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Service Delivery Strategy

In today's business world you need the best IT services to thrive. From productivity, to security, to communication, to
innovative new ways to get work done - Information Technology is at the heart of it all. Data Magic Computer Services
offers services and solutions that are designed to improve your operations and maximize your IT investment.

Arguably more important than the services we deliver - is how we deliver them to your business...

When are we available? — Who's your point of contact? — How do we manage your needs?
Allow us to answer these questions and more...

Meet Your CSR

As one of our many valued clients, you will have your very own dedicated Customer Service Representative (CSR)
assigned to your account to respond to any technical needs. The CSR will ensure proper communication between the
technician working on your issues and your point of contact. Their role will be to make sure you are being taken care of
and that you are being routed to a technician as quickly as possible.
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Support Around The Clock

No matter what time of day, we have you covered. Our team is proud to provide 24/7 monitoring and support,
whether it's during business hours or not. For after-hours support, we have a dedicated on-call technician who is on
hand to resolve after hours issues remotely as need be. If required, they will visit you on-site if the situation calls for
on-site support.

What Are Our Guaranteed Response Times?
Our response times - in effect 24/7 - are as follows:

Trouble Priority Response Time (in hours)* Resolution Time (in hours)*
Service not available (all users and functions 1 Within 1 hour ASAP - Best Effort
unavailable).

Significant degradation of service (large
number of users or business critical functions 2 Within 4 hours ASAP - Best Effort
affected)

Limited degradation of service (limited
number of users or functions affected, &) Within 24 hours Within 48 hours
business process can continue).

Small service degradation (business process
can continue, one user affected). 4 Within 48 hours Within 96 hours

We use an industry-leading monitoring agent which includes a full version of LogMeln to provide remote support for
all users, allowing our technicians to see the same screen as the end user. We also use a product called TeamViewer
to connect remotely for technical issues just in case there is an issue with the LogMeln software.

Need Something Taken Care Of?

No matter how big or how small, we've got a solution for you. It all starts with you making a request - all work
requests should be submitted through our website at datamagicinc.com or simply by sending the work request to
HelpMe@DataMagiclnc.com with a detailed description of the problem, the user(s) affected, and a contact number.
This will automatically create a ticket in our system and allow us to manage the response time and resolution to the
issue. This ticket will also track any communications made through email. If you are unable to send or receive emails
or access the Internet, you can always call our office to speak to a live agent at (469) 635-5500.

Make Sure You're Getting What You Pay For

We know how important it is for you to get a great ROl on your investment in our team - which is why we help

you keep track of it. Data Magic will provide invoices that detail work completed remotely and on-site. We will also
provide real-time updates to work requests submitted online or through email. Any communication sent via email is
documented in the ticket system, and the customer’s point of contact will be able to review any tickets to check for
responses/resolutions to work requests.
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Thinking more about the big picture, we also hold quarterly meetings to make sure we have a short term/long term plan
for your technology needs, which helps to guarantee the availability and reliability of your IT systems.

Keeping You Up To Date
In the modern age of cybercrime, it's more important than ever to make sure that your business' technology is kept

updated and patched. That's why we handle this process seamlessly, with our monitoring agent applying updates
automatically on a whitelisted system.

For example, Microsoft tends to put out updates each month that often cause more problems than they resolve. In
order to address this issue, we have a dedicated team that tests these updates to determine which updates cause

problems. When we are confident the updates are ready to be deployed they will automatically be pushed to the
workstations and servers.

Server updates are applied after hours on Sundays and servers are rebooted as needed. However, this time window is
flexible - if you would like to have a specific time window and date, we can change it for you. We do not have a specific
day of the month to apply updates - in order to avoid missing a critical update in the event of a security issue, we will
apply the updates when they come out.

In the event of a major system update, we typically do not charge any additional fees. However, if this requires the
creation of a new virtual server or upgraded desktops, then we will provide you quotes and a timeline for work to be
performed. If there is a major reconfiguration of your existing setup, we will research the update process to make sure
we would not have to quote the project.
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