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SoftwareONE Simple for AWS 

SoftwareONE can support all aspects of the Data Center environment transformation having developed a 3 stage 
approach using our structured project management methodology, ensuring that change is managed via a controlled, 
logical, milestone driven roadmap whilst focusing on enabling the business benefits of the project as quickly as possible, 
maximising return on investment. 

 
Having chosen to leverage the value from the AWS platform, SoftwareONE can provide immediate assistance through the 
Simple for AWS service. Figure 2 introduces the capabilities of Simple for AWS which drives success with AWS. 

 

Simple for AWS from SoftwareONE provides access to qualified AWS administrators who will own Incident and Service 
Requests for AWS. Simple for AWS can help relieve the strain of AWS management by: 

• Allow individuals to re-focus their time and energies towards other aspects of their roles besides time intensive 
administrative tasks, such as maintaining appropriate authorisation groups on Tenant Subscriptions or configuring 
load balancers to support application deployments 

• Monitoring and managing AWS spend – SoftwareONE usage analytics enable the transparency required to budget, 
forecast, and allocate AWS spend across the entire business or to an individual business unit 

• 24x7x365 access to support via the SoftwareONE Global Service Delivery Centre - Ongoing support for your IT teams 
for your AWS environment. With a back-to-back Support Agreement from AWS with dedicated response SLAs, your 
business is in safe hands 
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• Custom Success Manager providing insight into the current service and advise on how to continue to control and 
leverage value from AWS based on current deployment and consumption trends 

• Optimisation and right-sizing recommendations enables you to identify the full benefits of AWS while ensuring the 
environment is always scaling up and down to meet the business demand at minimum costs. 

• Expert Advisory in management of subscriptions, user access and Role-Based Access Control to ensure the right 
people have access to the right resources. 

• Expert Advisory on technical, architectural decisions and governance to leverage new or changed AWS services to 
increase performance, optimise costs and improve business ’services’ quality. 

SoftwareONE Simple for AWS provides telephone, email and portal access, allowing incidents and Service Requests to be 
registered with qualified AWS Administrators for resolution against agreed Service Levels.  

Simple for AWS will provide incident support for issues on the whole AWS platform including but not limited to: 

• Compute – for example issues starting, stopping or connecting to VMs 

• Data storage – for example slow response times or connectivity to storage 

• Networking –for example load balancing health 

• Analytics – for example troubleshooting services through log analytics 

The Simple for AWS team will also assist with the ongoing configuration of your AWS tenant through the completion of 
service requests. 

1.1 Consumption Analytics 
The ultimate purpose of data is to enable understanding. In order to achieve this, information needs to be processed from 
its raw, unintelligible form and represented in a way that can be widely consumed and actioned. Once adopted, AWS 
effectively becomes your IT infrastructure. Your activity, growth and operational metrics are stored within it, so it is 
essential that these can be accessed and reviewed. 

AWS is an efficient, agile, scalable platform, but if you can’t measure these elements in specific, granular detail then how 
can you guarantee that your investment has been returned, that consumption is being provided where needed, but is 
controlled and aligned to business outcomes? 

In order to achieve complete management, you have to be able to see into your AWS environment, and understand as 
much of its inner workings as possible. For that you need comprehensive, actionable data.  

SoftwareONE Simple for AWS provides insights via our PyraCloud Platform to help you find the most cost-efficient cloud 
resource. Once the decision is made, you can transact, provision and manage the overall spend of the cloud resources. 

PyraCloud platform provides complete visibility into your AWS environment to manage the overall spend as well as 
forecast and budget future spend. The AWS consumption dashboard starts at the highest level providing a view of all your 
AWS resources - current spend and future trends. The view can be modified to look at monthly spend or a specific time 
period. Additionally, resources can be tagged to build billing reports by business unit and departmental chargebacks. 

