SilverCloud.

Ensuring No Business
|s Left Behind

Scotland’s leading independent supplier of IT, cyber, and
communication solutions. Providing innovative solutions that are
flexible, scalable, cost effective, and bespoke to any business.
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SilverCloud have shown real agility and flexibility, always taking time
to understand our needs and tailor their support accordingly.

SilverCloud have set a new benchmark for what great IT partnership
looks like; technically excellent, people-focused, and a genuine
pleasure to work with

Sara Jackson, CEO, The Scotch Whisky
Association
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SilverCloud.

Introduction

SilverCloud are a leading independent UK supplier of IT,
Cyber and Telecommunication Solutions for SME,
midmarket and corporate businesses. We like to keep things
simple, with cost-effective, bespoke business solutions
tailored specifically to end users’ requirements.

SilverCloud was established in 2014 by CEO Tony Quinn with the
goal of delivering unparalleled technology services through a
comprehensive, adaptable, and fully customisable product portfolio.
Our philosophy is to provide all customers with honest, valuable
advice, supported by top-tier proactive and reactive services.

What We Do

We deliver comprehensive IT solutions that keep your business
connected, secure, and future-ready. Our team provides hands-on
support and strategic guidance across modern workplace
solutions, cloud services, and cybersecurity. Working with leading
technology partners like Microsoft, we ensure you have access to
the best tools and expertise for your business needs.

Why We Do It

Our mission goes beyond IT support - we believe in *‘Ensuring no
business is ever left behind.’

As your dedicated technology partner, we work as an extension of
your team, delivering solutions with expertise and genuine care. We
measure our success by your ability to focus on what matters most -
growing your business.

SilverCloud take all our customers infrastructure seriously and are
fully aware of the operational importance of any technology related
project and service. With a strong track record of delivering
solutions to companies in the UK, we believe that we can
demonstrate the experience, expertise, enthusiasm and importantly
the process required to deliver the solution that meets your
requirements in a low risk, professional and timely manner.
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Our Values

We're different from other companies in our sector. We’ve grown our
business by building strong relationships based on respect, empathy
and trust.

We apply four key values in everything we do. Everyone who works for us is
expected to live these values, and demonstrate them whenever possible.

We are proactive

We're always looking for new opportunities to help our clients,
and to head off problems before they arise. We start by asking
questions, so that we fully understand what each client needs
before we even start to design a solution.

We are passionate

We never run out of energy or enthusiasm. We're obsessed with
knowing all about the latest products, and finding ways to use
them that will transform our customers’ communications.

We are professional

We keep our promises. If we don’t know the answer to a
question, we say so. We'll do our homework, and come back
with the information you need. We speak clearly, using plain
language.

We are personable &

We do this work because we love it, and we never forget that our .
business is about people. A customer is not just a tick on a chart -
we try to connect with everyone in a personal way.
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Our Services

We offer flexible and scalable managed services that can

grow with your business.
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Microsoft Azure

Hardware

Services and Cloud

Microsoft 365

Disaster Recovery

Microsoft Copilot
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Cyber
Security

Microsoft 365 Security

Security Audit & Testing

Managed Detection &
Response

Managed SIEM

Cyber Essentials

Cyber Security Training

Penetration Test
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Unified
Communications

Cloud Telephone System

CRM & ERP Integration

Al Contact Centre

Business Mobile

Microsoft Teams Direct
Routing

Music on Hold

Call Reporting

Call Recording
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SilverCloud.

Technology Partnership

At SilverCloud we don’t just provide outsourced IT
support and security services, we forge lasting
technology partnerships with our clients.

In today’s fast-paced digital landscape your
organisation relies heavily on technology to remain
competitive and achieve your goals. We understand
that your success hinges on seamless IT operations
and robust cyber security.

That’s why at SilverCloud we go beyond traditional
IT. We believe in establishing genuine partnerships
that are built on trust, collaboration, and a shared
vision for growth.

