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1 Service Overview 

2 On-boarding 
We aim to provide you with an excellent experience in getting up and running with Access Financials. Our Implementations 
packages range from small site implementations using our rapid FlightPath Implementation packages right up to larger 
solution projects where we would use our Access Implementation methodology.  For the set-up process to be as successful 
as possible, we need to work together to achieve this.  
 
Access FlightPath  
Our FlightPath services have been designed to be remote-first, providing you with an improved low-risk implementation 
journey, no matter how your organisation is structured or wherever your employees are working. 
 
We use video technology to facilitate face to face contact, so you still get the hands-on benefit of working with an Access 
expert and our years of software deployment expertise. We have also invested in product e-learning, so your users can 
learn our products at their own pace. 
 
Our remote-first approach means that you have regular, accessible communication with us to keep you on track at every 
step of your journey and that your software can be delivered flexibly to suit the needs of your organisation and employees. 
 
All our FlightPath consultants and on-boarders are not only certified in our products, they are also trained and certified in 
our remote-first FlightPath implementation methodology, including training in effectively delivering remote customer 
projects. 
 
Each FlightPath implementation programme from Access follows a well- defined journey with key milestones. These 
milestones represent – at a high level – the individual phases of your implementation journey. We’ll be using these 
milestones to help us both track and communicate progress towards successfully launching to your users. Our aim is to 
give you value from your investment as quickly and as fully as possible. Using our years of software deployment expertise, 
we have defined the FlightPath methodology. This is a journey based on best practice and designed to deliver timely value 
to you and your colleagues. And while it is ultimately your journey, we are here to support you all along the way. 

 
 

Access Financials is a powerful Cloud based finance solution with a multi-dimensional reporting structure providing great 
flexibility on reviewing the performance of the business.  The system is highly secure, always up to date with the latest 
functionality and provisioned from the UK.  Our web services API enables interface into other systems – such as CRM.   
The solutions extends out to operation users for: 

 
• Purchasing  
• Expenses capturing  
• Project Costing & Documents 
• Timesheets & absence requests 
• Staff expenses & credit cards 
• Reporting and MI dashboards 

 
Access Financials with Workspace presents a scalable solution which can extend in line with growing data volumes, users, 
integration with other systems as well as into other functions within the business should this been needed in the future.  
 
Access Workspace 
To help our clients centralise their Cloud based systems, Access Workspace is an online hub for a user to log into once 
and run their Access software systems from.  It has a customisable interface and drag-and-drop personalisation which 
provides an alternative to running separate intranet systems.  Organise apps, tasks, company information and project work 
to suit how you work on any given day or week. 

 
• Noticeboards to post company announcements, project updates or team information 
• RSS feeds into web sites to keep abreast of news and other industry information 
• Shortcuts to you Access software for quick links into frequently used screens in the system 
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Access Implementation Methodology 

For larger scale implementations, The Access Implementation Methodology (AIM) ensures that all of our on-boarders and 
consultants work to a set of common standards, and also helps our clients understand their role in a successful 
implementation. 
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Each project is unique in terms of its objectives, complexities, duration and the skills of the personnel involved, however 
our clients’ projects often share the common goal of demonstrating value at the earliest opportunity. This forms the basis 
of our Time to Value (TTV) on-boarding methodology.  

The Concept of Time-To-Value 
“Time To Value (TTV) is a term that describes the period of time between a request for a specific value and the initial 
delivery of the value requested.” In simple terms, and applying it practically, it is the gap between purchasing the software 
and the point in which you feel you have experienced value. 

The approach follows these principles: 

 Collaboratively led and managed 
 Focuses initially on people, organisation and absence data with an inclusion of self-service to initiate value 

and employee engagement, delivered on a fixed deliverable / fee basis 
 Will have a dedicated Access Solution Delivery Manager & Build Consultant 
 Follows SAAS on-boarding principles and milestones within an agile framework 
 Focuses on standard as possible, different as necessary discipline 
 Configuration can be carried out remotely out by the Build Consultant or by the customer with Build 

Consultant advice 
 

Our TTV approach is designed for customers who require a route to efficiency and self-sufficiency through standard 
functionality. 

The benefits of implementing with this approach are: 

 You will gain the benefit of management and maintenance of live data through our solution more efficiently. 
 Provides an effective foundation for any later project phases 
 You will achieve earlier value from the purchase with a more efficient use of consultancy time 
 The assisted configuration and period of system familiarisation helps to cement the training and ensures 

the configuration completed is done so using best practice guidelines 
 You will gain confidence and become self-sufficient quicker 
 You are more likely to require less UAT and go-live assistance days as they will be in a better position to 

support their end users 
 You will be more able to complete configuration and roll-out future phases with no/less Access consultancy 
 You are more likely to continue to improve the solution based on their requirements following Go-Live 
 You are less likely to need assistance adapting the solution for future business process changes 

 

Roles & Responsibilities 

Access FlightPath 

At the ‘Getting Started’ milestone phase, you will receive a Welcome Pack. In here you’ll find clarity on roles and 
responsibilities. What you’ll need to do, and what we will do. Crucially our FlightPath approach also clarifies our joint 
expectations, helping us both understand the process that we will jointly commit to, in order to successfully launch your 
chosen software to your end-users in a timely and efficient manner. 
 
