
Managed IT Support: The Complete Guide

Why It Matters

Technology is now part of almost every business process. Email, cloud 

applications, internet connectivity, business software, employee devices, 

cybersecurity and data storage all need to work together. When something 

goes wrong, even a small technical issue can interrupt staff productivity and 

delay customer service.

That is why many Australian businesses consider managed IT support 

services. Instead of relying entirely on internal employees or calling a 

technician only when something breaks, you can have ongoing technical 

support for your business environment.

What Is Managed IT Support?

Managed IT support is an ongoing service in which an external technology 

provider takes responsibility for agreed areas of your IT environment.

Instead of paying only when a problem appears, you generally have an ongoing 

support arrangement. The provider can monitor systems, respond to support 

requests, maintain devices and applications, assist users and help address 

technical risks.

The exact service differs between providers. Some focus mainly on help desk 

support, while others provide a broader package covering infrastructure, cloud 

services, cybersecurity and IT strategy.

For a small business, this can provide access to technical skills without 

requiring every specialist role to be hired internally.
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Why Businesses Use Managed IT Support
The reasons for outsourcing IT support vary. A growing business may not have 

enough internal staff to handle increasing support requests. Another company 

may have employees with basic technical knowledge but lack specialists in 

cybersecurity, cloud platforms or network infrastructure.

You may also want predictable IT costs instead of dealing with unexpected 

technician invoices whenever an issue occurs.

Common Drivers

Increasing numbers of devices and employees

Frequent technical problems

Limited internal IT expertise

Growing cybersecurity requirements

Cloud applications becoming central to daily work

Need for faster technical assistance

Difficulty keeping systems maintained

Major IT projects that require additional expertise

Managed support does not automatically mean that you need to outsource 

everything. You can choose a model that matches your internal resources.

Help Desk & User Support

Help desk assistance is often the most visible part of managed IT support. 

Employees can contact the support team when they experience problems with 

devices, applications, email, printers, connectivity or user accounts.

A good support process should make it clear how employees report problems 

and how urgent issues are prioritised. Ask whether support is available by 

phone, email, ticketing system or another method. Also check the expected 

response times for different types of incidents.

Device & Endpoint Management

Your business may have laptops, desktops, mobile devices, printers and other 

endpoints that require regular attention. Support may include software 

updates, patch management, antivirus protection, device configuration and 

troubleshooting. Ask whether the provider manages only company-owned 

devices or whether personally owned devices can also be supported.

Network Support

Your internet connection is only one part of your network. Routers, switches, 

wireless access points, firewalls and internal connections can all affect 

performance. A managed provider can help monitor and maintain these 

systems and investigate recurring connectivity problems. If your business 

operates across multiple offices, ask how the provider handles support 

between locations.
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Core Service Areas: Security, Cloud & Backup

Cybersecurity Built Into IT 
Support
Cybersecurity should not be treated as 

something you review once a year. Your IT 

environment can change every day as 

employees join or leave, applications are added, 

passwords change and new devices connect to 

business systems.

Ask potential providers how they handle 

security updates, endpoint protection, access 

controls, backup protection and security 

incidents.

Microsoft 365 & Cloud Support
Cloud applications have changed the way 

businesses work. Microsoft 365, Google 

Workspace, cloud storage and other online 

platforms may now hold essential business 

information. That creates new responsibilities: 

user accounts need to be created and removed 

correctly, permissions must be reviewed, 

licences need to be managed and security 

settings need attention.

Before choosing a provider, ask whether 

Microsoft 365 or other cloud platforms are 

included in your monthly service. If they are not, 

find out how additional work is charged.

Backup & Disaster Recovery
A backup is only useful if your business can 

recover from it. Ask your provider what data is 

backed up, how frequently backups run, where 

they are stored and how restoration is tested.

Understand the difference between backup and 

disaster recovery. Backup focuses on retaining 

recoverable copies of information. Disaster 

recovery considers how your business will 

restore important systems after a serious 

incident.

The Essential Eight (Australian Signals Directorate)

For Australian businesses, it can be useful to discuss the Essential Eight and 

understand which controls are relevant to your organisation. The appropriate 

security controls depend on your business, systems and risk profile. Do not 

assume that purchasing managed IT support automatically means you meet 

every cybersecurity requirement.
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How to Choose a Managed IT Support Provider
Choosing a provider should start with your own requirements. Before contacting companies, document your current environment — record approximately how 

many employees and devices you have, which cloud platforms you use, how many locations you operate and which IT problems occur most frequently. Then ask 

providers similar questions so you can compare their responses.

Key Evaluation Criteria

1

Services & Scope

Services included in the monthly 

fee, cloud administration, 

backup arrangements and 

cybersecurity responsibilities.

2

Support Terms

Support hours, SLA response 

targets, remote and onsite 

assistance availability.

3

Commercial Terms

Project charges, contract length and exit arrangements. Do not select a 

provider simply because it has the lowest monthly price.

A cheaper agreement may provide fewer services, slower response 

times or more additional charges.

Questions About the Support Team Matter

You should know who will actually support your employees. Ask whether you 

will have a dedicated account manager, whether technicians are located in 

Australia, how escalations work and whether specialist engineers are available 

for complex issues.

It is also reasonable to ask how the provider documents your environment. 

Good documentation should help technicians understand your systems 

without repeatedly asking your employees the same basic questions.

If a provider cannot clearly explain its support process, ask for more detail 

before signing.

Dedicated account manager?

Technicians located in Australia?

Escalation process for complex issues?

Environment documentation practices?
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FAQs About Managed IT Support

What is managed IT support?
Managed IT support is an ongoing service where an external IT provider manages agreed areas of your technology environment. This can include user 

support, device management, networks, cloud services, cybersecurity and backups.

Is managed IT support suitable for small businesses?
Yes. Small businesses often use managed support when they do not have enough internal IT resources or need access to specialist technical skills.

What is included in managed IT support?
Services vary between providers. Common inclusions can include help desk support, device management, network assistance, software patching, 

cybersecurity and cloud administration. Always check the service agreement for exact inclusions.

Does managed IT support include cybersecurity?
It can, but the level of security support differs. Ask specifically about endpoint protection, patching, multi-factor authentication, monitoring, backup 

security and incident response.

Can managed IT support work alongside an internal IT employee?
Yes. An external provider can supplement internal staff with specialist knowledge, additional support capacity or project assistance.

Always review the service agreement carefully. The exact scope, response times, inclusions and responsibilities should be documented clearly before you 

commit to any provider.
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