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Introduction

With businesses placing increased focus on their core activities and strengths, it
makes good business sense to utilise the skills of the IT workforce in ways that will
maximise the return on IT investments.

Today companies can adopt this approach by entrusting the day to day
management and support of part or all of their IT infrastructure to a strategic
partner with the proven skills and expertise to ensure high availability computing
services ar e delivered throughout the business.

From our Customer Support Centre, the Proactive Remote Managed Services (RMS)

Team will monitor, manage and report on any network device with an IP address

and will proactively identify and address potential reliability or performance
problems before they have a chance to cause downtime, loss of data or poor

quality of service.

Capabilities

The service provides a comprehensive array of proactive monitoring, management,
diagnostics and repair services designed to enhance reliability, performance and
reduce system downtime.

Operating from the Deverill Customer Support centre in Poole, the team continually
monitors our customerso®é networks for actual
failures. The service monitors network and systems performance over time and
provides real -time notification of failures as well as generating alerts on expected

system failures and performance bottlenecks.

The service further reduces downtime by enabling our team to remotely diagnose
and repa ir faults without the need for a specialist to visit the customer site. In the
event of action being required, the service allows the immediate download of
software fixes and upgrades and enables our team to apply these remotely.

The service is designed t 0 enable customers to tailor the service to their unique
business needs. Its proactive approach to network and system management
enables action to be taken prior to system failure or performance degradation and
significantly reduces any potential threat to business profitability and efficiency

AiMore than once,
resolved imminent network or
server issues without our being
aware of the issue.

Having Deverill perform regular
maintenance on our system has
saved us a lot of time and mone)

Colin Woodward, ICO
Commiinications
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Business Unit Monitoring

\

Reduced costs

Through the efficient monitoring mechanisms and the expertise of the RMS team we

can help to significantly reduce the day
department freeing up IT budget and resources for projects that can add more
value to the business.
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The Components of RMS

The RMS Service is an amalgamation of a number of discrete services and includes
the proactive management of all intelligent network and server device S.

AProvides automatic escalation to either our RMS team
or a clientodés I T team in t
raised.

Network System
Monitoring

AUsing the skills of the Deverill RMS Team, problems
will be identified, examined and a solution determined
before being progressed through to resolution. This is
a proactive service designed to prevent problems from
becoming critical and ensures a rapid fix.

AThe Service can be configured to monitor and manage
specified IT -enabled business processes and systems
in areas critical to continued business operation. For
instance, systems supporting a customer call centre
can be monitored, managed and controlled in isolation
from the IT processes and systems that support other
parts of the business.
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. Acritical to system performance and potential problem
Device Response identification this component monitors and reports on the
Monitoring response times between critical system devices or
client/server connections.

AFrom the Customer Support Centre the RMS Team are
able to, securely, perform the day -to -day operating
system management tasks necessary for reliable system
operation. Highly skilled in Microsof!t
technology, VMWare, most major Unix implementations
UpEeraling Sysle and Novell s Netware family of product
Management the knowledge to support the business critical systems
installed on customer sites. In addition the Team can also
call on the expertise of highly skilled engineers and
consultants throughout Deverill, providing access to an
immense knowledge base and pool of expertise to
support the customer.

AThis component monitors supplier performance against

Service Level defined service level thresholds and quality of service.
Using this information, customers can maximise their
Management return on IT investment and optimise the quality of

service delivered to the business.

AThis module provides for the analysis of the performance

SerVICeManagement of any of the customerds third party s

\

AComprehensive information on the performance and
reliability of the client infrastructure is collected, analysed
and reported on a regular basis. Both the initial data and
the monthly reports are then delivered to the client. Many
organisations view this information as critical to future IT
investment decisions especially in the area of reducing
the short to medium term Total Cost of Ownership.

Monthly or Quarterly
Reporting

\

AWe are also able to offer co  -location solutions within a
secure, temperature controlled server room. This element

Co-Location Solutions of service can cover a single server or entire

infrastructure to assist with disaster recovery plans or

limited floor space.

\
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Network Operations

Centre
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Managed Services

Remote Support \% V \% \% \%

On-site Support Vv V Vv \% \%

Remote System Admin o} o] \Y V Y

Tasks

On-site System Admin o} o] o] V V

Tasks

Billing

Fee Structure Support (discounted | Support Support & Support & Contractual
block time) (pre-authorised block Maintenance (off- Maintenance SLA-based

time) site only)

Remote support during £65/hr £60/hr £55/hr Unlimited Unlimited

business hours *

On-site support during £80/hr £75/hr £70/hr £65/hr Unlimited

business hours *

After hours (scheduled) Time-and-a half ? Time-and-a half 2 Time-and-a half Y Y

Emergency (unscheduled) Double-time * Double-time * Double-time * Double-time * v

1. Business hours are Monday to Friday from 9am to 5pm GMT
2. As a multiplier of the base  -rate.
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