littlefish

GROUP

Service Deskondemand

This Service puts your users at the heart of your IT
service, providing on demand support across the
communication channels they prefer, delivering
high first contact resolution and user satisfaction.
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Service Overview

ThelLittlefish Service Deskisa24/7‘lights-on’ UK based facility delivered from our
Service Centresin Nottingham and Sheffield. We have designed a tailored service that
deliversthe quickest, lowest touchandrepeatableremotesupportprocesses, with
directaccessto2ndlinecapabilityengineersin under 14 seconds on average across
multiple channels.

We prideourselves onour service thatis designed todeliver exceptional customer
experience based onindustry-leadinglevelsofsupportthatallowfor99%+ ofall
SupportRequests(acollectivetermfor Incidents and Service Requests) to beresolved
remotely. We place great emphasis on User Satisfaction and the User Experience and
use established toolsand methods to achieve market- leadingserviceoutcomes
(frequentlyachievingover90%FirstContactResolution(FCR) forinstance).

TheServiceDeskoperatesinan|TIL-alignedmannermanagingSupportRequests,
workingwiththe customer’s internal Service Management teams to support Problem
Management processes, and owning or integrating with the wider Change
Management processes.

The Service Deskaccommodates perfectly for the following Cloud-
underpinned support scenarios:

. StandardBusinessasUsual(BAU)support(tomeetgoalssuchascost
containment,service quality and user experience enhancement, allowing
internal resource to focus on developing/improving infrastructure operations,
etc).

. Tacticalshort/fixed term project ornon-coreworkstreamsupport.

. Overflowduringpeakvolumesornon-coreworking hours(24/7forinstance).

ServicePods

Littlefish delivers high quality user support by channelling all customer-specific
Support Requests into designated Service Desk ‘Pods’. Pods are smaller subsets of the
Littlefish Service Desk team focused on technologies, application sets or industry
verticals and therefore help deliver industry leading First Contact Resolution (FCR)
performance. As a team-within-a-team each Pod acts as a single-point-of-contact
that delivers consistent levels of support, regardless of time, location, or device. The
Pod is made up of a ‘primary’ desktop engineer that ‘owns’ the customer specific
Knowledge Base and has update responsibility. The primary is backed up by a
‘secondary’ and two or more supporting engineers (dependant on the size of service).

Consistency of support personnel helps to build familiarity and rapport between the
Service Desk and end users, in turn delivering a personalised service, empathetic to the
customer’s business needs (not just their IT needs).
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By configuring the contact channels, we aim to ensure that more than 85% of Service
Desk contacts are facilitated by the designated Pod. This drives familiarity which helps
build the Service Knowledge Management System (SKMS), which in turn, drives service
ownership. Theresult is a personalised service to the customer’s users that feels like an
extension of its own organisation rather than a 3rd party supplier.

During periods of peak volume or where the Pod is generally already engaged, the
wider breadth of Littlefish’s support capability can be leveraged by routing the
customer’s contacts into the wider Service Desk who are just as able to achieve FCR
through shared access to the SKMS. The wide breadth and capability of Littlefish
should give confidence that organisational expansion (in terms of user volumes,
technical systems, location, time of year, or process complexity) as well as an ability to
handle peaks and troughs without impacting service performance can be readily
absorbed.

User Channels

Telephone

Adedicated direct phone line and intelligent phone system. Call routing ensures that
there is named engineer consistency which helps build rapport with users and creates a
service environment that fosters ownership and accountability. This also helps to
mitigate the ‘leap of faith’ required by customer users and stakeholders when moving
to a new provider, as they are dealing with a focused team of named, skilled, friendly,
andreliable individuals.

Littlefish Live

Littlefish also provides an integrated tool delivering an Instant Chat front-end and
advanced remote control back end called Littlefish ‘Live’. Remote control has two
modes of operation, the first being remote take-over allowing users to ‘show’ the
Service Desk engineer their issue and for the engineer to ‘show’ the user the fixand
provide ad-hoc training, the second being an unobtrusive mode whereby control of the
device (and productivity) is returned to the user while the engineer fixes the issues in
the background.

Live's capabilities enhance the user experience, increase FCRrates, and

provide an alternative popular mechanism to interact with the Service Desk. We can
integrate Littlefish Live with multiple ITSM systems so that chat transcripts are
automatically captured in Support Request call notes.

