The Symatrix Managed
Service Story
The Symatrix Managed Service operating model has evolved over time, through working with
customers proactively to understand their changing requirements to enable them to
continue driving value from their investment in HCM and ERP technology and services.
This approach has been key in building long-term partnerships with customers, many of who have
been with Symatrix for over 10+ years.
Our customers recognise that there are a number of critical areas that need to be included in the overall support
model to ensure the cloud ecosystem is supported and managed in a way that supports Business as Usual (BAU) and
the adoption of new functionality consumed in line with the business requirements and ambitions. In our
experience, all our customers have asked for support in the management of cloud activities, to a greater or lesser
degree. This depends on where they are in their HCM and ERP journey and the skills and availability of their
in-house resources in relation to the environment and release cadence, which is now integral to the Oracle
Cloud ecosystem.

Where are you on the Cloud Journey?
Typically, customer’s scope for managed services can alter
depending on where they are on the Cloud Journey.
As internal knowledge grows during implementation and
during the stabilisation and adoption phases the need
for some elements of managed services can increase
or decrease.
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Why Symatrix?
As the only Partner to provide a truly operational and efficient BPO Managed Payroll Service, as well as our ‘Next Generation’
Managed Services, Symatrix use Oracle Cloud and EBS day to day on behalf of our Clients.

As a result, we support Oracle
in feeding back enhancements
requests and testing of new
features. We use this knowledge
and experience to help our
Clients achieve operationally
efficient payrolls and consume
new updates.

Our Managed Services
offering includes Portfolio
Project Management, which
prioritises, controls and delivers
support for all of the activities
that are required within the
Oracle Cloud ecosystem.
This can include environment
management, testing and
release services, quarterly
update support, technical and
functional support and training.

Our Managed Service model
allows Clients to embrace
the innovations that Oracle
provides whilst gaining value
and return on their investment
in a way which allows
predictable costs.

Managed Services Overview
Symatrix provides an all-encompassing Managed Service solution to Oracle Cloud and EBS HCM and ERP users.
Our service amalgamates a number of separate elements; application support – technical, functional and
environmental, release and quarterly update management, delivery of change through change requests, Testing
as a Service, Reporting as a Service, training provision and Portfolio Project Management which seamlessly
co-ordinates the entire service.

Symatrix Managed Services Features

Managed Services Benefits

• Portfolio Project Management

• Professional co-ordination of all Managed
Service activities and projects ensures that
any interdependencies between Services do
not impact the whole

• Help Desk Support (standard 8.00 am to
6.00 pm, 24/7 available)
• Help Desk Support underpinned by ITIL 		
processes
• ISO270001 Certified
• Industry leading SLAs
• Weekly operational Service calls, Monthly
Service Reviews
• Six-monthly strategic review
• Specialist, experienced Oracle Accredited
technical and functional Consultants
• 100% on-shore service (on-site service or
a blend of on-site/on-shore as appropriate)
• With Clients in Financial Services and Central
Government we operate to the highest
industry standards of governance and control

• Rapid solutions to those “how do I?”
questions enabling your team to work
efficiently
• A culture of partnership that embraces
continuous service improvement
• Peace of mind and risk mitigation to ensure
adherence to your organisations data
security policies
• Competitive SLAs; we keep you regularly
informed while issues are resolved
• Constant access to Consultants who have
up-to-date knowledge and experience solely
on Oracle applications
• Proactive, responsive and knowledge sharing
approach to ensure a lesson learnt will
benefit all our customers

Co-op Group Chooses Symatrix
Managed Service Solution to
Maximise RoI on Cloud-based HR
Systems
Co-op Group has selected Enterprise ERP, HCM and Payroll Managed Services provider Symatrix to
deliver a next-generation managed service solution to support their HR systems. The new Symatrix service will help and support the Co-op’s existing IT organisation in the optimisation of their cloud-based
Oracle human capital management (HCM) solution. This will enable them to maximise the business
value that they aspire to achieve and deliver an enhanced HR service to more than 60,000 employees.

Gareth Abreu, DevOps Manager, HR & CSC, The
Co-op Group, said: “We are delighted to be working
with Symatrix as we consider their model a true
Next Generation in Managed Services. We have already started work on optimisation work with them
and the partnership has got off to a great start.
“Moreover, our internal development and support
team will gain knowledge and broader view of
industry good practice through working with Symatrix experts. We also expect end users to benefit
from having access to a more functionally-rich automated solution that helps them drive efficiencies
and supports them in data-led decision-making.”
The two companies have worked closely for several

months to mould a service that precisely met Coop’s specific requirements. Moving forwards, both
parties are committed to continuous optimisation of
the current solution and adopting new modules as
they become available and are applicable.
Chris Brooks, Managing Director, Symatrix, said: “We
are thrilled to be working with the Co-op Group on
this key strategic solution. We took our time shaping
the scope of the service with the Co-op team to
ensure the result would provide maximum value; it
was a pleasure doing this as it demonstrated Co-op
have a true partnership mentality. Co-op is a forward-thinking innovative business that is at the very
forefront of Oracle HCM Cloud usage and we are
looking forward to helping them further optimise
their implementation and deliver enhanced HR benefits in the future.”

