
We make 
life better!

MANAGED
SERVICES

Ensuring optimal 
performance and 

availability



Managed Services from Ulwembu Business Services 
enable our clients to focus on optimising their process 
performance and on growing their business. 

INTRODUCTION

Where there is a need for enhanced process 
efficiencies, our innovative approach and 
responsiveness equip us to deliver a best-fit solution 
that aligns with our client's business strategy needs.

} Hosted solutions; and

} Co-managed outsourcing; 

We have grown our business process outsourcing 
services to cover:

} Customised operational services.

We offer tried and tested business process outsourcing 
solutions that extend across the functional areas of 
human resources, finance, network management, 
security services  and information technology. 

} Build-operate-transfer services;
} Assisted build out;



As a result, we form a critical point of contact between 
the IT users and our client's IT services function. The 
offering involves managing incidents and service 
requests, as well as IT-related communications with the 
client's users. 

} Increased process efficiency and productivity; 

IT SERVICE DESK MANAGEMENT

Deliverables

} Cost reduction;

} Leading technologies with quality reporting on 
process performance; 

Our approach is in line with the ITIL Service Operations 
Management Framework of which the service desk is 
an integral component.

} Best practices and quality management;

} Cost-effective service delivery.

} Insight into business processes in both the public 
and private domains;

} Approachable and friendly team members that are 
area specialists; and

Continuous process improvement is a fundamental part 
of our offering that stems from our strategic capacity, 
operational and technical expertise, and our 
innovation. We're responsive and eager to meet our 
clients’ demands, providing them with:

Ulwembu Business Services delivers IT service desk 
management for its clients, helping to manage their 
service operations and ensuring service delivery to 
their users against defined service levels. 

We believe that the service desk not only exists to 
record incidents, but to monitor and manage the 
incidents to resolution. The service desk must also be 
geared around the business with regards to business 
timelines and operating hours. 

} On and off-site managed services;

} Improved process quality, process consistency and 
compliance; 

Our approach is to ensure that the end user 
experience with the service desk is a positive one. 

The managed service applies leading industry 
standards and can be applied to multi-vendor 
environments.

} Real-time reporting;

Focusing on 
continuous 
improvement, 
efficiencies 
and compliance



The service desk team

Our team comprises certified ITIL specialists in service desk support, incident, problem and event management and 
vendor specialists such as Microsoft, Oracle, IBM technical support staff. The service is enabled through the expertise of 
our process and workforce management (WFM); management information systems (MIS) managers and analysts; 
quality assurance staff, as well as experienced operations managers who have proven track records in overseeing our 
high-performing teams. Our diverse skills set helps to ensure the success of full and partial business process outsourcing 
projects.

Continual Service 
Improvement

Service Transition

Service Strategy

Service 
Operation

Service 
Design

Continual Service 
Improvement

Service Design
Service Design Aspects

· IT Service Continuity 
Management

· Service Catalog Management

· Information Security 
Management

· Service Level Management

· Capacity Management
· Supplier Management

· Availability Management

Service Strategy
Service Strategy Activities

· Service Portfolio 
Management

· Financial Management

· ROI
· Demand Management

Continual Service 
Improvement
· Seven-step Improvement

Service Operation 

- Application 
Management

· Incident Management

- Functions

· Request Fulllment
· Problem Management
· Access Management

- Service Desk
- Technical Management

- Operations 
Management

· Event Management

· Release and Deployment 
Management

· Change Management
· Service Asset and 

Conguration Management

· Service Validation and Testing
· Evaluation
· Knowledge Management

Service Transition
Transition Planning and Support

Deliverables continued



· Network discovery and assessments;
· Optimisation and quality of service reporting;
· Patch management and whitelisting;

With full visibility into client networks, Ulwembu uses 
leading technologies to monitor, detect, prevent and 
resolve network issues. 

· Email management services.

Network management has never been tougher than in 
the digital world. Businesses are dealing with 
increasingly complex networks to support employees 
working from home and a growing number of devices.

The Ulwembu network operations centre (NOC) is the 
first line of defence against network disruptions or 
failures, and oversees the network infrastructure, wireless 
systems, databases, firewalls and connected devices. 

NOC services

NETWORK OPERATIONS CENTRE

· Backup and storage management; and

· Performance reporting and improvement 
recommendations;

The following managed services are designed to ensure 
optimal network performance and availability:

· Firewall and intrusion prevention, monitoring and 
management;

· Incident management. Technicians ticket and 
categorise any issue based on the alert type and 
severity, along with other criteria such as escalation 
policies to ensure the timeous resolution of issues.