Even when your implementation has successfully landed, and you are in a position to go live with our software, we will 
ensure that you are successfully transitioned to the care of our Success Team. 
 
The Success Teams include our support colleagues and Customer Success Managers and will be available to support you 
as you use your software and realise the benefits of your investment in your Access Solution. 
 
To ensure The Access Group can continue to support all our products, we have made sure 100% of our support teams 
can work securely and seamlessly from home. We have increased the capacity of our telephone system so support teams 
can be contacted wherever they are working using our usual support phone numbers. 
 

Access Group  - FlightPath Customer  

 

o Create your Access account 

 

o Provide project owner and/or project sponsor 
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o Provide detailed brief of the initial data & 
configuration tasks 

o Help you import data 

o Provide materials and help throughout the 
Onboarding and go live process 

o Provide training to Administrators and Users  

o Be available for all technical & configuration queries 

Post Project Closure: 

o Unlimited support throughout the lifetime of your 
relationship with Access 

o Access to all product updates 

o Provide accurate, consistent data from your 
legacy system 

o Responsible for organising internal resources 

o Test the system and confirm you are happy with 
the setup before rolling out to your users 

 

 

Access Implementation Methodology 

Through our many years’ experience of implementing complex IT solutions, we have developed an implementation 
approach which is designed to mitigate the risks traditionally associated with projects of this nature.   The Access 
Implementation Methodology (AIM) ensures that all of our on-boarders and consultants work to a set of common standards, 
and also helps our clients understand their role in a successful implementation. 

Our on-boarding team and consultants follow a 9-step process and we propose a scale of project, management and 
administration that's appropriate for your specific needs. From planning, implementing through to monitoring and optimising 
your business solution. 
 

Access Group  - Access Implementation Methodology  Customer  

 

Access Project Sponsor.   

• Advice & guidance (Access project team) 
• Ultimate point of escalation/arbitration 
• Responsible for board level progress 

updates 
• Responsible for success  
• Responsible for customer satisfaction 

Solution Delivery Manager.   

• Responsible for the overall solution 
• Project Resourcing, Preparation and 

Planning 
• Project Meetings 
• Project Objectives Progress Review 
• Consultancy and advice regarding the 

configuration 
• Documentation Preparation, Walkthrough 

and Sign-off 
• Project Status & Budget Reporting 
• Provide training 
• Provide UAT Support 
• Change Control 
• Issue Management 
• Assist with the go-live 

  

Client Project Sponsor: 

• The ultimate business decision maker  
• Support the rest of the project team 

through confirmation of the project 
objectives 

• Sponsorship of the project at board level 
and the wider company 

• Arbitration/judgement of business 
decisions affecting the project 

• Approval of key business deliverables  
• Ownership of the business case delivery 
• A change control authority and ultimate 

decision maker 
• Ensures the project is given suitable 

resourcing priority 

 

Client Project Manager: 

• Single person who oversees the whole 
project 

• Project governance 
• Facilitation of business process decisions 
• Issue management 
• Responsible for internal communication 

 

http://www.theaccessgroup.com/consulting/phase-1---evaluation.aspx
http://www.theaccessgroup.com/consulting/phase-2---plan.aspx
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On-boarding Consultants 

• Provide consultancy and advice regarding 
the configuration 

• Provide UAT Support 
• Assist with the go-live 

 

• Responsible for business readiness 
• Manage UAT programme 
• Facilitating 

meetings/resources/UAT/sign-offs 
• Can be a change control authority 
• Communication owner with 3rd party 

providers 
 

Super users and Process owners: 

• Responsible for defining requirements 
and business process 

• Data owner 
• Defining acceptance criteria, procedures 

and conducting UAT 
• Provides and manages client resources 
• Providing end user training & resources 

 

3 Additional Service options 
On top of the services included within the standard FlightPath packages, the table below highlights the additional value 
added services that our consulting teams can provide. Please take some time to review these. 

