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1. Servic e s u m m a r y  
 
 

M a n a g e d  Azure provide s  des ign,  delivery a n d  support  of com p ute ,  s tora ge a n d  virtual network 

infrastructure in Azure. We offer m a n a g e d  Serv ice Lev els  that ar e  suited to m e e t  both IT a n d  

financia l  goa ls ,  delivering either full m a n a g e m e n t  or a  lighter tou ch serv ice level that provid es  

con so l id at ed Azure billing, reporting a n d  break/fix support.  

 

  



 

 
 

2. Features & benefits 
 
 

Structured a n d  tailored migrat ion p l an  to 

Azure 

 
Workload mod ern isat ion a n d  I a a S  

opt imisat ion utilising Azure 

 
Provides des ign ,  delivery a n d  support  of 

infrastructure in Azure 

 
Multi-cloud offerings m e a n  s c a l i n g  a n d  

configurat ions to your requirements 

 
C l o u d  Migration serv ices  a n d  expertise 

 
 

Azure infrastructure s erv ices  a n d  expertise 
 

Fully m a n a g e d  s erv ice  

 

Reduce the dependency on on-premise 

infrastructure 

 
Hybrid designs optimal to your cloud strategy and 

budget 

 
Simple, managed solution to take care of your Azure 

requirements 

 
Flexibility of the cloud such as scheduling and auto-

scaling 

 
Lift and shift existing infrastructure without 

restructuring the application architecture 

 
Lean on our expertise and experience 

 

Free your team to focus on adding value & innovatio 
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3. Why c hoose Digital S p a c e ?  
 

Cloud  
 
 
 
 
 
 

Connectivity 
 
 
 
 
 

Secur ity 
 
 
 
 
 

M a n a g e d  

Ser vi ce 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Public sector 
 
 
 
 
 
 

Innovation 

Digital S p a c e  h a s  m o r e  than  twelve years ’  exper ience in prov iding C l o u d  

solutions a s  a n  AWS A d v a n c e d  Partner, a  Microsoft G old  Partner a n d  a n  IBM 

Gold Partner. It a l s o  h a s  its own U K - b a s e d  private C l o u d  a n d  s o  is ab l e  to offer 

hybrid a n d  mu lt i -C l oud  serv ices  that m e et  all n e e d s  from b a s i c  co- locat ion ,  

throu gh to full pub l ic  C lo ud .  

 
C l o u d  requires reliable connectiv ity a n d  Digital S p a c e  is a b l e  to provide that 

throu gh its own networking a n d  connect ivity b u s in es s  which in clu des  a  

d e d i c a t e d  nat ional  network a s  well a s  the ability to provide everything from 

mobi le  connectivity to PWAN a n d  SD-WAN solutions. 

 
Digital S p a c e  C l o u d  solutions h a v e  security built -in v ia  the u s e  of architectural 

patterns  a n d  tech nica l  staff who ar e  Security C l e a r ed  but we a l s o  h a v e  

partners who are  security experts a n d  c a n  offer everything from Security 

Operat ions Centre a s  a  serv ice to ethical  h a ck i n g  a n d  penetration tests. 

 
Digital S p a c e  is expert in providing m a n a g e d  ser v ices  a n d  h a s  held  the AWS 

M a n a g e d  Serv ice Partner accreditat ion which involves regular  external audits  

for m o r e  th a n  9  years .  We a ls o  hold  the following accreditat ions: 

ISO27001 –  Information Security 
 

ISO27017 –  C l o u d  Security 
 

ISO 20000 –  IT Serv ice m a n a g e m e n t  
 

ISO14001 –  Environmental m a n a g e m e n t  
 

ISO9001 –  Quality M a n a g e m e n t  
 

Our exp erience in this a r e a  m e a n s  that we c a n  either run serv ices  for you, 

m a k i n g  u s e  of our a u t o m a t e d  C l o u d  monitoring s erv ices  a n d  Security C le a r ed  

experts, or im plem ent  se rv ices  that c a n  b e  eas i ly m a n a g e d  a n d  then train your 

t e a m  in how to prov ide that serv ice th ems elv es .  

