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Strategy #1for Reducing IT Support Costs  
Current economic conditions are forcing many organizations to reduce costs. One well known method for saving money is to outsource non-core functions, such as IT support, to a specialty organization. I know the decision to outsource can be difficult if the decision results in laying people off.  I don’t envy you if that is the decision you face.  All I can say is my experience with 40 IT support clients over the past four years bears out that outsourcing does indeed save money for organizations with about 80 or fewer computer users. 
Outsourcing IT support allows you to manage your cost in lock step with the size of your organization.  Since outsourced IT support pricing is often linked to the number of users being supported, your cost goes down if you have fewer users in your company.

In my experience, the direct expense of outsourced IT support for an organization with about 70 users is the same as having an in-house person.  In addition to direct expenses, outsourcing helps eliminate the following productivity drains.

More IT problems 
An in-house support person does not have the economy of scale required to:
· Purchase and configure network monitoring software, which prevents problems like server crashes caused by disk drives filling up
· Get help from manufacturers with design, which prevents advanced configuration issues like problems with data synchronization between branch offices 
· Stay abreast of best practices, which prevent problems like configuring your antivirus so it doesn’t corrupt your email data base
· Perform time consuming yet critical maintenance, which prevents problems like being unable to restore data when you need it because practice restores haven’t been done
Longer problem resolution times

An in-house support person also does not have the economy of scale required to:

· Purchase remote support tools, which allow them to work problems immediately regardless of where they 
and the users are
· Purchase and configure service management software, which minimizes the chance that support requests languish or fall through the cracks
· Staff as well as purchase and configure a phone system, which allows them to provide support within minutes 24 hours a day 7 days a week 
· Get help from manufacturers when faced with an advanced troubleshooting issues because they don’t represent enough purchasing power for the manufacturer to pay attention to them
· Have a reservoir of support capacity to handle spikes in support requests
Turnover and specialized recruiting capabilities
Top quality IT professionals tend to prefer to work in companies with sophisticated challenges. As a result, they don’t typically work for smaller organizations. If they do, they don’t stay long. This means that management has to have the time and capability to select appropriate IT professionals on a regular basis. 
If you have 80 or fewer computer users, you might want to consider outsourcing IT support because I have seen it be the most effective cost management strategy organizations can employ. 

Stay tuned for several more IT cost management strategies.
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If you have questions about your particular situation or future column requests, please e-mail me at  tpsnyder@xantrion.com.
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