Administrator Training 1 hour training covering all key areas for administration of expense 
(maximum 3 delegates) 

Dimensions Plug-in 
Configuration 

Additional installation of Dimensions plug-ins as required 

Credit Card Training Explanation of both methods (import & manual entry) and a guide on 
how to set them up and match/submit the lines 

Project & Task Training Explanation of upload process and how filters can be applied, as well 
as how to request the details based on Expense Type 

End User Champion Training Agreement to train up to 4 End User Champions to then knowledge 
share and train end users / assist administrators (submitting, 
approving etc) 

Enterprise Documentation 
Creation 

Creation of collateral for Enterprise customers to cover bespoke 
requirements specific to the environment. 

Bespoke Consultancy Any consultancy required to be conducted on behalf of the customer. 
For example, Emergency Admin/Data entry, Reconfiguration etc. 
Please contact Onboarding with requirements for quotation 

 

4 Service & Support Management Details 
At Access we know why you choose our products, it’s because you want to be more successful. We want 
you to be more successful too. So, we’ve taken a good long look at how we support you, taken on board 
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feedback and made it a whole lot better. We’re not just here to support you when you need a hand - we’re 
here with you at every stage of your journey. 

Support Commitment  

We recognise that the systems, software and services we supply may be critical to the well-being of your 
business. Our aim is to ensure that you have continuous operational capability from our products. We will 
help you to achieve this by providing efficient support, resolving the majority of tickets at first-line contact.  

We will help you maximise your return on investment by providing the best in technical assistance, advice 
and customer care. We own your support queries and will ensure that they are resolved as promptly and 
efficiently as possible.  

 

We provide 3 main support plans as detailed below.  

 

 The Essential Success Plan is included as part of your Access subscription, and is there for you online 
any time of the day or night with access to our Knowledge Base and Community.  
 

 The Standard Success Plan is a more reactive service including telephone and email support, speedy 
response times and access to our lovely customer success teams. You’ll also get the chance to be 
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involved with exciting product updates and webinars from our team of experts. Standard is calculated 
as 15% of the annual subscription for Access Expense 
 

  The Premier Success Plan delivers a proactive service including your very own support contact and 
a customer success manager who will get you on the road to success and help you stay there.  Premier 
is calculated as 25% of the annual subscription for Access Expense – Minimum cost of the Premier 
Success plan is £3,000. 

 
 
We are able to deliver this by investing in the very latest software tools and resources to help us deliver the 
highest level of support and engagement to our customers 
 
 
Get to know our knowledge base 
 
Knowledge Base is our huge database of commonly asked questions, articles and videos. All you need to do 
is Register and Login and you can find the answers you need any time of the day. 
 
The advanced search function not only searches articles from Knowledge Base, but links up with our 
Community hub to display the topics that you need. So you’ve got everything you need all in one place. 
 
Can’t find the article to answer your question? Not a problem. Each article links to our Community so you can 
ask a question, or to raise a case with the Access team. 
 
Got a question? Ask our Community 
 
Community connects our customers together to help them solve problems and share how to get the very 
best out of their Access products. 
 
Our customers know more about using our products in their jobs than anyone else. Community gives you the 
chance to receive – and share – friendly expert advice that goes beyond normal customer support. Discover 
best practice hints and tips from peers in your industry to help you make the most of your experience with 
your Access product. 
 
Each of our products has its own dedicated Community, so you can get straight to the discussions that 
matter to you. No unnecessary searching needed. 
 
If a question can’t be answered by Community a member of the Access team will reply. We’ll make sure that 
no query goes unanswered. 
 

5 Account Management & Customer Success 
With over 25,000 customers using products supplied by the Access Group we have a large team involved 
with ensuring that our customers are able to build on their investment with Access. 

This includes the Customer Success team who are specialists in specific products whose role is to ensure 
that our customers on Standard and Premier Success plans benefit from educational webinars to ensure that 
you are always taking advantage of new functionality and most importantly continuing to adopt best practice 
in the day to day use and set up of the software. 

Our Account Management team work with our customers specializing in vertical sectors or specific products.  
Depending on the complexity of the customer these are either office based using the latest technology to 
provide our customers with the highest possible levels of service or will visit sites for face to face meetings.  

Our Account managers work with you keeping our customers informed on the way emerging technologies 
can help their business. They prepare briefings on the business, technical and financial benefits of 
technology and collaborate with customers to ensure the customer is aware of the breadth of software and 
support that Access can provide. 
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6 Outage and Maintenance Management 
Outage Reporting - Customers can subscribe to email alerts giving updates on scheduled maintenance and outages. We 
also provide all our customers with a live dashboard so you can also review uptime statistics. 

Maintenance Management – downtime due to maintenance is very infrequent and is run outside of normal working hours 
with all customers being informed in advance to minimise disruption. 

7 Backup and Disaster Recovery 
The solution has been designed to cater for disasters ranging from a database restore through to a complete datacentre 
outage.  

All backups are stored on disk and are retained for a period of 12 Months, financial data is kept for 7 years.  

