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Introduction

This document outlines a comprehensive maintenance proposal from DocuPal
Demo, LLC to Acme, Inc (ACME-1) for your Tableau environment. Our goal is to
ensure the ongoing performance, stability, and security of your Tableau platform.
We understand the critical role Tableau plays in your business intelligence
operations.

Proposal Overview

This proposal details our approach to maintaining your Tableau Server, Desktop,
and Online components. It covers key areas such as proactive server monitoring,
performance tuning, and timely security patching. We also address version
upgrades to keep your system current and efficient. Our services are designed to
minimize disruptions and maximize the value you derive from your Tableau
investment.

Key Areas Addressed

We address several crucial aspects of Tableau maintenance. These include clearly
defined support levels, guaranteed response times, and established escalation
procedures. Furthermore, we provide uptime guarantees to ensure consistent access
to your data and dashboards. Our proposal also includes options for training,
documentation, incident tracking, and regular reporting.

Current Environment Assessment

ACME-1 currently utilizes Tableau Server 2023.1 and Tableau Desktop 2023.1 across
three environments: Production, Development, and User Acceptance Testing (UAT).
The Tableau environment supports approximately 150 dashboards. These
dashboards range in complexity, from simple data visualizations to complex
interactive dashboards incorporating advanced calculations.
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Current Tableau Usage

ACME-1 actively monitors several key performance indicators (KPIs) to gauge the
effectiveness of its Tableau environment. These KPIs include:

Dashboard Load Times: Measures the time it takes for dashboards to load,
impacting user experience.
User Adoption Rate: Tracks the percentage of users actively utilizing the
dashboards.
Data Accuracy: Ensures the reliability and validity of the data displayed in the
dashboards.
Number of Support Tickets: Monitors the volume of user-reported issues and
requests related to the Tableau environment.

Dashboard Usage Trends

The following chart shows current dashboard usage trends over the last 12 months.

Maintenance Services Offered

Docupal Demo, LLC offers comprehensive maintenance services designed to ensure
the optimal performance, stability, and security of your Tableau environment. Our
services include proactive monitoring, performance tuning, security patching,
version upgrades, content optimization, and user support. We tailor our approach to
meet your specific needs and ensure your Tableau investment delivers maximum
value.

Proactive Monitoring and Performance Tuning

We continuously monitor your Tableau Server resources, including CPU utilization,
memory usage, and disk space. This proactive approach allows us to identify and
address potential issues before they impact your users. Our team conducts regular
performance audits to identify bottlenecks and optimize query performance. We
also provide recommendations for improving dashboard design and data modeling
to enhance overall system responsiveness. Our tuning process follows Tableau best
practices for optimal configuration.
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Security Patching and Version Upgrades

Docupal Demo, LLC will keep your Tableau environment secure by promptly
applying security patches released by Tableau. We carefully test all patches in a
controlled environment before deploying them to your production system to
minimize any disruption. We also manage version upgrades to ensure you benefit
from the latest features and security enhancements. Our team will work with you to
plan and execute upgrades in a way that minimizes downtime and ensures
compatibility with your existing content.

Content Optimization and User Support

We analyze your Tableau content to identify opportunities for optimization. This
includes streamlining workbooks, optimizing data connections, and improving
dashboard design. Our goal is to ensure that your users have access to fast, efficient,
and reliable reports and dashboards. We also offer comprehensive user support to
address any questions or issues your users may encounter.

Incident Management and Support Levels

Docupal Demo, LLC provides a structured incident management process to quickly
resolve any issues that may arise. We offer three support levels: Standard, Premium,
and Elite. Each support level provides different response times based on the severity
of the incident.

Support Level Response Time

Standard 4 hours

Premium 2 hours

Elite 30 minutes

Our team is available to assist with any Tableau-related issues, including server
outages, performance problems, and user errors. We use a ticketing system to track
all incidents and ensure timely resolution.
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Service Level Agreements (SLA)

DocuPal Demo, LLC is committed to providing reliable and responsive support for
your Tableau environment. This section outlines our Service Level Agreements
(SLAs), detailing our commitment to uptime, response times, and resolution targets.

Response Times

We understand the importance of timely support. Our response times are tiered
based on the severity of the issue:

Critical Issues: A response within 30 minutes.
High Priority Issues: A response within 1 hour.
Standard Issues: A response within 4 hours.
Low Priority Issues: A response within 8 hours.

Resolution Times

Resolution times are dependent on the complexity of the issue. We will provide an
estimated time to resolution upon initial assessment. We strive to resolve all issues
as quickly and efficiently as possible.

Uptime Guarantee

DocuPal Demo, LLC guarantees 99.9% uptime for your Tableau environment. This is
achieved through a redundant server architecture, proactive monitoring, and a rapid
incident response protocol.

Escalation Procedures

For critical incidents, our escalation procedure ensures swift action:

1. Immediate escalation to a dedicated on-call team.
2. Notification of executive leadership if resolution is not achieved within the

defined timeframe.
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SLA Targets vs. Industry Standards

Upgrade and Patch Management

DocuPal Demo, LLC will manage all Tableau software upgrades and patches. This
ensures ACME-1's Tableau environment remains secure, stable, and performs
optimally. Our approach minimizes disruption and maximizes the benefits of the
latest features and bug fixes.

