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Solution Overview

Microsoft Azure is one of the largest and most well-developed cloud environments in the world,
providing high levels of flexibility, scalability, and performance on a consumption-based cost
model. Many organisations are planning migrations to Azure due the substantial consolidation,
cost-saving, and flexibility to business needs it provides. However, few are equipped to design,
migrate, and maintain complex cloud environments in-house, and misconfigurations or sub-
optimal use can negate the cost-saving potential of public cloud, or even generate new and
higher costs.

With lomart’s Azure Managed service offering, you can reduce or eliminate the requirement for
in-house Azure skills by trusting industry experts to implement, maintain and optimise your
Microsoft Azure cloud environment to the highest standards and practices, including 24x7x365
managed support, pro-active monitoring and alerting, and access to our division of cloud
experts to assist in your transformation journey.

Managed service delivered by an Microsoft Expert MSP

Monitoring and alerting for continuous oversight of performance and incidents

Cost management reviews to help maximise your Azure value

Flexible support hours to match your business requirements

Microsoft Premier support escalation for faster resolution of complex issues

ITIL-aligned service management

Customer success management options for service excellence and strategic alignment
Management add-ons for server, workload, data, backup and DR, network

Portal access for real-time visibility of tickets, reports, and dashboards

Prevent downtime with early issue detection

Reduce waste and maximise Azure investment returns

Access expert help whenever your business needs it

Faster resolution for complex technical challenges

Personalised guidance for strategic cloud success

Continuous improvement through scheduled governance and service review sessions
Full visibility of tickets, reports, and performance metrics

Extend management capability to alleviate resource constraints

Free up your resource for strategic IT objectives and goals
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Microsoft Azure delivers on the dream of digital transformation for all, with the democratisation
of advanced technology for every business, big or small, simple or complex.

The words Digital Transformation are familiar to us all. If the journey of digital transformation
leads you to outperform your competition and thrill your customers with valuable new or
enhanced services, then the cloud is the engine that takes you there and Managed Azure from
lomart is your very own chauffeur.

Perhaps you're looking for a managed service or perhaps you simply like some straightforward
help. Perhaps your Azure is in the UK, Europe, or USA, or perhaps you use Azure services in the
Edge. Whatever your challenges are, our elite team of cloud experts will take your business on
the journey by providing you with the expert guidance and the ongoing support needed to
make your business unstoppable.

Azure Managed Services provide ongoing management, monitoring, and optimisation of
customer's Microsoft Azure environment by our team of certified experts. This service
addresses key customer pain points such as lack of in-house cloud expertise, the complexity
of managing cloud infrastructure, and the risk of downtime or security breaches.

We help organisation who often struggle with keeping up to date on best practices, ensuring
compliance, and controlling costs. Azure Managed Services deliver proactive support,
continuous improvement, and peace of mind, enabling organisations to focus on their core
business while experts handle the technical complexities, security, and performance of their
cloud workloads.

lomart’s Azure Managed Services Packages are designed to help organisations maximise the
value of Azure by offering two flexible tiered models with the ability to tailor the service using
Module Management Add-0Ons.

Add-0Ons include but are not limited to:

Server OS Management

Application & Workload Management
Managed Networking

Azure Virtual Desktop

Managed Backup

Managed Disaster Recover

We are a certified Microsoft partner managing over 4000 Azure users. With deep expertise,
access to Microsoft funding and a full suite of services, we ensure your Azure environment is
secure, optimised and aligned to your business goals from first steps to continuous
innovations
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Key objectives of the Service are:

Provide a secure, highly performant, scalable and managed cloud hosting environment
adapted to suit workload requirements precisely.

Simplify security and compliance by providing greater control and enhanced security
measures over the environment.

Using backup services and DR options, minimise the risk of service interruption and data
loss.

Remove the management and expertise burden to maintain such an environment from the
client organisation entirely.

Provide around-the-clock expert management and support, taking ownership of day-to-
day maintenance, security patching and incident resolution to the highest industry-
standards.

