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Introduction
If you’re a small to medium-sized business and considering a 
new IT support company, you know how difficult this decision 
can be. How can you judge their technical capability when 
you’re not an IT expert yourself? It’s vital you make the right 
decision, as your tech support provider will become a virtual 
team within your business.

With most businesses today any IT downtime can have a 
seriously negative impact on your company’s performance. 

As a London IT support company, we’re well-placed to 
provide you with information about what to ask an IT support 
partner, how the right IT support partner can help increase 
your ROI and what to look out for to avoid choosing the wrong 
IT support partner.
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How to choose an IT support partner
Knowing what to ask an IT support company when in the 
decision making process of choosing an IT support partner is 
vital. Most people aren’t IT experts themselves, so knowing 
what to ask can seem daunting. We have put together a list 
of things you should consider asking, when looking to hire an 
IT support partner. As let’s face it – this company will become 
part of your team, so you want to know you are hiring the right 
partner!

We’ve broken the questions up into several  
categories covering:

• The company
• Their accreditations 
• Their people  
• Contracts and payment 
• Response times 
• And, the future
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The Company
What size is your company?
IT support providers come in all sorts of sizes and offer a 
range of services. Bigger companies may have a broader set 
of skills, while a smaller company or consultant could bring 
you more specialised abilities. Paying a high price won’t 
necessarily mean you get more value. Instead, focus on 
finding a company that can meet your particular business 
demands.

What geography do you cover?
If your business has several locations, nationally and 
internationally, your provider must be able to support you in 
all of these. If you’re based in one location, you may find it 
easier to work with a local company. At Speedster, we provide 
IT support services to local businesses in London.

Do you support other companies in my industry?
When an IT support company has worked for several 
businesses in your industry, they may be in a better position 
to help you than others. From experience, they’ll already have 
an idea of how you use IT and what challenges you typically 
face.

What are your client retention rates?
Client retention and satisfaction rates are an excellent 
indicator of an IT support company’s ability and performance. 
We’re proud to say many of our clients have been with us for 
over ten years.

Can I speak to a reference?
Testimonials can show why clients were impressed with your 
prospective IT partner. But you can go one step further by 
speaking to the clients directly. Most tech companies will 
provide you with contact details for a reference on request. If 
they don’t, or seem reluctant to, this may be a sign that 
something’s not quite right.

What are your IT support desk credentials?
Make sure their IT support desk is directly employed and 
based in the UK. Check out what their operating hours are 
too, and if this fits with what you need; whether that’s 24/7 
cover or 8am - 6pm. Are there out of hours assistance, and 
is this remote or onsite? Our IT support desk is covered from 
London on a 24/7 basis.
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Their Accreditations
What technology partner accreditations do you 
have?
It’s important to ensure any prospective IT company has 
partnerships with reputable technology providers, such as 
Microsoft, Dell and HP. It’s also worth asking if they have 
accreditations. Microsoft, for instance, runs a partnership 
accreditation scheme where partners must pass exams and 
meet other criteria to be awarded Gold or Silver partner 
status.

Their People
Will I get an account manager?
An often overlooked element is the benefit of a dedicated 
account manager. It’s important to have someone as a point 
of contact who thoroughly understands your business, who 
you can meet with frequently to discuss your service and who 
supports your performance. This way, they can focus on 
excellent service delivery and exceeding your expectations.

Will I get an engineer?
Most IT companies will assign their engineers to the issues 
they feel they can fix most effectively, so you may not always 
be dealing with the same one. But this question is still worth 
asking. If they say yes, consider the reasons why: it may mean 
they have a small number of engineers at this experience 
level.

What training do your engineers get?
Technology is always changing and so engineers need to 
be able to keep up with developments. Find out how often 
your prospective company’s engineers receive training and if 
they’re following courses for the specific hardware and 
software you have.
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Contracts and Payment
IT companies tend to offer a choice of service arrangements. 
The most popular are:

• Pay-as-you-go, for hourly or fixed-rate prices. These can 
be expensive.