Littlefish Self-Service Portal

Littlefish provides customers with a Self- Service portal which allows customer users to
log and check progress of Support Requests directly in our IT Service Management
(ITSM) platform. Exploiting the automation capabilities within the ITSM platform the
portal presents a workflow underpinned Service Request catalogue with simple
approval management and task driven activities, to deliver for example a complete
Starter and Leaver process that can be further enhanced through HR platform
integration.
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First-Contact-Resolution (FCR)

Unlikemany otherService Desk operations, thelLittlefishService Desk provides much
morethana‘log andflog’ 1stline service. Our ‘Intelligent Service Desk’ is targeted with
attaining maximum First Contact Resolution (FCR) for ourcustomers. We employ high
calibre engineers with a minimum of 2 years’ experience and at least one Microsoft
role-based accreditation (or the preceding equivalent MCP/MCIPT), or ITIL
Foundation/CompTIA A+/CCENT, giving access to 2nd line skillsets, right from the off.
From a technical perspective we work with many technologies across our customer
base and aredriven to constantly maintain up to date knowledge.

LittlefishisproudofourindustryleadingFirstContactResolution(FCR)performance.Our
investmentinpeople, processandtechnologyensuresthatcustomersenjoya first
point-of-contact faultresolutionservicethatexceeds 70%fromdayone,and then
continuouslyimprovesas the service evolves, consistently reachingabove 90% for
many of our customers. We achieve this through:

. People—thelittlefishService Deskhasahighcalibre of experienced engineers.
Through our gamification platformourService Deskengineersareincentivisedto
achievehighlevelsof FCR,a contractualKPIthatdirectlyrelatestousersatisfaction
andproductivity.

. Process—thelittlefishPodsystemisscalableandensuresthat ourcustomers’
Service Deskisasmall, desighatedteam-within-a-teamthathascustomer-
specificoperational,organisational, andLine of Business (LoB) application
knowledge.

. Technology—intelligentinboundcall/webroutingandthelLittlefishLiveinstant
chatanddesktop management tool (that can be integrated with ServiceNowand
other ITSM platforms to automatically capture chat transcripts in Support Request
records) ensures that user engagementand supportinteractionisbothrapidand
intuitive from first point of contact.

Additional tools which enhance user experience and improve FCR include Littlefish
‘Lens’, an innovative capability that enables users to securely interact with the Service
Desk via the camera on their smartphone or tablet. This technology meshes real-time
video with whiteboard technology to provide another channel for effective remote
support as an alternative to on-site deployment. The technology can be used without
an internet connection, via mobile signal, and empowers rapid fault diagnosis. Lens
enables the user to communicate whilst capturing their surroundings via video. Service
Desk engineers can freeze the live phone video feed and annotate their screen to guide
the user through basic physical tasks. Prior to Lens, we may have had to dispatch an
engineer to carry out relatively simple tasks which could be too complex or risky to
explain over the phone. Lens ultimately reduces the cost of engineering deployment
for quick tasks requiring hands-and-eyes, downtime, and end-user frustration. Lens is
included at no additional charge and has been proven to be of particular benefit to
mobile and home-based staff.
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Enhancing Remote Capability

Indeliveringa highlycapableremote supportoperationitis ourexperiencethatphysical
deskside support servicesare minimised. This is the case for two reasons:

. Thetechnical capability of our Service Desk personnel allows us to provide a
comprehensive support service to the user estate. As noted earlier, our Service
Desk offers 2nd line capability personnel, at the first point of contact with the
Service Desk. From an Incident Management perspective, we rarely escalate for
user support, other than on the infrequent occasions where physical presence is
required to resolve an Incident for a user (such as the swap-out of a faulty user
device or peripheral).

. Through our honed approach toremote service delivery, we have the tools and
processes which allow us to achieve 99%+ remote resolution rates for Incidents.

Thecombinationof thetwo factorsoutlined abovessignificantlyreduce therequirement
for deskside assistance for traditional desktop support activities. With thisin mind, if
you are interestedin pursuingaservicesolutionwith Littlefish, buildingflexibility into
existing Modern Workplace/End User Computing (EUC) service contracts would allow
forthereductioninphysical presenceforincidentrelatedactivities, and therefore cost
savings.

Shift-Left

As astandard feature of our service, we continually challenge the statusquoanddrive
resolutionand fulfilmentresponsibilitiestothe Service Desk. Indoingsoweadd
significantvaluebyincreasingFCRbyempoweringourService Deskengineerstoresolve
Incidentswithouttheneedtoescalate.

Standard applications, such as Microsoft Office and Adobe Acrobat, are supported
directly and fully by the Service Desk. Otherthird partysupportedLineof Business (LoB)
applicationsaresupportedon alst/2nd|inebasiswithanimmediateresolutionbeing
providedifitis possibletodoso.Weendeavour toidentifyand recordsimple LoB 1stline
resolutions (e.g. account unlocks or passwordresets) during the Service Transition
phase. These aredocumented and cascaded throughout the Service Deskvia the
Knowledge Base. As further potential 1st line fixes are iteratively identified during the
course of the contract,weseekapprovaltodocumentandadd totheKnowledge Basein
ordertoenhance First Contact Resolution (FCR) attainment capability. Where access or
administrative permissions are required, we work with other suppliers to mutually
agree suitablerights to allow us to carry out the work without introducing risk to their
own service provision.

