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Why the job has changed

Ten years ago, organizations hired an IT vendor to keep the servers on and the
printers running. That was the job, start to finish: if tickets closed and outages
rarely occurred, the vendor had done its work.

That’s no longer the job. Technology now underpins revenue, valuation,
compliance, and growth. IT decisions affect transaction readiness, security
posture, and how well your people can do their work, and the margin for
error keeps shrinking as threats grow more targeted and environments more
fragmented.

Closing tickets is a baseline. Solving for complexity, risk, and scale is a business
strategy. This guide explains the difference between buying managed services
and partnering with a modern managed services provider (MSP).

Find out more.
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The Modern MSP Isn't a Helpdesk

Many organizations still shop managed services on the old model, a race to the bottom
on price per user. Plenty of vendors haven't evolved their managed services offerings,
so those organizations tend to find exactly what they seek. But buying on price assumes
environments are simple and self-contained, which they aren’t anymore.

BUSINESSES TODAY OPERATE ACROSS A MIX OF:
O Cloud platforms layered on legacy infrastructure
,?ro\‘{ SaaS applications owned by different departments

O |dentity systems spanning on-prem and cloud

@ Security tools from multiple vendors that don't share context

A company that’s fully in the cloud can still depend on on-prem identity, directory services,
and legacy systems that need to talk to modern SaaS applications.

Partnership begins with integration. Any vendor can fix what breaks. A modern MSP is
responsible for how everything works together. They understand dependencies, manage
overlap between vendors, and account for risk created outside traditional infrastructure.

A modern MSP is responsible
for how everything works together.




The Multi-Source
Service Integration (MSI) Foundation

Your MSP should own the seams
between vendors, not make you
referee them.

One of the biggest failures in traditional managed services is selective visibility. Traditional
MSPs often monitor only the systems they sold you; everything else becomes someone else’s
problem. That's where risk and inefficiency hide.

A real partner takes a different approach, one of radical transparency. They should ingest
operational, performance, and security data from your entire ecosystem, including vendors
they don't control.
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That creates one operational picture and lets your
leadership stop refereeing vendor disputes and
start making decisions.




Two Pillars of a
Modern IT Partnership

A true managed services partner combines leadership
with cross-functional technology management.

Pillar 1: Integrated IT Leadership

Most MSPs give you an account manager. Very few provide leadership. A true managed
services partner gives you an integrated leadership team that includes three dedicated roles:
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EXECUTIVE SPONSOR CLIENT ARCHITECT SERVICE DELIVERY
(Accountability) (Strategy) MANAGER

Execution
A senior leader responsible A dedicated technology ( )
for the overall health of the roadmap planner. They look Your day-to-day operational
relationship between the past daily noise to design for owner. They review
company and the MSP. your organization’s future. perfor.mance metrics with
The}/ <'jon.t handle tickets. They tran;late technlca! you, flag and resolve vendor
Their job is to make sure tradeoffs into business impact friction, and look for ways
the service aligns with your and help you scale without to conti,nuouslyimprove
business strategy, goals, building up hidden technical service delivery
and timelines. debt that demands a high '

price to reconcile later.

This structure is a direct answer to the “break and fix”
model of the past and ensures decisions are intentional,
strategic, and proactive. Z




Pillar 2:

Holistic Technology
Management

Modern IT can't be separated into neat categories. Legacy systems,
cloud infrastructure, applications, data streams, and security
overlap constantly. Managing them in isolation creates gaps.

A good partner manages the intersections between them.

INFRASTRUCTURE
(Cloud and On-prem)

Hybrid environments are
normal. Identity platforms,
legacy systems, physical
networks, and cloud
workloads must operate as
one. Your partner should
manage today's state while
deliberately designing
toward the future state.

A good partner manages the

APPLICATION
(Managed Services)

Keeping applications
running is table stakes.
Your partner needs to
manage how well they
perform for the people
using them, and handle
vendor coordination and
escalation so your team
isn't stuck on hold with
software support.

DATA
(Managed Services)

Connectivity alone doesn’t
create insight. A great
partner ensures your data
pipelines are reliable,
accurate, and usable for
decision-makers, not just
technically “up.”

intersections, not just the categories.
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The Job Isn't Done
When the Ticket Closes

Meeting today’s SLA isn’t enough if tomorrow'’s environment
isn't getting better. Keeping an environment running is only
the starting point. A modern IT partner combines real-time
performance reporting with regular technology health
reviews, root-cause analysis, and strategic Client Business
Reviews (CBRs).

CBRS SHOULD LOOKAT:

v/ Recurring issues
Security and patch compliance
Application performance
Project health

Budgets and roadmaps
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Documentation, configurations, licensing, backups,
and certificates

A good partner should leave your environment healthier
than they found it, not simply meet an SLA.
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Al Changes
What Your MSP
Has to Manage

As Al becomes part of everyday
work, your IT partner’s role
expands. It's not just about
keeping systems running—it'’s
about helping you use Al safely,
responsibly, and effectively.

@ Assess data readiness
and access controls
before deployment

Govern sensitive
information

Monitor security and
compliance risks
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Manage licensing and
consumption costs

Q

Track adoption and
business outcomes




Security Built in
from the Beginning

Cybersecurity isn't separate from IT operations. It's interwoven. User
behavior, identity, endpoints, networks, applications, patching, and

backups all contribute to an organization’s risk, so security has to be

built into the managed services model from the start.
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BUILT INTO DAILY OPERATIONS

A modern managed services approach
combines NIST-based technology
benchmarks with managed security
operations, vulnerability and patch
management, and identity and data
protection, with vCISO support for
organizations wanting dedicated
security leadership.
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HUMAN RISK MANAGEMENT

Because cyberattacks increasingly
target people and identities, it’s critical
to monitor identity behavior, track how
quickly threats are detected, and run
security awareness training that treats
your team as part of the defense.

A good partner doesn’t just keep adding tools.

They understand risk across the whole environment,
close gaps before they become incidents, and respond
fast when something does happen.
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100% Onshore Support

The industry has spent years optimizing cost by moving

support further from the people who need it. That tradeoff

shows up hardest during outages and security incidents,

when context, nuance, and familiarity are essential for fast
resolution. You shouldn’t have to explain your business to a

call center script before you can get help.

What to Expect from Your MSP

v/

Full visibility into your environment, including vendors they
don't directly manage

A dedicated leadership team, not just a support queue

Al readiness, governance, adoption, and cost management

Security built into daily operations, not sold as an add-on
Continuous improvement beyond SLA compliance
Onshore support that understands your business context

Transparent reporting you can see at all times

Don't settle for a vendor.
Partner with an MSP built for today’s complexity.
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93%

FIRST-CALL RESOLUTION

90%

CALLS ANSWERED IN UNDER
120 SECONDS

Fast resolution means less
downtime, disruption, and risk.

The Resultant team very
quickly understood who
we are and how we do what
we do... They met us where
we were and became a true

partner rather than just an
outsourced vendor.
That was huge.”

MATT WHITE

VICE PRESIDENT, PAYOR
CONTRACTING, RETINA
CONSULTANTS OF AMERICA
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