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Service Definition 

Service Name 

Cloud Support Services 

Lot 

G-Cloud 15 – Lot 3: Cloud Support 

Supplier 

Emphasys IT Limited 

Service Categories 

• Cloud Support Services 
• Ongoing Support 

• Product Support Capabilities 
• Logging and Management of Incidents 

• Reporting and Proactive Results Analysis 
• Dispatch of Service Technicians  

• End User Training Coordination 

• Other 

Support to manage operational change, risk and issue management across cloud platforms and services. 

Typical activities: 

• Identify owners and stakeholders 

• Define roles and responsibilities 

• Change impact assessment and coordination 

• Risk and issue identification, logging and triage (operational, security, resilience, cost , etc) 

• Support for risk/issue treatment planning and prioritisation 

• Control effectiveness review and improvement recommendations 

• Coordination with security, architecture and governance forums 

Typical deliverables: 

• Stakeholder and RACI matrix 

• Change impact assessments and change records (where agreed) 

• Operational risk/issue register and prioritised treatment actions 

• Linkage to organisational level risk/issue 

• Control improvement recommendations 

• Decision and risk/issue acceptance process 

 

Patch and Vulnerability Management Support 

Commented [BM1]: Change, risk and issue management. 
Patch and vulnerability management. 
Config management. 
Problem management. 
Environments management. 
Capacity management. 
Demand management. 
Operational readiness. 
Knowledge management. 
Lifecycle management, some stuff on this below: 
Add Lifecycle Management 
Why this matters 
Lifecycle management is one of the largest sources of cloud 
waste and risk: 

•orphaned resources 

•unsupported OS versions 

•legacy configurations 
•technical debt 

Buyers increasingly look for this explicitly. 
Suggested new subsection 
3.X Service and Platform Lifecycle Management 
Support to manage the lifecycle of cloud services, platforms 
and components from onboarding through to retirement. 
Typical activities: 

•Review of service/component lifecycle states 
•Identification of end-of-life and end-of-support risks 

•Coordination of upgrades, replacements and 
decommissioning 

•Technical debt identification and prioritisation 

•Retirement planning and knowledge capture 
Typical deliverables: 

•Lifecycle register and status reporting 

•End-of-life risk assessments 
•Decommissioning and transition recommendations 
•Technical debt backlog 



                                                                           
Support for planning, coordinating and improving patching and vulnerability management activities across cloud 

platforms and workloads. 

Typical activities: 

• Identify owners and stakeholders 

• Define roles and responsibilities 

• Review of patching approaches and schedules 

• Vulnerability triage and prioritisation support  

• Coordination with platform, application and security teams 

• Risk-based deferral and exception handling support  

• Post-patch verification and reporting inputs  

Typical deliverables: 

• Stakeholder and RACI matrix 

• Patching approach and cadence recommendations 

• Vulnerability prioritisation and remediation backlog /plan 

• Exception and risk acceptance process 

• Patch reporting and compliance summaries (where agreed) 

 

1. Service Overview 

Emphasys IT’s Cloud Support Services provide ongoing operational support for cloud platforms and cloud -
based services. We help customers maintain service availability, manage incidents, analyse operational 

performance, coordinate training, and continuously improve reliability, security and user outcomes. 

Support is delivered through a structured service management approach with clear reporting, escalation and 

continuous improvement. 

Commented [BM2]: Not just about managed service, 
could also be about one off reviews and recommendations. 
Similar to security doc we need to say how the service is 
flexible, think there is suggested text in the security doc. 
 
Could end up being quite a few so might need to be 
visualised. See generated image for inspiration. 



                                                                           

 

2. Who the Service Is For 

This service is suitable for organisations that need to: 

• provide reliable ongoing support for cloud platforms and services  
• improve incident, change, risk management, lifecycle patching and operational responsiveness 

• gain visibility through reporting and proactive analysis  
• coordinate end-user enablement to reduce support demand 

• access specialist cloud support capability as required 

 

3. Service Scope and Options 

Cloud Support Services cover the operational disciplines required to run cloud platforms safely, reliably and 
sustainably. Customers may procure any combination of operational, technical, governance and coordination 

activities based on their needs. 

Customers can procure one or more service categories below. Scope, service levels and deliverables are agreed 

in the Call-Off Order Form. 

3.1 Ongoing Support 

Operational support for cloud platforms and services, aligned to agreed service hours and response targets. 

Typical activities: 

• service desk integration and support workflows (where applicable) 

• triage, escalation and coordination of resolution activities 
• planned maintenance support and change coordination 

• operational service reviews and improvement planning 
• Reliability and resilience reviews 



                                                                           

• Post-incident learning and trend analysis 

• Operational readiness assessments for new services 

 

Typical deliverables: 

• support model and escalation paths 

• service review pack and operational action log 

• updated runbooks and knowledge articles (where agreed) 

 

3.2 Product Support Capabilities  

Support for specific cloud platforms, products or services (e.g., cloud foundations, platform components, or 

customer-developed services). 

