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International Data Corp. estimates that SMBs are currently allocating 14% of their 
IT and communications budgets to external services. Small and medium-sized 
businesses could easily be spending another 15% of their total operating budgets on 
in-house IT and communications support costs as well, according to THINK 
strategies. 
Despite the substantial operating costs, most SMBs don't have the financial resources for 
the required staff. When companies don't get the best performance out of their technology, 
executives (who expect more ROI from their IT operations) become more dissatisfied. 
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If your company is like most small companies, you've probably relied on a small in-house 
staff and/or a mix of local VARs and independent consultants to support your IT specs. 
Generally, these support resources react to problems rather than proactively managing the 
IT operations. Far too often, IT professionals don't conduct thorough assessments for 
determining new technology acquisitions. This creates an unstable, insecure and non-
scaleable operation. 
Many of the major IT vendors, as well as specialized SMB managed service providers 
(MSPs), are now aggressively marketing new services aimed at addressing these issues. 
However, the economics of small business IT support services make it difficult for them 
to be successful. 
The size and dollar-value of the SMB service requirements doesn't make it financially 
feasible for major vendors or specialized MSPs to deliver direct on-site support. Instead, 
they rely on remote management services and third-party, on-site service providers to 
satisfy IT support needs. 
I caution small and medium-sized companies about relying too heavily on independent IT 
consultants or contractors who lack the IT skills and structured delivery methodologies to 
cover all the IT requirements of small and medium-sized businesses. Instead, I 
recommend IT pros to adopt a support strategy that leverages more established service 
providers to satisfy their immediate and long-term requirements. 

SMBs are acquiring IT equipment 
more rapidly than larger companies 
in response to escalating business 
demands, security risks and 
regulatory requirements. However, 
IT products are not so easy to install 
and use. Thus, more IT pros are 
seeking alternatives to managing the 
technology themselves. 



 

�
�������������
�

� �
Here are some recommendations on how to adopt an effective IT support strategy: 

·  Hire an IT consulting firm that has been in business long enough to have a solid 
list of reference accounts and a broad range of IT skills.  

·  Select a VAR or major IT vendor that can satisfy the bulk of its product and tech 
support requirements, including on-site maintenance and repair.  

·  Evaluate the rapidly expanding array of remote management services that 
leverage centralized monitoring capabilities and complement on-site support 
services to proactively manage your IT operations.  

·  Select an IT supplier that can fill all three of these roles. This is the best course, 
because it saves money and avoids the possibility of being in the middle of finger-
pointing battles among service providers.  

·  If it's not possible to find a single supplier in your area that can play all these roles, 
be prepared to select three different service providers to address up-front 
consulting needs, on-site product support requirements and ongoing remote 
monitoring capabilities. 
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