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1. Company Profile 

1.1 About Nexus 

Nexus Open Systems deliver Managed Services, IT solutions, cloud services, software and support services 
to companies and organisations of all sizes that require true technical expertise to meet their goals. 
Established in 1998, the company has two offices, incorporating a hi-tech IT Training and Exam Centre, in 
Exeter the heart of South West England. 
 
The company has invested heavily both in its personnel and strategic partnerships with industry-leading IT 
manufacturers and providers. These alliances are bonded by a single focus, to develop the skills within the 
company around industry-standard technology through company accreditation and individual professional 
IT certification. 
 
Our portfolio of systems and cloud services provides our customers with cost effective and resilient 
business computing solutions with extended technical support from a single supplier. 
 
We provide a source of advice that you can trust. Our business advisors understand your challenges and 
how effective IT solutions, cloud services and communications can help to address them. Our main aim is 
to make your business more successful through better productivity, lower costs, greater competitiveness 
and improved responsiveness and flexibility. 
 
Utilising cloud technologies efficiently can sometimes require a broad range of expertise. These solutions 
may also require the integration of diverse products and collaborative efforts. Nexus Open Systems have a 
team of experts to develop and deploy a fully personalised solution for even the most complex needs, 
offering as much or as little help as you require. 
 
Our cloud orientated IT training and certification services can also provide huge benefits to your 
organisation, by equipping individuals with the skills they need to be more confident and productive. Nexus 
offers a wide range of IT related training courses catering for both end users and technical personnel. 
 
Training courses can be delivered at the Nexus IT Training and Exam Centre in Exeter or at your premises. 
Courses are available for most industry-standard software products, however bespoke training courses are 
also available for specialist software and other hardware and computer network infrastructure products. 
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1.2  Nexus Principal Activities 

PRINCIPAL ACTIVITIES 

• Cloud Services 

• Managed Support Services 

• Unified Communications 

• Collaboration Platforms 

• Training Services 
 

Our portfolio of cloud, managed support and 
training services provides customers with cost 
effective and resilient business computing systems 
from a single leading supplier. 

 

1.3  Contact Information 

Company Name: Nexus Open Systems Ltd. 

Company Address: Vale House 
Pynes Hill 
Exeter 
Devon 
EX2 5AZ 

Contact: sales@nexusos.co.uk 

Phone: 01392 205095 

Fax: 01392 205096 
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1.4  Industry Accreditations and Cloud Competencies 

Nexus has forged strong alliances and earned industry accreditations with a select number of leading IT 
manufacturers, vendors and providers. We work closely with our strategic partners to ensure that we can 
install, develop or support the most appropriate and cost-effective technology solution to fit our 
customers' exact requirements. Some of our key accreditations include: 
 

• Microsoft Gold Certified Partner 

• Dell EMC Gold Partner 

• hp Partner First Gold 

• VMware Enterprise Solution Provider 

• SonicWALL SecureFirst Partner 

• Veeam Pro Partner 

• AudioCodes Platinum Partner 

• Polycom Certified Partner 

• Citrix Silver Solution Advisor 

• Cisco Registered Reseller 

• Citrix Silver Solution Adviser 

• Anywhere365 Certified partner 

 
Further details of our industry accreditations are available on our website under the ‘Why Choose Nexus’ 
subpage of ‘About Us’. 
 

1.5 Microsoft Accreditations 

For over 20 years Nexus have been consulting on, developing, deploying and supporting cloud solutions 
built on a wide range of technologies. We have worked with clients of all sizes in all industry sectors 
including the Public sector and we are a Microsoft Gold Partner with 10 competencies, this places Nexus 
within the top 1% of Microsoft partners worldwide. 

Microsoft competencies of particular highlight are Gold Cloud Productivity which is principally focused 
around deployment of Microsoft Office cloud and hybrid solutions; Gold Communications which is 
principally focused around Microsoft Skype for Business and Teams; Gold Collaboration and Content which 
is principally focused around Microsoft SharePoint Services; Gold Datacenter which is principally focused 
around infrastructure services; and Silver Learning which is focused on the delivery of high quality training 
services. Our full list of Microsoft competencies are as follows: 
 

▪ Gold Cloud Platform 
▪ Gold Collaboration and Content 
▪ Gold Communications 
▪ Gold Messaging 
▪ Gold Cloud Productivity 
▪ Gold Datacenter 
▪ Gold Small and Midmarket Cloud Solutions 
▪ Silver Application Development 
▪ Silver Windows & Devices 
▪ Silver Learning Partner 
▪ Gold AEP Authorized Education Partner 
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2. Service Overview 

The following section provides an overview of the Managed IT Services which Nexus can provide. In 
addition to this Nexus provide a range of cloud product offerings which can be found under Cloud Software, 
Hosting and Cloud Services within the Digital Marketplace portal. 