Backups are stored within a multi tenancy data vault and are encrypted at rest. The design of the architecture means that 
all data is simultaneously available in both the primary datacentre and the secondary datacentre meaning data is always 
backed up to another geographically diverse site.  

All Servers are backed up on a daily basis at 10pm. These backups go directly to storage in the DR Datacentre to ensure 
off-site availability.  

Retention for backups:-  

15-min SQL 28 days  

Daily 28 days  

Weekly 3 months  

Monthly 1 year for non-financial data /7 years for financial data 

 

The solution has been designed to deliver Recovery Point Objective (RPO) and Recovery Time Objective (RTO) using 
the following definitions:  

• RPO is the maximum time period in which data might be lost.  
• RTO is the duration of working time within which data should be restored after a disaster. This time starts from 

when a support call is logged with Access.  

Standard Restore Testing  
We undertake a restore test automatically on a weekly basis  

DR Testing  
We run a full DR test on a 6 monthly basis, this is a non-invasive test where we bring the DR site up in an isolated 
fashion to ensure the services recover (Zerto allows us to do this without bringing the production environments down).  

SQL Server  
SQL Server Full Database backups are taken overnight as well as having SQL transaction logs taken at 15 minute 
intervals. This allows a database to be restored to an overnight position or to be restored to a chosen point in time within 
the day.  

Frequently a database is restored following a user accidentally changing lots of data so the RPO does not always apply 
as the user may have changed the data several days ago, however the solution has been designed with a maximum 
RPO of 12 hours and a RTO of 6 hours.  

Single Virtual Machine Failure – IIS or RDS Server 
In the unlikely event of a single virtual machine (VM) failing (e.g. the IIS VM ceases to respond but the other VMs are still 
functioning correctly) then a new instance of the VM will be started. This new instance will be an exact copy of the VM 
from when it stopped responding. The solution has been designed so that the files on an IIS and RDS server are fairly 
static with an RPO of 12 hours and a RTO of 6 Hours  
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Single Virtual Machine Failure – SQL Server 
 In the unlikely event of the SQL Server virtual machine (VM) failing then a new instance of the VM will be started. This 
new instance will be an exact copy of the VM from when it stopped responding. The solution has been designed with an 
RPO of 12 hours and a RTO of 6 Hours  

Complete Primary Datacentre Outage  
In the unlikely event that the primary datacentre goes completely dark where all VMs are lost or there is no internet 
connectivity an investigation period will be undertaken for 2 hours to determine the cause and decide if a datacentre 
promotion is required to make the secondary datacentre the primary one. Once this decision has been made the solution 
has been designed with an RPO of 12 hours and a RTO of 12 Hours ‘Optional’ Customer Copies of Backups. 

8 Business Continuity statement/plan 
The Access Groups full and most up to date business continuity plan can be found at: 
https://www.theaccessgroup.com/media/25951/high-level-business-continuity-plan-the-access-group.pdf 

9 ISO27001:13 accreditation 
The Access Group has achieved full ISO27001:13 accreditation across the Group. ISO/IEC 27001:2013 (also known as 
ISO27001) is the international standard that sets out the specification for an ISMS (information security management 
system).Its best-practice approach helps organisations like Access manage their information security by addressing 
people and processes as well as technology. Independently accredited certification to the Standard is recognised around 
the world as an indication that our ISMS is aligned with information security best practice. 

We are finding that this is a key requirement of organisations that work with the Access Group. 

10 Development Life Cycle 
As one of our core products Access Expense has a detailed roadmap of improvements driven both by customers and by 
our own roadmap. Ongoing development against each application is supported by a development plan that has high 
levels of details for the next 3 months including user stories. Beyond that top line plans are in place by quarter for a 
further 12 month with a list of additional options waiting to be added. 

New functionality is added on a regular basis (usually every quarter) with all companies benefitting at the same time.  

11 Service Levels 
If service levels are not met, as part of our standard terms and conditions we have a standard scale of service credits 
that the buyer can request.  

12  Service Constraints 
Maintenance windows as detailed above are minimal with the service so that we use all reasonable efforts to ensure that 
the SaaS Services are available for 99.70% of each calendar month. 

As a true SaaS solution customisation is not available although the product can be configured to meet all standard set up 
requirements. 

 

 

https://www.theaccessgroup.com/media/25951/high-level-business-continuity-plan-the-access-group.pdf
https://www.itgovernance.co.uk/shop/product/isoiec-27001-2013-iso-27001-standard-isms-requirements
https://www.itgovernance.co.uk/shop/product/isoiec-27001-2013-iso-27001-standard-isms-requirements
https://www.itgovernance.co.uk/isms-benefits
https://www.itgovernance.co.uk/isms-benefits
https://www.itgovernance.co.uk/infosec
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