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How Managed Service Providers Can Help
Your Business Be More Successful

We Keep Our Eyes on Your Hardware and Software Systems,
So you Can Keep Your Eyes on Your Business!

By: Dave Kravitt

Target

The pace of change in business can be
breathtaking. In many industries, rapidly
evolving business conditions ripple through

an organization and cause shiftsin the IT
infrastructure and business applications
requirements. However, not every business has
the resources to support these changes. More
and more, businesses are looking to external
organizations to support their IT environment,
so their internal support personnel can focus
on the strategic needs, decisions and directions
associated with their systems rather than on
the operational requirements of running it.
Managed Service Providers (MSPs) can ensure
an IT infrastructure will support the tactical
needs of the business today as well as the
strategic plans in the future.

What Do Typical Managed Services Entail?

A typical managed services offering focuses on
the proactive management of an organization’s
enterprise hardware and operating system
software and networks to ensure problems are
identified as quickly as possible, preferably prior
to any systems failures, and resolved in a timely
fashion (Figure 1).

Generally, they include tasks that are possible
through remote monitoring, such as:

- Event monitoring, including message queues

- Performance and job monitoring
- Capacity monitoring
- System administration

- Operating System installs, updates & patches
(PTFs)

- Configure & manage system services
- Manage hardware replacement

- Data backups and recovery

- 24/7 technical support

It is also important to note that MSPs are
working with operating system version levels
that are usually the same across the enterprise.
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Managing Both Applications and
Infrastructure

Typically, Managed Services Providers (MSPs)
do not monitor and service enterprise business
applications, which can be very complex.
Because a business depends on these
mission-critical enterprise applications, which
themselves require monitoring, tuning and
issue resolution, it must still train, manage,
and invest in an internal team to support the
administration of these business applications.

In the rare situation where a MSP supports
both the IT infrastructure as well as enterprise
business systems that run on the hardware
platform, it is called a “multi-faceted MSP.”

In this multi-faceted arrangement, the MSP
works closely with the business's IT leadership
to make sure all systems and enterprise
applications support both the tactical, short-
term requirements of the business and can
meet its long-term strategic needs. Because
enterprise applications are often at different
release levels at different sites (Figure 2), which
can be integrated, the environment is much

more complex to manage than a pure hardware

and OS software environment.
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Multi-Faceted Managed Services

In addition to tasks an infrastructure-only MSP
manages, the multi-faceted MSPs that manage
enterprise business applications may perform
tasks such as:

- Performing triage over the entire hardware
and software systems, including applications,
to diagnose and remediate problems when
they occur.

- Managing application message queues to
quickly identify and resolve issues.

- Managing application security.

- Monitoring enterprise applications and
supporting installs, updates and patches
(PTFs).

» |dentifying new release functionality
and making recommendations to the
business on whether they should or
should not upgrade, based on business
requirements.

» Ensuring cross application release
compatibility.

» Tracking all applications lifecycles
to ensure support is available or to
recommend replacement solutions.

- Working directly with software vendors
to report issues, achieve resolution and
proactively plan for future upgrades.

When a Coordinated Effort is Required

Employing a single vendor to manage both
the applications and infrastructure can create
tremendous synergy and reduce time wasted
because applications and infrastructure



technology are intertwined. In truth, the
sustained operation of both applications and
infrastructure is paramount to the success of
the business.

For example, applications and infrastructure are
intertwined during upgrade planning for both
iSeries infrastructure and business applications.
Because IBM ended support of the iSeries
operating system version V5R4 in September
2013, companies running this version should
have upgraded to V6Rx or V7RxX. Likewise,
companies employing the Oracle JDE World
software version A7.3 or A8.1 are losing support
for these versions in December 2013 and the
newest version of JDE World only runs on OS
V7RX.

Additionally, other applications running on the
iSeries may have incompatibilities with older

or newer versions of the operating systems.
Thus, the project to upgrade the iSeries and the
applications on it requires a well-coordinated,
well-planned effort. Infrastructure and
application MSPs have the expertise to perform
these upgrades because they work directly
with IBM as well as other hardware vendors and
software vendors to create short- and long-term
plans that provide the most stable, functional
and up-to-date systems.

Working with an MSP that oversees your
business'’s infrastructure and application offers
you a number of benefits:

- Enables the business to redeploy another
layer of internal support personnel to higher
value-added IT activities.

- Allows you to leverage external highly skilled
IT-resources for support and routine tasks
instead of dedicated internal resources,
offering flexibility while reducing support
costs.

- Eliminates issues with hiring or keeping

skilled iSeries administrators and application
experts on staff.

- Ensures business continuity with a
comprehensive set of services.

- Reduces finger pointing between
infrastructure-only MSPs and business
application support providers when issues
occur.

- Prevents recurring issues by recommending
permanent fixes or patches to prevent re-
occurrence.

- Extends the 24/7 capabilities of your internal
IT staff.

How to Work with Multi-Faceted MSP

Because business conditions are changing so
rapidly, there is the risk that your IT environment
will be left behind. Just as organizations are
turning to the cloud for flexibility and cost
savings, businesses are increasingly foregoing
the expense of in-house IT staff for support
purposes, instead turning to Managed Services
Providers for those capabilities. Managed
Service Providers that work effectively with the
business’ infrastructure, hardware and software,
and the enterprise software applications bring
significant business benefits while reducing risk
to your business continuity.

Multi-faced MSPs are in a unigque position to
introduce newer technologies to your IT and
business strategy discussions and ensure that
your current or planned technology can support
your business plan. They become enablers

of business improvement through newer
technologies. Working with a multi-faceted
MSP allows you to link technology with your
business strategy, and offers you opportunities
to improve business processes, enhance
customer service, reduce operational costs,
lower infrastructure costs, and more.



Summary:

As businesses evolve rapidly, many turn to Managed Service Providers (MSPs) to keep
their IT systems running smoothly while internal teams focus on strategic priorities. MSPs
manage infrastructure—like servers, networks, and backups—with 24/7 monitoring,
patching, and support.

Some MSPs go further, supporting both infrastructure and enterprise applications. These
multi-faceted MSPs provide a single point of contact for managing system performance,
updates, security, and vendor coordination—reducing downtime, eliminating finger-
pointing, and ensuring compatibility between platforms and software.

PARTNERING WITH A MULTI-FACETED MSP HELPS BUSINESSES:

- Free up internal IT for higher-value work
- Reduce staffing challenges and support costs

- Improve system reliability and strategic alignment

Ultimately, these MSPs become technology partners, helping businesses stay current,
reduce risk, and drive growth.
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