 
2.1 Nexus - Who, What & Why! 

Nexus are an accredited Managed Service Provider based in the South West, with Offices in Exeter, Bristol 
and Cardiff. We're specialists in the SME marketplace. Over 80 fully managed clients trust and rely on us to 
deliver a productive IT infrastructure for their business on a daily basis. Service delivery and client 
satisfaction are core to our business, with 75% of our team being technically focused. 
 
What do we do? 
 
IT Support is at the heart of our Managed Services, it forms the foundation of what we do and excel at. To 
ensure you can rely on us as a trusted partner, we provide a comprehensive range of services and solutions. 
Making sure you get the help you need on your digital transformation journey. 
 
Our technical department consists of three core teams. Service Desk, Quality Assurance and Planned 
Works. Our teams are driven by experienced team leaders and overseen by the Technical Operations 
Manager. 
 
To complement our core support functions, we also have a dedicated Professional Services Team. Focused 
on the delivery and execution of any IT projects you undertake. Our Head of Professional Services manages 
the process through all stages. 
 
To ensure we're working in synergy with your business and its goals, we build a strong technical and 
business relationship. All clients are allocated a Client Manager who is your single point of contact. They 
are there to help you select the right equipment, discuss the impact of technology changes, and to review 
ticket trends and usage. Client Managers are supported by our Solutions Experts, helping ensure the right 
technical decisions are made based on our knowledge and experience. 
 
Why Choose Nexus as a partner? 
 
We understand that selecting the right IT Support partner can be a difficult process. We stand out from the 
crowd for some key reasons: 
 

▪ We're dedicated to Managed Services, we're experts at what we do and are proud of the level of 
service and expertise we deliver. 

▪ We ensure that we keep continuity and knowledge by limiting the people you deal with on a daily 
basis. 

▪ We like things to be clear from the start. We'll define what's included and what's not from the 
outset. You'll understand what you're getting and won't get any unpredictable or surprise costs. 

▪ You’ll have access to our Solutions Experts knowledge and experience. They'll help and guide you 
to make the right decisions for your business. 
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▪ We strive to understand your business. What it does and where it wants to be. We'll make sure 
IT solutions are enablers of this rather than a barrier. 

 

2.2 Our Vision and Values 

We feel it's important for our team to have a strong vision of what we stand for and our values. This 
helps them understand how to build successful relationships between our teams, our clients and long-
term goals of the business. 
 
We've developed a set of core values with the team at Nexus. These enable someone to excel within 
the company by focusing on teamwork, improvement and community. We use these values 
throughout our Personal Development Program. 
 

 
Our Vision: To be our clients’ respected and trusted IT experts. 
 
Our Mission: We listen to customers’ business needs and design good technology solutions. Using 
skilled staff and select partners, we will implement and support those solutions, enabling our 
customers to realise the full value from them. 
 
Our Organisational Values and Behaviours 
 

▪ Inspire trust by acting with honesty and integrity. Deliver on promises, and don’t over-
promise.  

▪ Practice a no-blame culture, but treat mistakes as a way to learn how to do things better.  
▪ Practice a ‘one business’ philosophy with a collaborative, communicative attitude between 

departments.  
▪ Be open and inclusive. Share information, accept feedback and operate transparently.  
▪ Employees are empowered with the skills, knowledge and autonomy to make their own 

informed decisions in their work areas.  
▪ Be accountable for your part in the business by being responsible for your actions, take 

ownership of problems and treat the company money as if it were your own.  
▪ Work to improve by identifying opportunities for positive change, and measuring the results 

of you and your team.  
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2.3 Our Approach 

Our Managed Services 
 
Nexus provide fixed-cost proactively managed IT services for your growing business. The Nexus team 
offer strategic proactive IT support enabling you to free up essential management time and company 
resources, so you can focus on what you do best – managing your day-to-day business. 
 
