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G-Cloud service overview 
The Appian solution suite has been designed to solve multiple Public Sector challenges. 
Being built on a highly capable and data driven platform enables the suite to be used in 
several different applications such as: 

Appian Platform 

Appian Platform Cloud is a leading low-code development platform, integrating iBPM 
(Intelligent Business Process Management), RPA (Robotic Process Automation) and 
DCM (Dynamic Case Management) with Private AI capabilities. Appian Private AI 
ensures that while you leverage generative AI, your data is never used to train public 
models. It enables rapid application building, streamlining processes and enhancing 
decision-making for organisations, fostering innovation and efficiency in solution 
delivery. The platform now extends to Process Intelligence and Event Streaming, 
providing real-time operational insights and continuous automated process optimisation. 

Orchestration & Abstraction 

The Abstraction Platform combines Data Fabric, low code, iBPM, and case 
management. Abstracting the complexity of interacting with data sources, providing a 
unified interface for accessing and manipulating data. Creating applications without 
needing knowledge of underlying data structures or technologies regardless of the data 
origin or format. This layer acts as a powerful Integration Gateway, orchestrating B2B 
collaboration and API management to securely connect internal systems with external 
partners and suppliers. 

Case Management & Enterprise Solutions 

Case Management for Public Sector is built on a modular, composable, CMaaS 
architecture providing a central location to manage and track the activities and data for all 
case types, from case intake to resolution. End users connect via portals to self-serve 
for requests, incidents, or complaints. This composable architecture also powers 
specialised enterprise suites for Grants Management, Supply Chain, Enterprise 
Resource Management (ERM), and Customer Service, delivering unified automation 
across the entire public sector value chain. 

Low-code Platform 

The Appian low-code application platform (LCAP) provides dynamic case management, 
robust process automation, and powerful AI integration. It enables rapid development of 
sophisticated applications through data fabric integration, setting it apart as a 
comprehensive solution for organisations seeking agility, innovation, and efficiency in 
application development. 
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Cloud Support Services 

Appian ensures operational success through tiered support models tailored to mission 
needs. Options range from the Foundation Success Plan for standard business hours 
support, to the Professional and Signature Success Plans, which offer 24x7 coverage, 
enhanced SLAs, and dedicated Customer Success Managers to ensure maximum 
platform value and stability. 

Each with its own set of features and benefits as detailed in the various listings available 
within the Digital Marketplace. 

Information assurance 

Appian holds a wide variety of global certifications, providing evidence to support Public 
Sector customers in choosing Appian. Details of these certifications can be found at the 
following link: https://appian.com/support/resources/trust/compliance.html. 

In the UK specifically, various customers are typically using Appian for OFFICIAL and 
OFFICIAL SENSITIVE data classifications. A few customers are also holding data 
classified at SECRET, giving further assurance to the ability of Appian. 

Appian undergoes rigorous testing, both internally and via independent third parties, for 
each major release of the product. Further information is available subject to an NDA, 
such as how Appian can support the NCSC cloud security principles and management 
summaries of various third-party testing activities. 

Further information is available at the following link: 
https://appian.com/support/resources/trust/compliance.html. 

Backup & restore functions 

Risk-based approach 

The Appian Cloud Disaster Recovery Plan is built on a risk analysis conducted with 
members of Appian management to identify critical processes and recovery priorities. 
Appian defines a disaster as any event that causes an unexpected outage of the Appian 
Cloud system or critical resources and requires Appian to perform a recovery of systems 
or resources to restore service in a timely manner. Each component of the Appian 
Cloud infrastructure and supporting systems is reviewed to determine the criticality of its 
functions, as well as its dependencies. Appian Cloud disaster recovery procedures are 
designed to support target time frames needed to ensure acceptable service levels and 
enable Appian Cloud to maintain high service level agreements for example 99.95% 
uptime. 

High Availability 

For customers that are running mission critical applications on Appian Cloud, Appian 
offers High Availability (HA) with Professional and Signature Support. With High 
Availability, Appian Cloud is provided via three Availability Zones without a single point of 
failure. To achieve this, Appian uses servers and storage that are kept up to date with 
customer data and applications. 

https://appian.com/support/resources/trust/compliance.html
https://appian.com/support/resources/trust/compliance.html


  Appian 

Page 5 of 29 
 

For this High Availability offering, Appian offers RPO of 1 minute, as well as an RTO of 
21 minutes for Professional customers, or 4 minutes for Enterprise customers. 

Backup strategy 

Appian understands data is our customer's most important asset. The standard backup 
and retention practices followed by Appian have been designed to meet the following 
objectives: 

• Minimise interruptions to the normal operations of Appian Cloud 

• Limit the extent of disruption and damage for Appian customers 

• Minimise the overall impact of an unexpected service interruption 

• Establish alternative means of operation 

• Serve as training material for personnel with emergency responsibilities 

• Provide personnel with a reference to aid in restoration of service 

All the relevant customer application data submitted to Appian Cloud and necessary for 
the proper operation of the system is included in the backups. Appian performs regular 
backups, both full and incremental, to minimise the recovery point objective of the 
disaster recovery plan, without adding significant overhead to the system. Data from 
backups are encrypted and transferred to geographically dispersed facilities with 
industry-standard safeguards where they are retained for at least 28 calendar days. 

