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A Timely Reminder...

ment for the tired old “Mission, Vision, Values” model, ® O u r P u rpose: TO take the Worry OUt Of ma nag i ng

ct statements offer a more powerful, memorable and

of "why we're here.”

mission-critical IT infrastructure

* Our Way: By combining exceptional exceptional data
center facilities and expert managed services with a
relentless dedication to transparency, accountability and
collaboration.

* Our Impact: So that our customers have confidence
their technology and infrastructure and can focus on
creating the future.

DATABANK

Data Center Evolved™
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COVID-19 Impact on Infrastructure Operations

Social Distancing, Reduced Travel, Work From Home, efc.

What you may experience: How DataBank can help:

* |Inability to get to the data center * Remote Hands / Smart Hands

* Staff consumed with other emergencies * Portal: visibility and control to plan & react

* Vendor or consultants unavailable * Additional bandwidth, capacity, cloud

infrastructure

* Greater demand on network and digital
infrastructure * Professional services to plan and migrate

DATABANK




Remote / Smart Hands General Overview

Expert technicians to help keep your infrastructure up and running

FEATURES USE CASES BENEFITS

« Available 24 x 7 x 365 * Installation of servers, * Make your life easier by
 Trained technicians, on gear, and equipment being there when you can’t
site at the data center . * Respond immediately
. . RGb.OOtS AU TR O when you need help
* Flexible pricing model equipment
. * Ensures maximum
« Comprehensive coverage * Install, organize and availability
patch copper or fiber o o
* Local console for remote cables * Eliminates the need to visit
eyes and requests the data center
» Swap or install hard disks, _
memory, and other * Frees your staff for strategic

* Reduce IT support costs —
Only pay for what you need
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Remote Hands vs. Smart Hands

REMOTE HANDS SMART HANDS

Description: Basic phone assistance and
verbal confirmations as provided by
DataBank’s NOC staff.

+ Basic command line telephone support (no systems
configuration)

* General environment observations

* Vendor troubleshooting other than telecommunications
services

«  Server reboot/power cycle

*  Component replacement (hard drive swap, etc.)

» Confirmation of cabling, display and/or status lights

* Additional equipment installation (colocation only, post
initial installation)

+ Cable or cabinet organization and cleanup (colocation)

*  Move or confirmation of power

Description: Software installations, routing
configurations, connectivity issues, basic
troubleshooting, network design and security
consultation.

+ Software installation (software license must be
present)

* Router configuration or review

* |IP routing support

*  Operating System support (Windows, Linux, Unix)

* Troubleshooting for network, connectivity, or
telecommunications carrier / circuit

*  Network consultation

+  Security consultation
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Service Options, Pricing & Ordering

Remote Service Options:

* Priority 1: Covers issues that require an
immediate response. Staff on hand around-
the-clock ensures these requests are

handled in a prompt, professional manner. Remote Hands —  Billed in 15-minute increments $200
Priority 1 with minimum of 30 minutes
billed per month.

* Priority 2: Addresses service needs of a
non-critical nature. You can also schedule
Remote Hands to meet a specific Remote Hands - Billed in 15-minute $75
maintenance window or project requirement Priority 2 increments with minimum of 30

minutes billed per month.

Order Instructions:

Smart Hands Billed in 1-hour increments with $200
 Contact your Account Manager minimum of 1 hour billed per
 Order via Portal month.

* Blocks of hours as needed per month
* Blocks are not transferrable
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DataBank Portal: Useful Functions
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Databank Portal - Access
How to Access the Portal via Website

To access the Customer Portal as a DataBank Customer, open our
website DataBank.com, click “Support’

SALES B800.840.7533 SUPPORT B855.328.2247 Contact Partners ( Support

DATABANK Data Centers Platforms Solutions Company

WELCOME TO

DATABANK SUPPORT

Move Faster, Gain Clarity, Stay Secure.

Log in as a Customer Contact.”

DATABANK
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Databank Portal — Quick Display Tools

Click the emaill

Top Right of every icon to see a list of

page, you can open tickets

adjust the Timeling mmerenetess0das &8 Organzation: vest Compan, \g €)oo 4| ogom
(default for o 5

Click the Alert icon
(triangle) to see
active Alarms.

everything except
Security is 30
days) for the

displayed data. -

05/25617
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Databank Portal - Home (“executive dashboard”