1.2 Service Management 
SoftwareONE Customer Success Managers are measured solely on your satisfaction of Simple for AWS. This results in a 
focused approach to your service usage, an understanding of your changing business needs and an alignment of the 
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capabilities available through the AWS platform to enable your business goals. Through a structured business review, the 
Customer Success Managers will provide insight into the Incidents and Service Requests raised, demonstrating 
performance against SLA and highlighting any trends or learnings that can be taken from the previous interactions.  

Outside of the regular Service Reviews, they will also provide an escalation management for issues where you want 
improved visibility of your Support case. All Emergency and Critical issues will also be monitored by Customer Success 
Managers, providing additional communications on progress so that you remain aware of progress. 

Service Description 

Offering Description 

Cloud Support SoftwareONE will respond to Service Requests, and reports of Incidents submitted by 
Customers through their authorised representatives. 

Support Hours 24 x 7 x 365 

Response Times 

Partner-led AWS Business Support 
• Production system down: < 1 hour 

response 
• Production system impaired: < 4 

hours response 
• System impaired: < 12 hours response 
• General guidance: < 24 hours 
 

Partner-led AWS Enterprise Support 
• Business-critical system down: < 15 

minutes 
• Production system down: < 1 hour 

response 
• Production system impaired: < 4 

hours response 
• System impaired: < 12 hours response 
• General guidance: < 24 hours 

Contact Telephone, email or Online Support 

Support Tickets Unlimited 

Authorised 
Representatives 5 

PyraCloud 
Cost Management and recommendation for cost optimisation, availability and security 
improvements by SoftwareONE’s PyraCloud platform. 
Use of PyraCloud is subject to the PyraCloud Terms of Use 

PyraCloud Cloud Spend 
Module Included for AWS 

Cloud Workload 
Security 

SoftwareONE will design, deploy, manage and monitor Trend Micro Deep Security 
solution to provide anti-malware protection for Virtual Machine (VM) compute 
workloads in AWS. This service is provided free of cost for the first 6 months. The 
service begins when the first VM is reporting into the SoftwareONE security platform. 
The service can be opted-out after 6 months by providing notice to SoftwareONE at 
least 30 days before the end of the free period. Monthly service charges apply after the 
initial 6 month free period has ended and the Customer has not provided notice of 
cancellation. 
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Cloud Workload Security 
– Anti-Malware module Included for all virtual machines on AWS 

Service Management 

Through structured business reviews, Customer Success Managers provide insights into 
the Incidents and Service Requests, demonstrating performance against SLAs, and 
highlighting any trends or learnings that can be taken from previous interactions. 
Customer Success Managers provide escalation management for issues, providing 
improved visibility into Support cases. 

Onboarding Meeting with Customer designated contacts to familiarise Customer’s team with 
SoftwareONE Support 

Single-Point of Contact 
for Designated Contacts Customer Success Manager 

Ownership for E1 and P1 Incidents and S1 Service Requests 

Service Report Provided offline monthly to nominated IT Administrator contacts 

Business Review 
Meeting 

Every 2 months conducted through Skype for Business with nominated IT Administrator 
and Contract Administrator contacts including recommendations for: 

 
• Budgets & Spike/Overage Alerting 
• Chargeback to entities 
• Reserved Instances 

• Tagging 
• Right Sizing of VMs 
• Orphaned Instances 

Billing Service 
SoftwareONE billing service for AWS enables customers to reduce billing instantly and 
simply AWS Cost management. 

Optional: Technical Advisor 

Technical Advisor services provide advice on technical, architectural decisions, and governance to leverage new 
or changed AWS services to increase performance, and security, and availability. This service also provides insight 
and advice into the current AWS configuration, identifying areas for review or potential cost reduction. 

 4 Hours per month 8 Hours per month 

Recommendations on 
• Subscription management 
• Governance 
• Architectural design 

• Subscription management 
• Governance 
• Architectural design 

Price per month TBC TBC 

Any unused hours expire at the end of each month and are not transferred to the next month. Additional hours 
can be purchased via a separate Statement of Work. 
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