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An important application fails. Business comes to a halt. The phone rings off the hook with 
calls from frustrated end-users. Your team springs into action, moving mountains to remove 
the tiny, but painful, rock from the enterprise shoe.

But why was that rock there in the first place? For many IT teams, that’s a question with no 
answer. All too often, an IT team spends its days—and nights, weekends, and vacation times 

—simply keeping systems running in a vicious cycle of breakdowns, triage, and repairs. 

As IT teams struggle to keep up with ever growing customer demands, using a Managed 
Services Provider (MSP) is becoming an increasingly popular strategy. One reason is that 
today’s IT teams must manage complex data environments and a dizzying array of new apps 
and vendors that may create overlaps and/or gaps in service coverage. Rapid-fire mergers and 
acquisitions—typical of fast-paced industries—can leave IT teams scrambling to make sense 
out of duplicative systems and onboarding new employees. 

Managed services can include Citrix, cloud, network, server, application, and storage 
monitoring and management. An MSP becomes an extension of your staff to ensure 
seamless support and the reliability of your infrastructure, including integration with your 
current tools, processes, and personnel. Managed services assume day-to-day operational 
tasks, so your in-house team can concentrate on strategy, vision, and the needs of the 
business. 

Ideally, your MSP uses sophisticated monitoring tools that not only identify problems before 
they emerge, but also leverage anytime data reporting to enable better business decisions. 
Sophisticated infrastructure stays up to date and aligned, without your team working overtime. 
Services can be scalable and multi-tiered to fit your needs, enabling your team to focus on 
more strategic activities without incurring additional cost. 

Despite its advantages, managed services may not be the right choice for every organization. 
To determine whether managed services are the best option for your organization, the 
following are common myths—and realities—about managed services, and important 
questions to consider. 



Myth #1. We already have infrastructure management tools. 
Why do I need more?

Some organizations invest in sophisticated tools, yet never 
realize the full return on investment. The reality is that managing 
proactively rather than reactively is simply not feasible for many 
IT teams, no matter what monitoring technology is used. Even 
managing the tool itself is a task many IT teams are ill-equipped to 
handle. Managed services can give your team the data it needs to 
operate proactively, reducing the risk of costly business disruption, 
and creating more satisfied end-users. As an extension of your 
in-house IT team, your service partner can also deliver metrics and 
data reporting, infrastructure, software, and vendor management—
supplementing skillsets and working when your team cannot. 

Myth #2. My manufacturers’ warranties cover my needs.

When a piece of equipment fails prematurely, a reputable 
manufacturer will be willing to replace it at no cost. What the 
manufacturer won’t cover is the business impact caused by the 
device being down in the first place, or the cost of your staff time 
required to communicate with the manufacturer’s representative, 
facilitate returns and replacements, re-install and integrate the new 
equipment with the IT environment. The effort required to manage a 
covered replacement distracts your team higher-value activities. 

Separating Fact from Fiction:                                                  
5 Managed Services Myths Debunked



Myth #3. I have time to manage the details.

As an IT leader, your time is highly valuable. Every hour you 
spend on managing vendors or other tactical activities is time 
that could have been invested in increasing IT’s value to the 
business. 

Myth #4. An MSP will replace my valuable employees. 

Your managed services provider will extend your team, rather 
than replacing it, in a powerful symbiotic relationship. Ideally, 
your team establishes the business goals and the managed 
services team optimizes the infrastructure and environment to 
execute on the goals.

Myth #5. I can hire the specialized expertise we need.

When budget allows, hiring highly trained staff may be an 
option. However, the most highly skilled talent tends to be 
both costly and under-utilized when IT is not a company’s core 
competency—and easily poached by other organizations. With 
managed services, you gain access to expert staff without being 
the sole bearer of the high salary costs and the risks of rapid 
turnover.



As more organizations partner with Managed Services Providers 
(MSPs), more providers have entered the marketplace. Sorting 
through the options can be a challenge, so it is important to ask the 
right questions. The following are the key issues to explore when 
you are considering extending your team with an MSP: 

1.  Is the MSP a certified business partner or authorized reseller 
for leading software and hardware companies? 

The most highly qualified MSPs build relationships with leading 
hardware and software companies such as Citrix, Cisco, VMware, 
Microsoft, and many others. You benefit from these relationships by 
gaining access to the latest expertise, best practices, upgrades and 
new solutions from top companies. 

