
AGE CONCERN: 

MATCHING THE SERVICE  
TO THE NEED

According to the Home Of�ce Citizenship 

Survey of 2003 there are more than 26 

million people working in the voluntary 

sector in England and Wales. They work 

more than 1.9 billion hours, the equivalent 

workload of 1 million full-time workers, and 

the voluntary sector as a whole contributes 

some £22.6 billion to the UK economy 

every year. A large part of this value comes 

from championing issues that are ignored 

by prevailing commercial and political 

agendas. Raising public awareness of 

such issues is a crucial part of the battle, 

but translating this into tangible bene�ts 

that can be felt on the ground requires 

conviction, determination and great deal of 

organisational skill. 

Voluntary Organisations (VOs) and 

commercial enterprises may exist for very 

different reasons, but they both share 

certain core requirements common to all 

organisations. The most essential of these is 

the ability to strike an appropriate balance 

between the operational costs of running 

an organisation and the costs of meeting 

the immediate needs of those it serves. 

For VOs, who tend to offer most services 

free of charge and who frequently rely on 

donations and the goodwill of the public 

for a substantial part of their income, this 

presents a particular challenge. 

Over the last decade, VOs have proved 

adept at using cost-effective, digitally based 

mass communications to get their message 

across to national and international 

audiences.  Yet the real strength of most 

VOs is �rmly rooted in the local community, 

where they often build close relationships 

with their core constituents and develop 

genuine insight into their lives. VOs have 

much to gain from keeping these local and 

national interests co-ordinated with each 

other, and as such stand to bene�t as much 

from the falling cost of enterprise ICT as 

their commercial counterparts. 

Age Concern England (ACE) is a case in 

point. ACE�s history can be traced back 

to 1940, when a group of interested 

individuals and governmental and voluntary 

organisations founded the Old People�s 

Welfare Committee. 

The Committee was originally tasked with 

monitoring the effects of social dislocation 

on older people caused by the Second 

World War, a brief that was pursued 

throughout the 1940s and for the two 

decades that followed. Some of the work 

was undertaken under the banner of the 

National Old People�s Welfare Committee, 

as a way of distinguishing it from the local 

Old People�s Welfare Committees that 

had been set up to provide community-

based services for older people. In 1971 

this national group became completely 

independent of government and got a 

new name � Age Concern England (ACE). 

Today ACE is part of a federation of nearly 

400 independent charities in England that 

share the same name, values and standards. 

ACE is the only national member of this 

federation.
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ACE is an in�uential media champion for 

the rights and interests of older people 

and is committed to a number of ongoing 

political and media campaigns on issues 

that affect the elderly, these include age 

equality, income, quality of care, transport, 

employment and well-being, housing, 

social care, crime and safety and consumer 

issues. ACE itself consists of approximately 

800 employees; 270 of which are located in 

Norbury, SW16 with the rest spread across 

the country.  In addition to charity shops, 

ACE has a trading subsidiary called Age 

Concern Enterprise (ACEnt). ACEnt offers a 

variety of services, including will writing and 

insurance products, funeral plans, training 

services, �owers and cards, bookshops, aid-

call personal alarms and consumer energy 

supply.

Any organisation of this kind of scale and 

with this many interests stands to bene�t 

from the economies of scale brought about 

by IP-based technologies. However ACE�s 

status as a non-pro�t organisation means 

that it has to be particularly hard-nosed 

about getting value for money from ICT 

services and �nding a solution that precisely 

matches its needs.  This is just one of the 

reasons why ACE trusts Sungard Public 

Sector to handle its business.

SunGard won the tender to become ACE�s 

ICT service provider in 2001. ACE have 

renewed this contract twice without feeling 

the need to go out for re-tender, most 

recently in July 2006, when the contract was 

extended until 2010.

Ruth Rosenthal had the responsibility for 

the most recent renewal. Ruth has spent 

26 years working in the IT sector and has 

worked with most of the major IT service 

providers. She found the decision was a 

straightforward one:

�Our relationship with SunGard has been 

excellent � one of the best experiences I�ve 

had with an outsourced provider during 

my career. They supplied a dedicated 

manager to work with us internally and to 

manage our relationship and its contractual 

obligations which considerably reduced 

our workload.  They also provided valuable 

strategic consultancy for no extra cost - and 

they have never once said �no we can�t do 

this inside the contract�.