DATABANK Home

Dashboard

rHE DataCenter
Physical Access

Firewalls Connections Device alarms Load balancers Health checks
P, 8/50,000
Activate A asa-testcompany
De: ate Access
Cargholder Access List - "
. . . . - S 30
Data Center As 2 Report . . -— .
_ 662 o
F VIPs 0 5
Managed (- -
= e -
Systems P Storace 5 Pocls 0 4
Nodes 4] [
Servers F A # 3 4 ViPs 10
Firewall
d Balancer =
Storage
e
? Managed
Services : )
Open tickets | i) ADD NEW TICKET by @ 9 O Alarm history
S5L
DNS
CloudFlare 10/17/1704:31PM 315698 Windows Backun/Restore 02/02/2006:00 AM cpl444 Maintenance window closed o
02/02/2006:00 AM cpdlz4 Maintenance window closed o
-c) Support
02/02/2006:00 AM cpd12s Maintenance window closed 0
Add New Ticket 0
OPEN 02/02/2006:00 AM cpd01l Maintenance wi w closed o
Reserve Conference Room TIFKETE
ICKETS
02/02/2006:00 AM cp4013 Maintenance window closed 0

New Delivery Ticket

Request Remote Ha

DATABANK
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Databank Portal — Request Remote Hands
How to Create a Remote Hands Support Ticket

@@ Support &)

From the Home Screen, under
Support, click “Request Remote Add New Ticket
Hands”, which will open a ticket
submission template.

Datacenter Access
Reserve Conference Room

New Delivery Ticket

Request Remote Hands
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Databank Portal - Request Remote Hands

Request remote hands

To request remote hands service please fill out the following information:

rrrrrr ty”

P1 - Critical P2 - High P3 - Medium P4 - Low P5 -8to 5 M-F 10 Day P6-8to 5 M-F 90 Day

Summary*

Power Cycle Domain Controller @ 10pm Cf_-an
ice A

oL
40%

Y C

2 A

m Central

I
i
@
o
4
]
-3
]
o
]
=
o
¥
(=]
=
=

onight Thursday March 19th. Callme at 555-555-1212 right when you start, and again when complete.

y Add an attachment

REWE

Please complete
the “Request
Remote Hands”
fields with as
much detail as
possible,
including exactly
when & where
you need
assistance, and
a good phone
number to reach
you. When
completed, click
_“Submit”.

SUBMIT
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Databank Portal — Support Tickets (general)

How to Create a general Support Ticket

From the Home Screen, click “Add New Ticket”: Rkl IS

OR @@ Support ®
Under “Support” menu, click “Add New Ticket”: AddNew Ticket

Datacenter Access

Reserve Conferencs

New Delivery Ticket

Request Remote Ha

@@ Support &

Add New Ticket

Other Support Ticket options include: DotacenterAccess

Reserve Conference Room|
New Delivery Ticket
Request Remote Hands

15 Confidential
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Databank Portal — Support Tickets

New Support Ticket — 1 of 2 Newsupport ticket TR R

Select the service —
(“System”) to which the
new Ticket should

1200GE Ultimate Read/Write HighPerformance SSD RAID10{6x400)

aSSOCiated Ll 87126 - VIP with an 55L Certificate

87164 - VIP with an S5 Certificate

Amazon VPC

C h e Ck d efa u It CO n ta CtS Subscribe people to this ticket

. #ailable people Subscribed people

for the ticket . _

. . / o T
n Otlfl Catl O n . Aaron Noviski [anoviski@databank.com) =t Akairo Tripala (akairowah@redwolfws)

Anna Mtaita [amtaita@databank.com] cutair paul [pcutair@edgehosting.com]
Ad d a n EXte rn a I CO n ta Ct Antu Mathiyas (amathiyas@databank.com) cutairs pauls (peutair@edgehosting.com)
t n t t n t Ben Jones [bjones@databank.com) Dianiel Bartholomew [dbartholomewi@databank.com)

(O n e - I m e CO n a C J u S Brian Meder (bmecler@edgehaosting.com) Drake Perth (dperth@redwolfws)

for this ticket).
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Databank Portal — Support Tickets

New Support Ticket — 2 of 2
Opennew support ticket

Summary is the Title of  «...
the Ticket.<— .

Pricrity™

PriOrity means Ievel Of P1 - Critica P?-"Lﬂh: P3 - Medium P4-Low P5-8to5M-F 10 Day P& -8to5 M-F 90 Day
service impact. Default is s

Medium. BlI|lu|ls|eg|le|9|e| @2

Details are very )
important. What's the

issue? When did it start?
Screenshot of error?

v

Any sensitive info (e.g.
login credentials), click — Serstve et
< T

this.
Click “Submit” to send to
24/7/365 Support team.
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DataBank Portal — Managing Users/Roles/Tags

Administrators can edit/add/adjust Users/Roles/etc.

