
MANAGED SERVICES

Proactive Support for

MICROSOFT

Your Microsoft Solutions

Enabling Growth 



WE TAKE CARE OF YOUR 
MICROSOFT BUSINESS 
APPLICATIONS REQUIREMENTS 
SO YOU CAN FOCUS ON YOUR 
BUSINESS PROCESSES.

Whether you are about to complete a Cloud 

Migration, Dynamics 365 ERP or CRM 

implementation, require updates on your 

Power Platform, or are grappling with system 

requirements like extensions and 

customisations - our team of experts are 

ready to partner with you.



We help you to run your business 

processes on time and assist with 

other system inefficiencies causing 

revenue loss.

Our expert consultants assist you 

with our Value-led and Proactive 

Application Managed Services.  

We focus on on-premise and cloud 

systems, moving away from just 

saving money to creating value, 

improving customer experiences, 

and driving innovation on a big 

scale.



We empower users to get 
down to business by offering:

Functional 
Support

Upgrade Planning

and Execution

Agility And Innovation

with Azure DevOps

New Feature 

Releases

Bug Fixes Customisation

Cloud 
Infrastructure 
Support

Ongoing Cost 
Optimisation 



WHY INVEST IN      
MANAGED SERVICES 
FOR YOUR MICROSOFT 
BUSINESS APPLICATIONS?

Microsoft Business Applications, including Dynamics 365, 

are among the best cloud platforms globally. But with 

four annual updates and constant feature additions, plus 

the ongoing evolution of your business, staying ahead 

can be challenging without the right support. 

That’s where we come in. Our specialist partnership with 

Microsoft ensures you're always up to date, with faster 

issue resolution and expert guidance. We handle the 

complexities, so you can focus on what matters most—

growing your business with the confidence that your 

systems are in expert hands.

Keep your Dynamics solution aligned with your 
business goals and stay ahead of competition.



You have access to the right skill set to ensure you get the best 

out of ERP, CRM, Azure, and other Microsoft Business 

Applications

OUR 

ESTABLISHED 

MANAGED SERVICES 

TEAM CAN ASSIST 

IN ENSURING:

Enable your users to focus on value adding 

activities instead of struggling with non-productive 

activities

Reduced hours spent on repetitive support issues

More hours for enhancements and optimisations

Optimisation of your ERP, CRM and Business 

Applications like configuration changes or feature 

enhancements

Reduction in overall hours spent on support

Faster time to resolution due to our direct Advanced Support 
agreement with Microsoft 



SERVICE TYPES |  Support provides to cover all your needs

GENERAL ENQUIRIES ISSUE RESOLUTION NEW FEATURE

UPGRADE AZURE CUSTOMISATIONS

• Training
• Support Management
• Weekly recons
• MS Dynamics 

Environment 
landscapes/layout

• Super User 
Assistance

• Best Practice 
Processes

• Troubleshooting

• New MS Features
• New feature 

recommendations
• Patch deployments

• Upgrade planning
• Test Plan setup
• Upgrade tracking and 

scheduling
• Project and Environment 

Upgrade

• Management/ General 
maintenance

• Cost management/Cost 
saving

• Migrations
• Security
• Backups/ Failovers

• Request for change 
process

• Cost estimates
• Sprint planning



SUPPORTED TECHNOLOGIES
As a certified Microsoft Business Applications partner, 
we offer support services in the following technologies:

Microsoft Dynamics 365 

Finance

Microsoft Dynamics 365 
Supply Chain Management

Microsoft Dynamics 
GP, NAV and AX*

Microsoft Dynamics 365 
Sales

These platforms are being deprecated 

and support is dependent on the 

version that you are on.  We provide 

expertise and upgrade assistance on 

how to migrate your system to the 

modern D365 platforms.

*
Microsoft Dynamics 365 
Business Central

Microsoft Dynamics 365 
Customer Service

Microsoft Dynamics 365 
Field Service

Microsoft Azure 
Infrastructure

Microsoft 
SharePoint

Microsoft 
PowerPlatform



HOW OUR SERVICES WORKS
Our Managed Services is transparent, and deliverables are set 

out in the Support Agreement, but generally includes:

CUSTOMER SERVICES LEADS 

The central point logs and manages all 

incidents/requests within our ticketing desk. 

A unique reference number is provided. 

The leads will assign the case to a consultant 

and can track the lifecycle and improve 

customer satisfaction where possible.

TIMELY ESCALATIONS
The case is raised with  the infrastructure 

or development team if needed and final 

feedback is given to the client and the 

case is closed.

MONITORING, RECORDING AND 
MEASURING the delivery of support 
services. 

MANAGE ANY RISKS associated 
with the supported environment.

PLANNING AND SCHEDULING OF 
RESOURCES to execute on incidents 
& requests.

TEAM OF 
EXPERTS
Once case is assigned 
to a consultant they  
investigate and 
provide feedback

Functional 
Consultants

Infrastructure 
and Azure 

Consultants

Developers



SEVERITY & SLAs |  Our tiered approach ensures that the most critical problems are resolved first.

P1 – CRITICAL

Continuous or intermittent 
problems that make the 

system unavailable,

Response Times: 
4 Service Hours

• All users of the system 

or services are affected, 

&/or

• Simultaneous failure of 

more than 50%) of users 

at a site location, &/or

• Loss of critical 

functionality.

P2 – HIGH

Moderate 
system degradation

Response Times: 
8 Service Hours

• Many users affected, 

&/or

• Non-critical application 

failure, &/or

• Work can reasonably 

continue in an impaired 

manner.

