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A Timely Reminder…
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• Our Purpose: To take the worry out of managing 
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. 



COVID-19 Impact on Infrastructure Operations
Social Distancing, Reduced Travel, Work From Home, etc.
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• Inability to get to the data center

• Staff consumed with other emergencies

• Vendor or consultants unavailable 

• Greater demand on network and digital 
infrastructure

• Remote Hands / Smart Hands

• Portal: visibility and control to plan & react

• Additional bandwidth, capacity, cloud 
infrastructure 

• Professional services to plan and migrate

What you may experience: How DataBank can help:



FEATURES BENEFITS

Remote / Smart Hands General Overview
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• Available 24 x 7 x 365

• Trained technicians, on 
site at the data center

• Flexible pricing model

• Comprehensive coverage

• Local console for remote 
eyes and requests

• Make your life easier by 
being there when you can’t

• Respond immediately 
when you need help

• Ensures maximum 
availability

• Eliminates the need to visit 
the data center

• Frees your staff for strategic 
initiatives

• Reduce IT support costs –
Only pay for what you need

Expert technicians to help keep your infrastructure up and running

USE CASES

• Installation of servers, 
gear, and equipment

• Reboots and resets of 
equipment

• Install, organize and 
patch copper or fiber 
cables

• Swap or install hard disks, 
memory, and other 
components



REMOTE HANDS SMART HANDS

Remote Hands vs. Smart Hands
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• 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: Basic phone assistance and 
verbal confirmations as provided by 
DataBank’s NOC staff.

• 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

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



Service Options, Pricing & Ordering
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• Contact your Account Manager
• Order via Portal
• Blocks of hours as needed per month
• Blocks are not transferrable

Order Instructions:

• 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.

• Priority 2: Addresses service needs of a 
non-critical nature. You can also schedule 
Remote Hands to meet a specific 
maintenance window or project requirement

Remote Service Options:

Support 
Level

Description Hourly Rate

Remote Hands –
Priority 1

Billed in 15-minute increments 
with minimum of 30 minutes 
billed per month.

$200

Remote Hands –
Priority 2

Billed in 15-minute 
increments with minimum of 30 
minutes billed per month.

$75

Smart Hands Billed in 1-hour increments with 
minimum of 1 hour billed per 
month.

$200



Data Center Evolved™

Yvette Hamill-Graves, SAM
410-246-8848 / yhamillgraves@databank.com

DataBank Portal: Useful Functions
Get Clarity and Control with Everything and Everyone Connected
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• Databank Portal – Access

• Databank Portal – Quick Display 
Tools

• Databank Portal – Home 
(executive dashboard)

• Databank Portal – Request 
Remote Hands

• Databank Portal – Support Tickets 

• DataBank Portal – Managing 

Users/Roles/Tags

• Databank Portal – Managed 
Systems’ Health

• Databank Portal – Managed 
Systems Connections

• Databank Portal – Your Account Team



Databank Portal - Access
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How to Access the Portal via Website

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

Log in as a Customer Contact.*



Databank Portal – Quick Display Tools
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Top Right of every 
page, you can 
adjust the Timeline 
(default for 
everything except 
Security is 30 
days) for the 
displayed data. 

Click the email 
icon to see a list of 
open tickets.  

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



Databank Portal – Home (“executive dashboard”)

12 Confidential



Databank Portal – Request Remote Hands
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From the Home Screen, under 
Support, click “Request Remote 
Hands”, which will open a ticket 
submission template.

How to Create a Remote Hands Support Ticket



Databank Portal - Request Remote Hands
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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”.



Databank Portal – Support Tickets (general)
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How to Create a general Support Ticket

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

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

Other Support Ticket options include: 



Databank Portal – Support Tickets
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New Support Ticket – 1 of 2

Select the service 
(“System”) to which the 
new Ticket should be 
associated.

Check default contacts 
for the ticket 
notification. 
Add an External contact 
(one-time contact just 
for this ticket).



Databank Portal – Support Tickets
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Summary is the Title of 
the Ticket.
Priority means level of 
service impact. Default is 
Medium.
Details are very 
important. What’s the 
issue? When did it start? 
Screenshot of error?

Any sensitive info (e.g. 
login credentials), click 
this.
Click “Submit” to send to 
24/7/365 Support team.

New Support Ticket – 2 of 2



DataBank Portal – Managing Users/Roles/Tags
Administrators can edit/add/adjust Users/Roles/etc.
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• Press drop down arrow on My Account Link
• Under My Account select one of the available actions:

– Manage Users
– Manage Roles
– Manage Tags
– My Profile

Manage Users allows Administrator to:
• Deactivate existing user
• Edit existing user information
• Add new user

1 1

1 1
2 2

3

3



DataBank Portal – Managing Users
Administrator has option to edit following information for any user:
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• Personal contact information
• User's Role

• Opt in or opt out to/from notifications
• Two Factor Authentication

– extra charge of $5 will be applied per user

• Manage Tags

• Remote Hands Requestor option
• Access Approver option



DataBank Portal – My Account (Role Management)
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Manage Roles allows 
Administrator to:
• Add custom security 

roles
• Bulk move users from 

one role to another

• When you click a role
– Administration
– Billing
– Support

• The available role rights 
will display to show you 
what permissions the role 
has.



DataBank Portal – My Account (Role Management)
How to Create a new User Role Type
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To create a New User Role Type, click “Manage Roles”

Next to “Roles”, click the add icon: 



DataBank Portal – My Account (Managing Tags)
Tags are used to control access to specific devices
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• 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

1

2

3

1

2

3

4

vAll devices should be tagged for the feature to work correctly
vPls note that tags are not role specific. If you tag a device to a 
billing person, that person will have access to the device even if 
they don’t have the rights relative to the role. 4



Databank Portal – Managed Systems’ Health
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How to Check the health of Managed Systems – Health Checks



Databank Portal – Managed Systems’ Health
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How to Check the health of Managed Systems - Devices



Databank Portal – Server Details
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Databank Portal – Managed Systems’ Health
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Example of SciLo – Overview of Performance



Databank Portal – Managed Systems Connections
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How to control connections to the environment – Managed Firewall

Firewall:  
You can add VPN users and Point to Point VPNs via the Customer Portal, or by opening a Support Ticket.



Databank Portal – Managed Systems Connections
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How to control connections to the environment – Managed Load Balancer

Load Balancer:  
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. 



Databank Portal – Your Account Team
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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.



Thank You!
Questions?


