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De PROACT Groep

Grootste, beursgenoteerde storage integrator van Europa
Kennishuis met 15 jaar storage ervaring, €100M omzet
Vertegenwoordigd in 8 landen, 18 kantoren

Bekende A-merken onder 1 dak

320 medewerkers, waarvan 200 engineers

Executive member SNIA

Ruim 1600 klanten, loyaliteit 99,8%
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The concept of Selective Outsourcing

What do we mean with SO?
Tailor the solution
Relieve customer from daily burdens

Take responsibility of daily delivery to
meet defined demands

Have up to date knowledge

Location and vendor independent

Long term cooperation




Selective outsourcing — Storage only
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Proact Managed Services

Proact Storage Management
Proact Backup or Restore Management

Proact Disaster / Recovery Management

Proact Archive Management

Proact Server Management
Proact Firewall Management

Proact Network Management
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Work method

Dedicated competence group behind Proact Service Desk

Our work comply with ITIL processes (Information Technology
Infrastrucuture Library)

SLA setup

Basic Services
Daily routines performed according to SLA

Additional services
Variable services ordered by customer

Follow up
Monthly, according to a pre-defined agenda

Change management
Project participant or project leader
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Work method — Organization

Proact Service Desk

MS Competence Group

Technical Account
Manager

Service Delivery Manager

-Registration

-Classification

-Dispatch to competence group
-SPOC

-Daily routines
-Monitoring
-Case handling
-Reporting

-Technical advisor
-Consultant
-Detailed knowlede of customer site

-Agreement administration
-Follow-up

-Escalation

-Gathering of resources



Work method — Resources

Centralized monitoring center Stockholm (NOC)
Optional DC’s regional
24x7 ready
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Benefits of Selective Outsourcing

Economic view - Lower costs
- Transparency
Technical view - Up to date knowledge

- 365 x 24 x 7 virtual storage adminstrator
- Access to modern technology & feautures

Organizational - Stability, availability & security

- Free up resources
- Business advantages

- Do what you do best
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GB

Storage Service Provider
Waarom te vroeg en te veel betalen ?

Uitbreidingsinvesteringen
onnodig vroeg .

aantal Gbs

Verbruik minder?
Betaal minder

Uitbreidingsinvesteringen
onnodig hoog .

Betaal voor daadwerkelijk
gebruik

Daadwerkelijk benodigd



Project of dienst

Storage Service Provider

~N Heeft u nagedacht over?
Hardware
Software
Support Beéindig- en migreerbaar
> Euro/GB

Vrije consultancy uren
SW Upgrades

Managed Service ? _J

Geen shared infrastructuur

Bescherming tegen neerwaartse
beweging



EQUINIX 41 data centers - 10 countries — expanding in 7 locations

it

EQUINIX

g Amsterdam
~1,120 cabs

Hong Kong
550 cabs

57,050 Cabinets When All Expansions Open
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i

Equinix Services EQUINIX

terconnection
Cross Connects
Intra Cross Connects
IP Connectivity Solutions
Equinix Exchange™ (

Colocation
» Cages & Suites

» Cabine
» Power & Cooling

» Security
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Our goal whith selective outsourcing

For Proact to become the best
outsourcing partner within our focus
area- STORAGE
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Proact Storage Management

Basic operating service

Add-on services

Availability control/check

0 Disc and RAID protection
o Switches

0 Failover paths

Reporting
0 Status for major problems that effects the endusers in their daily work

Action
0 Component failure alerts (discs, controllers, PSU etc)

o Escalation to correct support delivery organisation

Proactivity
0 Review of supportlevels and recommend proper system upgrades

Follow-up on performed Services

0 Monthly according to a fixed Agenda

Configuration changes

(o]

(o]

(o]

(o]

Add/remove discs
Create new raidgroups or luns
Switch-zoning

Increase host-luns

Patchning/systemupgrades

(o]

(o]

(o]