Migrating your workloads to AWS allows y o u  to innovate quickly b y  h a v i n g  

c o m p u t e  infrastructure r ea d y  a s  required, en ab l i n g  y o u  to re s p ond  mo r e  

quickly to shifting b u s i n es s  conditions . 

 
Digital S p a c e  is exp erien ced in working with the pub l ic  sector includ ing 

m a n a g i n g  crit ical nat ional  infrastructure for central governm ent,  dep loy in g  

artificial intell igence ser v ices  for the NHS a n d  delivering C l o u d  migrat ion s  for a  

wide r a n g e  of organisat ions .  This experience m e a n s  that we u n d er stand  your 

drivers a n d  focu s  a n d  a r e  better ab l e  to s u p p ly  your n e ed s .  

 
In addit ion  to a  wide r a n g e  of infrastructure en gi n eers  a n d  architects,  we a l s o 

h a v e  dev elop ers  who cr eate innovat ive solutions on  C l o u d  platforms.  

 
 
 
 

www.digitalspace.co.uk          | gcloud@digitalspace. co.uk                                | 0333 220 0222

http://www.digitalspace.co.uk/
mailto:gcloud@digitalspace.co.uk


5  of 13 SERVICE DEFINITION 
 
 
 

4. Detailed s ervic e  offering 
 
 
 

Digital S p a c e  offers 2 lev els  of m a n a g e d  serv ice which provide in cr eas in g  levels  of support: 
 

1.      Infrastructure -  en sur es  that C l o u d  infrastructure and serv ices  run a s  p l a n n e d   

2.     Operat ing s y s t e m  -  a d d s  p a t c h i n g  a n d  m a i n t e n a n c e  of op erat in g s y s t e m s  

 
Operat ing s y s t e m  inc lud es  all serv ices  that ar e  provided at  the Infrastructure level a n d  a d d s  

addit ional  ones .  The table below lists all serv ices  a n d  dist inguishes  which a p p l y  at  what levels  

throu gh co lou r -cod ing:  

 
1. White -  in c lud ed  in both levels  of serv ice 

2. Pink -  a d d e d  at  Operating s y s t em  level 

 
Serv ices  ar e  provided between 09:00 a n d  17:00 on  UK b u s in e s s  day s .  Digital S p a c e  c a n  extend the 

hours  of a n y  of these ser v ices  to b e  24/7 a n d  365 d a y s  a  y ear  if required.  

 
 
 

S e r v i c e  
Element 

 
Incident 

m a n a g e m e n t  

& h elp  d esk 

Detail 
 
 

We provide a  s ingle point of con tac t  v ia  telephone, em ai l  a n d  Web that 

en a b l e s  n a m e d  co nt a ct s  at  the cu stom er  a n d  its suppliers  to: 

1. Raise Serv ice Requ ests  

2. Report Serv ice Incidents 

3. Raise Requ ests  for C h a n g e  

4.     Track the pr ogr es s  of all of the Tickets a b o v e  
 

We en sur e that all Tickets ar e  prioritised, r e s p o n de d  to a n d  resolved in line 

with the ca tegor ies  a n d  serv ice level a g r e e m e n t s  listed below. 
 

We e s c a l a t e  issu es  to Microsoft where appropr iate.  
 

Resolution t ime SLAs ar e  provided in the Serv ice Levels sect ion later in this 

d oc u m en t .  