Tailored IT Support

Our approach begins with a thorough assessment of
your unique business needs. We recognise that
every organisation is different, and one-size-fits- all
solutions simply won't cut it. Our team works
closely with you to identify pain points, goals, and
growth opportunities. This tailored approach
ensures that our IT support aligns with your specific
objectives.

Proactive Maintenance

We proactively monitor your systems,
ensuring minimal downtime and swift
issue resolution.

Helpdesk

Our dedicated support team is
available to assist with any IT
challenges you face.

Scalability

As your business grows, our IT
solutions grow with you, adapting
to your evolving needs.
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Robust Cyber Security

In an age of increasing cyber threats, safeguarding your data and infrastructure is
paramount. Our cyber security services are not just about protection; they’re
about fortification and peace of mind.

Threat Detection and Prevention
We can employ state-of-the-art tools and methodologies to detect
and thwart cyber threats before they become breaches.

Compliance Assurance
We can help you navigate the complex landscape of industry-specific
regulations, ensuring your data remains secure and compliant.

Employee Training
We can provide training to your staff, making them a frontline
defence against cyberattacks.

Partnership for Growth

At SilverCloud we believe in fostering genuine partnerships with our clients. Our
commitment goes beyond fixing problems; it’s about helping you leverage
technology to achieve your long-term goals.

Strategic Planning
We collaborate with you to develop a technology roadmap aligned
with your business objectives.

TechnologyAdoption
We stay at the forefront of technological advancements, helping
you adopt tools and systems that drive efficiency and innovation.

Cost Efficiency
Our solutions are designed to optimise your IT investments,
ensuring you get the most value from your technology spend.

In summary SilverCloud are not just a service provider; we're an
o@ extension of your team, working tirelessly to support your growth,

[
enhance your security, and realise your vision through technology.
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Technical Approach

Reliable Managed IT Service Delivery with
Measured Support and Warranties.

Deliverables

The managed service provision is based around providing a reliable measurable service based
delivery of IT support services. We split measurement of the IT support service between
Incident Management (reports of a service effecting incident) and Service Request
Management (The handling of requests for change to the IT systems).

Both Incidents and Service requests are measured against the SLAs published against the
customers contract and reporting/metrics are available as a deliverable of service to the
customer.

As part of the service delivery, we will manage any services provided by SilverCloud or as part
of the contract under the agreement. 3rd party services will be governed by the agreement
between the customer and the respective 3rd party.

Hardware Warranty on equipment will be provided by the manufacturer warranty between
the customer and the hardware vendor. SilverCloud may assist in liaising with a manufacturer
for a server or PC/Laptop fault to raise the case with the supplier but the replacement or
repair of the equipment would be performed by the hardware vendor.

Managed Service Provision

Standard hours of support are 8am-6pm Monday-Friday excluding public holidays.
The service desk are multi channel and can accept requests or reports via the following
methods.

« Telephone Call
o Email Service Desk
e  Online Portal

Average Response - Last 3 Target Response Time -
Priority Months for All Customers Within Working Hours
1 - Critical 14.4 minutes 50 minutes
2 - High 50 minutes 1 Hour
3 - Medium 51 minutes 2 Hours
Requests 257 minutes 16 Hours
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Regular Reviews SilverCloud

Keeping You on Track

Your IT shouldn’t stand still and neither do we. That’s why every client
has a dedicated account manager and quarterly or bi-annual reviews
(depending on your needs), where you will sit down with your account
manager to review:

Your Experience
How things are going, what's working well, and what
could be improved.

Your Technology
Checking that your systems, tools, and processes
are still the best fit for your business.

Your Future Needs
Identifying any gaps or opportunities so you're always
prepared for what's ahead.

These reviews aren’t just a tick-box exercise. They're a chance for us to
listen, share insights, and make sure you're getting maximum value from
your partnership with us.

It's all about ensuring your IT evolves alongside your business,
so you're never left behind.

