Support, monitoring
and management
All the help you need, from an
experienced IT partner you can trust
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Benefits

•

Everything you need to
get business systems
back on track – and
keep them there

Specialist knowledge – Save
time and money on training

As organisations prioritise IT to support innovation,

and recruitment. With Proact

development and growth, many IT environments are getting

you always have access to

more complex and often involve technology from multiple

certified specialists with the

vendors.

relevant expertise
So even though you may have direct vendor support from
•

24/7 operations – With

each vendor, each will be focused on their technology,

both automatic alerts and

rather than the complex environment this technology is

qualified engineers available

deployed in.

round-the-clock, depending
on support level

We’ve developed our support, monitoring and management
services to ensure strong business continuity and to simplify

•

Forward-thinking – Our

processes following an incident affecting your environment.

commitment extends

In the case of support, you can rest assured that your case

beyond daily operation and

will be handled and solved as quickly as possible, via a

problem-solving. We help

single point of contact.

you optimise your resources
to avoid capacity problems

We've been helping organisations with their IT since 1994. So

and plan for change

we know that every one has different capabilities, resources
and time, when it comes to maintaining IT infrastructure
and fixing it when it goes wrong. That's why we offer three
levels of service: Premium Support, Monitoring and Service
Management. Premium Support provides reactive support
to rival direct vendor support, with the key advantage
that you have one single point of contact. As the name
suggests, Monitoring sees us monitor your estate, as well,
to speed diagnosis of issues and prevent them happening
in the first place. While Service Management sees us take
responsibility for maintaining your infrastructure and solving
issues when they arise.

WWW.PROACT.EU
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Why Proact?
Let's start by talking about support, as it's so

these descriptions are true and exactly what

key in helping getting organisations back online

you’d expect from an IT partner. But as well

after a problem.

as our proven, effective processes, we really
pride ourselves on ‘softer’ skills, such as our

With our award-winning services, we allocate

core values, our dedication and our focus on

appropriate specialists from different areas and

relationships.

teams to look at the different technologies that
may be involved and resolve the incident (or
help you to resolve it) as quickly as possible. We
even provide support for end-of-life products.
If the case needs to be escalated, we will

Our values

coordinate the necessary steps across multiple
vendors, so the matter can be resolved in the
shortest possible time.
•

Integrity means that you

We will own the issue and take responsibility

can depend on us, our

for securing a resolution. But this is just the first

solutions, our principles and

step. We will work with your teams to ensure

our actions. We navigate by

that we resolve any issue as soon as possible,

our own compass based

whilst minimising the impact on your business.

on honesty, trust and
transparency

What makes us so good at this? Well, we’ve got
our processes down to a fine art over the last 25

•

Commitment is the

years. And you’ll read about these over the next

foundation of all our

few pages. But our customers tell us they stay

relationships. We formulate

with us for reasons that are perhaps harder to

clear goals and keep them

define.

in focus, always keeping our
customer’s needs in mind

Some might call it a ‘can do’ attitude. Others
like to call us ‘proactive’. And of course both

•

Excellence is what we
contribute and what we
build with. Excellence is our
essence and with decades
of experience under our belt,
we have the wisdom to apply
it well

4

# T H E P OW E ROFDATA

How we can help you
Analysis, strategy and design

How we charge

We’ll work with you to agree what support,

Our Premium Support brings you so much more

monitoring or management your organisation

than regular support from your technology

and IT environment will need, then go about

vendor. We provide support for an affordable

designing a level of service to match those

monthly charge for the length of the contract.

needs.

We charge according to the types, sizes, and
configurations of the technologies you choose

Flexible service options

and the feature sets you select. Based on your

Premium Support provides you with the high-

selections, we calculate a minimum-commit

quality reactive support you’d get from direct

charge. Additional service usage is charged at

vendor contracts, only instead of having to deal

a published flexible rate in your contract, giving

with multiple vendors to diagnose and fix an

you certainty about future expansion costs.

issue, you have a single point of contact - us. In
95% of cases, we’ll solve the problem ourselves.

Monitoring

In the remaining 5%, we’ll contact vendors

All the relevant infrastructure components in

on your behalf, saving you valuable time and

your environment are in constant contact with

finger-pointing. Upgrade to 'Monitoring' and

our monitoring platform. We use incoming data

we'll monitor your environment for you, letting

to manage your systems. When we detect an

you know when there’s an issue, not the other

event, such as a breach when a preset threshold

way around. Upgrade to ‘Service Management’

is passed, an alert is created. This proactive

and we’ll take responsibility for resolving issues,

monitoring means that we call you when there’s

as well as a whole range of other tasks that save

a problem, instead of you having to contact us,

you time and ensure you’re getting the best

which saves you precious time. And of course

from your IT.

monitoring also means that sometimes we can
even prevent problems from happening in the
first place.