 
Infrastructure This involves the following activities: 

m a n a g e m e n t  

1. Ensuring that the infrastructure c o m p o n e n t  of s erv ices  works a s  

p l a n n e d  a n d  m e et s  or e xc e e d s  Microsoft SLAs 

2. Monitoring of a n d  r e s pon s e  to s t a n d a r d  a n d  c u s t o m  metrics .  

3. E n g a g i n g  with our C S P  S upport  T e a m  a s  n e c e s s a r y  to resolve tech nica l  

issu es  for the custom er.  
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4.     Res p on s e to a n d  m a n a g e m e n t  of Azure infrastructure ev ent  

notifications e.g .  d e gr ad at i on  of hardwar e 

5.     Provision of Probable Root C a u s e  Analys is  reports for Priority 1 Serv ice 

Incidents 

 
 

A c c e s s  control 

-  gen e r a l  

Unless otherwise a g r e e d  with the customer,  controll ing a c c e s s  to the 

environments  using:  

 

1. Sec ur e  bast ion s  

2. Multi Factor Authentication (MFA) 

3. R o l e - b a s e d  a c c e s s  control a n d  p o l i c y - b a s e d  identity a n d  a c c e s s  

m a n a g e m e n t  

4.     Overlay networks 
 
 
A c c e s s  control 

–  Active 

Directory 

Where required b y  the customer,  m a n a g e  Windows Active Directory s er v ices  

including: 

● Gr oup pol icy construct ion & m a n a g e m e n t  

● S c h e m a  c h a n g e s  

● D e b u g g i n g  
Endpoint 

security 

 
External 

Internet 

connect iv ity  

 
External 

network 

connect iv ity  

 
Pro-act iv e  

monitoring 

 

M a n a g e  a n d  ma intai n  ant i -v irus a n d  malwar e software on  servers.  
 
 

M a n a g e  connect ivity to the Internet 
 
 
 
 

M a n a g e  connect ivity to a n y  other networks a g r e e d  with the cus t om e r  e.g .  PSN, 

HSCN. 

 
 
Proactively monitor metrics  a n d  lo g s  to autom at ica l ly  ra ise alerts when 

tolerances  ar e  br ea ch e d .  Details of metr ics  a n d  alerts ar e provided  below. 
 

Provide the ability for the cu s tom e r  to request  provision of addit ional  metrics, 

alerts, a n d  reports v i a  the RFC process .  Note that provision of addit ional  

metrics,  alerts or reports is c h a r g e d  at  3 d a y s  of T&M u s in g  our SFIA rates  

where we a g r e e  that it is poss ib le to provide what the cu stom e r  h a s  

requested.  

 
 
 
 
Business 

Continuity & 

Reports a re  only av a i lable  at  OS level 
 

Manage customers’ DR service where ASR has been implemented or technology 
provisioned by Digital Space 

www.digitalspace.co.uk          | gcloud@digitalspace. co.uk                                | 0333 220 0222

http://www.digitalspace.co.uk/
mailto:gcloud@digitalspace.co.uk


7 of 13 SERVICE DEFINITION 
 
 
 

Disaster 

Recov ery  

 
Backu p  

m a n a g e m e n t  

 
Backu p  

m a n a g e m e n t  

–  self -s erv ice  

 
OS level 

support  & 

p a t c h  

m a n a g e m e n t  

 
 
 

Lan d in g  Zone 

m a n a g e m e n t  

 
Project a n d  

C h a n g e  

m a n a g e m e n t  

We provide a u t o m a t e d  s c h ed u l ed  b a c k u p s  a s  well a s  a d  h o c  b a c ku p s  v ia  

request  to our serv ice desk. 

 
We provide self-s erv ice b a ck u p  ( s n a p s h o t )  m a n a g e m e n t  v ia  our portal which 

lets y ou  s c h e d u l e  b a c k u p s  u s i n g  ta gs .  We alert /  report b a c k u p  failure /  

s u c c e s s .  

 
We support  a n d  m a n a g e  operat ing s y s t e m s  running on  Azure servers 

including all versions  of Azure Linux, CentOS a n d  Windows. 

 
Where possible,  we u s e  Azure Automation to orchestrate p a t c h  windows 

b a s e d  on  tags .  Where a utoma t ion  is not possible,  our en gin e ers  will m a n u a l ly  

p a t c h  your m a c h i n e s .  