According to vendor specifications
According to support demands

When needed to keep system stability or adding needed features

Project participance

(o]

(o]

(o]

Migrating
Planned service-window

Performance tests

Documentation

(o]

Create a new or maintain an existing system documentation




Proact Backup/Restore Management

Basic operating service

Add-on services

Check
0 Incorrect clients: not started, hanging, slow or failed
0 Media: availibility

o Archive; secure two copies of each saveset

Report
o 24 hour status report

0 Need of media

0 Package of measures

Action

0 Start: manually when needed or according to agreement
0 Stop: hanging or slow job within 24 hour from start

o Restart: incremental- and full-backups at the next slot

Proactivity
o Review of supportlevels and recommend proper system upgrades

Follow-up on performed Services

0 Monthly according to a fixed Agenda

Restore information
0 Unexpected

0 According to customer order

Configuration-changes

0 Add/remove clients
o In Backup directives
o Create pools or groups

Patchning/systemupgrades

0 According to vendor specifications
0 According to support demands
0 When needed to keep system stability or adding needed features

Project participance

0 Testing / verification of restores

o Planned service windows

Documentation

0 Create a new or maintain an existing system documentation




Proact Server Management

Basic operating service

Add-on services

Check

) Log-analysis (system, messages, application)
) Healthchecks (discs, cpu, pagefile)

) Database (SQL, Oracle)

) Security (Anti-virus, access-control, spam-control)

Report
) Status-report when major application, database or severproblems effects the
customers operation

Action

) Alerts (component, intrusion, applicaton)
) Case management (escalation to vendor)
) Patching of OS

Proactivity
) Monitoring utilitation

) Oversyn av supportmatrixer och sammanstélla rekommendationer for
systemuppgradering

Follow-up on performed Services

) Monthly according to a fixed Agenda

Configuration changes

0 Add/remove: (client, server, database)
0 Installation: (OS, monitoring, software)
0 User accounts: (create/change)

Patching/systemupgrades

o According to vendor specifications
0 According to support demands
0 When needed to keep system stability or adding needed features.

Project participance

0 Migration

0 Planned service windows

0 Performance tests

Documentation

0 Create a new or maintain an existing system documentation




Proact Disaster Recovery Management

Basic operating service

Add-on services

Responsibility for replicated information

) On an Storage area that fits the customers need

Monitoring
Maintain continuous replication

Maintain healthecheck routines

Check alerts

Reporting
) When major alerts are discovered that effects the service

Action

) Fault analysis

) Escalation to vendor

Proactivity
) Monitoring utilitation

Follow-up on performed Services

) Monthly according to a fixed Agenda

Recovery of information

Situation analysis at a disaster

Delivery of the customer information to the primary site within 48 hours

Assistance when recovering (on customer request)

Technical competence

Dedicated engineer onsite

Configuration changes (on customer request)

Network
Service windows

Extensions




Proact NetApp Management in detall

Basic operation services

Monitoring
Monitoring availability in the system
Active monitoring is performed on a daily basis by the operations team.
Check and address all hardware errors reported by system components.
Verify redundant access by way of cluster functionality.
Check RAID protection status.
Check available storage capacity in system.
Check volume (s) utilization level and threshold limits (<xx% left).
Check aggregate utilization levels.
Verify that network connectivity is in optimal state and that speed is normal.
Perform a Filer configuration validation.
Disaster recovery by SnapMirror
Check current status of all snapshots.

Check and address those labelled “out of date” and/or “not working”.



Proact NetApp Management in detalil

Basic operation services

Support matrices

Proact will perform active auditing of support matrices for managed components in order to
achieve stability of operations.

It is Proact’s duty to:
. Recommend what upgrades need to be considered.
. Investigate and present what other components/systems are affected.
. Notify customer when a function-critical or security patch/update is released.

. Inform customer about non-critical patches/updates at next scheduled meeting.



