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Understanding Apex IT Managed Services 

Without experienced and available talent, enterprise application managers often get stuck playing a perpetual 
game of maintenance 'catch-up'.  Oracle CRM/ERP talent is what Apex IT Managed Services is all about. 
When proven, “battle-tested” Oracle app experts are available on demand, customers have what they need to 
finally get ahead of the maintenance curve. So what do Apex IT Managed Services include? 
 
There are five primary Managed Services categories: 

1. Support Assurance     
2. Upgrade Assurance     
3. Change Assurance   
4. Knowledge Assurance   
5. Uptime Assurance 

 
 

Apex IT Managed Services:   Support Assurance 

The foundation of Managed Services, Support Assurance is focused on providing Oracle CRM and ERP 
customers with guaranteed, day-to-day application support. It's truly 'on demand' Oracle Application subject 
matter expertise.  With Support Assurance, Oracle application customers can rest assured that if a problem 
occurs, they'll have experienced resources on hand to resolve technical application problems quickly and 
effectively. 
 
 

Apex IT Managed Services:   Upgrade Assurance 

After the launch of a new CRM/ERP product, Oracle issues a number of software "patches" to help address 
common performance problems and bugs. Those patches are then grouped into bundles, and bundles into 
maintenance packs. Keeping track of these fixes can be daunting and confusing. Apex IT Upgrade Assurance 
services remove the guess work from patch monitoring and analysis. We keep customers up-to-date on the 
latest CRM/ERP patches, bundles and packs from Oracle. 
 
 

Apex IT Managed Services:   Change Assurance 

As a company's business grows and evolves, business processes are likely to change over time. And when 
changes in business process occur, it's often necessary to enhance, customize or "tweak" the supporting 
enterprise software. 
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An enterprise Oracle application implementation is truly an ongoing process.  Even after the initial 'go live', a  
new CRM or ERP system requires frequent modifications and 'tweaks' to keep it running smoothly and efficiently.  
Apex IT understands.  One of Oracle's most trusted systems integration partners, we've seen what can happen 
when a CRM or ERP system is neglected post-implementation.  And to help Oracle application customers that 
might not have the resources or knowledge to do the job right, we've designed a unique set of services whose 
sole purpose is the ongoing maintenance of your Oracle application. 
 
Together, these services comprise our Managed Services offering. 
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Apex IT's Change Assurance services are geared specifically to keep your CRM 
or ERP system current with your business. When it becomes obvious that a 
system enhancement is necessary, Apex IT Change Assurance consultants will 
log the change in Apex IT's online case system, and then work quickly to 
complete the enhancement design, development, coding and testing process. 
The entire process is typically completed in less than two weeks. 

 

Apex IT Managed Services:   Knowledge Assurance 

The Knowledge Assurance aspect of Apex IT Managed Services is designed to 
capitalize on the proven talent of Apex IT's PeopleSoft, Oracle E-Business Suite 
and Siebel consultants. Through Knowledge Assurance, customers gain instant 
access to the collective knowledge bank of these consultants. 
 
Knowledge Assurance customers receive access to internal Apex IT CRM/ERP 
"brown bag" education seminars, access to previously given presentations and 
web-seminars, and access to the Frequently Asked Questions (FAQ's) sent in by 
other Managed Services customers. Knowledge Assurance customers can also 
submit questions and inquiries via the Apex IT 'Consulting On Demand' email 
service. Each question is reviewed and sent out to the entire Apex IT consulting 
team. The results are then compiled, analyzed, and sent back to the customer. 
 

Apex IT Managed Services:   Uptime Assurance 

Excessive system downtime, poor system performance, and data inconsistency, 
are often key contributors to poor end user adoption rates.  Apex IT's Uptime 
Assurance services are designed specifically to address these types of issues; 
issues that may appear to be small at first, but build up over time to cause lasting 
harm. Through Uptime Assurance, customers also gain access to many of Apex 
IT's in-house performance management tools (i.e. data archiving and purging 
routines, integration process monitoring). 
  