As time progresses the service is iteratively reviewed to identify further activities that
the Service Desk canassumeresponsibility for. Thisincreases FCR, addressingusers’
issues ever morerapidly, further enhancing the user experience. Reliance on internal
and third-party resolvers suchas EUC (bothremoteand deskside support)andLoB
application (forexample acase management system) supportisreduced, decreasing
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costandallowingthemtoconcentrateontrue3rdlineissues.Perhaps more importantly
these teams then have more bandwidth available to deliver value backinto the
business,suchasapplicationdevelopmentandstrategicimprovementsthatoftenfail to
materialiseif their timeis focused on firefighting or keeping the lights on.

New and complexresolution issues are automatically updated in our ITSM platform.
When new SupportRequestsareloggedourITSMintelligentlyreadsaheadtoanyother
SupportRequestsor Knowledge Base articlesthat match thecriteriaoftheissuebeing
logged. This providestheentire support teamwithrapidaccesstoappropriatesupport
documentation, thusdecreasingresolution timeandincreasing FCRattainment, aswell
asreducingtherequirement for the support team to reinvent the wheel by manually
diagnosing andresolvingissues that have historically been addressed. Where complex
resolutions areimplemented, itis standard practice to ensure a corresponding
Knowledge Base article is created to assist withresolution of further similar issues.

Furthermore, Littlefishworkswith customerstoassistwiththe management ofselected
third parties, asappropriate to the customer’s IT environment. Whilst the customeris
expected to maintain the contractual relationship with the supplier, Littlefish, with its
knowledge of the operational relationship, happily assists with supplierreview
meetings to ensure a full picture is portrayed. Where possible Littlefish also strives to
manage the performance of the supplier and provide this information to the customer
to ensure true value formoneyis established fromall supplier relationships. Duetothe
varied complexityofthisrequirement,wetypicallypricethisserviceinline with the
specific and tailored needs of each customer.

User Satisfaction

The Littlefish culture and service model have been builtaround the needs of the user,
focused on service quality. One of our core metricsis the Net Promoter Score (NPS),
which currently sitsataround 80 acrossall Littlefish customers; ascoreabove 70 is
considered ‘World-Class’. We firmly believe that if our customers’ users are happywith
the services we provide, theirsatisfaction will materialise as tangible business benefits
throughincreased employee productivity and well-being.

Oursecondcorefocus is First Contact Resolution (FCR). We achieve a minimum of 70%
across all customers (calculated on all Incidents logged with the Service Desk by phone
orchatwhere the Service Deskistherecognised resolver)increasingto >90%aswe
improvetheserviceovertime. Oursuccessisinpartaresultof employing high calibre
agentswith aminimum of 2 years’ enterprise experience and industry recognised
accreditations.

We place significant emphasis on direct Customer Feedback as a softer measure of
service performance. This feedback is collected through customer satisfaction surveys,
thatinclude the NPS measure, following Littlefish Live interactions (or another. Itis
important to note thatrather than waiting to month-end toreview, feedback is
handleduponreceipt.Positivefeedbackisimmediatelycycledbacktotheengineeras
positive reinforcement, whilst negative feedback is escalated through to the Service
Management teamforimmediateaction.Oftenthisimmediatere-engagementfrom
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negativefeedbackcanhighlight useful service or processimprovementsorturna
negativeintoa positivethroughtimelyintervention.

Welike to keep feedback channels simple forusersto engagewith aswearekeento
generate enough volume to be statistically significant (there is a negative correlation
between the numberofquestionsaskedandtheresponserate).LittlefishLivefeedback
canbeashighas40% (our experiencewith surveyson ticketresolutionisac.2%response
rate).Itisimportanttoretaina consistentapproachtoseekingfeedback,sowe
encouragethesame measuresandformatsareused forall channels. We can however
adjustour feedback mechanisms toallow the customer toask furthertactical questions
(e.g.gauginguserfeedbackafteramajorapplicationupgrade).

We typicallyalsorecommendidentifyingbenchmark customersatisfactionscoring
throughService Transition (measuringtheexistingservice) toenableaquantitative
approach toimmediate service performanceimprovements.

Allfeedbackis collatedandsharedduringtheservicereviewcycle.Highlights(and
lowlights) areidentified during the Service Review meetings (if the extended optionis
purchased), allrawdata relating to feedback is shared openly.