On-boarding and off-boarding processes/scope etc. 

Customers have direct administrative access to their Appian Cloud database and can 
export data at any time. Similarly, any documents or any other Appian object (for 
example, process/workflow maps) can be exported at any point in time. Appian securely 
deletes all customer systems and data after termination of service. Backup copies are 
retained for a period of time after termination and securely deleted after that period. 
Appian support can work with customers, upon termination of their contracts, to provide 
confirmation of data erasure. 

Service management details – Success Plans 

Availability SLAs by Support Level: 

 

 

 

Priority Level 

Monthly Availability (in %) 

Foundational Professional Signature 

Priority 1 <99.8% but ≥ 99.0% <99.95% but ≥ 99.0% <99.99% but ≥99.0% 

<99.0% <99.0% <99.0% 

Priority 2 <99.0% <99.0% <99.0% 

Case Priority/Severity Definitions: 

Priority 1 (Critical): Production system is down, or critical business operations are halted. 
No workaround available. 



  Appian 

Page 6 of 29 
 

Priority 2 (Major): Major functionality is broken or significantly degraded. Business 
operations are severely impacted but not halted. 

Priority 3 (Medium): System is functioning but with minor errors or non-critical bugs. A 
workaround is available. 

Priority 4 (Low): General questions, documentation requests, or cosmetic issues. 

Tier-Specific Success Plan Services: 

 

Technical Product Support by Success Plan 

Included Component/Service Level Foundation Professional Signature 

Case Management (Incident Reporting/Help Desk 
Support) 

Web and 
Phone 

Web and 
Phone 

Web and 
Phone 

Customer-Designated Support Contacts Permitted Up to 4 Up to 12 Up to 30 

Support Availability for Problem Priority Levels 1 
and 2 

24x5 24x7x365 24x7x365 

Support Availability for Problem Priority Levels 3 
and 4 

Local 
Business 
Hours 

Local 
Business 
Hours 

24x5 

Lead Engineer   ✓ 

Expert Guidance Services 

 

Expert Guidance Services by Success Plan 

Included Component/Service Level Foundation Professional Signature 

Onboarding Session ✓ ✓ ✓ 

Customer Success Manager ✓ ✓ ✓ 

On-Demand Advisory Services ✓ ✓ ✓ 

Insights ✓ ✓ ✓ 

Innovation Briefing 

(An “Innovation Briefing,” a tailored presentation 
organised by Appian’s presales team, covers how 

customers may take advantage of Appian’s latest 
quarterly 

feature advancements.) 

 ✓ ✓ 
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Appian Cloud Services (if Applicable) 

The table below delineates Success Plan services, by support tier, applicable to the 
Appian Cloud PaaS offering. These services do not apply to self-managed/on-premises 
Appian deployments. 

 

Appian Cloud-Specific Services by Success Plan 

Included Component/Service Level Foundation Professional Signature 

Service-Level Availability Percentage (%) 99.80% 99.95% 99.99% 

Pre-Release Testing Program 

(For information on this offering, please visit: 
https://docs.appian.com/suite/help/latest/Pre-Release-
Testing-Program.html) 

✓ ✓ ✓ 

Appian Cloud Administration 

(For information on this offering, please visit: 
https://docs.appian.com/suite/help/latest/Cloud_Insights
. html) 

✓ ✓ ✓ 

Custom Domains 

(For information on this offering, please visit: 
https://docs.appian.com/suite/help/latest/Using_a_Cust
o m_Domain_in_Appian_Cloud.html) 

✓ ✓ ✓ 

Custom Mail Server Configurations 

(For information on this offering, please visit: 
https://docs.appian.com/suite/help/latest/Email_on_App
i an_Cloud.html#use-your-own-(custom)-email-service) 

✓ ✓ ✓ 

High Availability for Production 

(Appian Cloud offers the ability to run in a High 
Availability (HA) configuration, with guaranteed 
Recovery Point Objective (RPO) and Recovery Time 
Objective (RTO); for 

information on this offering, please visit: 