Help build trust in your IT operations by maintaining service stability, uptime, zero data loss
Enhance security & compliance by enforcing governance policies and best practice across
Azure resources

Identify and implement strategies to reduce unnecessary cloud spend and make informed
cloud investment decisions

Drive continuous improvement through regular service reviews and strategy alignment

Service Transition

As a Managed Services Provider, customer satisfaction is of the utmost importance to lomart
and as such, a positive and successful Service Transition stage is paramount. The lomart
project approach is based on the PRINCE2 framework, and we also recognise that modern
technology transformations rely on the ability to remain responsive and offer agile and
practical solutions. All projects are comprised of three high-level milestones:

o E | E) &-

Plan Build

Our approach is underpinned by a strict adherence to proven project and risk management
methodology and techniques that ensure that lomart can meet customer objectives to
budget, in a timely manner and mitigate the risks associated throughout.
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Project Manager

Account Manager

Solution Owner/
Solution Architects

Lead Deployment
Engineer
(Deployment team)

Service Delivery
Manager

Subject Matter
Experts

Manage overall delivery of the project
Provide leadership and guidance to the project team
First point of contact for during the project

Daily/Weekly status updates to all stakeholders throughout the
project

Manage third parties and their responsibilities

Project Governance

Manage RAID log (Red-Amber-Green, RAG, Status)
Manage and maintain the Project Plan

Communication management

Quality assurance throughout the project

Change Management

Risk management

Monitor and manage lomart resources for delivery
Delivery of Project documentation — knowledge transfer

Monitor and review any changes proposed and discuss any
commercial impact

Design Lead throughout all stages of the project

Lead all deployment and build activities throughout the project
Manage and coordinate other deployment engineers, network team
and any subject matter experts required

Support onboarding to business as usual

Customer point of contact for service delivery

Benefits realisation

Provide guidance and knowledge to Project team

Support Lead Deployment engineer in deployment/build phase
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Project Documentation

Throughout the project, lomart will utilise and deliver key project documentation, to ensure
successful and regular communication. Documentation could include:

Project Plan
Project Initiation Document
User Acceptance Testing Plan and Sign Off
Platform documentation
o RAID log, RAG rated, highlighting:
o the Risks associated with the delivery and mitigating actions
o the tracked Actions ensuring it's clear who's doing what
o thelssues that are monitored and progressed to resolution where possible
o any project Dependencies
Meeting minutes from internal/external meetings
Weekly highlight reports to show continual progress, highlights, and lowlights
Change request documentation when managing the overall scope of the project
Project closure documentation
Customer Handover Document and Welcome Pack

Managed Service

lomart use a set of clearly defined stages that are aligned to ISO 20000-1 and ITIL service
management frameworks. This structure means will get a consistent and reliable experience
throughout their partnership with us.

Continuous Improvement

Delivering your solution

| ngage H Plan H esign & Transition @ Obtain & Buil ) deliver & Support |

>

The main benefits of our managed service are:

Access to vendor accredited staff

24x7x365 ITIL-aligned service desk supporting Event Management, Incident Management,
Request Fulfilment, Patch Management, and Change Control.

Clear response KPIs based on ticket classification and severity.

Optional access to Service Delivery Managers who will support the customer with continual
service improvement, capacity management, and change co-ordination.

Access to service desk support, billing, and configuration management via the lomart
Control Panel or phone.
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lomart’s services are combined with our robust managed services to offer a proactive
approach to systems monitoring and to provide a seamless user experience.

Perform Event Management (monitoring) of the Public Cloud,
resulting in the creation of an Incident

Respond to customer raised Incidents, perform troubleshooting,
and implement workarounds or permanent fixes

Escalation management of vendors involved in the delivery of the
Public Cloud service during Incident Management

Fulfil Change Requests following lomart’s Change Control policy

Ongoing management of guest operating system software and
installed applications

Notification to lomart when additional infrastructure, capacity, or
licensing is required.