Other Complementary Services

We believe thereisaclose linkbetween the Service Deskand End User
Device/Computing services. Whilst we seek toresolve all user Incidents and Requests
remotely andatthe first contact, on occasionthereisarequirementfor‘deskside’visits
(inparticularinrelationtohardwarerelated Incidents).Inaddition,theproactive
managementoftheenduserdeviceestatecanremovetheneed foruserstocontactthe
Service Desk.

Therefore,werecommend customerstakeourenduserdevice
specificservices, including:

. Microsoft 365 - Modern Workplace Design, Deployment and Managed Services

. Microsoft Intune -Endpoint Management Services

. Digital Employee Experience with Microsoft Intune or Digital Employee
Experience with Afinity

. Endpoint Protection with Microsoft Defender or Acronis RMM

TheadvantagesoftakingtheseservicesincombinationwithourServiceDeskservice are

costefficiency and an enhanced user experience: with both services jointly delivered

we are inherently able to shift-left more activity to the Service Desk, reducing time to

fix and fulfil. We can apply commercial discounts across both services if purchased

together.
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Service Desk

Note: In the interests of brevity, we use the collective term ‘Support Requests’ which are
both Incidents and Service Requests.

ITSMTooling

Littlefish uses ServiceNow to deliver our Service Desk. ServiceNow is a market leading,
enterprise class and Gartner Magic Quadrant leader for ITSM tools and the platform
underpins the entire support operation providing ITILv4 aligned capability.

Note that we can also providetheService Deskserviceusing ITSM tools already owned
and managed by our customers, working ‘on tool’ or where appropriate, viaan
integration.

The Littlefish ServiceNow platform is a domain separated instance with both data and
process separation. This allows us to offer the opportunity to directly leverage the
platform for the customer's own internal operations, while also facilitating customer-
specific configuration in the following areas:

. Assignmentrules

. Approvalrules

« SLAmanagement

. E-mail notifications

. Businessrules

. Ulpoliciesandactions

. Forms, lists, related lists,and choice lists

This provides customers with leading-edge ITSM capability at the cost of alicense (as
opposed to the cost of deploying a full replacement system in-house). Alongside the
benefits of comprehensive functionality and a centralised repository of ITSM
information, customers are also able to provide their users with the benefit of a single
and seamless experience for support, irrespective of whether they are engaging with
Littlefish or aninternal resource (or third party). ITSM users (like third line support and
development teams) become additional resolver groups within the ITSM platform.
This provides IT management with centralised performance visibility of internal
teams, on a like-for-like basis with Littlefish.

Real-time reporting capability can also be used via the ServiceNow Responsive
Dashboard functionality, with the opportunity for customers to leverage existing
ServiceNow out-of-the-box dashboards, as well as Littlefish-created dashboards, or
dashboards tailored specifically to individual customer needs. This facilitates the
display of real-time critical KPI performance, trends across all record types (Incident,
Problem, Request, Change etc), and a range of other metrics for both Littlefish and
internal teams.
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Thereisalso the opportunity to use our ITSM platform for other corporate services by
leveraging the customer specific configuration elements outlined above. This allows
the platform to be used for a variety of ‘customer service’ type scenarios. For example,
this could include using our ITSM platform for facilities management activities (as well
as using it collaboratively with Littlefish for IT services).

Our ITSM platform underpins most of the service deliverables we can offer. This is
especially true for the Service Portal, and the variety of self-service features that fall
within this. It also has a powerful workflow automation engine that allows for levels of
process automation to underpin the core ITIL service processes. For instance, we have a
comprehensive automated Change Management process in place as well as automated
Service Requests in areas such as JML (Joiners, Movers, and Leavers).

We offer customers two named license options for ServiceNow
based on the required customer role:

. TheFulfiller License is required for customer resources that actively work on
tasks such as Incidents or Service Requests (such as an internal resolver group).

. TheBusiness Stakeholder license allows users to have read only access to tasks
and reports across the customer organisation as well as the ability to be an
approver on workflows for elements such as Service Requests or changes.

These options could also be provided for customer third party suppliers that require
access to the ITSM platform. The exact nature of the requirements would need to be
reviewed during Service Transition to identify the most cost-effective solution.

SupportRequestRegistration

LittlefishprovidesthecustomerwiththechannelsdetailedabovetoregisterSupport
Requests withtheService Desk.Viaeachavailablechannelusersshouldbe preparedto
providerelevantdetails inrelationtotheirSupportRequest. AllnewSupportRequestsare
recordedinthelTSMsystem and the userreceivesan automated email providing a
uniquereference numberanda brief description of the Support Request. Registered
SupportRequestsshouldberelated tothe customer’s devices or services.

AllnewSupportRequestsareassignedaprioritybaseduponaclassificationdefinedin
thisService Definitionoramendedbyagreedschedules.