Typical activities: 

• product/service health monitoring and review 
• configuration support and troubleshooting  

• patching and upgrade guidance (where applicable) 

• release coordination and release readiness inputs 

Typical deliverables: 

• product support plan and responsibilities 

• known issues register and workarounds 

• configuration and operations guides (where agreed) 

 

3.3 Logging and Management of Incidents  

Structured incident management support to restore service and reduce recurrence. 

Typical activities: 

• incident logging and classification 
• investigation, triage and coordination 

• escalation management and communications support 

• root cause analysis (RCA) and corrective actions 

Typical deliverables: 

• incident records and timelines 
• RCA reports (where agreed) and corrective action backlog 

• incident playbooks and escalation templates 

 

3.4 Reporting and Proactive Results Analysis  

Operational reporting and proactive analysis to identify trends, risks and improvement opportunities.  



                                                                           

Typical activities: 

• service performance reporting (availability, incidents, trends) 

• proactive analysis of logs/metrics (where accessible) 
• identification of recurring issues and technical debt 

• recommendations for reliability, performance and cost improvements 

Typical deliverables: 

• monthly operational report and trend analysis 

• improvement backlog and prioritised recommendations 

• KPIs and service measures (where agreed) 

 

3.5 Dispatch of Service Technicians and/or Parts 

On-site support coordination and/or third-party dispatch management where physical intervention is required. 

Typical activities: 

• coordination of on-site attendance for agreed activities 

• liaison with Customer facilities/IT and third parties 
• tracking of parts/orders (where applicable) 

• confirmation of completion and handover 

Typical deliverables: 

• dispatch plan and attendance record 

• completion confirmation and handover notes 

Note: Cloud support is primarily remote; on-site dispatch is provided by agreement and may require third-

party suppliers. 

 

3.6 End User Training Coordination 

Coordination of end user training to support adoption and reduce support demand.  

Typical activities: 

• training needs capture and scheduling 

• coordination of trainers/sessions (Supplier or third-party) 

• creation/maintenance of knowledge articles and how-to guides (where agreed) 

• feedback loops and adoption measurement inputs 

Typical deliverables: 

• training coordination plan and schedule 

• knowledge base articles and user guides (where agreed) 

• training completion reporting (where agreed) 

 



                                                                           

3.7 Other 

Additional ongoing cloud support activities can be provided by agreement, such as:  

• service management process improvement (ITIL-aligned) 

• operational readiness assessments 

• on-call rota design and SRE practices 

• supplier management and service integration 

 

4. What’s Included 

• structured support delivery aligned to agreed service levels 
• incident triage, coordination and escalation management 

• reporting and proactive analysis (subject to agreed access) 

• documented outputs suitable for governance and review 

• knowledge transfer and handover packs (where applicable) 

 

5. What’s Not Included (Unless Agreed) 

• procurement or licensing of third-party tools 
• cloud consumption costs 
• penetration testing or specialist assurance beyond agreed scope 

• hardware procurement (unless explicitly agreed) 

6. Customer Responsibilities 

The Customer will: 

• provide timely access to relevant people/stakeholders, systems, environments, premises (if on-site) and 

information such as spend, usage and reporting data provide access to cloud cost management tools and 
dashboards (where available) 

• nominate an authorised representative for decisions and approvals 

• provide existing tagging, governance and policy standards (if applicable)  

 

7. Onboarding 

Delays in onboarding activities may impact delivery timelines and cost and will be managed through change 

control where necessary. 

Onboarding typically includes: 

• discovery workshop to confirm outcomes or objectives and constraints  

• agreement of scope, deliverables and timelines 

information and access requirements confirmed 



                                                                           

8. Service Levels 

Standard support and delivery hours: 09:00–17:00 UK time, Monday–Friday. 

Response targets for delivery queries and issues (unless otherwise agreed): 

• Critical: 1 hour 

• High: 4 hours 

• Medium: next business day 

Out-of-hours delivery is available by agreement and may be subject to uplifts. 

Service Levels apply to delivery communications and support queries and do not constitute guarantees of 

financial savings or emissions reduction. 

 

9. Security and Compliance 

Security is embedded throughout the service: 

• least-privilege access and role-based controls for any agreed access 
• secure handling of Customer information and credentials 

• audit-friendly documentation and decision logs 

Where personal data is processed (if required), processing is performed in accordance with UK GDPR and 

agreed terms. 

 

10. Pricing 

Pricing is provided via the published G-Cloud rate card. 

• Time & Materials (T&M): day-rate pricing for optimisation, analysis and governance support 

• Retained Support: monthly retained capacity (days/hours) for continuous optimisation 

Cloud consumption costs are excluded. 

 

11. Deliverables and Acceptance 

Deliverables, formats and acceptance criteria are agreed in the Call-Off Order Form. Typical acceptance is 

based on: 

• completion of agreed workshops and evidence gathering 

• provision of agreed documents/artifacts and backlogs 

• formal review and sign-off by the Customer’s authorised representative 

 



                                                                           

12. Exit and Transition 

The service is designed to be transferable and avoids supplier lock-in. 

On exit, we will provide: 

• final versions of deliverables, dashboards requirements and backlogs 

• handover session covering recommendations and next steps 

• secure removal of any Supplier access to Customer systems (where applicable) 

 

 

 

 