2.  Do your staff members have specialized expertise and 
sought-after certifications? 

Rather than investing in hiring a new employee, many IT teams have 
found it more cost-effective to gain rarely needed, yet critical, skills 
through their MSP.  Your MSP should be able demonstrate that it has 
critical expertise and team members certified in key security and 
infrastructure technologies such as Citrix, Cisco, Microsoft, Palo Alto, 
and more. 

3.  Do you use ITIL best practices? 

Your MSP should provide access to the Information Technology 
Infrastructure Library (ITIL) of best practices for responding to 
specific issues. ITIL is the industry standard for ensuring consistent 
and effective practices to align IT with business goals.

8 Must-Ask Questions For Prospective 
Managed Services Providers



4.  Do you have an enterprise-class Network Operations 
Center (NOC)? 

Many MSPs claim to have an enterprise-class NOC, but 
few actually do. An enterprise-class NOC will be based on 
best-in-class IT management tools such as ServiceNow and 
ScienceLogic. An enterprise-class NOC enables fast response 
to any event that may affect quality, capacity, or availability 
in your IT environment. Further, an MSP’s NOC is a 24x7 
organization that can respond in real time, with real people 
familiar with your environment to any event occurring within 
your infrastructure. This ensures maximum availability of your 
infrastructure and services to your staff.

5.  Can you help my team become more data-driven? 

IT systems generate significant data, but data is useful only 
when it can be aggregated and transformed into actionable 
insights. If your MSP uses best-in-class monitoring and 
infrastructure management tools, you will be able to tap into 
trending data to help you prepare for future system upgrades 
with minimal disruption and maximum value.  

6.  Are your services only one-size-fits-all, or tailored for my 
needs? 

Your MSP should be able to provide tiered services. For 
example, a basic service might include monitoring, case 
tracking, and remote troubleshooting, while a more 
comprehensive service could offer high-level traffic pattern 
review, patch management, and trend reports. 

7.   What can I expect in terms of uptime improvement? 
And at what cost? 

A qualified MSP will provide 24X7 support and guarantee 
99.995% uptime annually. Once the MSP has your 
environment fully managed and tuned, you should be able 
to count on a significant increase in uptime, and a 15% (on 
average) decrease in costs. 

8.   What kind of reporting will you provide? 

Your MSP should be able to provide daily and monthly reports, 
including documentation of all major incidents of the past 24 
hours. Robust reporting allows you to prioritize infrastructure 
improvements and address root causes. Also, your MSP should 
be able to provide an easy-to-use, secure, Web-based portal 
that shows all system activity. 

Today’s business leaders require guidance from their 
technologists to leverage new advancements in cloud, security, 
collaboration and other technologies. Once you overcome the 
myths, the reality is that an MSP can help you seamlessly 
manage your daily operations, while freeing your in-house team 
to provide vision and help advance the business. 

Learn more about managed services: 

Enterprise IT Issues? Managed Services Can Help

Realizing the Value of HIT: How to Reinvent Your Team, Increase 
Agility, and Improve Outcomes

https://www.burwood.com/component/easyblog/enterprise-technology-issues-managed-it-can-help?Itemid=101
https://www.burwood.com/189-realizing-the-value-of-hit-how-to-reinvent-your-team-increase-agility-and-improve-outcomes
https://www.burwood.com/189-realizing-the-value-of-hit-how-to-reinvent-your-team-increase-agility-and-improve-outcomes


About Burwood Group

Burwood Group is a consulting firm specializing in IT management and 
infrastructure solutions. We help forwardthinking technology leaders create 
solutions that customer loyalty, increase profitability, and mitigate risk. Burwood 
Group approaches every engagement with the desired end-state in mind. Our 
consultants recognize the critical importance of tying technology investments to 
organizational priorities. Founded in 1997 and headquartered in Chicago, Illinois, 
Burwood Group serves local, national, and international clients. We pride ourselves 
in being trusted business advisors to clients by providing smarter solutions that 
deliver better outcomes. Visit http://www.burwood.com 
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