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Introduction
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Every modern business needs IT to operate effectively. The vast majority of
organizations operating today use a wide range of computers, applications, and
other IT equipment and services to be productive, communicate, market their
products and services, and manage the day-to-day of running a business. 

Just think about it for a moment – could you do your job without a computer? Or
a smartphone? Or email? Devices connected to the internet have become so
universal that we take them for granted. 

However, no IT system runs completely smooth 100 percent of the time. No
matter what sort of technology you’re using, from staff computers to cloud
services, you’re guaranteed to run into problems sooner or later. 

Maybe you can’t open the file you need to write an important report, or maybe
your computer crashes. Thinking about worst-case scenarios, it’s entirely
possible for your entire office network to be infected with a virus. What do you
do when you run into an IT problem? 

Large businesses may have a dedicated in-house IT support team to manage
these issues, but this can be cost-prohibitive for smaller businesses. Third-party
help desks provided by hardware and software vendors are sometimes an
option for getting help, but these are often inefficient and ineffective. Plus, they
don’t communicate with each other or integrate with your other systems. We’ve
all had the experience of getting frustrated on the phone because a so-called
“help desk” just isn’t helping. 

But, it’s essential to fix any IT problems as quickly as possible, particularly if
they’re preventing you from doing business as normal. Every minute your
computer or internet connection goes down could be costing your business
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money. The average cost of IT downtime is estimated to be
between $137 and $427 per minute for small businesses
and can run into thousands for larger organizations.

Modern businesses have more IT challenges to overcome
than ever before. Twenty years ago, you’d probably only
have to worry about keeping the computers in your office
and your in-house server running.

These days, employees all have their own smartphones,
tablets, and other devices that they may use for work. They
may transfer sensitive company data between these
devices, sometimes without the knowledge of the company.
It’s almost 

“The average cost of IT downtime is

estimated to be between $137 and

$427 per minute for small

businesses and can run into

thousands for larger organizations.”

https://www.atlassian.com/incident-management/kpis/cost-of-downtime
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impossible for any organization to track and provide support for this growing
number of devices without the help of a dedicated support team.

There’s also a global shortage of IT talent, particularly in certain areas like
cybersecurity and data analytics. Gartner has identified talent shortage as one
of the major risks facing organizations today.

This talent gap means that even if your organization has the budget for the IT
specialists you need to operate effectively, you may have trouble filling those
vital roles. Or, if you already have the specialists you need on your team, they
will be constantly tempted by generous salary and benefits packages offered
elsewhere – the risk of them leaving for a better offer with a different company
is constant and real.

If a valued member of IT staff leaves, they take all their knowledge and
experience with them. You’ll then have to spend time and money finding
someone else to fill that role and educating about the particular needs and
processes of your unique organization.

So who do you turn to if you don’t have your own in-house IT team or if your
current team simply can’t keep up with the growing demand for support?
A managed service provider or MSP is the solution to many of the challenges
that come with trying to build and manage a dedicated  IT support team in
today’s technology-driven world.

By outsourcing some or all of your IT needs to a third party, you can save time
and money, become more efficient, ensure robust data security, manage your IT
budget more effectively, and have more time and resources to concentrate on
your core business functions.

https://www.gartner.com/en/newsroom/press-releases/2019-07-24-gartner-survey-shows-pace-of-change-as-top-emerging-r
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An Overview of Managed
IT Services
A managed IT service provider is the solution for
businesses both large and small that need professional
on-demand IT support. Rather than trying to build your
own team of in-house specialists, or overloading your IT
team with more work than they can handle or jobs that
are beyond their skill set, you can outsource your IT
support to a third-party provider. 

A  managed service provider (MSP) is a team of IT
specialists providing a range of support services to
businesses. As well as providing a help desk and
dedicated end-user support, an MSP can help you to set
up infrastructure and networking, advise on IT hardware
and software buying, harden your security, ensure
regulatory compliance, and provide education and
training to your team as required.