 ✓ ✓ 

https://docs.appian.com/suite/help/latest/Pre-Release-Testing-Program.html
https://docs.appian.com/suite/help/latest/Pre-Release-Testing-Program.html
https://docs.appian.com/suite/help/latest/Pre-Release-Testing-Program.html
https://docs.appian.com/suite/help/latest/Cloud_Insights.html
https://docs.appian.com/suite/help/latest/Cloud_Insights.html
https://docs.appian.com/suite/help/latest/Cloud_Insights.html
https://docs.appian.com/suite/help/latest/Using_a_Custom_Domain_in_Appian_Cloud.html
https://docs.appian.com/suite/help/latest/Using_a_Custom_Domain_in_Appian_Cloud.html
https://docs.appian.com/suite/help/latest/Using_a_Custom_Domain_in_Appian_Cloud.html
https://docs.appian.com/suite/help/latest/Email_on_Appian_Cloud.html#use-your-own-(custom)-email-service
https://docs.appian.com/suite/help/latest/Email_on_Appian_Cloud.html#use-your-own-(custom)-email-service
https://docs.appian.com/suite/help/latest/Email_on_Appian_Cloud.html#use-your-own-(custom)-email-service
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Appian Cloud-Specific Services by Success Plan 

Included Component/Service Level Foundation Professional Signature 

https://docs.appian.com/suite/help/latest/High_Availabili
t y_for_Appian_Cloud.html) 

   

Enhanced Data Pipeline 

(For information on this offering, please visit: 
https://docs.appian.com/suite/help/latest/Enhanced_Da
ta 

_Pipeline_for_Appian_Cloud.html) 

 ✓ ✓ 

Log Streaming 

(For information on this offering, please visit: 
https://docs.appian.com/suite/help/latest/Log_Streamin
g 

_for_Appian_Cloud.html) 

 ✓ ✓ 

Additional Capacity for Non-Production Instances   ✓ 

Additional Storage   500 

Gigabytes 
(GB) 

Data Snapshot and Refresh 

(For information on this offering, please visit: 
https://docs.appian.com/suite/help/latest/Appian_Cloud
_ FAQ.html#can-appian-delete-data-generated-during-
testing) 

  ✓ 

 

  

https://docs.appian.com/suite/help/latest/High_Availability_for_Appian_Cloud.html
https://docs.appian.com/suite/help/latest/High_Availability_for_Appian_Cloud.html
https://docs.appian.com/suite/help/latest/High_Availability_for_Appian_Cloud.html
https://docs.appian.com/suite/help/latest/Enhanced_Data_Pipeline_for_Appian_Cloud.html
https://docs.appian.com/suite/help/latest/Enhanced_Data_Pipeline_for_Appian_Cloud.html
https://docs.appian.com/suite/help/latest/Enhanced_Data_Pipeline_for_Appian_Cloud.html
https://docs.appian.com/suite/help/latest/Log_Streaming_for_Appian_Cloud.html
https://docs.appian.com/suite/help/latest/Log_Streaming_for_Appian_Cloud.html
https://docs.appian.com/suite/help/latest/Log_Streaming_for_Appian_Cloud.html
https://docs.appian.com/suite/help/latest/Appian_Cloud_FAQ.html#can-appian-delete-data-generated-during-testing
https://docs.appian.com/suite/help/latest/Appian_Cloud_FAQ.html#can-appian-delete-data-generated-during-testing
https://docs.appian.com/suite/help/latest/Appian_Cloud_FAQ.html#can-appian-delete-data-generated-during-testing
https://docs.appian.com/suite/help/latest/Appian_Cloud_FAQ.html#can-appian-delete-data-generated-during-testing
https://docs.appian.com/suite/help/latest/Appian_Cloud_FAQ.html#can-appian-delete-data-generated-during-testing
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Appian Protect Services 

Please note that some Appian Protect Services are only applicable to Appian Cloud 
customers and, in such cases, are so indicated in the table below. 

 

Appian Protect Services by Success Plan 

Included Component Foundation Professional Signature 

Data Loss Prevention (for Appian Cloud customers) 
(For information on this offering, please visit: 

https://docs.appian.com/suite/help/latest/Appian_Clou
d 

_FAQ.html#does-appian-offer-data-loss-prevention-
dlp-in-appian-cloud) 

✓ ✓ ✓ 

Published Certification Reports and Certificates ✓ ✓ ✓ 

Standardised Information Gathering (SIG) 
Questionnaire Response 

✓ ✓ ✓ 

Response to Customer Security Questionnaire  ✓ ✓ 

Response to Third-Party Security Questionnaires ✓ ✓ ✓ 

Private Network Integrations (for Appian Cloud 
customers) 

(For information on this offering, please visit: 
https://docs.appian.com/suite/help/latest/Cloud_VPN_I
n tegration.html) 

✓ ✓ ✓ 

Bring Your Own Key (BYOK) (for Appian Cloud 
customers) 