Where ausercontacts the Service Desktoenquireonthe progressofanexisting Support
Requestthe useris asked toprovide the unique reference number. The Service Desk
then either updates the user with the latest status of the Support Request, or records
anyadditional information provided bytheuser,orupdatesthe Support Requestwith
anyreasonablerequest fromtheuser(e.g.arequest forescalation).
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SupportRequest Management

The Service Deskmanages Support Requests on aremote basisand broadly follows the
path outlinedbelowwithaviewtoresolvingthe SupportRequest withintheagreed
Resolution timeframe for the assigned priority:

. Record/Classify Support Request

. Investigate/Diagnose Support Request

. Updateuseron status of Support Request
. Resolve/Close Support Request

Where possible the Service Deskattempts to resolve the Support Request at the first
point of contact with the user (referred to as First Contact Resolution, or FCR). If FCR is
not possible the ServiceDeskAnalyst may continuetoprogressthe SupportRequestor
escalatetoacolleague.In either case the useris updated through regular contact.

Where the Support Requestresolution does not fallwithin scopeof the services provided
by Littlefish, theServiceDeskregisterstheSupportRequestandrefersittothedesignated
upstreamresolver group in accordancewith any escalation matrices that have been
agreed.

AsaSupportRequestprogresses theServiceDeskchangesitsstatussothatitremains
current.The status of the Support Request controls whether the ‘clock’ for the
resolution SLA of the Support Request is running or not, based on the following:

The Support Request hasbeenloggedbutis

Logged presently unassigned to an engineer. e
. The Support Request is being actively progressed .

Active by the Service Desk. Running
The Service Desk is currently awaiting input from

Waiting for the customer (e.g. formore informationto be

Customer provided where this is necessary to progress the = Stopped
Incident).
The Service Deskis currently awaitinginput from

Waiting for athirdparty(e.g. confirmationthat the Support

third party Request is being progressed, where the third Stopped
party is responsible for progression).
The Service Desk is currently awaiting the

Waiting for resolution activity (e.g. a related Request for

Syl Change to be implemented, or confirmation that Stopped
the resolution has been successful).
The Support Request has been confirmed as

Resolved resolved by the User and the ‘clock’ is stopped Stopped

and the time to resolve is calculated.

1

littlefish

GROUP



TheSupportRequestremainsinaresolvedstateforafurther3daystoallowtheuserorthe
Service Desktoreopenthe SupportRequestintheeventofaqueryorreoccurrence. After
3dayshave elapsed the Support Requestis automatically closed by the ITSM system.

ExtendedService DeskServices

Problem Management

TheServiceDeskcanadheretoastandardITIL-alignedprocessforProblemManagement
andcan broadly follow the steps outlined below:

. DetectProblem

. Record/Classify Problem

. Investigate/Diagnose Problem

. Implement Workaround (where applicable)
. ResolveProblem

TheServiceDeskcan managetheProblemManagementprocesswithinthe TSMsystem
andmaintain aregister of all Workarounds, Known Errors, and active and resolved
Problems. Littlefish can undertake regular Problem Managementreviewswith the
customer to monitor progress.

Problem ManagementisnotbuiltintothestandardServiceDeskofferingbutisavailable
onrequest.

Change Management

TheServiceDeskcanfollowastandardITILalignedmanagementprocessforChange
Management and broadly follows the steps outlined below:

. Registerand create the Request for Change (RFC)
. Technicallyreview the RFC

. Seekauthorisation for the RFC from the customer
. Implementthe RFC

. ReviewandclosetheRFC

The Service Deskcanmanage the Change Management process within the ITSM system.
The customerwould designate an approver of RFCs who would engage with the Service
Deskto understand the RFCand approve (orreject) the RFC and agree an
implementation schedule for the Change. Where necessary, Littlefishand the customer
convenesa schedule of Change Advisory Board (CAB) meetings (atafrequencythatsuits
thecustomer —e.g.weekly, fortnightlyor monthly). Each partyensuresthat they have
suitablyknowledgeableandauthoritativeattendeesatthe CAB meetings to ensure
thereis noimpediment to the prompt evaluation and execution of Change. CAB
meetings may alsobeinvoked onanad-hocbasis where there are outstanding Major or
Emergency Changes. ChangeManagementis notprovidedinthestandardServiceDesk
offeringbutisavailableon request.

12
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Configurationand Asset Management

Littlefishcanmaintain Asset Registers and Configuration Management Databases
(CMDB) on behalf of the customer. Ifrequired, during Service Transition, wewould seek
totakeoverwhatevercurrent processesarein place forAsset Management. Ifnoprocess
isinplace,thenweworkquicklywith the customer to establish an appropriate
‘placeholder’ process for Asset Management (this may include arapid deviceaudit to
ensure asolid baseline positionisachieved).