 
M a n a g e m e n t  of Azure L an d in g  Zone in clu ding s o m e  a utom at ion of serv ices  
 
 

Work with the cu stom e r  to a l ign with its c h a n g e  control pr oces s e s .  
 
 

Run a  regular internal c h a n g e  advisory  b o a r d  ( CAB)  to re s p ond  to cu stom er  

c h a n g e  requ ests a n d  h a v e  the capabi l i ty  to ca l l  a d  h o c  CAB m e et in g s  to 

res p on d  to e m e r g e n c y  c h a n g e  requests .  This CAB will s a f e g u a r d  

environments  b y  providing techn ica l  review a n d  go v e r n an c e .  
 

Integrate internal CAB with the cus tom er  CAB /  T echnica l  Review Board a s  

required.  

 
 

Project m a n a g e  c h a n g e s  a n d  integrate with c ustom e r  proc es ses ,  a d o p t i n g  

different a p p r o a c h e s  (Agile, PRINCE2) where required on  a  p er -proj ect  b as i s .  

 
 

Provide project m a n a g e m e n t  capab i l i ty  that is trained in both PRINCE2 a n d  

Agile. 

 
 

Note that c h a n g e s  a n d  a s s o c i a t e d  des ign ,  specificat ion a n d  project 

m a n a g e m e n t  will b e  c h a r g e d  for separate ly  u s i n g  our SFIA rates.  

 
Applicat ion Work with the cu stom e r  a n d  its suppliers to: 

d ep loy m ent 

1. M a n a g e  the ap pl icat ion d ep loy m ent  p r o c e s s  /  p ipeline 

2. Assist with ap pl icat ion testing 

3. Provide the a b o v e  regar d les s  of the app l icat ion / orchestration 

tech n ology 
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Third-party 

e n g a g e m e n t  

E n g a g e  with multiple third-party suppl iers to provide a  s ingle interface a n d  

help  the cus t om e r  ke ep things  s imple 

 

 
M a n a g e  co mp lex  relationships throu gh proact ive e n g a g e m e n t  with multiple 

third-party  suppliers . 

 
C o s t  

M a n a g e m e n t  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Architecture & 

security 

consu lt ing 

Proactively monitor C l o u d  serv ice utilisation a n d  p er fo r m an c e metr ics  to look 

for opportunities to r e d u c e  cost .  The fr equ en cy of our r e c o m m e n d a t i o n s  will 

s c a l e  with the v a lu e  of your infrastructure. R e c o m m e n d a t i o n s  will b e  

pres ent ed at  least annual ly .  

We consider a  n u m b e r  of a p p r o a c h e s  to a c h i e v e  s a v i n g s ,  inc luding the 

following: 

M a n a g e d  Ru n -t im e ho ur s -  Switching infrastructure off, b a s e d  o n  serv ice 

delivery requirements  e.g. for a  serv ice running only 9  -  5  this represents ~76% 

cost  reduct ion versu s  24 b y  7 op erat ions 

Right Siz ing -  Us ing p er f orm an ce metr ics  includi ng CPU u s a g e ,  Network traffic, 

Memory etc. to identify when a  serv ice is oversized a n d  m a k e  

r e c o m m e n d a t i o n s  to r e d u c e  the provis ioned c a p a c i t y  a n d  a s s o c i a t e d  cost  

Reser ved  I n st an c e s  -  Analysis  of the delivery hour requirements  of a  serv ice 

e.g. 9  -  5, 24 b y  7, identification of the underly ing infrastructure a n d  

r e c o m m e n d a t i o n s  to p u r c h a s e  Reserv ed In s tances  (RIs) to significantly lower 

cost  b a s e d  on  c o m m i t m e n t  typ e 

Re-platfor ming –  Moving workloads from Windows to Linux or from a  s e l f -

m a n a g e d  to Azure m a n a g e d  to r e d u c e  c os ts  while ma intai n in g  or impr ov ing 

u p - t i m e  

Stor age optimisation –  Automatically  m o v i n g  file a n d  object  s torag e to 

c h e a p e r  se rv ices  where a c c e s s  is infrequent 

New Ser v i c e s  -  Introduction of new, or improved,  Azure serv ices  e. g.  new 

in stan ce types, a l so  offer the potential for lower cos t  ( a n d  typically impr oved  

per for mance) .  