Upgrade Planning and Execution

We plan upgrades during off-peak hours to reduce downtime. Before any upgrade,
we conduct thorough testing in the User Acceptance Testing (UAT) environment.
This ensures compatibility and stability. The testing includes:

Functional Testing: Verifying that all features work as expected.
Performance Testing: Ensuring the upgrade doesn't negatively impact
performance.
Regression Testing: Confirming that existing functionality remains intact.
User Acceptance Testing: Allowing key users to validate the upgraded system.

Patch Management

Our patch management process enhances security and functionality. We promptly
apply patches to address vulnerabilities and implement the latest improvements.
This proactive approach keeps ACME-1's Tableau environment protected and up-to-
date.

Upgrade Cycle Schedule

The typical upgrade cycle includes planning, testing, and deployment phases,
ensuring a smooth transition to new versions.
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User Training and Documentation

We provide comprehensive training and documentation to empower your team to
effectively use and maintain your Tableau environment. Our training programs
cater to both end-users and administrators. We deliver training through workshops,
webinars, and online resources.

Training Programs

Our end-user training focuses on data visualization, dashboard creation, and report
generation. Administrator training covers server management, security
configuration, and performance tuning. We tailor training content to match your
specific Tableau implementation and business needs.

Documentation and Self-Support

We maintain a centralized knowledge base with version control and change
management. This ensures our documentation is current and accurate. Our
documentation includes FAQs, troubleshooting guides, and video tutorials. We also
offer a user forum. These self-support materials help users find answers and resolve
issues independently.
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Incident Management and Reporting

Docupal Demo, LLC is committed to providing a robust incident management and
reporting system for your Tableau environment. We use a structured approach to
ensure timely resolution and clear communication.

Incident Tracking and Prioritization

We utilize Jira Service Management for comprehensive incident tracking. All
incidents are logged, categorized, and assigned a unique tracking number. Incidents
are prioritized based on their impact and urgency to your business operations.
Critical issues that severely impact your Tableau environment and require
immediate attention are escalated according to pre-defined escalation paths.

Incident Resolution and Communication

Our team works diligently to resolve incidents as quickly as possible, keeping you
informed throughout the process. We provide regular updates on the status of
incidents, including estimated time to resolution. Upon resolution, a root cause
analysis is performed to identify preventive measures and avoid future occurrences.

Reporting and Analytics

We provide regular reports on key performance indicators (KPIs) related to your
Tableau environment. These metrics include:

Server uptime
Response times
Resolution times
Number of incidents
Dashboard usage
User satisfaction

These reports give you valuable insights into the health and performance of your
Tableau environment, helping you make informed decisions.
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Pricing and Contract Terms

We offer flexible pricing options to meet your specific needs. These include fixed
monthly pricing, hourly rates, and tiered pricing structures based on the level of
support and services you require.

Pricing Options

Fixed Monthly Pricing: A predictable, all-inclusive monthly fee covers a
defined scope of services.
Hourly Pricing: You are billed at a predetermined hourly rate for services
rendered, offering flexibility for ad-hoc requests.
Tiered Pricing: This model provides different service levels at varying price
points, allowing you to choose the option that best aligns with your needs and
budget.

We will work with you to determine the most suitable pricing model based on your
environment and support requirements. The final pricing will be detailed in the
contract agreement.

Contract Length and Renewal

Our standard contract length is one year. For your convenience, we offer automatic
renewal options. You will be notified in advance of the renewal date, allowing you
ample time to review the terms and make any necessary adjustments.

Uptime Guarantee and Service Level Agreement (SLA)

We are committed to providing a reliable and stable Tableau environment. Our SLA
outlines our uptime guarantees, and in the event of non-compliance, service credits
may be applied. The specifics of the SLA, including uptime percentages and service
credit details, are documented in the agreement.

About Us

DocuPal Demo, LLC is a leading provider of data analytics and business intelligence
solutions. We are based in Anytown, CA, USA. For over 10 years, we have helped
organizations like ACME-1 unlock the power of their data through effective Tableau
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implementations.

Our Expertise

Our team possesses deep expertise in Tableau and other BI tools. We hold industry-
recognized certifications, including Tableau Desktop Certified Professional and
Tableau Server Certified Administrator. This ensures we can deliver exceptional
service and support for your Tableau environment.

Proven Success

We have a strong track record of helping clients maximize their investment in
Tableau. We've achieved significant results for our clients, including:

Increasing dashboard performance by 40%.
Reducing support tickets by 25%.
Improving user adoption by 30%.

DocuPal Demo, LLC is committed to ensuring the continued performance, stability,
and security of your Tableau environment.

Conclusion and Next Steps

This maintenance proposal outlines how DocuPal Demo, LLC can help ACME-1
achieve improved Tableau performance, enhanced security, and reduced downtime.
Our dedicated support aims to increase user adoption of Tableau within your
organization.

Benefits of DocuPal Demo, LLC Maintenance Services

By partnering with us, ACME-1 can expect:

A more stable and reliable Tableau environment.
Proactive monitoring and issue resolution.
Improved data security and compliance.
Increased user satisfaction and productivity.
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Next Steps

We encourage you to contact us to schedule a meeting. During this meeting, we can
discuss your specific needs in detail. We'll explore how DocuPal Demo, LLC can
optimize your Tableau environment to meet your business goals.
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