• Online chat, where you access support via digital  
messaging channels. This can be cheaper, but it can feel 
less personal.

• Break-fix, charged hourly in advance or after the work is 
done. It can also work like an insurance policy on a  
fixed-price contract.

• Managed services, where your IT support company 
• actively watches over your activity and offers fixes. You’ll  

usually sign an annual support contract for this option.

Picking the right option is more important than price. If you 
think you can’t afford support, you definitely can’t afford the 
consequences of an IT fault.

What’s covered in your support contract?
‘We cover everything’ is a vague promise. When speaking 
about support contracts, you need specifics. Do they 
supply hardware, software and licenses? One or two but not 
the other? Do they charge extra for travel and installation or 
this is included in your fee? Don’t be afraid to dig for detail. 
The more you can find out, the better.

What isn’t covered in your support contract?
It’s just as important to learn what a potential IT partner won’t 
do. Are there any costs that aren’t included in your fee? Again, 
don’t be afraid to get specific here. This is stuff you need to 
know so there are no nasty surprises.

How will I pay?
Suppliers can use a variety of payment models. Choose what 
works out best for you. You should also ask if they charge 
extra for one-off problems. Some will include this in your 
subscription but others may not.
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Response Times
How can I log a problem?
Is there a specific person you should try to reach, such as an 
account manager? Or should you call, email, or use a ticketing 
system? 

How quickly do you respond?
Asking about timing can help you know what to expect and 
plan for any downtime that may come up. Knowing this in 
advance is better than getting a nasty shock when a 
deadline’s fast approaching and you’ve got an IT issue that 
needs resolving.

The Future
Can you support my growth plans?
You shouldn’t just think about the size of their company; you 
should consider yours too and how you want this to grow. 
When it does, your IT company needs to be able to support it. 
Some providers will offer flexibility to grow with your needs, so 
it’s worth finding out if your business is planning on growing in 
the next few years

What are the cancellation terms?
We know, you don’t want to think about the end. But life is 
unpredictable, and for whatever reason, you may find yourself 
wanting to part ways with your IT company. So find out if there 
are any cancellation fees, how much notice you have to give, 
and when you have to return any equipment and when you’ll 
lose any licensing by.

One Last Thing
Run through these questions with your shortlisted IT providers 
and find one you like. This will be the start of a long-term 
professional relationship. Our final advice is this: make sure 
you like them because they’ll be a virtual part of your team.

If you’re looking for an IT support company in London and 
need some advice, contact us. We’d be happy to help.
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Increase your ROI with the right IT 
support partner
Anyone responsible for a company’s IT network faces an 
enormous amount of pressure to set it up correctly. You will 
need your IT support partner to help you to make your 
business more profitable and efficient, otherwise your efforts 
will be considered a failure. 

So, what do you need to ensure your IT setup is helping to 
drive ROI, productivity and security? We think it can be 
summarised in six key areas:

• Hardware
• Applications and Licensing
• Telephony
• The Cloud
• Security
• Web Hosting and Domain Name Management

We will cover each of these areas in-depth. For each one, 
we’ll talk about the questions you need to be considering for 
when you approach prospective IT support partners. 
Where possible, we’ll also provide examples of how we’ve 
helped our clients with the practical setup.
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Hardware
Let’s start with the hardware you’ll be using. There are a 
number of questions you need to ask yourself, including:

• Will my employees be office-based, remote, or  
a combination of both?

• How long will I need a warranty for and what do I need  
this to cover?

• What is my budget?

This will help you to consider hardware that’s fit for purpose.

One of our clients has a lot of remote workers, so they 
needed laptops that were lightweight and had long battery 
life. We didn’t recommend tablets as they tend to have low 
battery performances. Their staff turnover rates were low, so 
all the laptops came with long warranties. And the pricing 
was within their specified budget.

Applications and Licensing
As with your hardware, you have to know what your 
employees need applications for and how long they’ll need 
to use them. This will help you find apps that let them get on 
with what they need to do and allow you to consider licensing 
that’s suitable and within budget.
  
