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The surge in remote working over the last two years has THIS GUIDE WILL ANSWER:

undoubtedly increased the strain on IT management

across businesses, regardless of size or industry. e What's the difference between inhouse and
managed IT?

The increasing need for communication tools,

productivity solutions and digital transformation has * Key roles and responsibilities within an IT service

resulted in many organisations now struggling to know team-
whether outsourcing their [T, or utilising an in-house e How to measure success.
resource would be best suited to support their users and
fulfil their ever-changing business requirements.
As an award-winning Managed Service Provider Microsoft ;‘:y-) m @
(MSP), we know there is no one-size-fits all solution. P?"_Fner \Q 3 ‘
So, for those that want to better understand the options e CREST ""%%Ezéﬁ?ég%”*
available, our helpful guide will provide you with the
insight you need to understand which [T management computing computing
solution is best suited for your business. Cloud e Co % 4 .
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THE BASICS

KEY RESPONSIBILITIES

Of course, every IT support team is different and
responsibilities will vary company to company,
however, key responsibilities for the IT support team
usually include the following:
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DIFFERENT ROLES WITHIN A
MANAGED IT HELPDESK

Different IT support companies will have unique roles
and responsibilities depending on the services they
provide. However, if we take the traditional Service
Desk model as an example, this would usually be
constructed of the following key roles:

Service Desk Manager

The Service Desk Manager's job is to assume responsibility
for managing the helpdesk team operations. Key
responsibilities of a Service Desk Manager would include
coordinating, managing and training the service desk team,
ensuring that client expectations are met, and the helpdesk
team are working smoothly and efficiently.

1st Line Engineers

1st Line Engineers are generalists used to supportin
everyday issues and basic support requests. They are usually
the frontline for the helpdesk and first point of contact for
customers, dealing with simple issues quickly, gathering more
information, and escalating any problems they can’t solve
onto 2nd Line support.

2nd Line Engineers

2nd Line Engineers deal with issues that are too technical

or time-consuming for 1st Line Support to help with and

are more specialist in their knowledge of key products and
subjects. They usually deal with escalations and can provide
actionable guidance and specialist IT consulting to customers.

3rd Line Engineers

3rd Line Engineers are specialist individuals who are more
technically trained and are experts in their fields. 3rd Line
Support Engineers can also have job titles such as Network
Engineer, Cloud Engineer, or Project Engineer.

Now you’ve gained an understanding of the varying
roles and requirements within an IT support team,
it’s time to explore our comparison matrix on the
next page.
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N House
I'T Support

An internal IT resource can provide quick access to
technical support.

M(elglefe(sle
T Support

A managed IT service provider will be governed
by strict SLA’s, meaning that you benefit from fast
response times and great customer service.

An in-house department will have working knowl-
edge of your business infrastructure.

Outsourcing your IT allows for flexibility — as your
business changes and grows, managed IT enables
you to quickly adapt to business needs.

g, Your organisation will have visibility over the tasks
0 your IT resource carries out, but might have diffi-
culty understanding the ROI on those tasks.

Managed IT support is cost effective — a flat
monthly fee for the managed IT services is agreed,
based on the level of outsourced IT services you
choose.

Building an in-house IT team with varied skill sets
takes time.

@

Additional services, like cyber security testing,
could be included with your managed IT plan, in-
stantly providing you with access to a wide variety
of services.

Internal working patterns can be disruptive to wid-
er business requirements, especially for organisa-
tions with limited IT resources.

V)

Outsourcing IT services frees up internal re-
source, allowing you to focus on strategic goals
and not the day to day running of your IT or your
people.

It is expensive to acquire a variety of appropriate
IT management tools.

o

Access to the latest technologies, at trade price
are delivered by any valuable MSP, allowing you to
keep up with the modern way of working, at a low
cost.

You have a dedicated team at your disposal to
provide proactive, continuous monitoring.
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The importance of measuring customer
satsfaction.

Our Technical Director, Alex Eley, says:

At Stripe OLT, we find many clients
have been passed from one IT
company to the next, arriving to us
frankly dissatisfied and unsure of
the service they should be receiving.
How do you know what ‘good’ IT
support looks like if you've never
seen it?

To us, it’s simple — transparent,

trustworthy, personable, pro-active

and secure. Your business is unique, So, how do we keep our customers
so your business technology needs happy?

to be as well.

At Stripe OLT we believe the success of

your |IT Support Team can be measured by
Service Level Agreements (SLA’s). These can
be bespoke and agreed to fit your needs as

a business, and essentially represents the
promise to respond and react to any IT issues
within an agreed timeframe.

First Response Time
Average Resolution Time

Customer Satisfaction Score

London Bristol

] 02070437044 [J 01179745179
&9  hello@stripeolt.com &3 hello@stripeolt.com STRIPEOLT.COM



Gold
Microsoft
Partner N /

2 Micros CERTIFIED
=m Microsoft BLUS

CYBER
ESSENTIALS

AN

KEY TAKEAWAYS
Computing - MSP of the Year 2021

The ‘MSP of the Year’ award is presented to the UK’s
top IT service provider — in order to be shortlisted,
companies have to demonstrate exceptional skill and
commitment, and meet a wide variety of customer
service requirements. Our combination of IT and
cyber security services secured us the with in 2021.

Microsoft - Gold Certified Partner

As a gold certified Microsoft partner, we have direct
access to the latest Microsoft training, qualifications
and tools; which means our workforce are not only
experts in their field, but are equipped to deliver
and implement industry leading secure, cloud
technologies.

Cyber Essentials PLUS - NCSC Certified

In gaining this practitioner status, our team of
experts are ideally placed to support clients with
their own accreditation journey, whilst additionally
giving our partners the confidence in knowing that
we are fully equipped to provide holistic protection
across their systems.

TRUSTED BY
With offices in London and Bristol, we've been . .
helping business leaders throughout the UK take Bri |§A' Rail Delivery Group
control of their technology for over 15 years. ristol ¥ Airport © National Rail

Established in 2004, we have worked closely with
clients across a range of sectors, from Transport and
Logistics, to Finance and Legal - actively maintaining
and protecting critical infrastructures in established
organisations.

HARGREAVES
LANSDOWN
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