Implementation
We provide support, monitoring and
management in the following areas:

Storage

Hypervisor

Server

Networks

Public cloud

Backup

Databases

WWW.PROACT.EU
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24/7 service desk
Many of our customers have digital elements
that need to function round-the-clock or run
offices in different time zones. There’s also the
fact that technology doesn’t only go wrong
during office hours. For these reasons, we can
provide support 24/7 via our local service desks
across Europe.
Depending on the option you choose, our
trained staff can either respond to your requests,
contact you because we’ve spotted an issue
with your environment, or take responsibility
for solving issues and take steps to ensure
they don’t happen in the first place. Whatever
the level of support you choose, we will do
everything we can to work with you to get your
business functioning the way it should.
Global and local
You can receive 24/7 support, monitoring
and management in your own language from
one of our local service desks across Europe,
covering all times zones. These staff are
supported by a network of over 450 specialists,
who are coordinated by a centralised incident
management

system

knowledge base.

and

who

share

a

A trusted partner
With over 25 years’ experience and over 3,500
satisfied customers, we know what to do,
even when the unthinkable happens. We take
ownership of your problem and take proven
approaches that incorporate well-defined steps
to solve issues quickly and effectively. Our ability
to offer you a single point of communication and
someone to coordinate efforts, is vital.
ITIL processes
We deliver all our support, monitoring and
management services in line with the ITIL
(Information Technology Infrastructure Library)
framework, a set of practices for IT service
management that focuses on aligning IT
services with business needs.
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A single point of contact for rapid
resolution of your issue, 24/7, with options
to upgrade to proactive monitoring and
management, for hassle-free IT operation

Centralised incident management system

Event and incident management

We’ve developed our own enterprise tool to

Even our most basic level of support includes

correlate events and analyse alerts. It offers real-

multiple vendor coordination and incident

time alert monitoring and enables proactive

assistance, to help you fix a problem as quickly

support and health checking, leading to faster

as possible. You can choose to add 'fault

incident resolution and to improved uptime.

coordination'

for

pre-agreed,

high-priority

alerts. And Service Management offers incident
Flexible support to suit your needs

resolution, which sees us take full responsibility

Choose what hours you need to cover, what

for solving an issue.

response times you need and whether you want
features such as 4-hour onsite support. You'll

Release/deployment management

also be able to assign the appropriate priorities

Depending on whether you choose support,

to your requests.

monitoring or management, we'll either take
responsibility for upgrading any software/

Single point of contact

firmware, or we'll make recommendations

We provide you with a single point of contact

ensuring that you’re always protected by the

for all our services, for all issues and for all

latest security patches covering the most recent

vendors whose technology might be involved.

security threats.

This means you won’t encounter any ‘fingerpointing’; you can get the help you need from
us, with one phone call or one email.

WWW.PROACT.EU
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Software support

Reporting

If and when you need help, our software

We perform regular reviews to ensure that

specialists are on hand to give you the support

you’re receiving the appropriate level of support

you need. We can help analyse logs or, if

and so we can improve the support you receive

necessary, connect with a vendor on your behalf

from us as time goes on.

and return with a solution. We can also take
operational responsibility for various software

Of course, this doesn’t just improve the service

products, as part of our fully-managed support

you receive. As we include capacity reports and

offering.

trending, we help ensure that potential future
issues are avoided. In the case of Monitoring

Hardware support/part replacement

and Service Management, we hold quarterly

When either your team or one of our own alerts

reviews, though the frequency can be increased

notifies us of a faulty hardware component,

as needed.

we will respond accordingly. This could mean
providing new parts or communicating with

Connectivity & security

operational or security staff to gain access.

If an issue occurs where it would help if we could
connect to your environment to support your

We keep a large number of spare parts ourselves,

administrator, we will do so in line with good

saving you time on replacement. And our fully-

security practice and, in particular, according to

qualified engineers can replace any broken part

ISO 27001.

for you. We do this according to response time
service level agreements (SLAs), reducing any

Encryption: For remote support sessions, we

risk to your business.

use an on-demand transport layer security
(TLS) tunnel.