Althoughinitiallylookingto pickup the current processes for Asset Management, we
assessthe ability toautomate aspects of the process in the near term. Our Littlefish Live
toolset has asset inventorycapabilityand canbe usedtoensureafrequentprofilingof
thelTenvironment,capturing changesandupdatingthemautomaticallyintheAsset
RegisterorCMDB.

We canalsoconsiderautomated Request Fulfilment wherewewould, if appropriate,look
tointegrate theautomatedRequestFulfilmentprocessdirectlywiththeAsset
Register/CMDB.Oneofthe primary benefits of this approach s the ability to control and
automate theselectionand deployment of new equipment (through anautomated
authorisation process) including the back-end ‘mop up’ activityof automatically
ensuringthatanynewequipment(orequipmentchanges)has beenupdated in the Asset
Register/CMDB. The same principlecanbe applied for software as well as hardware.

We use a fully domain separated ServiceNow solution which enables us to provide data
separated CMDB capability with customer specific configuration. The ServiceNow
CMDB supports the mapping of relationships between Configuration Items (Cls) and
the ability to graphically display Cl relationships via the Dependency View
functionality, supporting improved incident impact analysis and outage management.
Integration with other toolsets such as Intune or SCCM amongst many others is
supported either via existing pre-configured integrations or by leveraging
ServiceNow's various inbound and outbound web services, enabling easy importing of
data into the CMDB from other management toolsets.

TheConfigurationandAsset Managementserviceis notprovidedasstandard,butcanbe
included inthe service, if required.

13
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Service Management

Governance

ToensureapositiveandenduringrelationshipismaintainedLittlefishandthecustomer
may convene a Governance Board on a periodicbasis toreview the following items:

. Overall Service Performance

. Customer Business Strategy

. Assesstheappropriateness of the service agreement

. ldentify areas where Littlefish can provide further enhancement to the
customer’s business objectives

Service Reporting

The Littlefish Service Delivery Manager (SDM) provides customers with monthly
service reports to demonstratethatservicesarebeingdelivered successfully. Thereport
istypicallyreviewedaspartof the monthly Service Review process. Items in the monthly
Service Reportinclude:

. Service Desk Contact & Support Request volumes
. Performance against SLA

. Telephoneand Chat answering performance

. First Contact Resolution performance

. UserSatisfaction Survey results

Where service level breaches have occurred the Littlefish SDM provides requisite
mitigation or justificationinformation.

ExtendedService Management
Service Analysis

Incommon with our Service Management Office (SMO) servicewithinthe Digital
Marketplace,wecan provide deeper service analysisservicestoidentify trends, issues,
andproblemswithinthe T service, as well as deliver multiple day to day ITIL-alighed
processes across the Service Ecosystem such as Major Incident Management and
Change Management. Service analysis output is more detailed servicereportsand
dashboards, alongside communicationsand feedbacksessionstoinformthe
customer’s IT ServiceManagement teamon futureplansandactions.

SMO services canbeaddedtothestandardservice offeringonrequest.

14
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Service Reviews

ServiceReviewscanbeheldmonthlytoreviewtheon-goingsuccessofthelLittlefish
service. The Service Review Board meetsin person orviavoiceconference. Meetings
consist (ata minimum) of the customer’s IT stakeholder (or equivalentrole)and the
nominated Littlefish Service Account Manager (SAM) and Service Delivery Manager
(SDM). A Littlefish technical resource mayalsojoinif required.

Itemstobediscussedatthe ServiceReviewinclude:

. Service Performance Review (against SLA)

. Review of Consolidated Infrastructure Health Report (if option selected)
. Review of Trend Analysis Report

. UserExperience Assessment (User Satisfaction Survey Results)

. DisputeResolution (and any areas of concern)

. Continual Improvement Program Review

ThelittlefishSAMrecordsthekeyissuesdiscussedattheService Reviewandanyactions
arising.

Facetofaceservicereviewsarenotincludedinthestandardserviceofferingbutcanbe
addedon request.

Continual Service Improvement

We strongly recognise the need to maintain continual improvement and continually
strive to exceed SLAs. Akey measure of ongoingsuccessisthedemonstrable
improvement of KPIs yearonyear. By example, for a current customer, Littlefish has
achieved yearimprovements across the KPI scorecard, butwith a specific focuson FCR.
Fromabase (inyear1) of 70%FCRwewereableto enhance FCRtojustshy of 90%bythe
endofyear4andsubsequently consistently exceed 90%. This hasbeenachieved
throughacombinationof continualline-of-businessshift-left,serviceimprovement
initiatives andanever-evolvingunderstandingofthecustomers'technologyand
businessoperations.

