A New Partnership Between Internal and External IT

Over the past decade, managed services has evolved as the preferred model for
small businesses (under 50-employees) to consume information technology (IT)
service and support. Although many providers today seemingly claim to deliver
managed IT services - where technology is monitored and maintained remotely
and proactively for a pxed monthly fee - it is estimated that only 10% of small and
medium-sized businesses (SMB) are actually supported in this manner. That said,
analyst group AMI Partneris November 2009 study stated that there are ap-
proximately 7.26M SMBs with 68M PCs and servers in North America and predicts
managed services to grow by 28% annually.

To a large degree, with small businesses, the challenge is educating the budget-
holder (usually controller) on true managed services and its benepts. With mid-
sized business (50-250 employees), even though the model resonates well with
the CFO, managed services has typically been perceived as a threat to internal IT
and thus most of these initiatives end up on the dcutting room yoord.

This whitepaper discusses an emerging model, called co-managed IT services,
which provides a virtual IT department resulting in a 0win-win¢ program for both the
CFO and IT manager.

What Are Co-Managed IT Services?

In our recent whitepaper entitled ols it Time to Consider a Virtual IT Department?6
we discussed the importance of technology coupled with its cost, particularly

since the recent economic downturn, has resulted in the CFO now downingé the
technology budget and resources. The challenge for most IT managers with
traditional managed services is lack of control and inability to effectively manage
the managed service provider (MSP) or customize the service program. Co-man-
aged IT services provides IT managers all the benepts of the MSP model (proactive,
remote, predictable service and fees), but also delivers control and customization
capability, including a pxed or usage-based fee structures.

Co-managed IT services allows internal IT departments to extend their capabilities
through a partnership approach leveraging the external MSP to augment the key
areas of service and support, ranging from end-user helpdesk to information
security to vertical business applications to the network operations center. The
key element of this type of arrangement is the transparency (and control) afforded
through a shared, co-managed service desk system, including ticketing, service
metric, security and performance reporting.
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