Office 365 covers a lot of bases for many organisations. Word, 
Excel and PowerPoint are still staples of many office workers. 
But there’s now so many applications that cater for today’s 
cloud-centric, collaborative appetites. For example, Teams 
allows for instant group messaging, while OneDrive reduces 
the need to send multiple documents over email.
Of course, not everyone in your office may need to use every 
single feature of Office 365. So you can save costs by 
deciding how much licensing everyone needs.
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Telephony
Deciding what telephones you and your employees need is 
about, yet again, purpose. Remote workers will need durable 
handsets. Office-based workers need landlines which have 
clear instructions on how to put callers on hold and how to 
transfer a call to someone else in the office.

As well as these requirements, a client of ours needed a 
phone that would be appropriate for conferencing. So we 
recommended a piece of kit that was ideal for small 
conference rooms. It’s worth talking to your IT support partner 
about your exact requirements.

The Cloud
The popularity of cloud-based services has risen dramatically 
over the last few years. With internet costs falling and 
bandwidth availability expanding, the cloud is becoming a 
standard feature of many businesses.

Cloud platforms are known for their ability to provide 
reliable backups and strong resilience. When one of our 
clients asked about how to start using the cloud, we advised 
them to go with a central file sharing tool. This makes data 
easy to share between devices and users, and ensures it is 
safe and backed up.

There a few kinds of cloud out there: public, private and 
hybrid. Think about your business needs and discuss this with 
your IT support partner, this will help you to determine which 
is the best for you.

Security
Strong cyber security is essential. Today, cyber-attacks are 
not a matter of if but when. Most attackers don’t go after 
specific companies; they simply try their luck with anyone 
and everyone. Nevertheless, you need security in place that 
protects your IT network but also doesn’t interfere with your 
day-to-day tasks.

We provide many clients, via a partnership, with an anti-virus 
service that has low system demands. This means they’re 
well protected and system resources aren’t having their 
performances affected. It also protects them against software 
vulnerabilities and data leaks.

Their firewall and websites are set up so each user has a 
private network within the site, without the need for additional 
equipment. And it comes with the option of relaying this setup 
across the entire Wi-Fi network.
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Web Hosting and Domain Name 
Management
Web hosting and domain names are particularly technical 
areas and as such can be tricky to handle. So it’s good to 
know there are experts out there who can take care of this for 
you. We manage the following aspects for our clients:

• Backups of all data
• Web server and database administration
• Blacklist checking of server IP
• Managed enterprise firewalls
• Fully redundant servers and disks
• Support for all open source platforms
• Website backend support and advice

All of which should accommodate most business 
requirements.

Use IT to Drive Profitability
Before you can know for certain what you’ll need from your 
IT support partner, you first need to understand your busi-
ness thoroughly. Once you know what you need, you’ll be in a 
better position to approach prospective suppliers about what 
they can offer for the essential features we’ve outlined here.

To learn about how we can improve your IT network, book an 
IT support consultation with us. We’ll show you how to use IT 
to increase profitability, drive productivity and boost security 
in your business. 
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Things to look out for to prevent an 
IT support disaster

The number of small-to-medium sized businesses (SMBs) 
needing quick IT resolutions has soared meaning the demand 
for outsourced IT support has also grown rapidly. 

There are no surprises here, as outsourcing IT support comes 
with many great perks. Cost-effectiveness is a top one. It 
takes less time and money to call in trained professionals to 
deal with problems than it does to train or hire your own 
experts.

If you already have an IT team in-house, a outsourced team 
can share some of their responsibilities. This gives you access 
to a fresh set of expertise while taking the load away from 
your team. It can also complement their skills.

But this can only happen if you get your outsourced IT right. 
Get it wrong and you risk demoralising your current 
employees, paying way more than you need and issues not 
getting resolved quickly and efficiently. If you’re considering a 
provider without the 8 features below, walk away.
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1. Unlimited calls
Far too many IT support companies offer a contract that 
provides a limited number of calls. If you were expecting 24/7 
support, you’ll have to budget for it. Otherwise this can lead 
to unexpected, expensive charges. Make sure you are aware 
of any restrictions on IT helpdesk access and all additional 
charges are clearly communicated ahead of time. You want 
your helpdesk access to feel like a natural extension of your 
team, so unlimited calls and availability are the best option.