How Managed Services Works 

After sign-up, Apex IT works with each new Managed Services customer to 
design and implement a Managed Services program that meets business needs, 
requirements and available budget.     The subsequent program is then managed 
by a Dedicated Change Coordinator .   
 
This Change Coordinator works collaboratively with each customer to finalize 
and document the requirements for the work scheduled to be performed.  He/she 
then assigns Apex IT resources that have the skills and competencies to match 
those requirements.  During the course of the program, the Change Coordinator 
provides status reports/status meetings based on a schedule you define. 
 
In addition to the Change Coordinator, customers are encouraged to leverage 
the following support tools:  
 
- Toll Free 800 Service Request Number.  Available 24/7, 365 days a year 

- Client-Access Portal.  A self-service support application that gives 
Managed Services customers the ability to submit requests, check the status 
of existing requests, and run activity reports 
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- Cindy Glover, 
Vice President of Information Technology 

Lifecare, Inc.  
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Why consider Apex IT 
Managed Services? 

�
��� �  Support Assurance: 

CRM/ERP experts when you 
absolutely have to have them 

 

��� �  Upgrade Assurance: 
Information to help you 
understand which Oracle 
software patches, bundles and 
maintenance packs are right for 
your business 

 

��� �  Change Assurance: 
Gives you the ability to retool 
your Oracle CRM/ERP system 
'on the fly' to keep up with the 
pace of business change 

 

��� �  Knowledge Assurance: 
Quick and accurate answers to 
your most important Oracle 
CRM/ERP questions 

 

��� �  Uptime Assurance: 
Proactive daily system 
maintenance leads to an 
inevitable decrease in costly 
system outages�
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- Dedicated Email Account.  Each Managed Services customers is assigned 

a dedicated email account – send emails through this account and Apex IT 
will contact you with support based on your chosen SLAs 

 
Customers can purchase Managed Services in one of two different ways: through what we call Standard Managed 
Services and through Consulting On Demand.  The differences are explained in the following table. 

 

Service Attribute  Consulting On Demand  Standard Managed Services  

Billing �  Retainer Option 
�  Pay As You Go �  Pre-Paid Quarterly 

SLA’s �  Medium SLA with Retainer 
�  Low SLA without Retainer �  High 

Cancellation �  Cancel Anytime 

�  3-Month Trial Period without Cancellation 
Penalty, after 3 months,  

�  Cancellation Penalty of 10% of remaining 
Contract 

Status Reporting  �  Bi-Weekly or Monthly depending on usage �  Weekly 

Change Coordinator �  Utilized to manage resource needs and for 
status reporting 

�  Utilized to manage resource needs, status 
reporting, quality control, design and IT 
planning. 

Committed Hours 

�  Consulting On-Demand has a “Not To Exceed” 
Clause 

�  Hours can be added via e-mail to Change 
Coordinator in blocks of 40 hours 

�  Will not accept a contract greater than 520 
hours 

�  Contracts over 120 hours need to have a 
specified purpose and timeframe 

�  Hours are agreed to as part of the contract 
�  Hours are spread out evenly over the term of 

the contract 
�  Additional  hours can be purchase in blocks of 

40 hours 
�  Hours can be moved forward or backwards one 

month and are on a use it or lose it basis 

Usage 

�  Apex IT project Remote Development and 
Implementation Support 

�  Go-Live Support 
�  Specialized Support (Performance Tuning, 

Hardware Sizing, Vacation Backup, 
Installations) 

�  Remote Staff Augmentation 
�  Full Outsourcing of the following positions 

(DBA, System Administrator, Developer, Level1 
and 2 HelpDesk) 

Length of Contract  �  Indefinite or until hours are fully utilized �  1 year or longer 

Resources �  Managed Services resources or available 
bench consulting resources 

�  Dedicated Managed Services resources 
augmented with available bench consulting 
resources 
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