 
Provide a n  effect ive d e s i g n  serv ice for turning cu stom er  requirements  into 

prac t ica l  solutions that u s e  Azure best  pra ct ic e  a n d  are  secure .  

 
 

Note that Azure will r e s p ond  to Requests  for C h a n g e  with written propos a ls  

within 10 working d a y s  for all c h a n g e s  other th a n  larg e  or com pl ex  projects 

that require s ignificant investigat ion or weeks of implem entat ion work. 

Architecture a n d  security work to invest igate a n d  define c h a n g e s  is 

c h a r g e a b l e  s eparat ely  u s i n g  our SFIA rates.  
 
 

Proactively s u g g e s t  how new techno logies  / a p p r o a c h e s  m a y  b e  u s e d  to 

improv e serv ice o u t c o m e s  a n d  / or r e d u c e  co sts  e.g.  ra is ing how the u s e  of 
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serv erless techn ologies  m a y  e n a b l e  the cus tom er  to deliver serv ices  m o r e  

c h e a p l y  /  effectively. 

 
Serv ice review Provide regular Serv ice Review m e e t in g s  that cover  the following topics: 
 

1. Progress  on  act ion s  from the last me et in g  

2. Progress  on  pr op os a ls  and new build work 

3. Review of the last month's  support  report and 

KPIs  

4.     Discuss ion of a n y  issu es  

5.     Discuss ion of p l an s  for c h a n g e  a n d  impl icat ions  for existing s erv ices  

6.     Quality a s s u r a n c e  qu est ions 
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Service Levels 
 
Inc idents  are  c at egor is e d  u s in g  the table below: 
 

C a t e go r y  
 
 

P1 -

Cr it ical  

 
 

P2 -  High 
 
 

P3 -

M e d i u m  

 
 
 

P4 -  Low 

Explanation 
 
 

Where a  Serv ice is down or d o e s  not funct ion at  all, a n d  there is n o  

c ircumvent ion for the pr oblem; a  s ignificant  n u m b e r  of users  (ov er 40% ) 

ar e affected, or a  prod uct ion b u s in e ss  s y s t em  is inoperab le  

 
Where a  c o m p o n e n t  of the Serv ice is not performing, cr eat ing a  s ignificant 

operat ional i m p a c t  (af fect in g over 10% of u s er s )  

 
Where a  c o m p o n e n t  of the Serv ice is not performing a s  d o c u m e n t e d  or is 

providing u n exp ect ed  results; where there a r e pr ob l em s  that c a n  b e  

worked aroun d; or where there is mod e r at e  or minor operat ional  i m p a c t  

c a u s i n g  in con v en ien ce 

 
Where there ar e u s a g e  quest ions; req uests  for clarification of 

documentat io n,  su gges t ion s;  or reques ts  for new prod uct  features a n d  

e n h a n c e m e n t s  
 
 
 

Serv ice levels in terms of res p o n s e a n d  resolution targets for e a c h  of the priorities a b o v e  ar e 

listed below: 

 

C a t e go r y  
 
 
 

Critical 
 
 

High 
 
 

Mediu m  
 
 

Low 

Respon se Tar get  

(working t ime)  

 
 

< 10 min utes  
 
 

< 30 m inutes  
 
 

< 30 m inutes  
 
 

< 1 d a y  

Resolution Target  

(working hou r s)  

 
 

< 2 
 
 