'E'I‘"L'mj
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SmartCare is our comprehensive support package ﬁ @

that ke:eps yo.ur business runnln.g smoothly. From SmartCare SmartCare

proactive maintenance and dedicated account Pro Protect

management to guaranteed SLAs and annual For larger offices. 1 Fsr bu;ine;sefs .
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performance reviews, SmartCare ensures you get noludes :u”;'g':ﬁ d paekage of service,

more than just technology - you get complete SUPPOFFta"d
security.

support and a strong partnership.
Support

Remote Support

On-site Support

IT and Network Audit

24/7 Remote Management and Monitoring with Al Self Healing Technology

Office 365 Suite Configuration and Management

Backup Monitoring & Management

Third Party Management

ISP Management

Service

IT Documentation with Portal

IT Procurement

Quarterly Account Management

Customer Service Portal - Including Reporting
Annual Tech Review

Microsoft 365 E-learning Training *

Microsoft 365 Backup Yk
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SmartCare SmartCare
Pro Protect
For larger offices. o BusTiEsses
Includes unlimited looking the the full
on-site support. package of service,
support and
security.

Security

Managed Basic Antivirus and Malware Protection

Secure Password Manager

Windows Operating System Patch Management

Guaranteed SLA's

24/7 SOC Identity protection (MS365) Yk

Security Add-on

DNS Filtering Y

Fully Managed Endpoint Detection & Response (24/7 SOC)
Security Training / Phising Testing

Email Filtering and Security

Additional services

24/7 SmartCare support IT Projects

Cloud Print Management Signature Management
Server Management Including Device as a Service
Backup to the Cloud 1TB storage (IT procurement)

MSBSesilicensing Business Continuity
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SilverCloud.

Your Journey with Us

At every step, we bring our proactive, personable, professional and
passionate approach, because we believe in building partnerships, not
transactions.

1. Meet and Understand Your Needs

We start by getting to know you, your goals, challenges, and ambitions.
This helps us build a genuine partnership from day one.

2. Site Audit

Our team carries out a detailed site audit to fully understand your
environment and requirements, ensuring every recommendation is
relevant and valuable.

3. Bespoke Roadmap bos
We create a tailored roadmap designed specifically for your business, f* 2 _'
aligning our solutions with your unique objectives and growth plans. ‘;' -

4. Installation and Training
Our experts handle everything, from setup to training, so your team feels
confident and supported every step of the way.

5. Post-Installation Check-In

We don't disappear once the work is done. We proactively follow up to
ensure everything’s running smoothly and to answer any questions.

6. Quarterly Reviews

As your business grows, we grow with you. Regular reviews help us
realign your services to match your evolving ambitions, keeping your
success on track.
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Accreditations

At SilverCloud Smarter Technology, we are committed to creating positive social,
economic, and environmental impact through our operations. We have implemented
various initiatives to promote social value, including achieving ISO 14001 certification,
becoming a Living Wage Employer to ensure fair pay for our employees and offering
apprenticeships to provide young people with valuable skills and career opportunities.

:I.Ill.'l

1SO 9001

ENVIROMENTAL MANAGEMENT INFORMATION SECURTIY
QUALITY MANAGEMENT MANAGEMENT
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CRETIFILD

Why SilverCloud?

We help our customers accelerate their ambitions through
\ inspirational technology. To achieve this, we have a passion for
delivering a sensational data-driven customer experience. To
NPS Score make sure we're on track, we measure our performance using the

Net Promoter Score (NPS) global measure. In the past 12 months
+ 9 6 our score has averaged +96 which is deemed ‘world-class’.
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Today’s technology means that a business can link
with customers, staff and suppliers across the globe
easily and swiftly without needing a worldwide
network of people and premises.

We want to help businesses to provide a better customer
experience. If your customers never visit your premises, their
experience of communicating with you is paramount. It is, in
effect, your brand, and it makes communications the
cornerstone of your business success.

We want to help our customers build better businesses.
Businesses in which people collaborate easily, systems adapt as
the business develops, and managers have the data that shows
them where improvements are needed most.

Get in touch

0141 552 0000
support@silvercloud.co.uk
www.silvercloud.co.uk




