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Your digital estate is under pressure to deliver 

results and manage competing demands. 

It isn’t just big digital transformation projects 

that drive this. Some days you need a new 

homepage feature, a campaign report or to 

integrate a third party tool, all of which can 

make a huge difference to your business. 

As we have Security and Housekeeping covered 

by our high level SLAs, we can focus on 

understanding what makes the difference to your 

business and supporting you.   
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All of our Managed Services packages include: 

ǒ Drupal Security updates 
ǒ Monthly Analytics reporting 
ǒ Quarterly health check reviews 

All of these are covered by our high level SLAs 

 

SLA 
level 

Description  Response time 
- 9am-6pm 

Response time 
- out of hours 

1  Total site outage  15 minutes  2 hours 

2  Partial site outage  1 hour  2 hours 

3  General Maintenance  1 day   

Enterprise packages come with a robust 24/7 critical service  
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We have dedicated Support developers who get to know how 
your site works, but you also have a full service Studio to draw 
on to let you make the most of best practice in: 

ǒ User Experience 
ǒ Design 
ǒ Dev Ops 
ǒ Data and analytics 
ǒ Media and content management 

ðǲǜĴǲşźƈő ǙĴǜǲƫşǜǤƂƈǙρ
We absorb ourselves in your business and become part of your 
team. Led by your account manager and strategy team, we 
encourage: 

ǒ Training 
ǒ Roadmap creation 
ǒ Knowledge exchange 

And don’t worry if there’s not enough hours in the day to keep 
up with the latest trends, crucial legislation or how your site is 
performing. We offer a free Advisory service that will be your 
eyes and ears and keep you up to date 
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We make it as easy as possible for you to work on your site. It 
begins with a call, email or simply creating a ticket.  

Our support manager Claire will assess the requirements before 
assigning the work to one of the team, whether it is a strategist, 
UX specialist or developer and in no time at all the work will 
begin.  

We use Jira Service Desk to manage SLA 1 and SLA 2 tickets. 
Tickets can be created automatically by email and you can 
easily see all tickets created for you and their progress. 

Our support releases are managed in Jira Software, which allows 
you to easily view all topics in your backlog, prioritise them and 
plan future releases, as well as viewing at a glance the progress 
of the items included in the current release (not started, in 
progress, ready for you to test, approved for deployment, live). 

It is also where we are able to organise work packages into 
sprints, follow our standard specification processes for better 
delivery, UAT and handover. 

We are also able to provide release management for longer 
term planning of your technical roadmap. 

Our developers use Slack both internally and to communicate 
with hosting platforms’ support teams.  
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You just choose a plan that has the right amount of Studio time and services to suit your needs. We have two security and performance 
focussed Core packages with one or two days of monthly Studio time and two Enterprise options that build on Core to meet the 
demands of larger businesses and organisations. 

  CORE  CORE PLUS  ENTERPRISE  ENTERPRISE PLUS 

Monthly Studio time  8 hrs  16 hrs   32 hrs  48+ hrs 

Drupal Security updates  •  •  •  • 

Support manager  •  •  •  • 

Analytics report (monthly)   •  •  •  • 

Health check review (quarterly)  •  •  •  • 

Creative review (quarterly)    •  •  • 

Account Manager      •  • 

24/7 support      •  • 

Platform management      •  • 

Performance Bootcamp        • 

Cost/ month (Exc VAT)  £1,100  £2,100  £4,450  £6,260+ 
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.SECURITY.  
Our Core packages keep your platform up to date with Drupal’s 
Security team and protects you from all the threats and 
potential data breaches they identify.  

We will also keep you up to date with any developments that 
affect your core site, Drupal modules, PHP, server, and where 
your technology is affected by legislative changes. This includes 
briefing the issue to you and timely quotes for the work you 
need to consider. 

We can manage your relationship with hosting providers and 
advise you on getting the best value from them. You can 
allocate your developer time to resolve issues at the hosting 
level, and we can flag up areas where you would benefit from 
additional hosting resources, such as server memory and 
scaling. 

 

.PERFORMANCE. 
As part of onboarding, our developers produce a technical audit 
report for your site. This gives you a snapshot of the 
‘under-the-hood’ condition of your site  and identifies any 
security and performance issues we find. This is then followed 
up every quarter with an overall health check report. 

 
 
 
You also get a monthly analytics report that lets you see exactly 
how your site is performing.  

