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Service Overview

An annual subscription where we deliver proactive monitoring, expert reviews, and actionable
insights to keep your ArcGIS Online environment secure, efficient and aligned with best

practice.

Benefits

« Optimise performance and licence usage: Actionable insights and monthly reports
enable you to maximise system efficiency and make the most of your licence investment.

+ Reduce management: We manage the monitoring and advisory tasks, allowing your
staff focus on delivering business value.

« Align with best practice: Regular content and configuration reviews from Esri UK cloud
experts prevent issues like broken links and excessive credit usage - keeping your system

healthy.

Service Level

Service Level Bronze Silver Gold Platinum
S.pec.lflc . Business or Business or
: applications or Wider o " o "
Suitable for L . mission critical mission critical
small organisation | Organisation use svsterns svsterns
/ department use y y
Service
Availability Up to .10 Up to .30 UptoFBO Up to 60 endpoints
Monitori endpoints endpoints endpoints
onitoring
Monday to Friday, | Monday to Friday,
Service from 9:00 AM to from 9:00 AM to
Monitoring Hours 5:30 PM UK time, | 5:30 PM UK time, 24/7 24/7
9 excluding UK excluding UK
bank holidays. bank holidays.
lg’roact{ve Not included Included Included Included
eporting
Supgc;rl"thlus Optional Optional Required Required

Service Definition - ArcGIS Online Advisory and Monitoring: last revised 18/12/2025




Deliverables

Public

Deliverable

Description of activities and outputs

Planning call

An initial call to discuss the scope, objectives, prerequisites and
logistics of the service. This includes identifying key
stakeholders.

Service Delivery Manager

To ensure consistent service quality and alignment with the
Customer’s operational goals, the Customer will be assigned a
dedicated Service Delivery Manager (SDM). Esri UK's SDM will
act as the Customer’s primary point of contact for all aspects of
the Service and will provide an onboarding plan, including key
contacts and milestones.

Service monitoring

Continuous Monitoring: Esri UK will provide continuous
monitoring of business-critical ArcGIS Online service endpoints
to proactively detect and alert the Customer and address issues,
service disruptions, or anomalies, including other system
endpoints that integrate with the Customer’s ArcGIS Online
subscription.

Enhance User Engagement Insights: Esri UK will monitor and
analyse user activity through comprehensive reporting to
identify inactive users, generate actionable insights, and
deactivate accounts on the Customer’s behalf, that have
remained inactive beyond a specified period so they can be
reused.

Service Availability Monitoring: Proactive checks to ensure key
services and components are online and accessible, with real-
time alerts and rapid notifications to potential disruptions.

All Esri UK services and processes follow ITIL best practice and
are accredited to ISO27001 and Cyber Essentials Plus,
demonstrating commitment to industry best practices. These
certifications ensure robust data protection and help mitigate
the risk of costly security breaches.

Monthly reporting

Strengthen Security Posture: Esri UK will perform monthly
security configuration reviews to identify and mitigate
vulnerabilities, including assessments of SSO configurations and
report publicly accessible services.

Optimise Licence Usage: Esri UK will deliver monthly reports
and provide the Customer with recommendations on its ArcGIS
licence consumption to identify underutilised licences and
support efficient resource allocation.

Analysis: Monthly analysis of how the subscription is being used,
identifying trends, bottlenecks, and opportunities for
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improvement.

Quarterly service reviews Quarterly expert guidance on how to optimise configurations,

streamline workflows, and align the environment with product
best practices and business goals.

Maintain Content Quality and Relevance: Esri UK will carry out
quarterly reviews of the Customer’s content to identify and
address issues such as broken links, orphaned items, excessive
credit usage, uncontrolled content growth, and items without
delete protection enabled. Following each review, we will walk
the Customer through the findings and share tailored
recommendations to help maintain a clean, efficient, and secure
environment.

Prerequisites

During the engagement, the Customer must fulfil the following prerequisites to enable the

delivery of the Service:

Supply of an ArcGIS Online API key with permissions to access all secure services in the
Customer’s ArcGIS Online subscription.

Esri UK will provision accounts in the Customer’s ArcGIS Online account for Esri UK use to
run the Service. These accounts will require administrator privileges within the
Customer’s ArcGIS Online subscription.

Contact details for a service owner.
Email addresses that alerts should be sent to.

Gold & Platinum Service Level only: the Customer will have a dedicated out-of-hours
support team available to receive and respond to alerts, should any issues arise outside
of Esri UK’s Service Monitoring Hours. The customer must also have purchased Esri UK's
Support Plus Gold Service.

What's out of scope?

The following items are not included in this Service but may be addressed through other Esri

UK service offerings:

Work exceeding the deliverables listed in this Service Definition

Provision of dashboards or reports outside standard service reports

User, content, and permission management, beyond the automated processes included
in this Service

Service schedule

Typical service schedule:
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Preparation

Activities e Planning Call

Service Set

up (Year 1 e Service monitoring configuration
only)

Service Delivery Management
Service monitoring

Monthly reporting

Quarterly service reviews

Live Service

There is typically a minimum 4-week lead time for setting up the Service following receipt of an
order.

Terms and conditions

The Service will be provided under Esri UK Operational Services Terms, available at:
https://www.esriuk.com/en-gb/legal/uk/terms-and-conditions.

Any defined words within these terms will have the same meaning when used within this Service
Definition.

This is a 12-month annual service, which is invoiced up front upon receipt of purchase order.

Copyright © ESRI (UK) Limited 2025. All rights reserved.
All Esri UK product names (including Titlelnfo, Sweet, Maps+, Report Builder and UNE) are registered or unregistered trademarks of Esri UK.

Esri, the Esri globe logo and Esri products are trademarks of Environmental Systems Research Institute, Inc. (‘Esri’) and its licensors and are used
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set out on the Esri legal information page at www.esri.com.
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