 ✓ ✓ 

https://docs.appian.com/suite/help/latest/Appian_Cloud_FAQ.html#does-appian-offer-data-loss-prevention-dlp-in-appian-cloud
https://docs.appian.com/suite/help/latest/Appian_Cloud_FAQ.html#does-appian-offer-data-loss-prevention-dlp-in-appian-cloud
https://docs.appian.com/suite/help/latest/Appian_Cloud_FAQ.html#does-appian-offer-data-loss-prevention-dlp-in-appian-cloud
https://docs.appian.com/suite/help/latest/Appian_Cloud_FAQ.html#does-appian-offer-data-loss-prevention-dlp-in-appian-cloud
https://docs.appian.com/suite/help/latest/Appian_Cloud_FAQ.html#does-appian-offer-data-loss-prevention-dlp-in-appian-cloud
https://docs.appian.com/suite/help/latest/Cloud_VPN_Integration.html
https://docs.appian.com/suite/help/latest/Cloud_VPN_Integration.html
https://docs.appian.com/suite/help/latest/Cloud_VPN_Integration.html
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Appian Protect Services by Success Plan 

Included Component Foundation Professional Signature 

For information on this offering, please visit: 
https://docs.appian.com/suite/help/latest/Bring_Your_
O wn_Key.html) 

   

Data at Rest Encryption (for Appian Cloud customers) 

(For information on this offering, please visit: 
https://docs.appian.com/suite/help/latest/Appian_Clou
d 

_Database_Encryption.html) 

 ✓ ✓ 

Signature Security Package* 

(For information on this offering, please visit: 
https://docs.appian.com/suite/help/latest/Signature_Se
c urity_Package.html) 

 

*The “Signature Security Package” includes an 
annual customer audit service as well as fulfilling site 
data audit requests (up to monthly in frequency). 
Customers with audit regulations, such as GxP 
(Good Practice), DORA (Digital Operational 
Resilience Act), etc., should subscribe to the 
Signature Success Plan if they require audit services 
to meet regulations specific to their 
industry/organisation. 

  ✓ 

Support Hours and Locations 

Our Success Plans are available to Appian customers around the world. Customers are 
provided region-specific telephone numbers for access to product support. Appian 
business hours, by customer region, are shown in the table below. 

 

Appian Business Hours by Customer Region 

Location of Customer’s Primary 
Office 

Appian Business Hours 

United Kingdom (UK), Europe, Middle 
East, and Africa 

8:00 a.m. to 8:00 p.m. (Greenwich Mean Time [GMT]), 
Monday through Friday (excluding Appian UK holidays) 

United States, Canada, and Latin 
America 

8:00 a.m. to 8:00 p.m. (United States Eastern Standard 
Time [EST]), Monday through Friday (excluding Appian 
United States holidays) 

Australia, New Zealand, and East and 
Southeast Asia 

8:00 a.m. to 8:00 p.m. (Australia Eastern Standard Time 
[AEST]), Monday through Friday (excluding Appian New 
South Wales holidays) 

 

https://docs.appian.com/suite/help/latest/Bring_Your_Own_Key.html
https://docs.appian.com/suite/help/latest/Bring_Your_Own_Key.html
https://docs.appian.com/suite/help/latest/Bring_Your_Own_Key.html
https://docs.appian.com/suite/help/latest/Appian_Cloud_Database_Encryption.html
https://docs.appian.com/suite/help/latest/Appian_Cloud_Database_Encryption.html
https://docs.appian.com/suite/help/latest/Appian_Cloud_Database_Encryption.html
https://docs.appian.com/suite/help/latest/Signature_Security_Package.html
https://docs.appian.com/suite/help/latest/Signature_Security_Package.html
https://docs.appian.com/suite/help/latest/Signature_Security_Package.html
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Service constraints 

Required maintenance and associated downtime are described below, and further 
documented at the following link: 
https://docs.appian.com/suite/help/24.1/Appian_Cloud_Site_Maintenance.html. 

https://docs.appian.com/suite/help/24.1/Appian_Cloud_Site_Maintenance.html
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Environment maintenance 

Environment maintenance activities are performed on a regular basis to address 
defects, provide security updates, or deploy patches to supporting applications (e.g., OS 
security patches, Java patch updates, etc.). These code updates are deployed to 
Appian Cloud environments on restart through hotfixes. 

Appian Cloud hotfixes are initially released to non-production environments and are 
typically made available for production environments one week later. If a hotfix includes a 
critical issue fix, Appian may make the hotfix available immediately for production 
environments. Customers can also work with Appian Support if they have a critical fix 
available in the latest hotfix that needs to be deployed to a production environment. 

Authorised Technical Support Contacts are notified by email in advance about the exact 
date, time, and duration of maintenance windows affecting their environments. 

Hotfixes are deployed during scheduled maintenance windows, regardless of the 
reason for the scheduled maintenance. 

These scheduled activities may require downtime. This is clarified in the email sent prior 
to the maintenance window. 

Changes deployed in these maintenance windows do not introduce new functionality 
beyond defect fixes or security updates. 

Separate email notifications are sent upon completion of the maintenance activities for 
each one of the affected environments. 

Infrastructure maintenance 

Infrastructure maintenance activities are performed at least on a quarterly basis to 
deploy important security updates to servers in our shared infrastructure. 

