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The rise of the MSP

The role of technology has changed dramatically over the last two decades. No longer seen as 
the cost of doing business, technology is now well-recognised as an enabler, a way for 
organisations to meet their objectives and drive growth. Along with this change in the way 
technology is viewed, the way in which organisations procure and manage it has also 
changed. This is why the managed service provider (MSP) market has grown significantly 
alongside the shifting role of technology. 
 
While businesses may have in-house IT teams, there is often a lack of skill and expertise when 
it comes to evaluating and deploying specific solutions. As a result, partnering with a service 
provider can deliver tremendous benefits to an organisation. And there is certainly ongoing 
growth in the service provider market to support this. 
 
 

With the fast-paced evolution of 
technology and the rate of change in the 

market, is there still a place for MSPs?
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In its report Managed IT Service Providers: Global Markets to 2021*, BCC Research forecasts a 
growth rate of 11.5%. By 2021 the market will reportedly be worth $256.5 billion. 

https://www.bccresearch.com/market-research/information-technology/managed-IT-service-providers-global-markets-to-2021-ift156a.html


 
 
From inception in the 1990s, MSPs were all about reducing costs; delivering technology and 
skills to businesses that were focused on saving money and getting the expertise they needed 
when they didn’t have those capabilities in house. 
 
In the past service providers added value to operations and played a key role in ensuring an 
organisation’s IT is performing as it should and is delivering against the business’ 
requirements. Providers also do a great job of cutting through clutter, clarifying information 
around a host of similar products and helping with that all-important management factor. 
 
But given prevailing attitudes and the rate of change within the market, even from 
technology itself, are organisations still getting value out of these service providers? Are they 
still realising the benefits? And, more importantly, is there still a place for MSPs? 
 
In this eBook we will look at the role of the MSP, the challenges faced, the need for change 
and the emergence of a new breed of MSP, the Managed Applications Access Partner 
(MAAP).  
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On the other hand, many see MSPs as outdated outsource companies. Managed services and 
outsourcing simply to save money is a model that is just no longer working. Just consider the 
collapse of Carillion early in 2018 — according to The Guardian**, “After Carillion, outsourcing 
looks like a dogma that’s run out of road”.

https://www.theguardian.com/commentisfree/2018/mar/26/carillion-outsourcing-public-servants-jobs


The challenge: an old model in a changing world 

One of the most asked questions is whether, in today’s market, there is still a place for the 
MSP. After all, service providers have carved a niche for themselves, playing an advisory role 
to businesses, helping to deploy and manage technology solutions. But is it enough?

We’re living in a time where technology is advancing faster than ever before. So, while the 
role of the MSP has always been well received, against the backdrop of the age of cloud, IoT, 
edge computing, cyber security and digital transformation, is it enough to carry on in the 
same vein as in the past? 
 
For the modern organisation there needs to be more to the service provider relationship than 
just saving money. The traditional model is great at reducing those costs, but too often this 
comes at the expense of growth and innovation. 
  

Is it time for a new breed of 
MSP? 
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What and how will they 
deliver?
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As it stands, MSPs build relationships with certain vendors and, as a result, are more inclined 
to offer their customers solutions from these vendors. Which all makes sense. There are 
benefits here that trickle down to the end user in terms of economies of scale. Except, what 
happens if the customer has a requirement that isn’t quite met with the MSP’s existing 
portfolio? What if a MSP sells a product or solution simply to satisfy commercial agreements 
and not because it’s what the customer truly needs? 
 
Customers rely on their provider to give them advice, make suggestions and introduce them 
to solutions that will ultimately make their lives easier and meet their business requirements. 
It’s all about being fit for purpose. And there is still a place for vendor relationships. That’s 
where the technical expertise comes from. 
 
If we are to retain MSPs, if we are to still get value from them, they need to evolve. They 
need to change with the times and be able to meet the needs of a growing market. But what 
does this evolution entail?  

Disrupting the status quo
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The solution: MAAP, a new approach for a new era 

The old adage of you get what you pay for rings true when looking at the service provider 
market. Yes, service providers are good at helping businesses save money, but as mentioned, 
all too often innovation and growth are sacrificed. Especially if businesses become 
complacent within their servicer provider relationships and favour renewing technology 
contracts at a lower cost instead of investing (even on an OPEX level) in new technology. 
 
There needs to be a new approach; one that recognises there needs to be more benefits than 
just cutting costs. There needs to be an approach that brings back growth, spurs innovation 
and focuses on service and expertise. 
 