2. Proactive monitoring
It’s critical that when issues come up, your IT support provid-
er has the resources and the technology to provide an early 
warning on your critical IT services. They need to be able to 
tell you about any issues before they become a problem for 
you, and this means knowing about them before you do. This 
gives them the ability to diagnose the issue and resolve it.

3. Remote technology
Aligned with proactive monitoring, these are the perfect sup-
port tools that provide fast and efficient issue resolution. As 
the name suggests, this technology allows support providers 
to remote in to users’ devices, servers, switches and routers. 
They can fix issues quickly. The ability to get alerts of issues 
and quickly jump on the network and devices and resolve 
issues without delay is essential for any company that wants 
the fastest possible IT support provision.

4. Their own talent
Some providers don’t have the right levels of expertise, so 
difficult issues become long and drawn out. They ignore 
issues they can’t handle, try to suggest these are chargeable 
items and then outsource to someone who can fix them. Or 
they spend an eternity researching and bombarding the wider 
IT community with requests for help. So make sure they have 
in-house expertise at all levels for your requirements.

5. Managed back ups
It’s critical for every IT support company to offer policies that 
secure business critical information. Whatever the eventuality, 
be it fire, water damage or theft, it’s vital your business can get 
up and running again quickly.

6. Locality
It’s beneficial to be working with a company who are based 
near you. If someone needs to come in for support, 
education or installation, they can. This also helps with 
procuring hardware and software. Getting this locally can 
help you to avoid costly delivery charges and delays to your 
installation process. What you want to avoid is a PO Box in 
the company’s address. So if a provider says they’re based 
in Central London but they’ve only got a PO Box there they 
probably aren’t based in London.
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7. Scalability
As your company grows, you’ll need your IT support to be 
able to keep up with demand. If they don’t offer you that 
scalability, you may find yourself paying for solutions that 
can’t be provided for. Alternatively, you may find yourself 
downsizing and needing less support, only to find your 
provider won’t budge their prices. Check this before you 
agree to go ahead with them.

8. Communication with your internal team
If you’ve taken up an outsourced IT team to back up your 
internal one, or to complement its skills, make sure you make 
that clear. A lack of communication here could see your 
internal team feeling demoralised or resentful. They may 
think ‘What’s the point in us if you’re just going to outsource 
everything?’ Collaborate with them, and your outsourcing 
process will become better with their input.

Avoid an IT Disaster
We consider all of the above features to be vital when 
outsourcing IT support. Avoid just one of them, and it can 
make day-to-day business miserable. Use them, and enjoy 
the benefits of cost-saving and new expertise.



Summary
In summary, if you are considering an IT support company 
you should understand what your business requirements are 
first. Once you know this, there are key questions you should 
be asking any potential IT support partner, covering these 
categories:

• The company
• Their accreditations 
• Their people  
• Contracts and payment 
• Response times 
• The future 
  
Your chosen IT support partner should be helping your 
company increase it’s ROI by actively listening to your 
requirements, making recommendations and assisting with 
implementation. This could be with any of the following:

• Hardware
• Applications and Licensing
• Telephony
• The Cloud
• Security
• Web Hosting and Domain Name Management

Finally, be aware that there are things that need to be 
considered to avoid the outsourcing of your IT support 
becoming a disaster. Your IT support partner should be 
considered part of your team so make sure you are getting 
exactly what is needed. This includes:

• Unlimited calls
• Proactive monitoring
• Remote technology
• Their own talent
• Managed back ups
• Locality
• Scalability
• Communication with your internal team
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Get In Touch

We hope you found these details useful, and have a better understanding 
on how to pick the best fitting IT support for your business. 

For more information, contact us. 
We’d be happy to answer any questions you have. 
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