Proactive IT Support 
An MSP isn’t just for fixing things when they break. One
of the major advantages of working with an MSP is that
they’re proactive about maintenance and system
monitoring, which can greatly reduce your chance of any
problems or downtime.

Proactive monitoring and maintenance is a proven way
to reduce the risk of serious IT problems and keep
downtime to a minimum. While it may be important, it’s
also a full-time job and can place a lot of additional 
strain on an existing IT team on top of their normal
support role.
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This is why many companies choose to outsource this need to an MSP, even if
they have their own in-house IT team. An estimated 90 percent of Fortune 1000
companies today outsource at least part of their IT service or infrastructure
needs to an MSP. 

An MSP can provide some or all of your IT support and setup needs. If you
don’t have in-house IT staff, you can rely on an MSP for everything from day-to-
day setup and maintenance through to disaster recovery. If you already have an
IT team, an MSP can provide additional support and expertise for a more
robust and efficient service. 

Your MSP will usually provide bespoke services, depending on the needs of
your organization. These services may include: 

An on-call IT help desk 

On-demand IT support 

Data backup and recovery solutions

https://freshservice.com/evolution-managed-service-providers-msp-blog/


Manage network security 

Hardware and software setup 

Network infrastructure design 

Systems management and network monitoring to
prevent downtime and security issues 

Cloud computing integration Expert advice,
guidance, and education 

Ensuring regulatory compliance 

Not all MSPs are the same; in fact, a selection of
different managed service providers may offer vastly
different services. Some specialize in a certain service
such as cloud integration or communications, while
others offer more general services. There’s also usually
an option to choose the level of service you need. Some
businesses may not have any in-house IT employees
and so need a full-support service. Others may just want
the services of an IT help desk to solve issues as quickly
as possible. 

Some MSPs also offer  IT consulting services to provide
guidance to assist in the design of the organization’s IT
infrastructure and systems, and plan future initiatives.
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infrastructure and systems, and plan future initiatives.
This can help businesses to make wise IT buying
decisions and ensure that their IT systems are as
efficient and cost-effective as possible. 

Some MSPs offer general services for all businesses,
while others specialize in a particular area such 
as financial services. 
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This can be advantageous for businesses in certain industries that must
pay particular attention to staying compliant with government and official
body regulations. 

Some of the most common reasons business choose to work with an 
MSP include: 

To improve the security of their data and systems 

To reduce the risk of serious IT issues and downtime 

To save money and manage their IT budget more effectively 

To take advantage of new technologies 

To reduce the workload of day-to-day support and free up in-house
staff for more strategic planning and implementation 

To securely manage remote workers 

To move systems and services to the cloud 

To provide backup and support to their existing IT team 

To outsource responsibilities surrounding backups, security, and
compliance for peace of mind. 

So let’s take a more in-depth look at some of the services an MSP can
provide you with.
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On-Call IT Help
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IT support is just one part of an MSP’s role, but it’s an important one. No matter
how well your IT systems are set up, managed, and maintained, it’s inevitable
that you’ll run into a problem sooner or later. 

When you do run into IT problems, time is of the essence. You want to get the
problem fixed so you can get back up and running at full capacity as soon
as possible.

Providing your employees with a help desk support team is the easiest way to
get support fast, and it should be the first port of call for IT problems or queries. 

When you provide this service via an MSP, your employees will have direct
access to support for any of their IT problems. In many cases, the issue may be
able to be fixed directly by talking over the phone or with the help of a technician
who has remote access to the computer in question. Bigger problems can be
escalated by the help desk, assigned a priority, and this can then be dealt with by
support staff working on-site. 

In either case, calling the IT help desk is the quickest way to access support.
And, unlike when you call a third-party help desk provided by a hardware or
software vendor, a help desk managed by your MSP will have full access to your
IT systems to investigate the issues fully. 

Importantly, a help desk provided by your MSP will not be a standalone service,
but rather a safety net for issues that occur. Issues and problems needing
support can be reduced significantly with the ongoing maintenance and network
monitoring services that an MSP provides. 

