Pericles — Maintaining High Availability and Reliab

What it is

This Meritec Support Service is an
effective way of obtaining support for your
Pericles systems. The service is designed
to provide SQL Server Support and the
implementation of Pericles upgrades. It is
a proven way of supplementing in-house
IT capacity and skills.

Local Authorities are dependant upon
efficient and effective IT systems to
deliver quality services. Implementing
these is one thing, running and supporting
them thereafter is quite another. Meritec
are specialists in Local Government
systems and support, enabling you to
concentrate on your core business safe in
the knowledge that your systems are in
capable hands.

The cost of the Service is fixed from the
outset. There are no hidden “extras”.

Scope of the Service

The service is typically made up of the
following components (although we can
tailor specifically to suit individual
Authority needs.)

SQL Server Support
Remote monitoring of SQL Server
On-site maintenance visits
Database performance and
configuration checks
Regular reporting on database
integrity and performance
Installation of SQL Server Service
Packs
Recovering the application database
when required

Software Releases
Covers all Live, Test and Training
environments
Application of patches
Application of service packs

Support
Available 24 hours, 7 days a week

Why you might want one

To ensure a seamless, continuous
Pericles application service to the
business users

An up to date Pericles application with
timely updates to latest releases and
service packs

Expert assistance to resolve day-to-
day service problems — just a phone
call away

Provide services against an agreed
SLA

Provide value for money

Enable the Authority to focus on
mainstream business

Reduce pressure on overstretched IT
resources

Know your (containable) costs

Reduce costs

Improve IT services to staff and
customers
Improve performance and reduce risk

Dedicated ITIL
compliant Service
Desk

Qualified
consultants
experienced in
Service delivery

Making IT Happen
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How it works

It is very simple. We will agree with you the type
and levels of Service you require. This will be
specified in a Service Level Agreement (SLA)
which both parties then sign up to. Unlike some
SLAs, the Meritec SLA is not designed or used as
a means of introducing additional charges under
"Change Control". Quite the opposite — it is
designed to provide a clear description of who
does what, how and when, so everyone has a
shared and common understanding of their
responsibilities and objectives.

The Service is then implemented and users place
calls on ServicePoint (the Meritec Help Desk). Our
highly skilled service support staff then manage all
calls through to closure.

Meritec ServicePoint

ServicePoint provides a single point of contact for
the customer to request assistance and report
problems. It also has responsibility for managing
the service against the SLA and providing the
customer with service reports.

What the SLA is

The SLA defines the service(s) that Meritec will
provide and the service levels at which we will
deliver them. At the Authority's discretion the SLA
can include rewards (payable to Meritec for over
performance) and/or penalties (chargeable to
Meritec for under performance) against pre-agreed
standards. It contains a definition of the service(s)
to be provided, any agreed constraints, service(s)
scope and boundaries, volumes and charges.

Meritec Limited

Why Meritec

Because Meritec is a proven, reliable and highly
respected supplier to many Local Authorities. You
don't need to take our word for it, ask them —
reference and case study information is readily
available.

Our Services have helped many Authorities to
leverage maximum return from their IT systems.
This requires sound integration between the
systems, processes and people involved in the
delivery of the Authority’'s Services, and it is
Meritec's specialism in these disciplines that can
underpin  successful achievement of your
objectives.

Other Meritec Services

This is just one of the services available to Local
Authorities from Meritec. We also offer the
following services:

Systems Hosting

Project Management

New Systems Procurement

Systems Implementation and Support

Housing Benefit and Local Taxation
Consultancy
People Development and Training

For further information on the range of

professional services offered by Meritec please
visit www.meritec.co.uk or email
servicepoint@meritec.co.uk




