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The pressure on most of the business world is to 
reduce cost and raise quality of everything that 
is done.  This should include honestly reviewing 
your internal IT service provider. 
 
Today, small and medium sized organizations need to follow the leadership of 
larger ones.  They need to decide to focus on only those core competencies that 
are the essence of their company’s competitive contribution.  Things that are not 
core to the business need to be moved off the plate of the management team, 
because wasting management time on things that are not core is a distraction 
that will weaken the teams’ ability to compete. 
 
Internal IT Service Provider is Often not Competiti ve 
 
In most cases, the internal IT service provider capability is not a core competency 
of the organization.  It is usually better to purchase non-core competence 
capabilities from the outside business world. Those capabilities are usually core 
to some other organization, and those organizations are usually far more 
efficient and provide much better quality of service. 
 
Competition usually causes best-in-class to be understood and desired.  
Purchasing these capabilities from an organization to which they are core, means getting them 
from someone who has to compete by providing the capabilities more efficiently (e.g. at less cost 
and with greater quality).  This competition drives them to continuously improve their 
performance, which is not usually the case for an internal IT service provider function that is not 
core to their supporting business. 
 
Should You Stay with Your Internal IT Service Provi der? 
 
In the past, many organizations invested in an internal IT service provider function.  They brought 
functions inside because they felt that no other option seemed reasonable.  The question is, should 
the organization continue with this strategy now that the capability is available competitively? 
 
How the External IT Service Provider Maintains Thei r Competitive Edge 
 
An external IT service provider is driven by competition to continually improve their capabilities.  
Competition is not only against other external companies, but also against the internal IT services 
provider functions within the company.  Many management teams are now coming to understand 
that the lack of competition as a driving function makes it hard to continuously improve an internal 
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company capability that is not a core competency.  The following list 
shows some of the ways an external IT service provider function 
maintains their competitive edge: 
 

·  When a customer is spending money on a contracted 
external IT services provider, they want some way to monitor progress to make sure 
the organization is getting value for the money being spent.  The need to be 
competitive causes the IT provider to develop operational metrics and measurement 
methodology which make it possible to determine progress. 

 
Because these metrics are coming from an external company, they are usually 
provided via web sites that allow the data to be viewed and analyzed whenever the 
customer desires or the Connected Platforms technicians require.  These sites cover 
remote monitoring services, backup transactions, helpdesk requests, etc.  Most internal 
service providers do not handle this need as transparently nor do they apply as much 
technology. 
 

·  Because the expenses paid to an external IT services provider must include the profit 
required to justify their existence, the provider must develop processes and procedures 
that make them far more efficient than internal service providers. 

 
o This is usually not difficult when servicing a small or medium sized company 

that only needs part of a person with specific skills.  A customer can usually 
contract for the different skills needed with less expense and trouble than if 
they were to hire the appropriate people.  The service provider charges only 
part of a person’s time to any single customer because they are shared 
resources serving many different companies. 
 

o Higher quality is usually easy because the external service provider has very 
experienced specialized skills, while the customer usually hires one person to 
do many things. 

 
o Adapting to the new technology as fast as possible is key to the long term 

success of the external IT service provider.  Providing service to so many 
different companies allows the external service provider to see the technology 
applied to many different applications.  This breadth is hard for an internal IT 
service provider to compete with when they are a part of a small- or medium-
sized organization. 

 
·  Keeping technicians that work on IT technology trained and at peak capability 

requires time, money and opportunity.  An external IT service provider has a larger 
number of customers than most internal IT service providers in small- and medium-sized 
organizations.  This allows external IT service providers to have and maintain a 
broader and deeper set of knowledge and experience than groups with fewer 
demands.  Buying greater experience is one thing, but keeping it best-in-class is even 
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harder.  This kind of team adds directly to the efficiency of the customer’s 
organization. 

 
·  To maintain the best-in-class set of employees requires attention to the details that 

motivates them.  The work, the culture, the assignments, the chance of advancement, 
etc., are all important elements which require management time and attention.  Again, 
the attention to the HR details is hard to maintain in a small- to medium-sized 
organization and directly affects the capability and efficiency available to the 
customer. 

 
·  The importance of an R&D laboratory is sometimes missed.  Most of the development 

of IT technology is done in larger companies and their efforts are leveraged across 
many smaller ones, and so “why is a R&D laboratory necessary?” in an external IT 
service provider is often asked.  The IT technology that is used by small and medium 
sized companies is often a collection of products and services that make up the 
processes used to accomplish work in the customer’s organization.  Word processors, 
spread sheets, financial packages, data backup services, email systems and many 
other applications when used together, accomplish the work required.  The external IT 
service provider’s R&D laboratory test these previously untried combinations so that a 
small- or medium-sized company can know if a set of capabilities play together 
smoothly and does not need to spend the time and money to find out independently.  
The need to be competitive drives the need to have an R&D laboratory so that things 
are tried out before they are placed in a customer’s active system. 

 
How should this Migration of Services Advance?  
 
The process of migration has the following general flow.  It begins 
by transferring all the people that are employed in the internal 
service provider function of the customer to Connected Platforms. 
This allows Connected Platforms to continue to provide the service 
that the customer had been previously receiving.  Then, within one 
to three months of the transfer, a plan for service migration is 
developed and agreed upon by both companies which will include 
the following: 
 

·  A design for the system to accomplish the customer’s 
desired service level and application functionality. 

 
·  A time order plan for all projects that are required to get the 

system to the customer’s desired functionality. 
 

·  A plan for all employees involved in the transfer.  Each employee will end up in one of 
three possible situations: 
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o The employee will be notified that they will be retained as a Connected Platforms 
employee assigned to continue to provide service to the customer. 
 

o The employee will be notified that they will be retained as a Connected Platforms 
employee, but will be retrained to do work elsewhere within Connected Platforms. 

 
o The employee will be terminated within six months.  This notification begins a 

process to help them find a new position.  All reasonable efforts will be provided 
to help them find a new position.  This will include things like resume writing, 
interviewing techniques, finding and gaining a new job, and anything else that is 
reasonable to make them successful. 

 
·  On a yearly basis, a budget to accomplish the yearly service will be developed for the 

company to do their yearly budgeting. 
 
Keep Application Support Skills 
 
It is important to make sure that all relationships with any third party supplier is kept in place, 
whether it is providing hardware or software.  If special application knowledge is currently in the 
customer organization, then those skills must also be maintained.  This transfer must maintain 
more that just the operating system level capability, it needs to include everything from hardware 
to applications. 
 
Handling of Software Licenses and Hardware 
 
It is normal for all assets of the IT systems (e.g. hardware and software licenses) to be maintained 
as part of the customer’s financial records.  While we don’t intend on acting as a leasing 
company for the customer, Connected Platforms is nevertheless willing to discuss having them on 
our records and charging them back to the company over time. 
 
Connected Platforms Can Meet Your Organization’s Ne eds 
 
Connected Platforms is organized to provide all the services you require.  We can provide your 
organization a contract for all that is necessary on an hourly basis or an amortized yearly cost, 
charged monthly.  We would like to be of service to your organization. 
 

 
 

Contact Connected Platforms today to find out how y ou can improve 
the return on investment on your IT investments and  gain more time 

for your core business. 
 

sales@connectedplatforms.com    360.213.2730    www .connectedplatforms.com 