Find out more
Call us on 01372 860 740
email marketing@symatrix.com
or visit www.symatrix.com
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Managed Service
Element

Service Element Features
- EBS

Service Element Features
- ERP/HCM Fusion Cloud

Application &
Technical Support

• Log tickets 24/7 on Symatrix CMS
• Industry leading SLAs
• Access to specialist and
experienced Oracle Accredited 		
Consultants
• “How do I?” telephone support
• Manage and escalate of SRs

• Log tickets 24/7 on Symatrix CMS
• Industry leading SLAs
• Access to specialist and
experienced Oracle Accredited 		
Consultants
• “How do I?” telephone support
• Manage and escalate of SRs

Change Requests

• Manage BAU change requests to
application configuration
• Manage change requests for 		
deploying new features
• Technical changes to interfaces

• Manage BAU change requests to
application configuration
• Manage change requests for 		
deploying new features
• Technical changes to interfaces

Environment &
Release
Management

• Deploy patch upgrades to EBS
• Plan and manage production and
non-production environments
• Review upcoming development
roadmap

• Manage quarterly update
cadence
• Plan and manage production and
non-production environments
• Review upcoming development
roadmap

Reporting as a
Service

• Custom report configuration
• Access to Symatrix
pre-configured reports

• Custom report configuration
• Access to Symatrix
pre-configured reports

Training as a
Service

• Flexible delivery of training, 1:2:1,
groups, videos or documentation

• Flexible delivery of training, 1:2:1,
groups, videos or documentation

Testing as a Service

• Review release documentation 		
and carry out tailored impact
assessments
• Agree user case test scenarios
and scripts
• Perform test scripts and produce
comprehensive findings report
• Showcase new features for
decisions on new feature
deployments

• Manage quarterly update
cadence
• Review release documentation 		
and carry out tailored impact
assessments
• Agree user case test scenarios
and scripts
• Perform test scripts and produce
comprehensive findings report
• Showcase new features for
decisions on new feature
deployments

Portfolio Project
Management

• Efficient PM of environment
management
• Efficient PM of CRs
• Strategic Reviews
• Continuous improvement mindset
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Managed Services Model
We understand that customers have different and fluctuating in-house skills and knowledge; that’s why we enable our
customers to tailor the scope of our Managed Services. When customers are new to Oracle Cloud we offer Gold, Silver, and
Bronze models to support their stabilisation phase. These include a fixed number of days or units for each element, which
customers can draw on, and thereby benefitting from reduced risk and certainty of costs. When systems are optimised and
in-house knowledge is greater, customers can choose to tailor the elements of services in scope.

Elements of Service
(Variance is the number
of days/service offering)

Gold

Silver

Bronze

Optimised

Application & Technical Support
Change Delivery (BAU Change Requests)
Environment Management
Testing as a Service
Training as a Service
Reporting as a Service
Project Management
(Managed services)

* This is an example of the Optimised model. Elements are tailored depending on customer requirements.

Industry Leading SLAs
Tickets logged on the Symatrix CMS are acknowledged immediately. For Priority 1 issues following the opening of a case
we ask customers to call our Help Desk. We work to keep customers updated on the progress of resolution in a regular and
proactive way.
Symatrix Services encompass all of the elements required to evaluate, deliver and support you wherever you are on
your cloud journey.

Incident Time

Response Time

Update Time

Target Resolution
Time

Priority 1
High Severity

Immediate
acknowledgement

Every 15 minutes

Documented
within 2 hours

Priority 2
High Severity

Immediate
acknowledgement

As agreed

Documented
within 4 hours

Priority 3
High Severity

Immediate
acknowledgement

As agreed

Documented
within 8 hours

About Symatrix
We were founded in 2000 with the specific focus of providing services and expertise to organisations looking to implement
and leverage Oracle HCM. We have come a long way since then. Today we believe that all customers should be able to make
their business applications work harder for them and provide the returns and the benefits they expected. Everything we do
supports this belief. We provide Consulting as well as end-to-end managed services for HCM and ERP on premise or in the
Cloud - from Applications Support and Testing as a Service through to Managed Payroll and Process Improvement services,
not to mention our award-winning Oracle Practice! In fact, because we truly listen, our services have all developed from customer demand.
After the introduction of Cloud, we added Environment Management and Testing as a Service to our kit bag to complement
our application support and change services. Our Consulting services have evolved to support Cloud and we have retained
our award-winning on-premise expertise. We also created an exciting suite of services to help our customers manage and
improve their processes, which really help to move our customers from “adopting Cloud” to “embracing Cloud”.
All of this we deliver on Oracle’s ERP Cloud, HCM Cloud and E-Business Suite applications.
We are delighted to be able to say that we’re an ISO27001, Bacs and Cyber Essentials accredited business but there are many
reasons that we’re proud of what we’ve achieved over the years.

Find out more
Call +44 (0)1372 860740
Email hello@symatrix.com
86 King Street, Manchester M2 4WQ
Visit www.symatrix.com

Symatrix relies in compiling this document on information supplied and advice given by third parties; whilst we take
reasonable steps to ensure that the content is accurate and up-to-date any statements and recommendations made or
advice given shall not in any circumstances be deemed to constitute a warranty by Symatrix as to the accuracy of such
statements, recommendations or advice. Professional or specialist advice should always be sought before taking any action and
Symatrix shall not be liable for any loss, expense, damage or claim arising from the statements made or omitted to be made, or
advice given or not given in this document.
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