< 4  
 
 

< 8  
 
 

< 32 
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In addit ion to Incidents, y ou  c a n  ra ise tickets req uest ing c h a n g e s .  These tickets d o  not fall und er 

the SLA for Incidents.  The two types  of c h a n g e  ar e  listed in the table below: 

 
Type of 

change 
 

Requests for 

Change 

(RFC) 
 
 
 
 
 
 

Service 

Requests 

 

Explanation & SLA 
 
 

A request for a change requires us to understand what the user’s objective is in requesting 

the change and to determine what needs to happen in order to deliver that change while 

maintaining the security and resilience of the existing service. This typically requires us to 

spend time contacting the user and discussing the technical implications of the change. 

Unless otherwise agreed, we will respond to RFCs within 10 working days with a proposal 

for the work and the timing of the change. Implementing RFCs will involve additional 

professional services costs. 
 
A Service Request is a user request for information or advice, or for a standard change (a 

pre-approved change that is low risk, relatively common and follows a procedure) or for 

access to an IT service. Addition, removal and changes to user accounts driven by people 

joining, moving and leaving is a typical example of a service request. Details of which 

activities qualify as Service Requests will vary with each service - please request these 

from your Account Manager 
 

Unless otherwise agreed, we will action Service Requests using the SLA for Low priority 

incidents listed above. 
 
 
 

Our expertise with Microsoft Azure is key to the digital strategies we deliver, and our public cloud 

proposition. 
 

Beginning with our Cloud Enablement Program, our team of experts will listen and understand where your 

business is now in its cloud journey and then guide the strategy in order to continue to leverage the benefits 

of cloud in a secure, cost-effective way. 
 

Our consultative analysis is used to drive decisions around migration services, target platform architecture 

and critical workload monitoring and protection as we work with you to further develop the broader 

business cloud strategy. 
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5 . C o m p l e m e n t a r y  s e rv i c e s  

 

Business 

Continuity 

Digital Space Backup as a Service 

Digital Space Disaster Recovery as a Service 

Digital Space Microsoft 365 native Backup as a Service 

Digital Space Microsoft Teams Backup as a Service 

Communications Digital Space 8x8 Cloud PBX 

Digital Space 8x8 Hosted PBX 

Digital Space 8x8 Meetings Collaboration 

Digital Space 8x8 Video Conferencing 

Digital Space 8x8 Voice for Microsoft Teams 

Digital Space Hosted Mitel Cloud (Flex) 

Connectivity Digital Space Managed SD-WAN Service 

Contact Centre Digital Space 8x8 CCaaS (Contact Centre as a Service)  

Digital Space 8x8 CPaaS (Contact Platform as a Service) 

Digital Space 8x8 UCaaS (Unified Communications as a Service)  

Digital Space 8x8 XCaaS (Experience Communications as a Service) 

Digital Space Amazon Connect Administrative Extensions 

Digital Space Cloud Contact Centre (Amazon Connect) 

Digital Space Cloud Contact Centre Managed Service 

Migration Digital Space Cloud migration 

Microsoft 365 Discovery 

Digital Space Microsoft 365 Migration 
Digital Space Cloud Contact Centre Migration 

Platform Digital Space AWS Managed Service 

Digital Space Azure Managed Service / Platform 

Digital Space Cloud Architecture, Design and Build Services 

Digital Space Cloud Solution Brokerage & Implementation  

Digital Space FinOps & Cloud Cost Optimisation 

Digital Space Private Cloud Managed Service 

Digital Space Well Architected Review 
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6. Copyright 
 
Copy r ight  –  All rights reserved.  Digital S p a c e  C l o u d  Serv ices  Limited 2026. 
 

All materia l  in the G - C l o u d  serv ice descript ion a n d  pric ing d ocu m en tat i on  is subj ect  to Copyright,  

Digital S p a c e  C l o u d  Serv ices  a n d  its l icensors reserve the right to all content herein.  
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