Werunavarietyof Continual Improvementschemesandprogrammes. Littlefishcan
provide Continual Improvementin three forms:

. Littlefish provided service improvement
. Service Ecosystem focused service improvement
. Customerfocused environment improvement

Wedevelopplans(includingusingProblemManagement)toreduceusercontactvolumes
and overall Incident volumes.
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N.B.Due toourshift-leftapproach theService Desk evolvestofacilitate more demandat
the first point of contact, which should be at the expense of volumerequiringaction
elsewhereinthe service ecosystem.Withtherightbuy-in,itshouldbepossibletotarget
aholisticIncidentreductionobjective of 10% pa.
ContinuallmprovementisincludedinthestandardServiceDeskoffering.

Service Levels and Performance
Service Levels

Incident Priority Matrix

Littlefishregistersincidentsinlinewith thefollowing categorisation:

Multiple users and services are impacted, or the service impacted is unavailable
and critical to business operations e.g., Loss of network connection at the primary
location.

1

2 Multiple users were impacted, and a single service was affected or degraded but
not critical to business operations e.g., Degraded Wi-Fi performance at the
primary location.

3 Single userimpacted and single service affected.

For example, aremote user may be unable to access the business application.
4 Thereis no end-userimpact, but asingle service is affected.

For example, an event monitoring alert has no impact on service.

ServiceLevelscanbenegotiatedonacontract-by-contractbasisif necessary. Thebaseline
service levels for the standard Service Desk service are shown below.

Incident Service Levels

P1 Incident Response Service Hours 90% within 15 minutes

P2 Incident Response Core Hours 90% within 30 minutes

P3 Incident Response Core Hours 90% within 2 hours

P4 Incident Response Core Hours No SLA

P1 Incident Resolution Service Hours 90% within 4 hours

P2 Incident Resolution Core Hours 90% within 8 hours

P3 Incident Resolution Core Hours 90% within 30 hours

P4 Incident Resolution Core Hours 90% within 50 hours
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Service Request Priority Matrix

LittlefishregistersService Requestsinlinewith the followingcategorisation:

ServiceLevelscanbenegotiatedonacontract-by-contractbasisif necessary. Thebaseline
service levels for the standard Service Desk service are shown below.

Service Request Service Levels

Littlefish will resolve the following Service Request types within the specified targets
during Core Hours:

N T

Standard Service Standard service requests included Core Hours 90% within
Requests inthe service catalogue with a 30 hours
defined workflow incorporating
approvals, tasks and fulfiller group
routing asrequired.

Starter Requests Requests for a new starter. Core Hours 90% within

50 hours
Non-Standard Service requests thatare not defined Core Hours No SLA
Service Requests inthe service catalogue or are agreed

to be too complex to be defined as a
standard service request.

Service Level measurement adjustment for low Support Request
volumes

Service Level performance is measured as a percentage of Support Requests resolved
within agreed timeframes across the majority of Service Level categories.

Where the total Support Request volume for any associated Service Level within a
monthly reporting period is fewer than ten (10), the resulting Service Level
achievement percentage may not provide a statistically reliable or proportionate
representation of overall service performance. In low-volume scenarios, a single
Service Level breach can disproportionately affect the reported Service Level
percentage.
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Additional Service Levels

Littlefish meets the following additional service levels.

I

Phone Call Answering 85% within 20 seconds
Chat Answering 85% within 20 seconds
First Contact Resolution 70%

Penalties and Service Credits

Littlefish offer a Service Credit regime on a case-by-case basis as part of tailored
service design. We structure Service Credits in line with specific contract size and
service failure impact levels. Service Credits are typically tied to Service Level KPIs. We
reserve theright torevise our pricing on arisk- adjusted basis to takeinto
consideration any Service Credit requirement.
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Service Transition
On-Boarding

On-boarding(Service Transition)isparamounttoachievingasuccessfulservicedelivery
model.

LittlefishapproachallService Transition’sbasedonthefollowingstatementofintent.

The transition from service provision by the incumbent customer supplier to
provision by Littlefish should be smooth and have no or minimal impact on
end-users and the customer’s business operations and should be achieved by
anagreed date.

Littlefishworks with a tried and tested transition framework that has evolved and
matured over previous successful transitions. Littlefishis experienced inadoptinga
Prince Il methodology and hassuccessfullyundertaken several first-timeand ‘nth
generation outsourcer’s transitionsincluding integration with internal and supplier
service teams involving TUPE transfer. Littlefish achieves successful transition
through ablended focus onPeople, Process and Technology.

. People—Suitablyskilledand experienced staffareassigned tothe transition
project, notably includingthe proposed Transition Managerwhotypicallyowns
project managementduring transition.

