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TechOps Support Services™

Challenge

In today’s fast-paced, technology-driven business landscape,
ensuring the optimal performance and reliability of both
digital and legacy solutions is crucial. Organizations require
comprehensive, end-to-end operational management of their
technology systems, whether it’s short-term support as legacy
systems are decommissioned or stable, repeatable arrange-
ments for new investments.

Solution

Our TechOps Support Services™ offering provide proactive,
experienced attention to vendor releases to mitigate update
risks, along with thorough impact analysis and concise as-
sessment of business and technical implications for appli-
cation change management and business as usual system
administration. Our team of certified experts stay current with
the latest features and capabilities, applying them to address
your business challenges and achieve your goals. We offer
scalable resources to meet both current and future business
needs across established and emerging platforms, including
Veeva Vault, Generis CARA, Documentum, and TrackWise.

We ensure predictable IT support costs through a customiz-
able service model, proactive release and roadmap planning,
and alignment of day-to-day activities with business require-
ments and vendor roadmaps. This comprehensive approach
results in a satisfied user base with consistent support and
application management.
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TechOps Support Services Include
Release Management

fme’s TechOps Support Services focus on managing and
overseeing the release of software updates, patches, and new
versions provided by your third-party technology vendors.
Key activities include:

Monitoring and Tracking Releases

Keeping track of upcoming and available releases
to stay informed about new features, updates, and
patches, and communicating this information to
stakeholders.

Impact Analysis

Assessing the potential business and technical
impacts of each release, including compatibility
with existing systems, potential risks, and benefits.

Planning and Scheduling

Coordinating the timing of releases to align with
business needs, minimizing disruptions by scheduling
updates during planned maintenance windows and
preparing contingency plans.
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Application Change Management

Our TechOps Support Services help oversee and control
changes to your software applications, ensuring smooth
implementation without disrupting business operations.
Key activities include:

Change Request Handling, Planning, and Approval
Logging change requests, supporting their evaluation,
conducting impact analysis, advising on necessary
resources, and obtaining approvals.

Design and Development
Supporting requirements definition and developing
changes following best practices.

Testing and Deployment
Performing thorough testing, planning for production
deployment, and executing approved changes.

Monitoring and Support
Monitoring post-implementation and providing
support.

System Administration

System administration is crucial for ensuring the smooth

operation and reliability of an organization’s IT infrastructure.

Through our TechOps Support Services, the business-as-
usual burden is alleviated by our experts, who have decades
of experience supporting both legacy solutions and modern
digital platforms. Key activities include:
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Monitoring and Troubleshooting
Resolving hardware, software, and network problems
to minimize downtime and disruptions.

User Management

Managing user accounts, permissions, and access
controls to ensure that only authorized users can
access sensitive information and resources.

Support and Assistance

Providing support to users, including setting up ac-
counts, resetting passwords, and addressing
access issues.

Benefits

° Proactive, experienced attention to critical
vendor releases to reduce risks during
updates. Thorough impact analysis and
concise assessment of the business and
technical impacts.

° Ateam of application experts certified in
up-to-date application features and capabil-
ities, and how they can be applied to your

business challenges to achieve your business

goals.

Efficient integration of new vendor capabili-
ties aligned with your business workflows to
quickly maximize solution RO

Reduced internal resource and knowledge
and time dependencies, allowing your team
to refocus on theirimportant tasks.

business units focused on preparation and

business value.

Alignment and coordination of day-to-day
activities, business requirements and vendor
roadmap.

Satisfied user base with consistent end-user
support and application management.

Efficient and effective IT operations are vital for maintaining
business continuity, enhancing productivity, and ensuring
compliance with industry regulations. Our TechOps Support

Proactive release and roadmap planning with

anticipation of new functionalities with future

Services provide the expertise and resources needed to man-
age complex IT environments, mitigate risks, and enable your

organization to focus on core business activities without the
distractions of technical issues and system maintenance.

Contact us today to learn more about how fme can
streamline your platform management activities.
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