Nexus’s managed IT services framework delivers a real-time overview of how your IT systems are 
performing. This enables our engineers to predict and prevent most IT issues before they disrupt your 
business. We provide our clients with a dependable IT environment in which their network 
infrastructure, servers, applications and desktop devices are monitored 24/7 allowing us to deliver 
proactive preventative maintenance and avoid unplanned business disruption. 
 
Many businesses today do not have IT systems that function properly – poor specification, poor 
implementation and lack of professional management is a common problem and causes business 
disruption, lack of efficiency and frustration for end users.  
 
Why Managed IT Services? 
 
At Nexus we can help you to build a stable, flexible IT infrastructure. We proactively monitor your 
systems so potential IT issues are resolved before they occur, reducing any potential downtime and 
avoid the break/fix cycle. When you do need our help, you will benefit from unlimited telephone, 
remote and onsite support. Our Service Desk is open from 8am until 6pm and adopts a three-tiered 
approach, escalating any issues onto our 2nd or 3rd line support teams. Nexus will manage all 
communications with Third Party suppliers to ensure all is dealt with promptly. 
 
At Nexus, we adopt best practice methods and terminology based on ITIL standards, this, along with 
our commitment to continually improve as a business means that any work we carry out reflects our 
knowledge of technology, and our expertise in the IT industry and the high standards we set ourselves 
to be different from the rest.  
 
By adopting Nexus as your IT partner, you can rest assured that you are leaving the rapidly changing 
world of IT to us. We advise hundreds of clients on best practices for their business and our IT solutions 
are tailored to individual business requirements. Our core business is IT infrastructure, which means 
that we stay at the forefront of technology and continue to adapt and change the latest delivery 
methodologies to provide the highest quality of managed IT services. 
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How We Measure Service Quality 
 
We believe feedback from our clients is the most valuable form of measuring the successful delivery 
of our service. Our client service process focuses on key touch points throughout the client-user 
experience, measuring our performance, knowledge, empathy and accuracy. 
 
We set our standards high and believe our clients should only receive excellence from us. We aim to 
keep our annual client surveys simple by asking if whether we are achieving this, and if not what we 
could change to make this happen. 
 
Focusing on delivering service excellence and feedback, allows us to: 
 

▪ Identify general areas for improvement or change 
▪ Identify specific and individual service improvements for clients 
▪ Communicate changes and improvements to services based on client feedback 
▪ Measure our ability to meet our client evolving needs 

 
We love and encourage feedback on the services we provide. If you choose to partner with us, please 
encourage your users to complete our ticket surveys. Any surveys falling below a threshold of 70% 
automatically generate an incident with our Service Desk manager to understand what we can do to 
improve. Additionally, your Client Manager will report on these results in the Client Business Review. 
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2.4 Managed Services Matrix 

This table outlines the services that Nexus can offer to clients with regard to our Advanced Managed 
Service and Premier Managed Service.   
 

 Advanced Premier 

Service Desk facility   

Incident & problem management   

Dedicated account management   

Third party liaison   

Escalation procedure   

Remote diagnostics & support   

Access to client portal   

Service Level Agreement   

Remote monitoring & alerting   

Strategic planning & review   

Proactive monitoring & alerting   

On-site fault diagnostics & support   

Patch management   

Remote configuration changes   

Preventative maintenance   

Change management   

Backup management   

New end user device installation   

Infrastructure firmware updates   

Monthly ticket reports   

Quarterly infrastructure performance reports   

Endpoint Protection Optional Optional 

Regular on-site Engineer Optional Optional 

24/7 critical Service Desk cover Optional Optional 

Business Continuity Management (BCM) 
and Disaster Recovery (DR) 

Optional Optional 

Holiday and sickness cover Optional Optional 

Managed telephony platform Optional Optional 
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2.5 Managed Email Security Service 

Email is the lifeblood to every business and disruption costs real money. Over 90% of Data Breaches* start 
with Email and can cost millions and destroy reputations. You dread having to explain to customers and 
the media how sensitive information got into the wrong hands. Protecting against routine spam, viruses 
and malware is important, but you also need help responding to new threats and challenges that your 
current security infrastructure just wasn't designed for.  
 