Infrastructure maintenance activities generally do not require any downtime and have a 
short duration. Infrastructure maintenance windows affect multiple environments at once 
since they require work in Appian Cloud's shared server infrastructure. Consequently, 
there's no flexibility to reschedule these maintenance windows. However, Appian makes 
all efforts to schedule this work outside business hours for the affected region, as well 
as to avoid any service degradation. 

Infrastructure maintenance activities may cause minor outbound traffic interruptions in 
the case that your applications have automated system integrations outside of the 
business hours for the affected region. 

Platform upgrades 

Each time a new Appian release is available, Appian Cloud customers can take 
advantage of the latest features, enhancements, and innovations available in the new 
version within days. Appian has new releases available on a quarterly basis. 
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Authorised Technical Support Contacts are notified in advance about the exact date, 
time, and duration of the maintenance window to upgrade their environments via email. 

The email notification also includes a link to the release notes where customers can find 
detailed information regarding the functionality included in the new release. 

Customers for whom the proposed upgrade schedule won't work or want to do a staged 
rollout as opposed to converting all environments at once, can adjust their upgrade 
schedule directly from the Cloud Installation environment. 

Refer to the following KB article for detailed instructions at 
https://community.appian.com/support/w/kb/679/kb-1403-rescheduling-cloud-installation-
upgrades. 

Separate email notifications are sent upon completion of the maintenance activities for 
each one of the affected environments. 

Critical maintenance 

Critical maintenance is performed in the unlikely event that a critical issue, which may 
impact the stability or security of your environment, is discovered, and must be 
addressed immediately. 

Authorised Technical Support Contacts are notified in advance about the exact date, 
time, and duration of maintenance windows affecting their environments via email. 

Appian notifies customers as far in advance as possible. However, for this type of 
maintenance, notifications may be sent the same day that the maintenance will be 
performed. 

The email describes whether downtime is expected during the maintenance window. 

Unless the issue is preventing users from accessing the environment or preventing them 
from using major functionality in your applications, critical maintenance activities are 
performed outside of regular business hours to minimise impact on end users of the 
system. 

Separate email notifications are sent upon completion of the maintenance activities for 
each one of the affected environments. 

https://community.appian.com/support/w/kb/679/kb-1403-rescheduling-cloud-installation-upgrades
https://community.appian.com/support/w/kb/679/kb-1403-rescheduling-cloud-installation-upgrades
https://community.appian.com/support/w/kb/679/kb-1403-rescheduling-cloud-installation-upgrades
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Training 

Appian provides a highly detailed learning journey, consisting of carefully structured 
online, self-paced and instructor-led courses leading the trainee from an Associate, to 
Senior and ultimately to Lead Developer. 

Using a fully empowered sandbox environment on which to put every lesson into practice 
and exercise, the Appian training Academy is geared towards empowering users to 
become both technically proficient and methodologically confident in developing even 
the most complex applications. 

Appian’s Learning Journey is also designed to provide different team profiles with the 
right level of knowledge and learning support to achieve their respective goals as part of 
a larger design and development team or a Centre of Excellence (CoE), with different 
and adjustable learning paths accompanied with practice and hands-on implementation 
support to ensure both effective learning and knowledge absorption. 

 

To better complement the learning journey, Appian has developed practical, hands-on, 
empowerment services to complement the learning journey with the purpose of 
accelerating 
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the path to enablement. Further information is available at 
https://community.appian.com/learn 

Termination terms 

Further detail relating to termination can be found in the accompanying supplier terms in 
addition to the following. 

By consumers 

Appian retains customer data for current customers indefinitely during the life of the 
service. Customers may retain or delete data through their Appian Cloud site(s) / 
application(s) in accordance with their specific requirements. Appian backs up customer 
data and applications daily, and this is retained for 28 days. 

Appian does not do any auto-archiving or auto-deletion of customer data. Data archiving, 
de-archiving, and long-term data preservation via formal records management is a 
customer responsibility, either built into a customer’s unique Appian-built process flow 
or handled by external products leveraging Appian’s Enhanced Data Pipeline capability. 

By the supplier 

Appian retains customer data for current customers indefinitely during the life of the 
service. Customers may retain or delete data through their Appian Cloud site(s) / 
application(s) in accordance with their specific requirements. Appian backs up customer 
data and applications daily, and this is retained for 28 days. 

Appian does not do any auto-archiving or auto-deletion of customer data. Data archiving, 
de-archiving, and long-term data preservation via formal records management is a 
customer responsibility, either built into a customer’s unique Appian-built process flow 
or handled by external products leveraging Appian’s Enhanced Data Pipeline capability. 

Data restoration/service migration 

Appian Cloud sites are backed up nightly and backups are retained for 28 calendar 
days, unless otherwise stated in a customer’s agreement. Backups include all data 
stored in each Appian Cloud site. Data from these backups is encrypted and transferred 
over secure connections to a location separate from the primary processing location. All 
the relevant customer application data submitted to the Appian Cloud and necessary for 
the proper operation of the system is included in the Appian Cloud backup strategy. 