R, A

R, A

R, A

R, A

R, A

R, A

The lomart service desk is audited and compliant to ISO 20000-1 and ISO27001 standards and
brings together over 100 technical operations staff based in the UK. Customers can contact our

service desk on a 24x7 basis via:

lomart Control Panel — Authorised users will be given access to the panel to raise tickets;
they will also be able to see progress on raised tickets and view additional account

information.

Telephone — Customers can call to get in touch directly with an engineer who can assist in

escalating or raising a ticket with our support teams.

Our managed services prioritise regular communication between Customers and lomart.
Service Desk teams are performance managed against these metrics.

There are three types of ticket Customers can raise when in need of support. And can raise

three types of tickets:

Incident
Service Request
Change Request
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lomart prioritise incidents using the following severity levels:

Priority 1 (Critical) Critical issues where multiple users are unable to 30 Minutes 4 Hours
work, and the business is put at risk.

Priority 2 High-priority issues detrimentally impacting a 1 hour 8 Hours
business unit or function.

Priority 3 - DEFAULT  Issues impacting a small group of users or an 2 Hour 16 Hours
individual user which affects their ability to work.

Priority 4 Low-priority issues which have no immediate 3 Hours 48 Hours
impact on client’s ability to work.

Priority 5 Information/Service Requests — Request for 4 Hours 5 Business Days
information, Additions to services etc.

Service requests and Normal changes are treated as Severity 4 and Emergency Changes as
Severity 1.

In addition to our service desk, we can offer you access to our self-service dashboard which
offers the ability to:

View billing information.

View invoices and Payments.

Report incidents and monitor previous support tickets.
Raise new service requests and monitor previous requests.

All these facilities are available through a single webpage. Access using new Control Panel
Accounts can be requested from your Account Manager.
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Your Customer Success Management provides a point of ownership for your operational
relationship with lomart, and all day-to-day matters relating to the delivery and performance

of the services.

Customer Success
Management (CSM)

Your nominated Customer Success Management will work to:

Agree the frequency and agenda of service performance review
meetings, and chair these meetings,

Provide periodic service performance reports, identifying agreed
service compliance, analysis, and trends over the preceding periods,

Provide and maintain a Service Improvement Plan, and review
progress on the agreed initiatives and actions with you,

Provide escalation support and communications as required and in
accordance with lomart’s Escalation procedures,

Organise and participate in the Service Governance process and
manage all agreed in-scope changes to the Services and
documentation.

Present and review lomart’s standard operating policies and
procedures on request and as set out within lomart’s Operations
Manual.

Continually explore new innovations or potential improvements to the
Service that the parties may wish to adopt.
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Data Protection & GDPR

Atech, part of the lomart Group, is committed to conducting its business in accordance with all
applicable Data Protection laws and regulations and in line with the highest standards of
ethical conduct. Our Data Protection policy sets forth the expected behaviours of lomart
Employees and Third Parties in relation to the collection, use, retention, transfer, disclosure and
destruction of any Personal Data belonging to an lomart Contact (i.e. the Data Subject).
lomart, as a Data Controller, is responsible for ensuring compliance with the Data Protection
requirements outlined in our Data Protection policy (available on request).

lomart’s leadership is fully committed to ensuring continued and effective implementation of
this policy and expects all lomart Employees and Third Parties to share in this commitment.

lomart uses the Personal Data of its Contacts for the following broad purposes:

The general running and business administration of lomart Entities.

To provide services to lomart customers.

The ongoing administration and management of customer services.

The use of a contact’s information should always be considered from their perspective and
whether the use will be within their expectations or if they are likely to object.

Each lomart Entity will Process Personal Data in accordance with all applicable laws and
applicable contractual obligations. More specifically, lomart will not Process Personal Data
unless at least one of the following requirements are met:

The Data Subject has given Consent to the Processing of their Personal Data for one or
more specific purposes.

Processing is necessary for the performance of a contract to which the Data Subject is
party or to take steps at the request of the Data Subject prior to entering a contract.
Processing is necessary for compliance with a legal obligation to which the Data Controller
is subject.

