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CLIENT BACKGROUND
NOTE: The customer wishes to remain anonymous 

Health Insurance Company (HIC) is a non-profit insurance company based in 
Colorado, where it is the state’s leading health benefits company. HIC provides 
its one million members with the convenience of local customer service backed 
by a national network of providers. In addition, HIC is a nonprofit company with 
a mission to improve health in Colorado. They invest more than half of what they 
earn back into the community and partner with state agencies and other local 
nonprofits to improve the health of Coloradans.

CHALLENGE 
Health Insurance Company (HIC) runs a relatively large Oracle Database, with 
the total Oracle environment (including Middleware, OBIEE, WebLogic, and more) 
representing half their storage, about 25 TB. This Oracle Technology is critical 
to HIC operations, because it handles the reporting and analytics for multiple 
business units. The Oracle ecosystem must be continuously available also 
because specific customers receive regular reports and data due to contractual 
obligations and requirements, including the Affordable Care Act and  
health exchanges. 

HIC’s 2018 IT strategy had been to replace this Oracle environment with a 
single, proprietary healthcare industry-specific system with the same reporting 
functionality. With little in-house Oracle expertise, HIC had previously hired a local 
managed service firm to ensure the database remained online and accessible until 
the system conversion was able to be completed. By 2019, HIC had selected and 
begun to implement the new system, but delays and competing priorities had left 
the Oracle system in place. The Director of IT and the IT Team were resigned to 
this situation, knowing that the existing system performed as needed.  

What HIC was not counting on was that the system was less stable and well 
maintained than they knew. In early 2019, the database suffered a major, week-
long outage. The new director discovered that the managed services firm was 
not hired under a Master Service Agreement and was not regularly monitoring or 
backing up the database. Because the firm could not get the database restarted, 
HIC reached out for alternative assistance. 

APPROACH
HIC’s full-service business and technology consulting firm recommended that 
they contact Spinnaker Support for emergency Oracle services. The HIC director 
promptly initiated a conversation, describing the situation and their immediate 
need. That same day, Spinnaker Support’s consulting services team took the case 
and began to get the database back up and running smoothly.  

SERVICES PROVIDED
 � Third-Party Oracle Support  

 � Oracle Managed Services  

 � Oracle Consulting Services 

INDUSTRY & ACCOUNT DETAIL
 � Industry: Insurance 

 � Employee Count: 200 

 � Corporate HQ: Denver, CO 

ENVIRONMENT
 � Database: Oracle 11.2.0.4  

 � Operating System: Linux 6.9 & 6.10  

 � Modules Supported: Application 
Administration for Oracle Database 
and Middleware – Enterprise Edition 
Database Base, OBIEE, WebLogic, 
Oracle Internet Developer Suite, Oracle 
Partitioning, Oracle Advanced Security   

LANGUAGES SUPPORTED
 � English

GLOBAL LOCATIONS 
 � United States   

FOR MORE INFORMATION

Our case studies give an inside look at the 
experiences of other companies that have 
used Spinnaker Support for their SAP & 
Oracle software support needs. Visit https://
spinnakersupport.com/client-success-stories/ 
to read other client case studies.
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“The Spinnaker Support consulting team knew exactly what to do to give us 
a permanent fix,” said HIC’s Director of IT Infrastructure. “They resolved the 
configuration problems (why we couldn’t turn it back on) and the problems 
of talking to storage. They fixed a full list of requirements, creating a stable 
environment. They also put in the monitoring and backups for us.” 

Impressed with this experience, HIC engaged with Spinnaker Support in further 
conversations about their Oracle Database and Technology managed services. 
After the outage, HIC knew it required true 24/7 performance monitoring and 
ongoing DBA assistance from a responsive and accountable technology vendor. 
Within weeks, they gave notice to their former managed services firm, coordinated 
the transfer of knowledge, and transitioned to Spinnaker Support Oracle  
Managed Services.

SOLUTION
Spinnaker Support offers a unique, global blend of managed services, value-add 
consulting, and third-party support for Oracle products. Its managed services and 
consulting skillsets encompass virtually every Oracle enterprise application and 
the entire surrounding technology environment. These services help to augment 
your staff, fill capability gaps in your IT team, and improve your overall operability, 
often with less expense. 

HIC became an Oracle managed services customer of Spinnaker Support in 
March of 2019. “We needed the environment to be stable and reliable and to have 
someone knowledgeable to maintain that environment,” said HIC’s Director of IT 
Infrastructure. Since that time, Spinnaker Support’s team has performed all types 
of services, including DBA work, operating system configuration, performance 
monitoring, database tuning, and query writing. 

In July of 2019, HIC learned of Spinnaker Support’s third-party Oracle Database 
and Technology support, which replaces Oracle’s annual maintenance and 
support. The combination of managed services and third-party support was 
an ideal solution for HIC, because it had no interest in upgrades, planned to 
eventually decommission its Oracle database, and was pleased at the prospect 
of immediate budget savings. Best of all, HIC was already working closely and 
collaboratively with Spinnaker Support, so consolidating services under a single 
vendor gave them far better value for their spend. 

RESULTS 
Spinnaker Support is now fully accountable for HIC’s Oracle Database and 
Technology environment. In addition to managed services, HIC receives full, day-
to-day software support, which consists of break/fix (including interoperability 
issues), general inquiry support, technology advisory services, security and 
vulnerability management, and proactive status reporting. “We got more than 
what we had before, with a higher quality of services and more reliable and 
experienced support than from Oracle,” said the Director of IT Infrastructure. 

Third-party support is always at least half the cost of Oracle support and provides 
more services than traditional support through an expert global team. When 
switching to Spinnaker Support, HIC gains more comprehensive and responsive 
service, saves 59% on its support fees, and can remain on Oracle Technology until 
it moves the reporting function to its new SaaS claim system. The IT team intends 
to retain the historical information from their Oracle system in the cloud, where 
they can use it as a searchable source of data. HIC applied the savings to support 
several regulatory projects already in the pipeline. 

“For me, Spinnaker Support has 
the experience to get it done. 
Our former managed services 
company couldn’t help us and 
lacked accountability. Spinnaker 
Support knew what was going 
on – they immediately identified 
the problems, fixed them, and 
helped us operate again. I can 
trust these guys.” 

Director of IT Infrastructure 

Spinnaker Support is the world’s 
fastest growing and most trusted 
provider of third-party support, 
managed services, and consulting for 
enterprises that run SAP and Oracle 
software in more than 100 countries.  

 � Customers who switch to Spinnaker 
Support’s ISO 9001:2015 third-party 
support model gain significantly better 
SAP and Oracle application support 
for a fraction of the price. Third-party 
support includes bug fixes (including 
all customizations), global tax and 
regulatory updates, and general 
inquiries and advisory support.

 � Tailored application and technical 
managed services delivering specialized 
system administration, performance 
tuning, and troubleshooting skills to dive 
deeper into a customer’s operations and 
address a broader array of their issues.

 � Strategic consulting projects specifically 
targeting the continuous improvement 
and development of Oracle and SAP 
enterprise applications and surrounding 
technologies. Spinnaker Support’s 
blend of services from a single vendor 
span SAP, BusinessObjects, Oracle 
E-Business Suite, JD Edwards, Siebel, 
Oracle Database, Oracle Technology and 
Middleware products, Hyperion, Agile 
PLM, ATG/Endeca, and more.
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