Appian performs regular backups, both full and incremental, to minimise the recovery 
point objective of the disaster recovery plan, without adding significant overhead to the 
system. 

https://community.appian.com/learn
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Data from backups are encrypted, and the backups are transferred to geographically 
dispersed facilities with industry-standard safeguards where they are retained for at 
least 28 calendar days. 

Further information can be found at the following link: 
https://docs.appian.com/suite/help/24.1/Appian_Cloud_Disaster_Recovery.html. 

https://docs.appian.com/suite/help/24.1/Appian_Cloud_Disaster_Recovery.html
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Data extraction/removal 
Appian can connect to enterprise data warehouses and lakes. If data resides on an 
Appian server, Appian designers can create Web APIs or processes to send that data to 
a customer's data ecosystem. Appian also offers Enhanced Data Pipeline, which allows 
for direct connection to the Appian Database, so that data can be extracted and 
transferred as desired. 

Data standards 

Integration from and to external systems is an essential part of gaining value from an 
Appian implementation. This can be achieved through different options, such as our 
built-in connectors to prominent proprietary systems, our strong support for Integrations 
based on open standards, and our broad library of APIs. We support multiple integration 
protocols out of the box, including (but not limited to): REST/HTTP, WSDL/SOAP, 
SMTP, and JMS. Furthermore, in the browser-based Appian Designer environment, 
designers can leverage our Connected System object to intuitively configure a no-
code/low-code connection with an external system that is integrated with Appian. 
Connected system objects store authentication and connection information, allowing 
you to easily connect to external integrations and data sources. We offer pre-built 
connected systems, data source connected systems, plus HTTP and OpenAPI 
connected systems, which can be used to generically connect to most APIs. Further 
details on our connected system object can be accessed at the following link: 
https://docs.appian.com/suite/help/24.1/Connected_System_Object.html. 

Data ownership 

Customers own their data in the application. The data can be exported and 
imported throughout the contract. If the contract ends, customers can transfer data in a 
secure manner. 

Data import/export options 

Appian can perform automatic data imports for various file types and data formats such 
as: XML, JSON, CSV, XLS, ODS, and SQL. Imports can be triggered from an external 
system or be processed in batches in defined intervals. 

Data extraction responsibility 

Appian does not charge customers for data extraction; however, it is the customers 
sole responsibility to export data in a timely manner. Appian does not provide migration 
services. 

Data deletion 

Appian supports the customer with deletion of data regarding termination of services. 
Appian securely deletes all customer systems and data after termination of service 
using native Amazon Web Services deletion functionality. All data at rest is encrypted 
while in the Appian Cloud. Encrypted backup copies are retained for a period after 
termination and securely deleted after that period. The customer manages their data 
including deletion and additions to the data throughout the contractual period. 

https://docs.appian.com/suite/help/24.1/Connected_System_Object.html
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Data storage and processing locations 
Appian partners with Amazon Web Services for most of its data storage and processing 
requirements. Public Sector customers in the UK will typically require data to be stored 
and processed in the EEA or solely in the UK, and as such the London region would be 
used. However, a customer may instead choose to host in any one of the AWS regions 
listed at https://appian.com/support/resources/trust/status.html. 
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Deployment models 
Appian can be deployed in several different ways, or combination thereof: 

Appian-managed cloud environment (“Appian Cloud”), hosted in Amazon Web Services 
(AWS). With Appian Cloud, software upgrades, platform administration and patching, 
backups and data security are all managed by the Appian Cloud team. Appian Cloud 
has deployment availability zones globally. 

Client-managed cloud environment. The client can choose to deploy Appian on their 
public or private cloud environment. Supported cloud environments can be found here: 
https://docs.appian.com/suite/help/25.4/System_Requirements.html#cloud-infrastructure-
as-a-service. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

https://docs.appian.com/suite/help/25.4/System_Requirements.html#cloud-infrastructure-as-a-service
https://docs.appian.com/suite/help/25.4/System_Requirements.html#cloud-infrastructure-as-a-service
https://docs.appian.com/suite/help/25.4/System_Requirements.html#cloud-infrastructure-as-a-service
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Service models 
The Appian Platform is a cloud-agnostic technology that can be deployed on Cloud, 
Private Clouds, as Infrastructure-as-a-Service, Platform-as-a-Service, or Software-as-a-
Service models. 

All deployment models are supported for the Appian Platform. Appian Cloud is a 
publicly available cloud service dedicated to the implementation of Appian. Private Cloud 
installations are common; however, each customer owns the implementation of their 
infrastructure. 

