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'he IT Partner Buyer’s Guide:
How to Choose with Confidence




Introduction

The right IT provider is a partner who understands your business, communicates clearly,
and helps you grow. But too many businesses end up stuck with providers who are slow to
respond, vague about pricing, and only show up once something has already gone wrong.

If that sounds familiar, this guide is for you. Whether you’re outsourcing IT for the first time
or weighing up whether your current provider is worth keeping, knowing what “good”
looks like isn’t always obvious when you’re not a tech specialist.

You might be setting up professional IT support for the first time or questioning whether
your current provider is pulling their weight. Either way, this guide gives you a clear
framework, including practical checklists, red flags, and questions you can take into

any conversation.




Why Your Choice of
IT Partner Matters

Your choice of IT partner affects your security, your team’s productivity, your
ability to scale, and your compliance obligations. Here’s what research says:

43% of UK businesses

experienced a cyber breach or attack in the past twelve months. Most stemmed from
missed updates or basic configuration weaknesses.

19 hours of downtime
lost per year by the average UK SME due to connectivity issues alone. That’s more than
two full working days.

Up to a third of cloud budgets

wasted on unused resources and forgotten licences, often because nobody reviewed
what was needed.

s these things early, so you can get
unning your business.

The Three Most Common Frustrations

Slow Response Times

You raise a ticket, then wait for hours, maybe even a day. When the response
finally arrives, it’s a generic acknowledgement rather than an actual fix. For a small
team, even a short delay can stall projects, frustrate staff, and cost real money.

Unclear Pricing

Out-of-hours charges you weren’t told about. Licence costs that quietly inflated.
Invoices that never quite match the original quote. When pricing isn’t clear from
the start, trust erodes fast.

‘ Your provider fixes things when they break but never flags what’s about to.
No guidance on scaling, no heads-up about compliance, no conversations about
whether your setup still fits your business. You’re paying for support but getting
maintenance at best.



Your IT Partner Evaluation Checklist

Use this checklist when you’re meeting prospective providers or reviewing your current
one. These are the seven areas that separate a genuine partner from a provider going
through the motions.

Proactive vs. Reactive Support

C They monitor systems and flag risks before issues become outages
C They handle patching, updates, and maintenance as standard

C They can describe their approach to preventing problems, not just fixing them

Clear Communication

C They explain technical concepts clearly
C You understand what’s happening and why at every stage

C The sales process itself felt clear and straightforward

Response and Resolution Times

C They provide documented SLAs with specific targets
C They can share actual performance data from recent months

C They distinguish between response time and resolution time

Business Understanding

C They ask about your goals before talking about their services
C They tailor recommendations to your size, sector, and growth plans

C They raise compliance or scaling considerations you hadn’t thought of




Transparent Pricing

C The quote clearly states what'’s included and what costs extra
C They explain how pricing changes as your team grows

C Out-of-hours and ad hoc costs are clearly defined in the contract, with no surprises

Cyber Security Approach

C They outline their backup, monitoring, and recovery procedures
C They offer guidance and support for certifications like Cyber Essentials and ISO 27001

C Their approach is proportionate to your size, not oversized or undersized

Client Retention and References

( They can share their client retention rate (90%+ is a strong indicator)
( They’re happy for you to speak with an existing client

( Average client relationships last several years, not months

Red Flags to Watch For

Some warning signs are easy to spot once you know what you’re looking for. If any of
these come up during your evaluation, take note.

They can’t provide real performance
data when asked about response times

They hesitate when you ask to speak
with a current client

The sales conversation is heavy on
technical words and light on listening

Cyber security is positioned as an expensive
bolt-on rather than part of the service

Their average client tenure is under
two years

They jump straight to their services
without asking about your business

Pricing is vague, or key costs are buried
in the small print

They only talk about what they’ll fix,
never what they’ll prevent
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Your Next Step

If you’re not sure your IT setup ticks most of the boxes in this guide, or
you don’t have one yet, we’ve built two programmes to help.

If you’re building from scratch:

e Everything’s set up securely from day one with the right policies and protections,
before problems have a chance to creep in.

e Your team can communicate and collaborate from the start, without the growing
pains of a DIY setup.

¢ You avoid the tech debt that comes from patching things together as you grow.

« SmartStart

For businesses getting set up for the first time. We build you a secure, scalable Microsoft
365 environment from day one with the right policies, protections, and foundations so
you’re not storing up problems for later.

If you’re improving what’s already there:

e Security gaps and inefficiencies get identified and fixed, so your existing systems
work the way they should.

¢ You stop firefighting and start planning ahead, with the day-to-day handled by
someone who knows your setup inside out.

e Your infrastructure keeps pace as you grow, instead of slowing you down

an ScaleStart
[

For businesses that already have systems in place but need to optimise, secure, and
modernise them. We audit what you’ve got, fix the gaps, and give you a clear roadmap forward.
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%—fr;'!‘" x assessment. Let’s start making sense of your IT.
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	This guide is for two types of reader. You’re either building your IT setup from scratch and want to get it right from day one, or you already have systems in place but need to optimise, secure, or modernise them. Either way, the goal is the same: IT that works for your business, not against it.
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