
​Connetix Cloud-Based ICT Support &​
​Consultancy for Education​

​G-Cloud 15 Service Definition​

​1. Service Overview​
​Connetix provides cloud-based ICT support and consultancy services for educational​
​organisations using Google Workspace for Education and Microsoft 365. The service is​
​designed for UK schools, academies, colleges, and multi-academy trusts.​

​The service provides remote and on-site technical support, administration, security​
​management, and consultancy to ensure the effective operation, security, and optimisation of​
​cloud platforms used for teaching, and learning.​

​Support is delivered by UK-based education technology specialists through a central service​
​desk operating in accordance with ITIL best practice.​

​Further details of services provided are attached to the Appendix of this document.​



​2. Service Scope​
​The service provides the following capabilities:​

​Google Workspace for Education Support​

​●​ ​Tenant setup and configuration​
​●​ ​User, group, and organisational unit management​
​●​ ​Licence administration​
​●​ ​Security and compliance configuration​
​●​ ​Application support (including Gmail, Drive, Classroom, Meet, Vault, Directory)​
​●​ ​Chromebook and mobile device management​
​●​ ​SSO integration with approved third-party applications​
​●​ ​Reporting and audit support​

​Microsoft 365 Support​

​●​ ​Tenant setup, configuration, and optimisation​
​●​ ​Entra ID integration and synchronisation​
​●​ ​Licence administration​
​●​ ​Security, compliance and information governance​
​●​ ​Endpoint Manager and Intune for Education​
​●​ ​Exchange Online, SharePoint, Teams​
​●​ ​Power Platform support​
​●​ ​School Data Sync​
​●​ ​Device management across Windows, macOS, iOS and Android​

​Additional Services​

​●​ ​Arbor MIS support​
​●​ ​GDPR and information governance support​
​●​ ​Data Protection Officer (DPO) services​
​●​ ​Cloud telephony solutions​
​●​ ​WiFi Solutions​
​●​ ​Interactive display procurement and installation​

​3. Service Benefits​
​●​ ​Enables secure remote access for staff and students​
​●​ ​Reduces infrastructure costs through cloud delivery​
​●​ ​Improves system reliability and resilience​
​●​ ​Enhances collaboration and productivity​



​●​ ​Supports GDPR and information governance compliance​
​●​ ​Reduces operational burden on internal IT teams​

​4. Delivery Model​
​●​ ​Remote and on-site support from UK-based engineers​
​●​ ​Central service desk for incident, request and change management​
​●​ ​24/7 monitoring and diagnostics​
​●​ ​Escalation to Microsoft and Google education support where required​
​●​ ​Dedicated account management​

​5. Service Levels​

​●​ ​Standard operating hours for the helpdesk is 08:00–18:00 Monday to​
​Friday (excluding UK public holidays).​

​●​ ​Out of hours support is available for critical incidents like system down, cyber attack​
​management​

​Incident Response Times​

​Priority​ ​Description​ ​Response Time​

​CRITICAL​
​Major service outage affecting teaching or​
​operations​

​1 Hour​

​HIGH​ ​Significant service degradation​ ​4 hours​

​MEDIUM​ ​Non-urgent service issue​ ​1 business day​

​LOW​ ​Service request or general enquiry​ ​3 Business Days​

​Custom SLA options are available for multi-academy trusts and large institutions.​



​6. Onboarding​
​Onboarding is delivered as a managed implementation project:​

​1.​ ​Requirements assessment with ICT leadership​
​2.​ ​Technical audit and infrastructure review​
​3.​ ​Migration and implementation plan​
​4.​ ​Tenant setup and configuration​
​5.​ ​Security and compliance configuration​
​6.​ ​Knowledge transfer and documentation​
​7.​ ​Three-year ICT roadmap and improvement plan​

​7. Offboarding​
​On contract termination, Connetix will provide:​

​●​ ​Data handover and system documentation​
​●​ ​Access removal and credential revocation​
​●​ ​Knowledge transfer to new provider​
​●​ ​Optional transition support​

​8. Security and Data Protection​
​●​ ​UK-based support delivery​
​●​ ​GDPR compliant service delivery​
​●​ ​ISO-aligned security practices​
​●​ ​Multi-factor authentication​
​●​ ​Access logging and auditing​
​●​ ​Regular security reviews​
​●​ ​Optional DPO services​

​9. Service Constraints​
​●​ ​Requires stable internet connectivity​
​●​ ​Some services require third-party licences (Google or Microsoft)​
​●​ ​Service is available to UK educational institutions and SMEs​



​10. Technical Requirements​
​●​ ​Internet connectivity with appropriate bandwidth​
​●​ ​Google Workspace or Microsoft 365 tenant​
​●​ ​Supported devices: Windows, Chromebooks, iOS, macOS, Android​

​11. Support Management​
​●​ ​Central service desk​
​●​ ​ITIL-aligned incident, problem and change management​
​●​ ​Dedicated Account Manager​
​●​ ​Monthly service reporting (optional)​

​12. Training​
​●​ ​Administrator training​
​●​ ​End-user training​
​●​ ​Online and on-site delivery options​

​13. Pricing​
​Pricing is based on service scope and user numbers.​

​●​ ​Fixed-price and flexible support plans​
​●​ ​Multi-school and volume discounts​
​●​ ​See G-Cloud Pricing Document for full details​

​14. Ordering and Invoicing​
​●​ ​Services can be procured via the G-Cloud Digital Marketplace​
​●​ ​Contracts issued electronically​
​●​ ​Invoicing monthly or quarterly in arrears​



​15. Contact Details​
​Connetix​
​Website:​​www.connetix.co.uk​
​Email: info@connetix.co.uk​
​Phone: 020 3813 8702​

http://www.connetix.co.uk/
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