Appian offers flexible consumption options, where customers can elect a self-managed 
option, for scenarios where a private deployment is required, or a deployment with a 
Cloud Provider of their choosing, such as Amazon, Google, or Microsoft for example. 
There are also examples of a hybrid model, for example, running the infrastructure in 
Appian Cloud, with the business database/s in a self-managed arrangement. 
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Utilisation monitoring/reporting 
All screens in Appian can be configured to be role specific so that the right dashboards 
can be presented to the right users to help them get their work done. These dashboards 
can contain real-time reports, relevant data, KPIs, and pending tasks. These 
dashboards can be flexibly configured to be bespoke for each application and user in 
Appian’s visual, low-code interface designer. 

Appian is used by customers around the world to manage their audit, inspection, and 
compliance activities to name but a few. Appian can automate aspects of the audit 
workflows, such as creating an audit based on a periodic schedule or triggered by 
configurable conditions, such as identification of high-risk circumstances. It can also be 
used to guide a user through an onsite verification, or to automatically generate reports 
and documentation. 

It can support the creation and management of all related aspects of the audit process, 
such as documentation, checklists and templates, assessment criteria, audit categories, 
stakeholders, reviewers/approvers, and other assignees. 

All applications built on Appian are automatically available on any device; no extra 
development effort is required for mobile or tablet use. This includes leveraging device 
capabilities, such as capturing media like photos, videos, and signatures, as well as 
capturing location information and integrating with maps and directions to a site. 

Forms, dashboards, and other user interfaces are simple to build using the low-code 
drag-and-drop designer to configure components such as checklists and document 
upload. Designers can maintain a library of audit templates within Appian or can 
integrate with external templates. Additionally, Appian enables users to capture and 
save information even when offline, with any forms automatically submitting as soon as 
the device is back online. Powerful features like cascading dropdown lists, wizards, 
conditional content, and validations are all possible with offline mobile. 

An audit workflow can be configured to notify the auditee of the outcome, enabling them 
to provide additional responses to any findings. The audit workflow will automatically 
route and assign tasks based on information such as audit type or outcome. All 
information, data, photos, and documents associated with an audit can be automatically 
linked to all related records (e.g., the auditee, auditor, site/location, etc.) to provide a 
complete 360˚ view and comprehensive reporting capabilities. 
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Data centres 
Appian partners with Amazon Web Services for most of its data storage and processing 
requirements. Public Sector customers in the UK will typically require data to be stored 
and processed in the EEA or solely in the UK, and as such the London region would be 
used. However, a customer may instead choose to host in any one of the AWS regions 
listed at https://appian.com/support/resources/trust/status.html. 
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Network 
Appian leverages the networking infrastructure of AWS as its cloud hosting partner. 
This aligns with the PSN strategy. See: 
https://aws.amazon.com/blogs/security/tag/public-services-network. 
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Third party integration 
One of Appian's biggest differentiators in the market is the capability to integrate with and 
to data from a plethora of sources and does not mandate that data reside in Appian 
storage. Integration to and from external systems is an essential part of gaining value 
from an Appian implementation. This can be achieved through different options: Appian’s 
built-in connectors to prominent proprietary systems (including SAP, Salesforce, Oracle, 
SharePoint, etc.), 

Appian’s strong support for integrations based on Open Standards (mainly via REST 
Application Programming Interfaces [APIs] and the platform’s visual Integration 
Designer), Appian’s broad library of Java APIs, or a custom-built extension to the 
platform. All these tools and methods provide the flexibility to access data where it 
currently resides and insert it at the point of need without expensive and time-
consuming data migration plans. 

Appian supports the following integrations out of the box for external systems to take 
action/query data in an Appian Application: 

• REST/HTTP (also through OpenAPI/Swagger) 

• WSDL/SOAP 

• JDBC (Oracle, MySQL, MariaDB, Microsoft SQL Server, PostgreSQL, IBM DB2) 

• SMTP 

• JMSA 

Appian also supports the following integrations out of the box to take action/query data 
existing in external systems: 

• Amazon Machine Learning, Microsoft Azure LUIS, Google Cloud Natural 
Language, Google Cloud Vision, Google Cloud Translate and Google Drive 

• Blue Prism, UiPath, Automation Anywhere 

• CMIS 

• Microsoft Dynamics 

• Salesforce 

• SAP BAPI 

• Siebel 

• SharePoint 

• Power BI 

• DocuSign 

• Other connections via custom plugin 
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Standard configurations 
Appian’s history and province in the Public Sector industry gives understanding and 
experience to guide on standard configurations appropriate to various use-case. Our 
pricing details list out several standardised approaches for common use-case such as 
Case Management or Government acquisition management. Subject to understanding 
specific details, Appian welcomes the opportunity to discuss which configuration might 
be most appropriate for a given set of requirements. 

Compute 

Various compute capacities can be provided ranging from semi-large cloud instances 
(RAM: 16 GB; vCPU: 2) to 24xLarge Instance (RAM: 760 GB; vCPU: 96) with additional 
storage also available as appropriate. 

