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24/7 AWS Support Coverage:

CloudiQsS support teams With our global support teams available 24/7, we provide round-
the-clock incident management. Whether it was handling service interruptions during
peak traffic or performing routine maintenance tasks, our team was ready to address any

issue.

Problem Statement (Customer Challenges)
Most of our SMB clients are growing their SaaS provider and require a managed services

solution to ensure optimal performance, security, and cost efficiency in their AWS
environment. Our customers needed 24/7 support to resolve technical issues quickly,

manage workloads, and optimize AWS resources.

Proposed Solution

CloudiQS provided end-to-end AWS-managed services covering both first line and

second-line support. How we supported the client:
First-Line Support:

e Incident Response and Monitoring - Our team handled real-time monitoring of
critical AWS services, including EC2, RDS, S3, and VPC. We used tools like Amazon
CloudWatch and AWS Config to ensure uptime and respond immediately to alerts,
addressing common issues such as server outages, disk failures, or resource

exhaustion.

o Health Checks and Optimization - Automated health checks were integrated to
monitor the status of servers and applications. If issues were identified, first-line
engineers took immediate action, applying quick fixes, restarting services, or

reallocating resources.

e Service Availability Management - With monitoring tools and support personnel
on standby, we provided rapid incident resolution to ensure maximum availability

for the SaaS provider’s customers, reducing downtime significantly.

Second-Line Support:
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e Advanced Technical Support - Our second-line support team handled more
complex technical issues and escalations that required in-depth knowledge of AWS
services, such as Lambda, SageMaker, and Redshift. This included troubleshooting
performance bottlenecks, debugging serverless applications, and optimizing

databases.

e Security Enhancements and Patching - We provided continuous patch
management, ensuring that the client's servers and applications were updated
with the latest security patches. Security protocols, like AWS Shield, VPC
configurations, and 1AM policies, were continuously assessed to safeguard the
client’s environment from threats like DDoS attacks, misconfigurations, and

unauthorized access.

e Performance Tuning: The team regularly reviewed AWS usage and costs to
optimize performance. Auto-scaling was configured to handle peak traffic loads,

and EC2 reserved instances were used to reduce costs during non-peak hours.

Patching and Compliance:

e Automated Patching - Using AWS Systems Manager Patch Manager, we
automated OS-level patching for EC2 instances, ensuring that every server stayed

up to date with security and feature updates without any downtime.

o Compliance Monitoring: AWS Config rules were set up to continuously monitor and
alert on any deviations from the company's security and compliance policies. This
made it easier to identify and remediate misconfigurations that could expose

vulnerabilities.

Security and Risk Management:

e Security Monitoring - We implemented AWS Security Hub to aggregate data from
various security services, providing centralized monitoring of the client’s
infrastructure. With GuardDuty and AWS CloudTrail, we identified potential threats
and suspicious activities in real time, such as unauthorized access attempts or

changes to security groups.
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e 1AM and Encryption: Fine-tuned Identity and Access Management (IAM) policies
were put in place to enforce least-privilege access for different teams, along with
encryption at rest and in transit using AWS KMS to ensure the safety of sensitive

customer data.

Ongoing Monitoring and Cost Optimization:

e Proactive Monitoring and Issue Prevention -Tools like AWS CloudWatch allowed
for constant monitoring of server health, application performance, and network
throughput. Proactive measures were taken to address any performance dips

before they could affect end users.

e Cost Optimization: Our team analyzed resource usage patterns regularly,
recommending and implementing cost-saving measures. By optimizing compute,
storage, and networking services through the AWS Cost Explorer tool, the SaaS
provider was able to reduce their monthly AWS bill without compromising on

performance.

24/7 Support Coverage:

e Global Support Teams - With our global support teams available 24/7, we provide
round-the-clock incident management. Whether it was handling service
interruptions during peak traffic or performing routine maintenance tasks, our

team was ready to address any issue.

The Results:

* 99.95% Uptime - With proactive monitoring and rapid incident resolution, the client
experienced minimal downtime, improving customer satisfaction and service

reliability.

e Security Compliance - The client’s AWS environment was kept secure and
compliant with industry standards through regular patching, security reviews, and

automated compliance monitoring.
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e Cost Efficiency - Through continuous cost analysis and resource optimization, the
SaaS provider saw significant reductions in their AWS operational costs while

improving performance and scaling capacity.
Lessons Learned:

e Proactive Monitoring Prevents Escalation - Early detection of issues significantly
reduces the risk of critical outages. Continuous monitoring helped resolve minor

issues before they affected the business.

e Automated Patching and Security Strengthens Compliance: Automated patch
management and regular security reviews helped to keep the infrastructure secure

and fully compliant with industry standards.

o Comprehensive Support Streamlines Operations - By leveraging both first-line and
second-line support, clients can focus on innovation while CloudiQS takes care of

their AWS infrastructure, delivering cost and performance efficiencies over time.

About CloudiQS

CloudiQS quickly solves core business problems and drives disruptive change by applying
the latest automation technologies in AWS infrastructure, Data Analytics, AWS
architecture, and DevOps. We design, deploy, integrate, and manage rapid migration and
transformation solutions to accelerate enterprise data platform migrations using
automation. CloudiQS offers a range of services including AWS security, cost optimization,
machine learning (ML/Al) managed services, and comprehensive AWS migrations. We
support SMBs, startups, and corporate clients, ensuring scalable, secure, and efficient

cloud environments tailored to their needs.
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