. Process—Adherencetoatriedandtestedtransitionprocess(withaprimaryfocus
onknowledge assimilation, both BAU and Line of Business) that has evolved and
matured over previous successful transition activities.

. Technology-Deployment of thelLittlefishtoolsets(Littlefish Live), whichare
able to comprehensively profile the customer’'soperating environment,
providingthetransitionteam with anin depth and immediate perspective.

Furthertoabove, wecreatea tailored Service Transition project planwhich coversthe
tasks, timeframesandresources thatare necessary for a successful transition process.
Updatesrelating to progress against transition milestones and management of any
risks are provided frequently during the transition process.
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Off Boarding

Off-boardingis notusuallychargedforastheprocessof off-boardingisundertaken
duringthelast few weeksofthecontract. Whereoff-boardingisrequiredLittlefishworks
withthecustomertoensurea smooth transition to alternative provisions.
Documentation is handed over and all remote connectivityandtoolsaredisabledand
removed.

Off-boardingrequirementsarediscussedduringtheon-boardingprocess.Wherenon-
standard off-boardingrequirementsareidentifiedachecklistof such activitiesare
preparedto ensure future clarity. Non-standard off-boarding requirements (e.g. the
requirement to engage resource on-site during off-boarding) mayincuranadditional
T&Mchargeinlinewiththe SFIA Rate Card.

Security and Assurance

InformationAssurance

Littlefishisan1SO9001and ISO27001 certified organisation (copy of certificates
available on request). We are accredited to Cyber Essentials and Cyber Essentials Plus.

AllLittlefishpersonnelare BPSS checkedasstandard. AsignificantnumberofourService
Deskteam areboth CTCand SCclearedandsomeareDVcleared and we can meet these
levels to satisfy specific customer demands where required.

The Littlefish Liveapplicationoutlinedinthe Service Overviewworksonanencrypted
basis (1024-bit RSA key). Access tothe ITSM self-service portalis also provided via SSL.

Service Constraints and Customer
Responsibilities
Service Constraints

The Service Deskis providedona 24/7 basisbasedona 99.9% availability KPl. Where
service downtimeisrequired,itoccursatweekendsand thecustomer is notifiedatleast
48hoursin advance.

As part of the on-boarding process Littlefish endeavours to install the Littlefish Live
agent onto eachuser'sdesktop/laptop. ThelLittlefishLiveagentusesaverysmall
footprintontheuser'sdevice (less than 10MB and minimal performance overhead).

Where securityrequirementsdictateit mayalsobe necessary to createan IPSECVPN
betweenLittlefishand one or more of the customer’s locations. Thisisnormally
achieved by creatingatunnel between Littlefish’sCiscoASAhigh-availability pairand the
customer’sfirewalldevice(s).
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Backup/Restore & Disaster Recovery

Littlefishoperatesafullyresilientservice.Keytechnicalservices, like Littlefish Liveand our
ITSM platform,areoperatedasCloudservices fromwithinTier 4 DataCentres. Snapshots
foreachsystem aretakenonal5-minutebasisandreplicatedtoanotherDataCentre.
LittlefishhasresilientnetworkconnectivityandtelephonydeliveredtoourService
Centresin Nottinghamand Sheffield. If either Service Centre was incapacitated then a)
all services are fully transferable and deliverable by the alternate Service Centre, or b)
all Littlefish personnel have full capabilitytoworkonamobilebasis. Allsystemsare
Cloudbasedandthereforereadilyaccessible from anyinternet-connected location.
Telephony can be intercepted beforeit hits Littlefish's Service Centres and re-directed
to Service Desk Analysts’ mobile phones on a pre-defined hunt group basis.
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About Littlefish

Littlefish is an award-winning Cloud based Manage d IT Services Provider.
Through our capability and delivery of service excellence we have become an
established and credible alternative to the ‘usual suspect’ large Multi £Billion
Managed Service Providers and IT Outsourcers in the mid-market and
enterprise.

. Ourpurposeistodisrupt the conventional Managed IT Services models - where
the usual suspects typically fail to perform - by delivering service solutions that
are tailored to the precise needs of your organisation and which are
communicated in clear and straightforward language. Our people (and users)
first approach delivers a higher quality experience and will add tangible business
value to your organisation.

Our service solutions are designed to consider and deliver tangible outputs in terms of
improved business performance. The IT experience of your users can be enhanced to
promote more agility and improved quality output. Furthermore (but often
overlooked), highly available, better performing IT services, with expert support on
hand when it’s needed to get your users working again, can engender employee health
and well-being. Because of these deliverables, workforce productivity levels are
increased, and it’s likely that our highly attuned service model will also enable you to
effect cost-efficiency gains. What’s not to like!
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