Nexus partner with the best of breed in Cloud Security to deliver a fully Managed Email Security Service. 
This gives you a critical defence to protect against advanced threats and data loss. With our comprehensive 
enterprise-grade email protection, you and your organization can breathe easier. Our Service includes: 
 

▪ No Set Up or Installation Costs 
▪ No Hardware to buy or maintain – All Cloud based 
▪ No Upgrade and Update costs 
▪ Site, group, and user-level management 
▪ Real-time remediation, alerting, and reporting 
▪ Minimal system impact, fully cloud-based 
▪ Spam and Multi Layered Malware Protection 
▪ Secure Messaging and Encryption 
▪ Targeted Threat Protection 
▪ Data Leak Prevention 
▪ Secure Large File Sharing 

 
* 91% of hacking attacks begin with a phishing email. Even with training, 23%* of phishing emails are still opened by staff. 
So, protecting the company against human error is a top priority.  
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Our Managed Email Security Service is cloud-based service which is always-on, always up-to-date 
protection without the complexity and cost of traditional offerings. Nexus offer three tiers of service 
depending on your industries compliance requirements. 
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2.6 Customer References & Case Studies 

Nexus have a wealth of experience of working within the Public Sector in relation to Managed IT Services, 
we have a dedicated team for the sector, consisting of specialist sales consultants, systems engineers, 
trainers and developers. Nexus recognise that the Public Sector has distinct demands and there is a 
continual drive to reduce costs, improve performance and control management overhead.  

 
We can provide customer references on request from leading public sector, professional services, 
education, non-profit and general industry clients. A selection of our case studies can be found on our 
website under the ‘Case Studies’ subpage of ‘Why Nexus’. 
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3. Service Details 

3.1 Information Assurance 

The G-Cloud services from Nexus defined within this document are not appropriate for information 
assurance accreditation as they do not include direct infrastructure, platforms or software subscriptive 
services. 
 

3.2 On-boarding/Off-boarding processes 

Nexus work in a very open and honest fashion, we look to build strong relationships with all our clients so 
that they have confidence and trust in the cloud services and solutions we offer, this is critical for our 
business. We follow a defined process for on-boarding new clients to ensure that they have the assurance 
of our help, whilst at the same time remain in control of the cloud services which are often at the core of 
their business.   
 
To this end we look to ensure we meet with all key stakeholders within the business to discuss and 
understand the needs and demands of their business with regard to cloud services, taking this forward we 
then work closely together to define the objectives for the client and also the objectives of Nexus in terms 
of delivery of these objectives.   
 
Once we have a clear understanding of the aspirations and objectives of the business, we then look to 
assign key personnel within Nexus who will work with the client in terms of Account Management, 
Technical Delivery, Support/Procurement and Finance.  
 
In terms of commercial management, day to day account management will be delivered by an IT 
Consultant, who will report to the Commercial Operations Director; day to day operational management 
will be delivered by the Service Desk Team Leader and Head of Professional Services who will report to the 
Technical Directors; together this team will ensure the successful delivery of the cloud services from Nexus. 
Nexus use documented Project Management Methodology (PMM) based on the Prince2 project 
framework, this includes clear methods for project control, communication, risk and accountability. 
Through PMM Nexus work with clients to clearly define, develop and deliver agreed business requirements 
and outcomes. 
 
During the project or service initiation phases, Nexus will provide pre-sales engagement from subject 
experts with an organisation to clearly understand and capture the precise requirements of the service 
they require, the outcome of which is a defined Project Initiation Document (PID) and subsequent Project 
Scope. A virtual team across technical and commercial sections of Nexus will be assigned, the systems 
engineers and consultants selected will be selected on their possession of the most relevant experience 
and professional qualifications. 
 
Through the on-boarding process Nexus will complete a detailed assessment of: 
 

• Client’s strategic vision 

• Organisational culture 

• Current and future objectives 
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• Desire business outcomes 

• Potential improvements to existing business processes 

• Project and programme delivery resources 

• Current governance and programmes 
 
Through the delivery of cloud projects, training and services, we have learnt that communication is often 
key to the success of any work. Therefore over a period of time we have learnt that Nexus need to ensure 
we tailor the reporting and communication of project works to meet with our client’s needs. Whether a 
client requires onsite meetings or regular weekly conference calls, we have learnt to be very flexible in the 
approach we have to the delivery of our services and solutions. We have also seen that a fixed approach 
to the delivery of cloud services is often not suitable to certain clients, therefore we ensure that every 
single cloud service contract is tailored to suit the particular needs of our clients. So rather than have a 
fixed ‘menu’ of cloud services we offer bespoke packages which ensure our clients received the exact 
services they require. 
 