Where remote diagnostics aren’t enough,
we can also provide service technicians to

Connection method: We’ll use a secure

troubleshoot on site.

remote support session. This will require
your administrator to be present to host the
session. The case owner will remotely connect
to their PC/laptop via the Internet. It's your
administrator’s laptop that will be connected to
the environment.
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Our services
Premium Support

meaning you don’t need the time or skills to do it

Expertise gained from supporting over 3,500

yourself. We’ll conduct near real-time monitoring

organisations for over 25 years is just a phone

of your devices to provide email alerts. We’ll also

call or email away. A single point of contact will

provide fault coordination for pre-agreed, high-

provide you with all the information you need

priority alerts, and we'll provide usage reporting

to know how to fix your problem, whichever

and billing.

vendor/s

is/are

involved.

Our

specialists’

knowledge and shared knowledge base is good

Service Management

enough to help fix the problem in 95% of cases.

You

For the remaining 5% of cases, we'll contact

Management and we’ll take responsibility for

vendors on your behalf, saving you precious

resolving issues, saving you even more time and

time.

effort, and plugging any skill gaps you may have.

can

also

upgrade

to

our

Service

We’ll also perform a range of tasks that help
Monitoring

prevent issues from happening in the first place,

From either our own Premium Support or from

such as ‘change management’, ‘deployment

direct vendor support, you can upgrade to

and release management’ and ‘trend analysis’.

Monitoring. This means that you don’t have to

See the table on the next page to discover all

monitor your environment; we’ll do that for you,

the features of each service.

info@proact.eu
Contact us for more information about
our services

WWW.PROACT.EU
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Process

Financial management
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Support/
Management item

Premium
Support

UPGRADE

UPGRADE

Monitoring

Service
Management

Usage reporting and billing

-

Configuration management database

-

Configuration/design documentation
updates

-

-

Modify devices/OS/software

-

-

Change management recording portal

-

-

Patching of software/firmware

-

-

Near real-time device monitoring

-

Alert notification via email

-

Fault coordination for pre-agreed high
priority alerts

-

Service asset and configuration

Change management

Release and deployment
management

Event management

Incident assistance via manual request
(email or phone)
Incident management
Multiple vendor coordination

Incident resolution via automated alert
or manual request

-

-

Problem management

Incident trend analysis

-

-

IT service continuity management

System contingency testing

-

-

Knowledge management

Knowledge database

-

-

7 step improvement process

Reporting and recommendations

-

-

Service reporting

Incident and change statistics reports

-

Service measurement

Response time/SLA monitoring and
reporting
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Success stories
How our services have helped

Customer in insurance industry

Customer in public sector

Challenges:

Challenges:

•

Wanted to adopt new technology

•

Vendor response times were poor

•

Associated people and skills too expensive

•

Lack of visibility meant constant fire-fighting

Result:

Result:

•

Acted as virtual extension of their team. We

•

Response times have improved

made adopting the new technology possible

•

Like Proact’s “fix it first” attitude

Provided

•

Improvement of granulatiry and visibility into

•

expert

management

at

an

affordable price
•

Allowed the company to adopt its new

systems
•

technology

Can see the status of the systems from
anywhere

•

Will get alerted and receive a phone call for
critical issues only

What do our customers say?
Read our success stories on our website here:
https://www.proact.eu

•

Faults have decreased

•

Better user experience

WWW.PROACT.EU
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info@proact.eu
www.proact.eu

Proact IT Sweden AB
info@proact.se
(+46) 8 410 666 00

Proact IT UK
info@proact.co.uk
(+44) 1246 266300

Proact Netherlands B.V.
info@proact.nl
(+31) 30 30 33 200

Proact U.S. LLC
info@proact.eu
+1(847) 466-1415

Proact IT Norge AS
firmapost@proact.no
(+47) 22 89 23 89

Proact Lietuva UAB
info@proact.lt
+370 5 2526 140

Proact Finland Oy
info@proact.fi
+358 (0)20 7919 240

Proact Estonia AS
info@proact.ee
+372 663 0900

Proact Systems A/S
info@proact.dk
(+45) 70 10 11 32

Proact BVBA
info@proact.be
+32 2 725 45 18

Proact Deutschland GmbH
info@proact.de
(+49) 911 30999 - 0

Proact IT Latvia SIA
info@proact.lv
+371 (6)7 819 444

Proact Czech Republic, s.r.o.
cz.info@proact.eu
+420 272 072 600