When SunGard started the contract in 2001, 

50% of ACE users used Lotus Notes and 

50% used Microsoft Exchange. 

As part of the tendering process SunGard  

had highlighted that Lotus Mail was too 

complex and expensive to scale and 

that Microsoft Outlook offered a more 

cost effective solution.  ACE adopted 

this recommendation and SunGard�s �rst 

task was to complete the migration to 

Exchange, which they managed to do 

without disruption to service and within 

a short timeframe. Also, during the initial 

tender for the contract, SunGard had 

proposed that they could reduce ACE�s 

operational costs by rolling out thin clients 

across their network. It was a solution that 

required substantial changes to present 

infrastructure, such as consolidating 

data stores and streamlining of access 

management controls, but SunGard 

successfully guided ACE through the 

necessary steps. According to Ruth 

Rosenthal, the effort was more than 

justi�ed:
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Thin clients turned out to be ideal for our 

needs because they allowed us to reduce 

the cost of investing in desktop hardware 

(which could be anything up to £4-500 per 

desktop) and also saved money in support 

and software management.  SunGard was 

able to provide a high degree of remote 

support, which made life easier for both 

of us, and the central management they 

provide has delivered substantial bene�ts 

to us. With the money we�ve saved we�ve 

been able to increase our IT assets and the 

project is still saving us money after �ve 

years�. 

The newly consolidated infrastructure did 

indeed help open up new opportunities for 

ACE to maximise ef�ciency and reduce cost. 

Previously Age Concern Enterprises (ACEnt) 

ran its own IT infrastructure independently 

of the main charity. Both SunGard and ACE 

senior management recognised there were 

strategic and operational bene�ts in having 

ACEnt and ACE merge their domains and 

share a global e-mail address list and a 

common pool of data and applications. 

SunGard not only delivered the domain 

merger, rolling out the new domain servers 

and installing Windows 2003 Active 

Directory, they also used the opportunity 

to upgrade all Microsoft Exchange 2000 

servers to Microsoft Exchange 2003 and 

all thin client services to Windows 2003 

Terminal Server Environment. 

Ruth Rosenthal, for one, is pleased with the 

service:

�I am happy to say the advice provided by 

SunGard has taken us forward further, and 

their experience added more value, than 

any of their competitors to date.

They can do this because they actually 

understand the ethos of our charity and 

why it is so very different from a commercial 

organisation.  

They understand we don�t have the funding 

choices that commercial organisations have 

and are far more constrained in what we 

can do, but they�ve also shown they know 

how to invest in new IT systems and get �rst 

class performance on a very tight budget.�

As the price of enterprise grade hardware 

and software continues to drop, seasoned 

implementers such as SunGard are able to 

offer a growing range of strategic choices 

to their customers as part and parcel of a 

standard contract. Quality consultancy is no 

longer the exclusive preserve of blue chip 

companies and brand name management 

consultants. SunGard believes it has the 

expertise and industry contacts to design, 

build and run ICT services and precisely 

calibrate them to the customer�s needs.
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ABOUT SUNGARD PUBLIC SECTOR

SunGard Public Sector UK serves a wide range of customers - public safety and justice 

agencies, local and central government and third sector organisations. Solutions include 

public safety and justice applications as well as managed services and management 

consulting. In the UK more than 50 million citizens � 86% of the population - are served by 

agencies that rely on SunGard Public Sector solutions.   www.sungardps.co.uk 

ABOUT SUNGARD 

With annual revenue of more than $4 billion, SunGard is a global leader in software and 

processing solutions for financial services, higher education and the public sector. SunGard  

also helps information-dependent enterprises of all types to ensure the continuity of their 

business. SunGard serves more than 25,000 customers in more than 50 countries, including 

the world�s 50 largest financial services companies. www.sungard.com