Nexus ensure that the approach developed for each client is tailored to meet the exact requirements of 
that organisation, we ensure that any cloud services delivered fit and form part of the contracting bodies 
overall service vision. Nexus are willing to tailor the way we deliver cloud services and projects to ensure 
they meet with the expectations and high standards any public sector organisation would expect of their 
technical experts. 
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3.3 Pricing 

The Nexus G-Cloud (Skills For the Information Age) SFIA rate card applies to all technical and non-technical 
consultancy services associated with the Cloud services listed under Cloud Hosting and Cloud Software 
categories. The rate card provides a full definition of the roles and skills. All rates quoted exclude VAT. 
 
Pricing for Email Security Service  
 
Nexus offer a simple per month model. This provides a true and predictable fixed cost to allow your 
business to budget as your grow. Nexus can generate a sales proposal including pricing outline following 
an engagement with your organisation and audit of your environment. 
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3.4 Service Management Details 

Service Management from Nexus is delivered utilising a system based on the ITIL Framework and adopting 
defined standard service levels to meet our client’s requirements. 
 
Nexus utilise a number of monitoring and reporting methods which include: 
 

• Network monitoring and alerting 

• Remote IT Facilities Management (FM) 

• Remote IT Administration 

• Service Level reports generated from the Nexus in-house support platform 

• Call management through 24/7 Technical Service Desk adopting Service Desk Institute (SDI) best 
practice 

• Regular client service reviews in-line with agreed service levels 
 

Through the adoption of regular client reviews, whether through meetings, conference calls or sharing of 
information relating to the cloud service being delivered, Nexus are confident that we will deliver quality 
service offerings. During the delivery of all cloud services, system engineers, consultants and designers who 
work on our cloud projects are always shadowed virtually by a senior member of Nexus, the quality of work 
is always reviewed and where necessary signed off before completion or implementation, in this manner 
we have strict control and governance of the quality of the projects which Nexus deliver.  
 
Nexus have themselves a Quality Management System (QMS) in place for the business which allows for 
continual improvement of the organisation in terms of delivery of work for clients. Change management 
procedures are employed by our systems engineers when completing work if appropriate and tracking of 
work and support tickets through our in-house support system is monitored by a dedicated service desk 
under the control of our Service Desk Team Leader. Upon completion of key stage work for clients, we 
would look to review the tasks finished with our own stakeholders on the project team, before then 
consulting with clients to ensure that they are happy with the quality of works completed. If clients have 
any cause for concern or are not happy with the standard of work at any point in an engagement then they 
are able to escalate operationally and commercially if required. 
 

3.5 Training  

Nexus are able to provide standard and bespoke training for clients in relation to the services outlined in 
this document. These training services are outlined within Nexus Cloud Training Services listed within G-
Cloud Cloud Support section. 
 

3.6 Ordering and Invoicing 

Nexus are an experienced framework contractor, we recognise that orders placed through the G-Cloud 
framework would involve a detailed discussion of requirements, drawing up of an agreement, completion 
of a full quotation and Call Off contract, followed by the submission of a Purchase Order (PO). Nexus would 
then look to set a mutually acceptable start date for the commencement of work. 
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3.7 Termination Terms 

Where there are no software licensing agreements for the resource based services which Nexus are 
delivering, there are no additional termination terms, which would be in accordance with the framework 
agreement and Call Off contract. Where software licensing agreements are required for service delivery, 
then the terms on such an agreement would apply, in conjunction with the framework agreement. 
 

3.8 Consumer responsibilities  

Nexus expect our clients to be responsible for providing all agreed information and data to enable Nexus 
to meets its obligations in terms of the delivery of any cloud service, consultancy or training service. Nexus 
would expect adequate and reasonable access to the key members of staff at a client site, so Nexus can 
discharge its obligations. The client should provide staff with appropriate qualifications to meet roles 
defined under any service agreement and responsibilities would include: 
 

• Management and control of access and responsibilities of end users 

• Control and monitoring of sensitive  
 
Any other dependencies would be discussed with our client before commencement of any contract or 
service under the framework agreement. 