P3 – NORMAL

Operational 
problem

Response Times: 
3 Business Days

• Little user impact &/or

• The business is substantially 

functioning with minor or no 

impediments, &/or

• Loss of non-critical 

functionality, &/or

• Problems that degrade but   

do not prevent users from 

providing an adequate level   

of service.

NONE

Response Times: 
Agreed between 

parties on an 
incident-by-incident 

basis

• Change Requests, &/or

• Configuration changes, 

&/or

• System administration, 

&/or

• Preventative maintenance, 

&/or

• Training.



We work together to 
ensure you are informed

You are in

good hands

Centralised 
point of contact

Review 
enquiries

Communicates 
work estimates 
& seek approval

Coordinates 
work execution

Manage 
solutions to 
production

Proactively engage 
to identify areas of 
improvement

Monitor progress and 
provides weekly updates

Sanmari van Wyk Sian Noble

Client 
Services

 Lead

Managed Services 
Programme 

Manager

Client 
Services

 Lead

Carli Freese



SUPPORT TEAM
From simple questions, advice,          
training, configuration changes, or feature    
enhancements – we’ve got you covered!

Proven track record in overcoming 

challenges for clients in supply chain, 

warehousing, and logistics industries.

Extensive knowledge and industry 

experience from Dynamics 365 and 

Cloud implementations.

As a Microsoft Business Applications and 

Digital App and Innovation partner, we 

offer seamless, connected,    and well-

adopted solution implementations.



A PARTNERSHIP BEYOND SERVICE

We've been working with Decision Inc. for 5 years and we’ve 

found more than just a service provider—we’ve found a true 

partner. Their deep understanding of our business and 

dedication to our success is unmatched. 

We no longer worry about our Dynamics 365 Finance and 

Operations and Sales system downtime, updates or security 

threats—everything just works seamlessly. 

Acting Senior Manager at a 
Leading Research and Innovation Body.



ADDITIONAL WORLD CLASS SERVICE
MICROSFT CLOUD MIGRATION EXPERTISE

WE TAKE YOU FROM MIGRATION TO OPTIMISATION

Our world renowned best practice four-phased approach will ensure that moving your Microsoft 
solutions to the Cloud is done optimally while receiving ongoing support to optimise your applications. 

ASSESS & DISCOVER

Gather accurate data from 
your IT environment

• Real-time details on your 
environment

• Evaluate your 
infrastructure in relation 
to your overall strategy

PLAN & DECIDE

Determine what changes 
are top priority

• Review data to align 
business strategy and 
objectives

• Identify prioritised 
solutions

MIGRATE

Develop a roadmap for 
your organisation’s cloud 

journey

• Prioritise workloads for a 
move to Azure

• Understand migration 
investment and benefits

OPTIMISE

Continue to monitor Cloud 
spend, and track 

utilisation

• Track and achieve 
milestones with custom 
migration plan

• Establish a utilisation 
baseline for assessing 
progress over time



We are a Global Advisory led Technology Consulting that helps 

Mid-Market and Enterprise clients use technology and data to improve their 
performance and drive sustainable growth.

Our teams help 400 clients globally to build and operate Digital Businesses. We have 370 Functional and Specialist 

Consulting, Development and Engineering consultants in 4 global offices.

Who we are

LONDON

CAPE TOWN

JOHANNESBURG
SYDNEYCLIENT HEAD OFFICES



To be the catalyst of 
opportunity for our clients 

and people, helping them 
succeed in a digital world.

Our Mission



WHAT WE DO FOR OUR CLIENTS

INDUSTRIES

SERVICES

ADVISORY

MANUFACTURING MINING HEALTHCARE LOGISTICSINSURANCE CPGRETAIL FINANCIAL

SERVICES

DIGITAL 

STRATEGY
MODERN FINANCE 
TRANSFORMATION

CLOUD 

TRANSFORMATION

OFFICE OF THE CIO 
TRANSFORMATION

INNOVATIVE GROWTH 
BUSINESS MODELS

CUSTOMER AND 

MARKET INTELLIGENCE

OPERATIONAL EXCELLENCE 

AND EXECUTION

ENTERPRISE

ARCHITECTURE

MODERN 

WORK

BUSINESS 
APPLICATIONS

DATA AND AI
ORGANISATIONAL
CHANGE

• Service Design

• Portals

• Mobility

• Application Development

• M365 – Teams | O365 – 
Office

• RPA

• ERP

• CRM

• Infrastructure Services

• Customer Experience

• Financial Planning and Analytics

• Financial Consolidation

• Extended Planning and Analytics

• Modern Data Platform

• Data Governance

• Enterprise Analytics

• Cloud Data Modernisation

• Data Science and AI

• Reporting and Business 
Intelligence

• Data Driven Culture

• Data Literacy

• Change Management



Helping the World’s Best Businesses to      
Digitise and Build New Business Models

CORE INDUSTRIES

CONSUMER PRODUCTS

MINING

RETAIL AND COMMERCE

FINANCIAL SERVICES

GOVERNMENT

INDUSTRIAL 

MANUFACTURING

HEALTHCARE

AUTOMOTIVE



POWERING 
INNOVATION

Contact Us Here

<script type="text/javascript">var loc = "
https://web.decisioninc.com/decisioninccom-a5htu/pages/";var
cdSurveyCdn = "
https://web.decisioninc.com/web/newformeditor/";</script>
<script type="text/javascript" src="
https://web.decisioninc.com/web/newformeditor/CDWidget.js"></script>
<div pageID="ldvtlnueesiqanors0fa"></div>
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