* Press drop down arrow on My Account Link My Account © |
* Under My Account select one of the available actions: Manage Users
— Manage Users S
Manage Tags
— Manage Roles My Profile
— Manage Tags
— My Profile
Manage users : & @ A O :
Manage Users allows Administrator to: - @@
- Deactivate existing user i pamneln . off -
» Edit existing user information — e . T

 Add new userf

18 Conram == | ' DATABANK




DataBank Portal — Managing Users

Administrator has option to edit following information for any user: (&

Edit User Edit User

* Personal contact information Contoct Information kA
* User's Role - i s

* Optin or opt out to/from notifications | g
* Two Factor Authentication CE— — A

— extra charge of $5 will be applied pecuser Ew— =
* Manage Tags \
* Remote Hands Requestor option - i
* Access Approver option .

(UTC-06:00) Central Time (US & Canada)

Account Settings

Dashboard Access Notifications
Role* All Support Events Tags
Aonilable tags Selected tags
Support
All devices

Al Billing Events

CANCEL SAVE AR El
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DataBank Portal — My Account (Role Management)

. Manage rol 3005 {8} Orguni - 2 A Y
* When you click a role i

— Administration
— Billing

g

Adrninistrator

— Support
* The available role rights —
will display to show you BT s
what permissions the role
]
L]
Manage Roles allows ——
o ]
Administrator to:
* Add custom security
roles E——
]
* Bulk move users from —

one role to another

20 coniiiN ' | ' DATABANK




DataBank Portal — My Account (Role Management)

How to Create a new User Role Type
To create a New User Role Type, click “Manage Roles’

My Account

Manage Users

Manage Roles

Manage Tags
My Profile

Next to “Roles”, click the add icon:

New Role Role rights All
Role™

Training User Role YHG
Header - Tickets

Home Page - Page Body - Active Tickets

Template

Header - Alarms

Support
Home Page

Descri ption
Home Page - Page Body - Organization Announcement
Based on Support Role, for training purposes. .
v
/|

Home Paage - Paae Bodv - Active Alarms
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DataBank Portal — My Account (Managing Tags)

Tags are used to control access to specific devices

® User access can be restricted to specific devices by using TAGS.
* Users assigned to the tag will only be able to manage the devices in the tag.

* If tags have not been added, then the users will have access to manage all
company devices.

* To add a new device tag, click the ADD NEW TAG button.
* Choose Tag Name

* Choose Devices

* Choose Users

* Press Create Tag
“+All devices should be tagged for the feature to work correctly

<Pls note that tags are not role specific. If you tag a devicetoa = ==

Description

——
billing person, that person will have access tg the device even if — ——
they don’t have the rights relative to the role. — —— m—
CANCE] ETAG
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Databank Portal - Managed Systems’ Health

How to Check the health of Managed Systems — Health Checks

Health checks

Device alarms

469 0
@ Alarm history Fiterby ®
03/12/2008:38 PM s05494 MSSQL check timed out o]
03/12/2008:37 PM s05494 Port not responding to connection: Port ftp - 21 (IP: ... 1 min
03/12/2008:37 PM s05494 SNMP check failed 1 min
03/12/2008:36 PM s05494 MSSQL Failure: (20008, 'DB-Lib error message 2000... o]
03/12/2008:36 PM s05494 Standard Web Content Check 1 min
03/12/2002:31PM pvm704 SNMP check failed 22 min
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Databank Portal — Managed Systems’ Health Systems

How to Check the health of Managed Systems - Devices

Servers
Firewall
Systems ienes Lot e i = e Load Balancer

Storage

Fitters  Only alarming devices ) Tags(0} 7] Show unassigned devices

Datacenter BWI1 -

[ =) cp0014 - windows test box for scilo checks App,Web, DB 30 healthy cp Everything, Tag 3

O = App,Web, DB 40 healthy cp Everything, Linux Only

(T) B Web, Term 16 healthy cp Ewerything, Linux Only

—:— : cp3298 - Managed Linux Web Cloud Server - DC1 Web o healthy cp Everything, Linux Only, Tag 3
B4 erver - CLOUD 4 Mone healthy cP Linux Only, Tag 3

i 4] 4 Web 21 healthy cp All CP4, Everything, Tag 2

e [ cp4125 - Managed Linux Database Cloud Server - CLOUD 4 DB 39 healthy cP All CP4, Everything, Linux Only

04 comiiNiN == , DATABANK




Databank Portal — Server Details

System details

cp4124 - Managed Windows .Net Cloud Server - CLOUD 4 (CP4)

