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The Strategic Solution

The Strategic Solution from BCC Group harnesses every facet of our support service
capabilities to deliver a truly strategic approach to your IT management. From basic support
through operational management to disaster recovery planning and execution, the Strategic
Service aligns BCC Group’s resources with your business goals and objectives to ensure a
problem free IT environment.

Availability :
365 days, 24 x 7.
Responsiveness :

The guaranteed response time to all support calls is 1 hour.

This means that your call will be logged and allocated to a service consultant within one hour
of your call. Within that time frame our consultant will diagnose the problem and agree a
course of action with you to rectify the problem.

Proactivity :

The Strategic Service enhances the basic level of services by providing active monitoring of
your systems, preventative maintenance routines and remote deployment of updates, service
packs and configuration changes.

Scope of Support :

Baseline

e Initial review and audit of both application and infrastructure requirements and status.

e Production and delivery of full operational audit documentation, a key investment for the

future and the basis of our ongoing support.

Server administration.

Daily monitoring of system up-time, device and error log checking.

Support and maintenance to mutually agreed service levels and budgets.

Provision of a secure, remote method of system access to enable a rapid diagnosis of a

support issue.

e Maintainable security copies of key systems, to enable both a fast and consistent rebuild
in the event of a system failure, i.e., Ghosting.

e On-line issue logging and tracking is made available to key users of each customer,
providing an openness of information to all parties.

e Safeguarding the security of your information is essential, as such we are able to
recommend, install and configure suitable and effective security solutions across your
infrastructure.

e Checklists, reports and action plans to ensure you are kept fully informed and provide the
basis for proactive response planning.

e Qur on-line issue logging system allows each user to see the current status of any issue

they raise.
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Capacity Planning
e Monitoring your systems to achieve high availability and minimum downtime, with a
particular focus on proactive capacity planning and measurable KPlIs.

Performance Tuning
e Delivering optimum performance through comprehensive monitoring and system fine-
tuning, providing maximum availability to your key information as and when needed.

Operational Management
e |dentifying issues and risks, and handling them according to mutually agreed escalation
procedures.

Disaster Recovery
e Disaster recovery plan is a fundamental responsibility of every organisation. We can
assist in the formulation, development and implementation of your strategy.

Options Available with this Service

e 3" Party maintenance contract management & coordination.
e Disaster Recovery — execution.

e  Supplementary system health-checks.
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