Proact NetApp Management in detalil

Basic operation services

Proactivity

Proact will be the part that presents gathered information on key issues that may
have a cost- and/or time consuming impact for Stork during the period of the
agreement.

This information shall be forwarded to Stork well in time in order to enable a
seamless and stable system expansion.

It is Proact’s responsibility to monitor the overall data growth.
It is Proact’s responsibility to view system boundaries.

Proact is responsible for documenting and communicating the necessary
requirements for servers, including NIC, operating systems and versions.



Proact NetApp Management in detalil

Basic operation services

Change Requests (CHR)

When changes needs to be implemented in the system hardware, software or functionality a
pre-defined and mutual agreed method should be used in every occasion in order to take
control of the change, its benefits and guarantee documentation.



Proact NetApp Management in detalil

Basic operation services

Meetings
A Service follow-up and CHR meeting will be held between Stork and Proact every quarter of
a year. The agenda will be as follows:
. Operation over the last period.
. Review of to-do list.
. Plans for the coming period
. CHR status

. Time Bank status



Proact NetApp Management in detalil

Basic operation services

Backup

Backup job will be conducted and monitored by the operations group once every day. The
backup copy is moved to Proact’s datacenter for disaster recovery purposes. Data is held for
XX generations before they expire and are deleted. The daily service include:

Troubleshooting and restarting any failed backup jobs.
Unprotected item discovery.
Replica out of date discovery.

Restore failed investigation.



Proact NetApp Management in detalil

Additional services (Time bank)

Orders

“Order” refers to the following types of activities to be conducted by Proact upon request:
Share handling (presenting, growing, deleting, user rights, multi protocol setup etc).
LUN and Volume handling (creation, deletion, growing, shrinking etc).
Backup handling (restore data, changes to scheme, extra backups, altering windows etc).
Quota handling (configuring or changing size and/or amount of files parameters etc).
Network handling (configuring VLAN, Trunk g and speed settings etc).
Aggregate handling (expansion, removal, configuring etc).

Snap mirror handling (creating new, deleting or altering current configuration).



Proact NetApp Management in detalil

Additional services (Time bank)

Project participation
For optimal use of the NetApp cluster, it is important to ensure that Proact is involved in the
project as early on as possible.



Proact NetApp Management in detalil
Additional services (Time bank)

Service window

Work carried out in a service window has to be planned carefully. The Client may
still be dependent on the NetApp cluster during a service window, therefore a
schedule for should be created and enforced with following parameters in mind:

Relations and dependencies are identified, not only in respect of the NetApp
system but also of networks, databases, etc.

Service window planning.
Implementation during a service window.

Documentation and follow-ups of activities during a service window.



Proact NetApp Management in detalil

Additional services (Time bank)

Storage Forum

A forum may be implemented to provide an understanding of storage where Stork
and Proact can meet to discuss storage systems and find out more about them.

This will also enhance knowledge for Proact’s work and point out what options
can be provided. A forum is not a one-way communication area, it is an active
dialogue.



Proact NetApp Management in detalil

Additional services (Time bank)

Assistance besides the arranged SLA

Stork has the option of calling on assistance besides the arranged SLA in critical
situations.

Responses on request will be provided within two hours.



Reference

Capgemini

Which pain/problem did we solve
» Complexity in the IT-environment
« Demand for disaster recovery (D/R)
« Don’t want to have own resources for IT-operation

« Demand for Selective outsourcing (B/R and Storage)

Value for the customer

» Able to buy B/R and Storage as a service — limited number of own
resources

» Well defined SLA — no surprises

« Some systems are located at Proact Datacenter — solve the D/R issue



Reference cont.

Capgemini

Description of the deal
* Responsible for delivery B/R and Storage service
— The customer owns the IT-infrastructure
— A fixed fee per month for the service
« Management Service “BASIC”
— Control, Report, Measure and Service follow-up
» Additional Management Services

— Restore Data, Configuration and upgrade systems,
Documentation

» The contract is valid for 3 years