) - e e i 2
CERETE 2 A @ &
Parformance - IP addresses
cPru RAM SWAP
» . . - . . - . - - . . @ 963129211
- - - - - - - - . - - - 0.12.112.10
o ]
13 /6 668 10.12.112.10 [ ] 129.211
10% 7GB
System details Storage
42 GB 22.7GB 5420 o 0 o o
Managed Windows Net Cloud Server - CLOU. cp4l24
EOL-Cloud Backup - 7 Daily ($0.15/GB)
1 Cores 6 GB
Server events
25 Confidential




Databank Portal - Managed Systems’ Health

Example of SciLo — Overview of Performance

Close y . " Interfaces
E

Device Name  cp0014 - windows test box for ecilo checks Managed Type  Physical Device

P Address /1D 69.63.152.17 | 481979 Calegory Servers
Ciass  Microsoft Sub-Class  Windows Server 2008 R2
Organization Test Company Uptime 47 days, 16.42.27
Collection Mode  Active Coliection Time  2018-10-30 07.01:00
Descrption  Hardware: Intel54 Family 6 Model 37 Stepping 1 AT/AT COMPATIBLE - S0 Group / Collector CUGT - EXT | scke7
e Root Device COMP 1VC01 - vPOD1 vCaniter (Compute Cluster) Parani Device OvDC_6335_PAYG_GOLD_02 (f564adba-20b3-467a-8/86-abbd34a3ic15)
| Owios e
yS e | l ' e a | S = Oveni : Roport Systorn Viale Swmmary Report [ Rosot | Guo i
c . — - e et —— =
Zoom | BH | 12H [0 Max From: | 10,292018 0701 To: | 103072018 07.01
System Avallabiity § ]'— " |
cp0014 - Managed Windows e
CPU

Meamary b = p— L= llx,.‘l ’_,_/‘\ ]
Swap 20 | I et |
¥ File Systems |
4|

¥ Network Interfaces
¥ TCP/IP Port Monitors

Performance

¥ Web Content Mondtors

» Winduws(tm} Service Monitars | 2%

» Host Resource: Mamory

» Host Resource: CPU | |
Informant: Mamary - top i 1t {

- Viware: Virusiachine CRU W L h
Parformance L L AL S i 0

¥ VMware. VinuaBachine Datastor 0sro0 1200 1500 1800 2100 0300 0600
Performance 1

b VMware: VinualMachine Storage [ T
Parformance 3 Oct '[‘ 1200 30. Oct

v VMware: VinualMaching Disk .i_ Hi

3 i - Typeslabel Graph Type Trend Mouse-over Min M Avg ol

» Vidware: VituaBdachine Mamor
el ; ! i L e Wy Avaiabiiy fne v = 100 100 00 2

+ Vibwara: VirtuaMachine Network Start 2018-10-26 070403 {3 /] Latency | line v | ¥ - 0.470 6.286.900 78040 2
Far—nES End 2016-10-30 070403 CPU Usag g v . 13 2% B3
EWH: IMAP Check Physicalh ine v - a2 95 W 1

} EWH: SMTP Check [ Presets | Sel Custom | Swap Mer line ¥ 70 78 74 1

v EWH. MySQL Check ¥

Confidential ' DATABANK
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Databank Portal — Managed Systems Connections [l

Servers

How to control connections to the environment — Managed Firewall Firewall

Load Balancer

Firewall: Storage
You can add VPN users and Point to Point VPNs via the Customer Portal, or by opening a Support Ticket.
VPM usars [+
skairowah@redwolf... o
asalevtestVponl o
gsalestUserl o
devTest o
devTest? o
VPN tunnels 4+
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Databank Portal — Managed Systems Connections [k

Servers

How to control connections to the environment — Managed Load Balancer Firewall

Load Balancer
Load Balancer: Storage
You can use the Load Balancer to direct inbound traffic to specific server(s). If you need to update code, drop
one server out of the Load Balancer, apply the updates, then add the server back into the VIP Pool.

All - All
I mip o

5 coniiiN == | ' DATABANK
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L I <]

B68,773

o 0

29 8,473

TestCompany-DC3-VIP-Test o o o o
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Databank Portal — Your Account Team

How to find your Dedicated Account Team’s contact information

From the Home Screen, Scroll to the bottom and you’ll see the
contact information for your dedicated account team. Your team is
available to help you during normal business hours, Monday-Friday.

Your DataBank Team

Megan Stella Yvette Hamill-Graves Ben Jones
- Billing Accoun t Executive - Technical Account Manager
N
s 410-246-8835 - 410-246-3848 4 » 410-246-8865
.,! mstella@databank.com ' / yhamillgraves@databank.com " bjones@databank.com

DATABANK

29 Confidential




Thank Youl!
Questions?
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