This proactive monitoring and management can greatly reduce problems by
detecting faults and performance issues quickly to prevent hardware failures
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and downtime. Ongoing monitoring can also detect and block
potential security breaches or unusual network activity to
prevent both internal and external attacks. 

Some of the main reasons why organizations prefer to
outsource their  IT support to an MSP help desk include: 

Faster Response and
Increased Productivity 
Staff with the support of an IT help desk will take fewer
enforced breaks and can be more productive because they’re
not waiting around for their computer to be fixed or getting
frustrated with technology not working the way it’s 
supposed to. 

Rather than waiting for an in-house IT technician to turn up to
sort out computer problems, or wasting time trying to solve
the problem themselves, employees can call the help desk
and get immediate help so they’re back up and running as
quickly as possible. 

Less Stressful Working
Environment 
Giving your employees the  IT help and support they need
means they don’t have to deal with the pressure and stress of
technology they can’t figure out. Technostress is the term
coined for the negative impact on workers trying to work with
complicated technology due to feelings of being overloaded
or being unable to keep up.

https://www.fastcompany.com/90376152/ttechnology-and-stress-in-the-workplace
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Providing on-demand support is one way to reduce this stress on employees,
and this will in turn improve their performance at work. 

With an in-house support team busy with managing IT setup and support for
the whole organization, employees would probably only get in touch with a
serious problem. 

But, when your employees know that a dedicated support service is only a
phone call away and is accessible to everyone, they’re much more likely to
seek advice for smaller issues. This means increased productivity and a better
experience at work all round. 

Round-The-Clock Support 
Few organizations have the staff budget or management systems in place to
provide 24/7 in-house IT support. But, this service is commonly offered by
managed service providers.

These feelings of stress can manifest as
a number of physical, mental, and
emotional symptoms, including
headaches, depression, anxiety, and
reduced job satisfaction. This may result
in increased employee sickness, a
higher staff turnover rate, and reduced
employee engagement. All these factors
will have a negative impact on company
productivity and profitability.
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Working late on a report and something goes wrong? You
won’t have to wait until the next day to get it sorted. With
instant support from a help desk running outside of normal
office hours, you can fix your IT problems and keep working,
whenever you need to. 

The need for out-of-hours support is particularly important for
global organizations and any business doing work in other
countries. How do you get help when you’re presenting at a
conference in another time zone if the IT team all went home
hours ago? 

Support for Mobile and
Remote Workers 
One significant reason that in-house IT support is no 
longer a good fit for many businesses is that improvements
in technology and connectivity have meant more 
remote workers. 

Your in-house IT gurus may be able to fix problems on the
office computers quickly, but will they do home visits to the
employees who are working from home that day? Unlikely. 

And what about remote teams in other locations? With a
managed service provider, your help desk can provide
support to all your employees, wherever they’re working. 

Some of the other benefits of having a dedicated IT help
desk include: 

It allows for a single point of communication for all IT
support, advice, information, and requests, providing a
unified service rather than relying on a mixture of in-
house IT staff, third-party help desks, and employees
trying to find their own solutions.
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It provides efficient support processes based on industry best practices.

You have access to an extensive IT knowledge base on call, whenever you
need it.

It is fully scalable to your organization’s needs as it grows.

It is easy to get started and can be used quickly.

A subscription-based pricing model means IT budgets can more easily be
planned and distributed.
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IT Education for Employees
and Your Organization
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Your MSP can also provide an important educational role for your business.
Managed service provider professionals are IT experts, and it’s their job to stay
up to date with all the latest technology. They can then pass this knowledge on
to you and your employees. 

In today’s world of rapidly changing technology, it’s important to keep up. But,
when you’re busy with other work priorities, it can be difficult to make time for
education, even for your in-house IT employees. 

When time is at a premium, the most efficient way to ensure your employees
stay up to date is by putting someone else in charge of their education. Rather
than spending time attending training sessions, reading industry blogs and news
sites, and working through self-study courses, you can rely on the up-to-date
knowledge of your MSP and for them to choose and pass on the most relevant
information and insights for your particular business and industry. 