 
.A FULL DAY OF STUDIO TIME.  
.EVERY MONTH.  
To make sure you can deliver on security and performance, we 
include 8 hours of Studio time a month. This can be allocated to 
any of our specialists from development to design. If you do not 
use all of this time in a month it can be rolled over for up to 
three months. 
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At Enterprise level requirements increase as the scale increases. 
We meet your expectations and requirements with another tier 
of services built on top of everything in our Core Plus package. 
It is a step up in our support for you, your team and your digital 
presence. 

 

.TWICE THE TIME.  
Studio time starts at four days a month to maintain a larger 
estate and provide time for work packages. As with our Core 
packages, if you do not use all of this time in a month it can be 
rolled over for up to three months. 

 

.DOUBLE THE PEOPLE. 
An Account Manager joins your Support Manager to oversee all 
the work we do for you. They are your main day-to-day point of 
contact, discuss activities completed and in progress, support 
ticket SLA compliance and organise account meetings. They are 
also a sounding board for your ideas and responsible for adding 
value with input from our Strategists. 

 

 
.C-SUITE STRATEGY SUPPORT.  
Our Digital strategists, will join your formal account review 
meetings to provide advice, new ideas and updates on new 
developments.  

As a C-suite contact, they are available to attend board 
meetings including programme board and product management 
meetings, or give you support with C-suite presentations. 

Finally, our Digital Strategists organise a quarterly strategy 
meeting with you to ensure all activities are properly aligned 
with your commercial roadmap. 

 

.PLATFORM MANAGEMENT.  
At this level we provide a managed off-site backup, Jira based 
release management with 2 full-licenses for your team, ongoing 
site monitoring, site outage rectification and management. 
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.KICK OFF.   
Whether Core or Enterprise level, our process begins with a kick 
off meeting, where you meet your key point of contact and 
other key people from our Helpdesk and Studio. 

 

.TECHNICAL AUDIT. 
Our developers carry out a technical audit to assess the build 
condition of your website, and to enable us to document the 
main modules in use and - importantly - any custom work and 
integrations. At the same time our developers are provisioned 
into your hosting environment and Git repository.  

.CMS AUDIT. 
A CMS review to enable self-sufficiency. An opportunity to 
engage your team and tackle day-to-day annoyances, tackle 
quick-win improvements, and book training if needed. 

.ANALYTICS AUDIT. 
An Analytics review to ensure we are benchmarking your site 
and digital strategy. 

.INTERFACE + DESIGN AUDIT. 
A UX / design review of experience with respect to user journey 
mapping. 
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.STEP BY STEP.   

.TECHNICAL HANDOVER. 
1. You provide us access details or a complete copy of the 

site files and database that we will install temporarily on 
a development environment and on a developer’s local 
machine. 

2. Technical site audit process begins: 
ƺ Document site features and content types 
ƺ Assess site complexity  
ƺ Investigate development and publishing 

workflows 
ƺ Test performance 
ƺ List third party connections 
ƺ Map data capture processes  
ƺ Review of userbase, codebase, files, nodes 
ƺ Check if Drupal best practises are followed 
ƺ Audit Infrastructure, hosting environment and 

dev-ops workflow & tools setup 
3. Handover call from existing maintainers 
4. Meeting with you to review findings. Outline any 

potential risks and plan how to address those. 
5. Onboarding completion - setting up monitoring tools, 

agreeing on test plan, providing you with access to our 
ticketing system 

6. Switching platform ownership to us.  

 

   

.CMS HANDOVER. 
7. Once Technical Handover is complete your Account 

Manager will conduct a CMS review with you in order to 
gain better understanding of your website management 
and identify any areas that could be improved. 

8. We often also inherit a backlog of tasks, so it would be 
part of this process to go through any outstanding issues 
or tasks coming up and agree on release  plans to tackle 
those. 

 

.STRATEGY. 
9. For all new clients we hold a Strategy & KPI workshop 

to:  
ƺ Outline how you measure website success 
ƺ Build our in depth knowledge about your 

organisation  
ƺ Learn your KPIs  

10. Review initial Analytics, Interface and Design Audits to 
improve site engagement & performance 
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ησNDP have been a great 
help to our small charity 
to create a professional, 
clear website to support 
our needs.  

The team have offered 
valuable advice and 
training including Google 
analytics. The team 
communicates well and 
works quickly to resolve 
any issues that crop up.θρ
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ησIt is good to see how 
dedicated the NDP team 
has been from the very 
start of the project and to 
feel their ownership and 
commitment to our 
website and its growing 
success.θ 
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ησI’ve worked with NDP on 
a number of projects over 
the years. 

I keep coming back to 
them for 3 reasons: 
technical excellence, 
innovative & 
cost-effective solutions 
and a collaborative 
partnership.θ  
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