 

The fundamentals of the old approach remain important, such as giving businesses the ability to 
cut through the clutter of different vendors and solutions, advising customers on new 
technologies and suggesting solutions to meet business requirements. 
 
But the scope of this new, evolved approach is much broader than before. There is more of a 
focus on security, compliance and, ultimately, the customer. This focus on security and 
compliance is another indicator of how the market has changed. Cyber security and complying 
with regulations is now an integral part of any technology roadmap and MSPs need to take that 
into account.

MAAP brings back business 
enablement
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Enter the managed applications access partner (MAAP), a provider that focuses on best-in-class 
technologies, finding the best solution for customers, and delivering that with the backing of 
technical expertise and excellent support. All the while keeping security and compliance front of 
mind. 
 
The MAAP, like its predecessor, delivers best-in-class technologies. The difference? These 
technologies are chosen based on customer needs and a deep understanding of their business. 
More than that, these solutions are fit for purpose. The result is a partner that actively seeks the 
best product to meet requirements and then delivers those solutions, strengthening them with 
technical expertise and an excellent support philosophy. 
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MAAP is a business enabler. A way to ensure customers get the most out of their technology 
deployment and meet their business objectives at the same time. The MAAP philosophy is 
focused on giving customers access to business-critical systems and applications, improving 
them and by extension, growing their organisations. 
 
While MSPs are, in essence, outsourcers that help businesses get around skills shortages in 
cost-effective ways, MAAPs are solely focused on business enablement. 
 
Ultimately, MAAP is about placing the customer where they should be: at the centre of things. 
With the customer at the heart of the technology ecosystem, it becomes easier and clearer 
for providers to understand their requirements and build solutions around those needs. It also 
ensures they will help the business to meet its longer-term objectives. 
 
On the technology side customers are getting the best fit for their requirements, but they are 
also getting the right levels of support and the application of technical knowledge from their 
partner. All trusted partners will have an in-depth understanding of those solutions and how 
they need to perform for that specific customer.  

Changing focus to the customer
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The Comtec approach

For a company like Comtec, a true MAAP, this approach is also underscored by a focus on 
security and compliance — not just at the strategic level but also on an operational level. All 
solutions are delivered with security and privacy built in; again all coming from an in-depth 
understanding of customer requirements, their business objectives and the way they operate. 
 
The company works to understand its customers’ requirements, particularly around security, 
and then undertakes an audit to identify any gaps and suggest remediation through the 
proper application of the right solutions — solutions that are also integrated into the wider 
environment. These solutions are deployed and supported by specialist teams with the right 
knowledge to ensure customers reach their objectives and get the most from their technology 
investment. 
 
Whether that’s at the infrastructure level supplying cooling and power to a datacentre, 
providing compute power for use in-house or in the cloud, delivering connectivity throughout 
the business, or a combination of everything, Comtec relies on its extensive industry 
experience, strong support and position as a MAAP to help customers optimise efficiencies, 
increase resilience and be more competitive. 

For Comtec, MAAP 
is an approach and a guiding 

philosophy
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Conclusion 

The world is changing. Technology is changing. And businesses need to keep up in order to 
remain competitive in a crowded marketplace. Getting the most from technology and 
ensuring that it is a true enabler for business can be a challenge for organisations. This is 
where, traditionally, the MSP has provided value. But with the evolution of the entire 
ecosystem, they need to change, adapt and grow in line with changing expectations, needs 
and business models. 
 
What’s needed going forward is a new way of looking at the model.  It is time for a new era 
for the service provider, the managed applications access partner (MAAP) that is customer 
centric, skilled and experienced in delivering solutions from a wide range of vendors that are 
fit for purpose. It is this relationship between MAAP and organisation that will shape the 
internal technology landscape, and help businesses meet their objectives, sustain growth and 
remain competitive.  
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Comtec is a managed applications access partner (MAAP) that provides solutions, consultancy 
and technical expertise, from infrastructure through to application access — supported by 
service excellence. 
 
Comtec is committed to helping customers with innovative and cost-effective solutions to 
their business challenges. From increased agility, to streamlining technology assets, Comtec 
designs and delivers IT infrastructure, communications and collaboration solutions, and 
power and datacentre design. 
 
Active in the retail, legal, healthcare and education space, Comtec has a 23-year pedigree in 
the technology industry and a wealth of experience in consulting, providing and supporting 
end-to-end solutions tailored to meet the individual needs of its customers. 
  

About Comtec
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