Cybersecurity Training 
Of course, education is not all about learning about the most up-to-date and
advanced technology. Ensuring employees are aware of basic security
principles is important for any business.

Over 40 percent of data
breaches are caused by
employee negligence...



Over 40 percent of data breaches are caused by employee
negligence, and investing in education can go a long way
towards reducing this figure. Your MSP can train your
employees on security best practices, such as using secure
passwords and how to avoid phishing scams. 

Staff Onboarding 
There’s always a learning curve to starting any new role.
Chances are, new employees may have to use software that
they’ve not used before or work with IT processes that are
unfamiliar to them. 
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unfamiliar to them. 

Getting your MSP to train up your staff on IT software and
processes, as well as vital security measures, can make the
onboarding process of new staff more efficient. As such, they’ll
be able to run at optimal productivity sooner. 

Upskilling Your In-House Team 
As well as working with non-technical staff, your MSP can work
together with your IT team to provide mentoring and training. In
these days where we’re experiencing a global IT shortage, it’s
often easier to upskill your existing workforce than to hire for a
new role. 

Upskilling your existing employees is also much more cost-
effective and faster than going through the whole process of
advertising a position, processing applications, interviewing,
and hiring. 

Let’s say you’ve identified the business need for an in-house
cybersecurity expert, as well as the existing security support

https://www.techrepublic.com/article/over-40-of-reported-security-breaches-are-caused-by-employee-negligence/
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you’re getting from your MSP. Your MSP has all the up-to-date skills and
knowledge needed for this very important role. And, they can work closely with
your employees to pass on their knowledge over time alongside normal 
work tasks.

This type of microlearning, where employees learn new skills at their own pace in
small chunks of time does not require a huge time commitment or sending your
employees out of the office and away to conferences and training courses. It also
works out to be a lot more affordable than investing in private training.

Strategic Planning Support
At a higher level, an MSP can also provide strategic IT consultancy services.
Sometimes it can be very helpful to get an outsider’s unbiased and fresh look at
your overall business, particularly with their valuable knowledge, skills, and
experience to advise you.

This may include plans for the next 12 to 24 months to upgrade infrastructure and
software, keep IT needs in line with planned business expansion, and take
advantage of new technologies.

Advising on Regulatory Compliance
Regulatory compliance is another area where you can benefit from your MSP’s
knowledge and guidance. Constantly changing and new compliance regulations
such as GDPR can be complex to understand.

One of the benefits of working with an MSP is that they invest many hours into
understanding these regulations and how they affect your business in particular.
They can then explain this information to your employees who need it in a way
that’s easy to understand. This not only reduces the risk of your business
inadvertently doing something non-compliant and facing fines, but this also saves
countless man-hours in research.

https://www.edapp.com/blog/upskill-staff/
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No More Panicking Over
Deleted Files
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Human error is the biggest cause of data loss, accounting for around a quarter
of all data loss incidents.

We’ve all been there – it’s all too easy to delete the new version of the file
instead of the old one, or accidentally close the report you’ve been working 
on for hours without saving it first. Ninety percent of the hit Pixar movie 
Toy Story 2 was accidentally deleted, and the backup was incomplete due to a
technical error. The movie was eventually recovered, but only after days of
painstaking work.

Automated backup services have become more accessible and affordable due
to cloud technology, and using one of these services can reduce the chances
that your files will be gone forever if you delete them accidentally. But, they’re
not a complete solution. It’s still very easy to permanently delete your data from
the cloud, depending on the system you’re using.

Turning over the responsibility of managing backups and recovery to an MSP
means that you’ll have the peace of mind that your data is always safe.

Human error is the biggest cause of
data loss...

https://www.steadfast.net/blog/human-error-leading-cause-business-data-loss
https://thenextweb.com/media/2012/05/21/how-pixars-toy-story-2-was-deleted-twice-once-by-technology-and-again-for-its-own-good/
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An MSP will ensure that your data is backed up as regularly as
it needs to be and can be recovered quickly in the event of
data loss. For most businesses, this means a combination of
real-time syncing of files to the cloud and backing up entire
systems locally. 

