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Service Overview 

Service summary 

iomart supports and maintains a service management framework governing the provision of our support 

services to customers who have contracted managed services relating to hosted Systems, Services or 

Applications delivered from Amazon Web Services (AWS). 

 

AWS are responsible for all of the traditional data centre and infrastructure management services that underpin 

a hosted or cloud service. iomart and the customer are responsible for the design, implementation and 

operation of the AWS Service, upon which our customers will host their applications and data. 

 

This means typical platform management characteristics (Performance, Capacity, Availability and Security) are 

not abstracted; they need to be designed, monitored and maintained against. The AWS Managed Service is 

designed specifically to address this business challenge by providing access to AWS technical expertise and 

support. 

Key features 

Key features of the iomart Managed AWS service are: 

 AWS procured and managed on your behalf 

 AWS Storage & Content delivery 

 AWS Databases 

 AWS Deployment & Management  

 AWS Configuration Management  

 Flexible and affordable  

 Priced at AWS standard price list 

Objectives of the service 

Key objectives of the iomart Managed AWS service are: 

 Outstanding service levels and support 

 Supported 24/7/365 by our ISO 20000-1 accredited teams 

 Dedicated account management team 

 Full integration of AWS Services 

 Access to AWS experts 

 Pay for what you use 
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Service Description 

Service outline 

iomart can carry out the activities and processes required to support all AWS configured services at agreed 

service levels, alongside managing other deployed technologies used to enhance Service outcomes on behalf 

the customer. As part of this, iomart support is available 24/7 to respond to alerts, take calls, make decisions 

and act to ensure that your AWS services are operating effectively. 

 

Customers can also raise Service Requests where changes are of a frequent (in some cases infrequent) and 

low-risk nature that they can be processed as standard support operational activity. Where a customer request 

requires Design, Scripting, Documenting or Testing, there may be a requirement to estimate and quote for 

completion. Similarly, any changes required that are a result of Problem Management, but also a current 

design/architectural limitation, may have a requirement to estimate and quote for completion. 

iomart offers our AWS customers a choice of two service levels. 

 

 Foundation Service: provides on-boarding and access to our AWS Service Desk when you need it to 

complete on maintenance and event management tasks configured. 

 Proactive Service: extends these benefits by introducing proactive technical review services and 

tooling which facilitates continuous service improvement across the implementation. Recommended 

service improvements can cover platform re-architecture, scripting, scheduling, policy reviews and cost 

optimization opportunities. Proactive checks and scheduled tests ensure Performance Trends, Backups, 

Regional Recovery and Security Services are proactively managed. 
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