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Introduction

As technology becomes more deeply embedded in every aspect of business, the
expectations of IT support are changing. Managed Service Providers (MSPs)
historically had a reputation as just backup tech support or system patchers. The
modern MSP however, is a strategic partner, helping organisations reduce risk,
scale more efficiently and make smarter technology investments.

Below, we outline what modern businesses should expect from an MSP, from the
shift in approach to the services they should provide and the questions to ask
before signing a contract.
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From reactive to

proactive:

The modern MSP model

The traditional IT
support model was
reactive: something
breaks, a technician
gets called in to fix it.
This break-fix approach
is costly, disruptive and
doesn't scale with
modern business needs.

Today's MSPs take a proactive approach.
They use continuous monitoring,
automated patching, and strategic
planning to prevent problems before
they affect operations. Rather than
waiting for downtime to strike, they work
behind the scenes to reduce it
altogether.

The modern MSP should act as an
extension of your business, not just a
helpdesk on call. They provide regular
infrastructure reviews, performance
assessments and forward-looking IT
roadmaps. They help businesses avoid
problems, rather than just respond to
them, and bring an advisory mindset that
aligns to your long-term goals.

Security is also handled differently.
Instead of relying on antivirus software
and hoping for the best, modern MSPs
offer layered, ongoing protection. They
detect threats in real time, educate your
team, and ensure systems are configured
securely from day one.

In short, the MSP model has evolved. It is
now defined by prevention, planning and
partnership.



Key services your MSP

should offer

If you're evaluating
providers or reviewing an
existing relationship, these
are the core services you
should expect as standard.

Patch Management

Regular, automated software updates to
close security gaps and improve system
stability.

Data Backup and Disaster Recovery
Scheduled backups, fast restore
capabilities and tested recovery plans to
safeguard data and minimise downtime.

24/7 Monitoring and Alerting

Proactive detection of performance
issues, outages or unusual activity across
your infrastructure.

Helpdesk and User Support
Responsive support for employees,
covering hardware issues, software
queries and day-to-day troubleshooting.

Cybersecurity Services

Managed firewalls, endpoint protection,
threat detection, phishing prevention
and compliance support.

Cloud Platform Management
Support for Microsoft 365, Azure, AWS
and others, including migration,
optimisation and ongoing cost control.

Strategic IT Advisory (vCIO Services)

IT roadmapping, budgeting and guidance
that ensures your tech investments align
with business goals.

Compliance Readiness

Assistance with GDPR, ISO 27001, PCI-
DSS and other regulatory frameworks,
reducing legal and operational risk.

Systems Integration and Automation
Connecting platforms like CRMs, ERPs
and workflow tools to improve efficiency
and reduce manual work.

Remote Work Enablement

Setup and management of collaboration
tools, VPNs and secure access solutions
that support hybrid teams.

These services provide more than
technical upkeep. They give businesses
the foundation to grow with confidence,
reduce internal strain and shift IT from a
cost centre to a source of value.



Although you should be as
price sensitive as you need
to be, the fit, reliability
and strategic capabilities
of the MSP should also
come into consideration.
Here are key questions to
ask when assessing
providers:

What is included in your standard service
package?

Clarify the scope of support and avoid
surprises later.

How do you handle incident response and
escalation?

Understand how they manage emergencies
and how quickly they respond.

What are your SLAs (Service Level
Agreements)?

Check the promised response times and how
issues are prioritised.

Do you offer 24/7 monitoring and
support?

Round-the-clock coverage is increasingly a
baseline requirement.

Can you provide references or case
studies?

Ask for examples of similar businesses they
support successfully.

How do you approach cybersecurity?
Drill into their processes, tools and how they
keep systems protected.

Do you support compliance in regulated
industries?

If you work in finance, healthcare or
ecommerce, they should understand your
legal obligations.

Do you offer IT strategy or vCIO services?
A forward-thinking MSP should advise on
planning, not just fix problems.

How do you manage cloud platforms and
migrations?

Make sure they can handle the platforms
your business relies on.

How is pricing structured, and are there
hidden fees?

Clarity around costs is essential to avoid
budget overruns.

Can your services scale with our
business?

They should be able to grow with you, not
hold you back.

What is your onboarding process for new
clients?

A clear, structured handover shows maturity
and reduces disruption.

The answers to these questions will help you
spot red flags early and identify MSPs that
align with your current needs and future
plans.






