ZYCOM TECHNOLOGY

As IT infrastructures grow

and applications become more
critical to your company’s
success, the need to properly
manage and monitor your

systems becomes vital.

System down-time directly
impacts corporate productivity;
from the end-user that cannot
access corporate data to whole
production lines being crippled or

essential services being denied.

Inoperative IT resources cost in
real dollars and contribute to loss
of customer and employee trust

and organizational confidence.

Remote Monitoring and Management

THE REALITY

Many organizations have continued to invest in IT infrastructures,
adding a server here, a new network device there and are stretching
their IT staff to manage, support, implement and maintain equipment.
Zycom Technology has developed a service product that can augment
or liberate your IT staff; enabling them to focus on activities that

are critical to your organization’s success.

Zycom Technology can help reduce the burden of managing systems
and provide a coherent and timely response to failed devices, services
and applications. A structured Monitoring and Management Service can
help prevent failures by detecting problems before they become critical.
Coupled with the right Response level, imminent or actual failures can
quickly be rectified, thereby reducing the costs and inconvenience of
system down-time.

The following methodology allows customers to select the monitoring and
management services as well as the appropriate response class to meet

your immediate or long-term needs. This a la carte approach maximizes
the flexibility for the offered services, allowing you choose the type

of monitoring, management and response required by your company.

THE NEED

You have decided that you require additional resources to properly
manage and monitor certain Key Network Elements (KNE) such as
servers, desktops, notebooks, printers, storage, network switches,
routers, firewalls, and applications. You have determined that staff
augmentation is required to avoid increasing head count.

THE BASELINE

A complete audit and inventory of the identified KNEs is conducted;
identifying warranties or service contracts, software versions, and the
status of the equipment. The Baseline may identify deficiencies and
necessary corrective measures as well as the required network access
and authorizations.



Remote Monitoring and Management: SERVICE

MONITORING LEVEL

The appropriate monitoring level is selected
for the various Key Network Elements within
the organization. Different KNEs can have
different Monitoring Services as well as

different Response Classes.

For example, an email server can be
monitored at the Hardware, Performance
or Application level depending on your
organization’s requirements. KNEs can

be added or removed at any time.

MONITORING LEVEL

Hardware Monitoring: Real time monitoring of a KNE and their components
for imminent or real failure.

Associated Response Classes are either Class One or Class Two.

Performance Monitoring: Real time monitoring of the health and function-
ality of a service. For example, you may want the server which hosts a critical
database to be monitored for CPU degradation, memory leaks, disk i/o
problems, network failure, etc.

Associated Response Classes include Class One, Two and Three.

Application Monitoring: Real time monitoring of the health and functionali-
ty of an application and the platform that supports it.

For example, your anti-virus services and its host can be maintained
and monitored for failure, functionality and performance.

Associated Response Classes include Class One, Two, and Three.

RESPONSE CLASS

Once a failure or service degradation
has been determined and verified,
Zycom Technology can respond in one
of three discrete classes. The Response

Class can be changed at any time.

Depending on the monitoring and manage-
ment service, you may select additional
value-add services that will increase the
maintainability and reliability of your
equipment. This line of “Product-Aide”
services provides regularly scheduled
maintenance services to ensure that Key
Network Elements have essential services
performed such as current security and
operating system patches applied, BIOS

updates, log file reviews, and cleaning.

RESPONSE CLASS

Response Class One: Warning to customer designate of imminent or
actual failure of equipment, service or application. Zycom Technology
seeks additional instructions from the customer.

Response Class Two: Notification to the customer of imminent or actual
failure of hardware equipment. Zycom commences immediate rectification
of problem. Actions could include technician dispatch, troubleshooting,
parts ordering and repair.

Response Class Three: Notification to the customer of imminent or actual
failure of application or significant degradation of application. Working
with the customer, Zycom commences immediate rectification of problem.
Actions could include consultant dispatch, troubleshooting, service calls
to software vendors, review of solutions and implementation.

Each month, Zycom Technology will produce a Status Report outlining
all calls and resolutions. A trend analysis will also be generated so we
can track incidences over time to better improve the overall health of
your organization’s IT infrastructure.



Remote Monitoring and Management: PACKAGE OPTIONS

Cost of the service is dependent on the
following criteria:

e type of KNE*
e number of KNE*

THE NEED
Manage and Monitor certain Key Network Elements (KNE)

THE BASELINE
Necessary measures and network access and authorizations.

¢ level of monitoring

* type of response class

e coverage period

e value add services (Product-Aide)

MONITORING LEVEL

Hardware Real time monitoring of a Key Network Elements and their
components for imminent or real failure.

Performance Real time monitoring of the health and functionality

of a service.
KNE can be divided into two groups:

Simple: a integrated device such as a network
switch that has no repairable parts, typically
the entire unit is replaced under a warranty

Application  Real time monitoring of the health and functionality
of an application and the platform that supports it.

RESPONSE CLASS

service or Class One Notification
Complex: a multi-component device such as Class Two Notification and Dispatch
a server that individual parts can be serviced Class Three  Notification, Dispatch and Solution Implementation

under a warranty. PACKAGES

1: Hardware with 1: Performance with
Class One Response Class One Response

Excellent service means thinking

long-term. At Zycom Technology

2: Hardware with 2: Performance with 1: Application with

we strive to build long lasting Class Two Response Class Two Response Class Two Response

relationships with all of our clients. 3: Performance with 2: Application with

W Class Three Response

By becoming an integral part of
Packages include monthly activity reports and quarterly trend analysis.

your business, we do more than

just fix problems as they happen:

we prevent them from occuring &

S

in the first place! ZYCOM CLIENTS WITH F\Q

GOLD SERVICES! '

-
=
=

ZYCOM | www.zycomtec.com

Technology Inc.





<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /SyntheticBoldness 1.00
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /Description <<
    /ENU (Use these settings to create PDF documents with higher image resolution for high quality pre-press printing. The PDF documents can be opened with Acrobat and Reader 5.0 and later. These settings require font embedding.)
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308030d730ea30d730ec30b9537052377528306e00200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /FRA <>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