Features of the integrated NOC 

The managed network operations services are 
integrated with the Ulwembu service desk and security 
operations centre (SOC). This allows for the 
incorporation of dashboards and reporting, helpdesk 
ticketing, and support call monitoring to ensure an 
excellent user experience; as well as security 
monitoring, threat management and analysis. 

Other NOC features include:

· Established protocols: Clear-cut policies for 
incident management, prioritisation and escalation 
per client ensures accountability and the delivery of 
consistent services to our clients.

· Automation: Our NOC tools automate repetitive 
tasks, freeing up our level 1 staff to focus on 
higher-priority issues.

· Ticket management: Clients have visibility of open 
tickets to follow the call resolution activities, 
including assigned priority and the technician 
working on the issue.

· Incident reporting: Incident reporting provides 
visual analysis, thresholds, alarms, indicators and 
trends, delivering intelligence that supports on-
going learning and smarter decision making.

· Scalability: The NOC services are flexible and 
scale to meet specific client requirements.



· Collaboration: The team prioritises network 
performance issues and collaborates across 
functions, such as the security and other external 
teams, to ensure optimal responses and service 
delivery.

· Clear roles: Our team members are equipped with 
client-specific knowledge and are empowered to 
act quickly, under supervision and within the 
guidelines of the set policies and escalation tiers, 
to respond appropriately to issues. Clear role 
descriptions ensure that the responsibility and 
accountability for responses is clearly allocated.

The NOC team

Our NOC technicians search for issues that could 
impede network speed and availability. 

· Event protocols: The team comprises experienced 
resources who work according to event procedures 
and protocols that are continuously adapted to 
ensure relevance to the changing technology 
landscape and to clients' business environments.

Effective security operations demand that people, 
processes, and technology grow organically to protect core 
technologies, adapt to changing business conditions, and 
prepare for and respond to global threats without 
impacting operational resiliency.

The Ulwembu SOC is equipped with cybersecurity 
specialists who are tasked with rooting out security threats 
and responding to attacks. The team provides critical 
services that identify, investigate and resolve security issues 
proactively. 

SECURITY OPERATIONS CENTRE 

· Intrusion detection: The detection systems, like anti-
virus and system logs, protect critical assets and 
interests by context and content-driven defence.

The security operations centre (SOC) is focused on 
protecting client data and intellectual property from 
external threats by preventing security failures that directly 
impact on the company's operations, reputation and 
sustainability. 

· Events management: Events management prevents 
unauthorised access to systems and data.

· Tool management: Provides tools that offer various 
lines of defence to ensure prevention of malicious code 
from reaching its target.

Security services

· Reporting: Dashboards and reports give a single view 
of phishing mails, stolen property and loss of data.

NETWORK OPERATIONS CENTRE 
continued



With Ulwembu Business Services, ease of engagement 
is part of our company philosophy. We challenge the 
traditional way of operating and apply our experience 
and expertise to extract greater value from 
organisational processes. 

DELIVERING VALUE TO BUSINESS 
AND COMMUNITIES

Our company is committed to our clients' 
vision and delivers creative responses to 
the challenges that they are facing. As 
we foster trusting relationships with our 
clients, we become part of the team that 
drives their success by designing 
processes that save money, increase 
efficiencies and enhance their capacity 
for service delivery. 

We protect our clients' best interests by implementing 
processes that support better business, better 
communities and a better country.

KEY PARTNERS

Technology is an enabler of transformation. Our 
solutions are customised according to the specific 
requirements of our clients, and depend on their size, 
the type of project, as well as their specific challenges 
and business objectives. 

As a management consultant, we apply our expertise 
in advising and selecting the most appropriate 
technologies from renowned vendors that are best 
suited to the client's needs. These may include, but are 
not limited to Microsoft, Oracle, SAP, Cisco, IBM 
Service Now, Genesys as well as custom development.

Enabling productivity 
and ensuring excellent 
digital experiences



Ulwembu Business Services is a black owned and 
black managed South African company that is 
passionate about our country's development. 
The company’s empowerment status has been 
verified as a Level One Contributor with 135% 
procurement recognition in an independent audit
by Infocomm.

BLACK ECONOMIC 
EMPOWERMENT 

www.ulwembubs.com
29 Waterford Office Park, Fourways, Johannesburg, 2191

Call: 010 035 0029    |    Email: admin@ulwembubs.com          

Wholly-owned Ulwembu 
Business Services companies:

ABOUT 
ULWEMBU BUSINESS SERVICES

We offer integrated, strategic corporate services 
and client-specific business solutions that leverage 
technology, people and processes to enable 
sustainable value creation.

Ulwembu Business Services is a black-owned 
management consulting and information and 
communication technology services company that 
facilitates the transformation of private and public 
enterprises to optimised, digitised organisations. 
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