Storage 

Storage for Appian Cloud instances is provisioned in alignment with the Customer 
Service Agreement. Currently, storage begins at 200GB for Production Environments 
and there is no upper limit. Customers can work with their Account Executive at any 
point to expand the storage capacity of an existing Appian Cloud instance. An instance 
of MySQL or MariaDB is provided as part of Appian Cloud; customers who want to use 
a different database management system can host a supported database locally and 
connect to it remotely. 

Content Delivery Network 

Appian provides content delivery functions natively from within the platform, Appian also 
supports integration with third-party Content Delivery / Distribution Network (CDN) 
technologies. In the context of integration, we have for example, a Web Content 
Component, which allows Appian to surface content inline on an Appian form from an 
external source. Within Appian Cloud, our latency-based routing helps serve static 
content, such product-images, JavaScript libraries and other Appian product static 
content files, to an end user from the geographic region available in Appian Cloud with 
the lowest latency. If a customer requires a CDN, the customer will need to set up their 
configurations for the CDN as part of the application setup/implementation. 
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Service roadmaps 
Reflective of our ongoing commitment to product innovation and quality, Appian 
provides regular, quarterly product releases, adapting specific features on a long-term 
roadmap—using agile methodologies and backlog prioritisation—based on customer 
input, industry trends, market feedback, the emergence of new technologies of 
importance and value to our clients, as well as our overarching product vision. 

We do not publish a public roadmap or track record, however at a high level, our five-
year road map continues to enhance the platform's capabilities on multiple fronts, 
including intelligent automation (IA), case management, low-code application 
development, DevSecOps, and packaged solutions to accelerate implementations for 
certain industries and use cases. More specifically, our roadmap includes updates to— 

The Appian user experience for web and mobile devices 

• Appian’s SAIL (Self-Assembling Interface Layer) architecture 

• Appian RPA (Robotic Process Automation) 

• Data-layer optimisation 

• Process modelling and execution 

• Rules composition 

• Artificial intelligence (AI) and logic execution engines 

• Reports composition and execution 

• Administration 

• Intelligent Document Processing (IDP) with both Appian- and Google- 
supported AI infrastructure 

• Process Mining for process discovery and monitoring 

• Support for elastic scalable Public Websites via Appian Portals 

• Integration and data connectivity 

Each of the above areas is managed by a Product Owner who has an extensive 
backlog of potential features that may be developed. Prioritisation of features for actual 
development occurs on a quarterly basis in conjunction with new release planning. 

Appian customers are involved in the ongoing product development/enhancement 
process in several meaningful ways. We work closely with our customers and partners to 
incorporate their feature requests into our product roadmap, and our customers are 
encouraged to submit enhancement requests to the Appian Customer Support group. 
Enhancement requests are reviewed weekly by Appian’s Engineering team for potential 
incorporation into an upcoming general availability release. 

Appian Engineering uses several criteria when considering enhancement requests, 
including conformance to Appian’s long-term product strategy, as well as likely 
applicability of the enhancement to a significant number of Appian’s customers. And of 
course, we also draw on the vision of our company’s leadership, the technical savvy of 
our development team, our involvement with industry groups in step with emerging 
trends, competitive market research, and partner feedback to help chart our product’s 
future course. 



In addition to incorporating our customers requested product enhancements through 
direct submission to Customer Support, as described above, we solicit our 
customers’ feedback gathered through Appian user group meetings, the Appian 
Customer Advisory Council, and through periodic, one-on-one sessions between the 
customer and representatives of our Engineering team. Appian Engineering 
continuously re-evaluates our product backlog to re-prioritise features based on 
customer feedback and market demand. 
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PaaS types 
Appian Cloud is delivered as a Platform-as-a-Service (PaaS) and is compliant with 
the security standards and frameworks, which can be viewed at the following link: 
https://appian.com/why-appian/trust/overview.html 

We use Amazon Web Services (AWS) as our infrastructure-as-a-Service (IaaS) 
hosting partner for Appian Cloud. AWS has global hosting regions, including 
Australia, and is compliant with the security standards and regulations found at 
https://aws.amazon.com/compliance/ 

Appian is an n-tiered, web-based enterprise application platform comprising all core 
components that work together with other systems to provide the capabilities and 
services our customers and their end users require. 

Appian’s highly scalable and flexible architecture is designed to operate in the most 
demanding enterprise environments. Individual Appian customer deployments range 
from as few as 100 users to as many as millions of active users around the world. 

We support a wide range of deployment topologies, from a single server setup to a 
fully clustered configuration, enabling an infrastructure that easily adapts to support 
growing demands. 

More information can be found at the following link: 18. 
https://docs.appian.com/suite/help/latest/Enterprise_Architecture_Overview.html 
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Contact details  
Matt Johnson,  

Head of Public Sector  

CDS, Yorkshire House, Greek Street, Leeds, LS1 5SH  

Email: bidteam@cds.co.uk  

Telephone: 07939 866831 

Website: www.cds.co.uk 
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