Processing is necessary to protect the vital interests of the Data Subject or of another
natural person.

Processing is necessary for the performance of a task carried out in the public interest or in
the exercise of official authority vested in the Data Controller.

Processing is necessary for the purposes of the legitimate interests pursued by the Data
Controller or by a Third Party.
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Why Partner with Atech?

Atech is the one of the UK’s most accredited providers of secure hybrid cloud managed
services, delivering deep expertise across Microsoft technologies, data protection, and
cybersecurity. We hold Microsoft designations for Modern Work, Security, Infrastructure
(Azure) and are recognised as an Azure Expert MSP - a status achieved by only 60 partners
globally and 15 in the UK.

As part of the Microsoft Al Cloud Partner Program, we have validated technical capabilities
across the full cloud lifecycle. Our inclusion in the Azure Expert MSP Program reflects proven
excellence in people, processes, and tools, ensuring sustainable, repeatable, and scalable
managed services. This means you can rely on a partner that consistently delivers best
practice and operational efficiency.

Partnering with us gives you access to over 200 Microsoft cloud specialists, including two
Microsoft MVPs, ensuring unparalleled technical depth and experience.

We hold multiple Microsoft Solutions Partner designations, including:

Digital & App Innovation (Azure)
Data & Al (Azure)
Business Applications

BN Microsoft WE Microsoft BE Microsoft |
S BN solutions Partner i
olutions Partner Maodern Work
Infrastructure ecurty

Azure

Specialist

Specialist

Infra and Database Migration
Networking Services
Azure Virtual Desktop

Microsoft | Azure
Partner | Expert
B Microsoft MSP
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In addition, we have achieved advanced specialisations in areas such as:

Cloud Security

Identity and Access Management
Threat Protection

Infra & Database Migration

Azure Virtual Desktop

Enterprise Application Migration to Azure

HE Microsoft HE Microsoft
Solutions Partner Solutions Partner
Data & Al

Digital & App Innovation
Azure

Azure

Specialist »
Infra and Database Migration Specialist

Migrate Enterprise Applications Migrate Enterprise Applications
to Microsoft Azure to Microsoft Azure

HE Microsoft
|

Solutions Partner

Business Applications

These credentials validate our ability to deliver complex, secure, and innovative solutions
aligned to Microsoft best practices.

Security is at the heart of our services. Atech is ISO 27001 certified, Cyber Essentials Plus
accredited, and a member of the Microsoft Intelligent Security Association (MISA) — an
invitation-only program granting access to Microsoft's top security experts. We also hold
CREST accreditation and participate in the Microsoft MSSP Program, one of only 12 partners in
the UK, giving our customers direct benefits such as access to product teams and funded
workshops.

Further reinforcing our security leadership:
Microsoft Gold Partner Status alongside Azure Expert MSP
Microsoft MSSP Program (1 of only 12 UK partners)
Microsoft Fastrack Ready Partner (1 of only 300 globally)
Microsoft XDR status

These credentials provide you with assurance that security is embedded throughout design,
migration, and ongoing management. Combined with our advanced specialisations and
industry recognition, they demonstrate our ability to deliver secure, compliant, and future-
ready solutions.
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Exit Planning

If you wish to transition to an alternative supplier, lomart will work with you and the new
supplier to ensure an efficient and seamless transition. Like our implementation process, our
exit process will ensure that all stakeholders are engaged, risks are identified and mitigated,
and that a clear programme of works is documented and communicated.

Upon confirmation of transition, lomart will engage with you to create a Statement of Work and
present a services package that will ensure a successful move.

The topics to be discussed include:

Data migration

Simultaneous use (if needed)

Handover of projects in progress (if applicable)
Final period report(s)

Final period invoice(s)

You can be assured of minimal disruption during the transition, therefore allowing you to focus
on business-as-usual activities.

Please see our Terms and Conditions for further detail.
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