
SET YOUR BUSINESS FREE
MANAGED ICT SERVICES

n the face of it, the 
business proposition 
behind outsourced 

managed services is simple. 
Why waste time, resources 
and energy managing infor-
mation technology if it’s not 
core to what you do?

After all, most companies 
don’t look after their own 
waste disposal, generate their 

own electricity or build their 
own delivery vehicles and all 
of those are necessary to do 
business. So why should IT 
be any different?

Isn’t it better to leave man-
aging your IT and keeping it 
up to date and protected to 
people who are specialists? 
The answer depends on the 
type of business you’re in and 

your specific needs, but often 
it can be yes.

According to Gary Byrne, 
managed services director at 
Nostra Systems, part of the 
reason that outsourced man-
aged services have become 
so popular in recent years 
is that Irish companies are 
learning to focus better on 
their strengths.

“Businesses are much 
more aware that IT can really 
drive their business. In the 
past, they hired an IT manag-
er and entrusted all elements 
of their IT requirements to 
that individual, but, these 
days, businesses understand 
much more about IT. They 
understand that widely dif-
ferent skillsets are required 
to manage it all properly,” 
he said.

“You may find one par-
ticular business might have 
a number of different re-
quirements, so for example 

basic helpdesk support and 
they need somebody there to 
manage that. They might also 
need project management 
because they’re growing the 
business in a particular way 
and at the same time, they 
might need business con-
tinuity planning and docu-
mentation, disaster recovery 
planning — all these areas that 
years ago got overlooked by 
most businesses and are now 
standard activities.”

Byrne believes businesses 
of today understand that they 
need to be fully au fait with 

all of these types of require-
ments. In the past, they relied 
on one person for IT but these 
days they don’t want that any 
more — it’s too important and 
the role requires too many 
different skillsets.

“One area we are seeing a 
lot of growth around is pro-
cess control. Companies are 
becoming much more aware 
of IT security and that having 
good processes around that 
is really important. That, in 
turn, leads to an awareness 
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of the importance of change 
control processes,” he said.

“For example, if it’s done 
incorrectly the smallest 
change to a company’s net-
work can lead to data leakage 
or loss. Something as simple 
as a firewall rule change or a 
new user being on-board-
ed and getting access to the 
wrong folder, these are types 
of situations that could have 
been catastrophic in the 
past.”

This growing awareness 
has led to the development 
of change control processes, 
network access control pro-
cesses, new user on-boarding 
processes and business con-
tinuity processes. According 
to Byrne, these are a mas-
sive growth area and over the 
course of the last few years 
his company has seen a big 

uptake of them. “In particu-
lar, Nostra’s customers over 
the course of the past number 
of years have acquired com-
panies across the world and 
so acquisitions are also a real 
growth area at the moment. 

“And that’s the type of 
situation where you need 
good project management, 
you need a good IT team, 
understanding how every 
element of the acquisition 
needs to be managed.”

Edel Creely, group manag-
ing director of Trilogy Tech-
nologies, describes her com-
pany as ‘first and foremost a 
managed service provider’, 
placing her in a good position 
to comment on the state of 
the market at the moment.

“Managed services are 
our core business. For us, 
it’s all about protecting and 
securing everything inside 
the network in the business 

and nowadays that can mean 
private infrastructure but it’s 
also starting to include cloud. 
It’s about managing, moni-
toring and reporting.”

Trilogy uses an internal 
phrase to describe the ideal 
state of a client’s IT — going 
green.

“We talk about getting the 
client’s infrastructure to ‘go 
green’, so that every element 
of their IT infrastructure is in 
a more or less perfect state 
— fully patched, fully moni-
tored, fit for purpose and with 
security wrapped around it, 
which is critical nowadays,” 
said Creely.

Trilogy offers managed 
services, as well as a full 
outsourced IT department 
service. According to Cree-
ly, its point of view is that 
infrastructure is becoming 
increasingly complex, and 
many companies want to 
off-load the entire problem 
to someone else.

“I know we might say 
cloud makes things easier 
but it doesn’t really. It cre-

ates a huge amount of com-
plexity and for organisations 
themselves to try to keep on 
top of that, to resource the 
right people, stay on top of 
all the tools and technolo-
gies to manage and moni-
tor their IT infrastructure, it 
doesn’t make sense anymore 
for them to be doing it inter-
nally,” she said.

“It makes sense for them to 
work with a specialist com-
pany like us for whom that’s 
our business.”

One of the prime motiva-
tions for companies look-
ing to outsource aspects of 
their IT need is the difficulty 
in finding the right kind of 
staff to hire internally. For all 
but the largest companies, 
maintaining staff capable 
of carrying out all the roles 
required to successfully run 
an IT department is a big ask.

“Cost is always a factor but 
it’s not the primary factor 
nowadays in why organisa-
tions will do this — it’s really 
about access to expertise. It’s 
very difficult to resource an 

IT person for a small- or me-
dium-sized business that’s 
going to understand abso-
lutely every technology and 
have all the skills needed. 
You’re not going to find it all 
in one person, so that’s why 
it makes sense to work with 
an organisation like us that 
has the breadth of skills and 
experience,” said Creely.

“It’s also smart because we 
have the ability to use a lot 
of complex tools and tech-
nologies to do the manage-
ment and monitoring as well 
as having the expert people 
behind the scenes and there-
fore there is a whole pool of 
resource that a business can 
access.”

According to Michael Mc-
Grath, services manager for 
the western European region 
for Dell EMC, now is a good 
time to be in the market of-
fering managed services in 
Ireland. The reason is that 
a critical mass has been 
reached in terms of aware-
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