore Imaging
Services »

Join the conversation
with #DellTechnologies
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https://www.dell.com/en-us/lp/dt/prodeploy-client-suite
https://www.dell.com/en-us/lp/dt/imaging
https://www.dell.com/en-us/lp/dt/imaging
https://www.dell.com/en-us/dt/forms/contact-us/sales-callback.htm
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