Depending on the type of data loss, you may need to recover
individual files, applications, or completely restore a machine
from the operating system up. Whatever you need to get back
up and running, your MSP will take care of it quickly. 

Developing a Backup and
Recovery Plan 
If you’re currently managing your own backups, that’s better
than nothing. But what would you do if a virus wiped out your
entire network or your hardware was all ruined in a flood? How
quickly would you be able to restore all your data and be back
up and running as normal? 

Recovering from a data loss is more than simply running the
backup. You need a disaster recovery plan to cover all
eventualities, and recovery may mean buying and setting up
new hardware, plugging security holes, and managing
customer concerns, as well as just restoring the data. 

An MSP will work with you to develop a detailed backup and
recovery plan for any eventuality. They will then do whatever
needs to be done to ensure your files and systems are
restored as quickly as possible in a data loss event.
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Backup Security 
It’s also important to keep the security of your backups in mind. Cloud backup
provides an extra layer of redundancy as it means your data is stored off-site
and can’t be destroyed by a catastrophic event, such as a fire at your office. 

But, there are security implications when you turn over the responsibility of
keeping your data secure to a third party. Many businesses will need to adhere
to certain data storage regulations, especially for customer data. 

Your managed service provider will ensure that all backup solutions are robust,
compliant, and fully secure.



Managed Services: Your Company’s Lookout Tower eBook26

How Managed Services Help
Human Resources
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Outsourcing your IT needs means you can reduce your labor costs as you don’t
need to have specialist IT staff on the payroll. This also reduces the workload
on the HR department as there are fewer staff to manage, and you don’t need to
go through the time-consuming and expensive recruiting, hiring, and training
process all over again if one of your IT team decides to leave.

When you’re using a managed service provider, you have a dedicated IT team
that somebody else manages, and there’s always someone available with the
skills you need. You get all the benefits of a skilled workforce without the need
to manage salary, benefits, time off, and all the other things that come with in-
house employees.

You don’t need to worry about staying on top of IT certification and training, or
even vetting employee qualifications and experience. When you outsource your
IT needs to an MSP, it’s all taken care of.

As it’s more efficient to use an MSP than build a full team of in-house staff, it
means that staffing budgets can be refocused on the key business functions of
the organization.

An MSP can also help with the onboarding of new staff and ensuring security
protocols are in place when someone leaves.

New staff can be a security weakness if they’re not aware of security practices
and procedures. It can also be some time before they can achieve full
productivity while they’re learning systems and software. Using an MSP to
provide training in these areas speeds up this process.

Have you considered the security implications when someone leaves 
your company? 
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Remote access, the increased usage of personal devices for
work, tasks and the growing number of cloud apps mean that
there are a number of considerations to ensure that an
employee departure doesn’t introduce security problems.

You’ll need to close accounts, disable passwords, delete data,
and more. They can be quite  involved tasks, so it’s best to
turn them over to your MSP to manage your peace of mind.
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The Solution Is Simple
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So does your business need managed services? The simple answer is that
modern businesses need constant IT monitoring, support, maintenance, and
development, and somebody needs to provide that service.

Hiring an in-house team is becoming less of an attractive option for all but the
largest organizations. Even if you do have the budget needed, the time and
management that go into building and coordinating a team of IT specialists are
significant. And, that’s assuming you can find individuals with the right skills to
fill the positions in the first place.

Managed IT services help businesses to become more efficient and can offer
some impressive savings. For many businesses, IT and associated staffing
costs are one of their most major expenses. Using an MSP to manage systems
and potentially outsource hardware and software requirements to managed
cloud services will enable your organization to budget effectively and scale as
necessary – you pay for only what you need, when you need it.

With the complex and wide-ranging services a managed service provider offers
and the simplicity of managing your IT budget with a set monthly fee, there’s no
wonder that so many businesses worldwide are choosing to work with an MSP.

Want to learn more about the benefits to your organization from working with a
managed service provider?  Contact us for a free consultation and find out how
we can help your business.
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