
“Our ticket resolution is 40 percent better today than it was
a year ago and I can attribute that solely to the services
offered to us through the Continuum solutions suite.”

Empower Information Systems Attains 30 Percent 
Annual Growth with Support from Continuum
Meeting client demands can be tough enough when you’re firing on all cylinders, 
but when you find yourself down a key employee, it can stall a lot more than 
productivity. It could tank your business. That’s exactly the position Empower 
Information Systems Owner Jason Holbrook faced one day when his chief 
technician took a sudden, and extended, medical leave.

To keep things going, he could either step away from revenue-generating sales and 
consulting work to pitch in, or spend weeks looking for a qualified replacement who 
might be willing to take a temp job. Instead, Jason called Continuum. 

“The Continuum NOC (network operation center) team not only helps us fill the gaps 
between client demand swings, they help us shine,” Jason notes. “Because they 
handle such a high volume of activity across their partner base, they’ve seen just 
about every issue in every environment. That experience enables them to resolve 
tickets faster, which absolutely helps us improve our response rates, productivity 
and overall customer satisfaction.”

Despite the unexpected reduction in staff, Continuum enabled Norfolk, Va.-based 
Empower to maintain an impressive growth rate of more than 30 percent during the 
period, and shift other business metrics into overdrive too.

“Our ticket resolution is 40 percent better today than it was a year ago and I can 
attribute that solely to the services offered to us through the Continuum solutions 
suite,” said Jason. “We looked at a lot of different offerings. All of them have their 
good points, but really none of them offer the value, breadth of knowledge, and 
scope of reach that Continuum does.” 

Jason feels so strongly about the quality of Continuum’s fully integrated managed 
services solutions that he frames his company’s entire sales discussion around this 
“single, powerful and cost-effective” support offering.
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“When we step into a new business meeting, start outlining our management protocol, 
and then show them how they can have everything but the kitchen sink for a relatively 
inexpensive price, it gets their attention pretty quickly.”

That approach works particularly well within the healthcare and financial services industries 
where end-to-end solutions aren’t merely a sourcing convenience, they also help ensure 
functionality, reliability and security – all of which address compliance concerns. 

“I think our customers who have to adhere to complex federal regulations, like HIPAA and 
Sarbanes-Oxley, appreciate the comprehensiveness of our solutions,” Jason observes. “We 
do a good job demonstrating our understanding of their needs, how we’re going to fulfill 
them and then deliver more than they expected.” 

In most cases, Jason says, Continuum’s remote monitoring and management (RMM) 
platform allows his company to react before customers even know there’s an issue. With 
Continuum’s Intelli-Monitoring service, potential problems in a customer’s IT network are 
automatically detected and, depending upon the managed services provider’s (MSP) 
preference settings, either resolved remotely, or MSPs like Jason are alerted to the issue. 

“Many times a ticket will come to us from the NOC with remediation information suggested, 
or we contact them when our tech doesn’t have the right experience level,” he explains. “It 
works out great for us.”

In one instance, Jason recalls, the NOC issued an alert indicating that a customer’s network 
backup protocol was falling within normal business hours. An Empower technician verified 
the situation, made a correction to the backup schedule and notified the customer. 

“Without the RMM alert, diagnosing the problem could have been a lot more difficult. The 
customer could have potentially spent thousands of dollars trying to track down a problem 
that didn’t exist in their IT infrastructure,” Jason says. “With Continuum, we came out looking 
like heroes.”

And while Empower has been using Continuum’s suite of managed services solutions for 
about a year and a half now, the revenue opportunities continue to accelerate. What had 
once been a goal of 30 percent top-line growth has reached pole position now that the 
company’s chief technician has returned to duty.

“Now that we’ve got him back, we’re sustaining a more than 40 percent growth rate,” Jason 
says. “That’s pretty good and I’m very happy with it.”

“With Continuum, we came out looking like heroes.”
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Business Challenge
In the face of an unexpected 
and untimely loss of key 
technical personnel, Empower 
needed to maintain its brand as 
a highly responsive IT managed 
services provider that client 
businesses can rely upon to 
keep their operations running 
smoothly.

Solution
Continuum’s comprehensive 
managed service platform 
combines an intelligent remote 
monitoring and management 
(RMM) software solution with a 
24/7/365 Network Operations 
Center (NOC) to deliver a single, 
unified experience.

Results
With 30% annual growth as 
the benchmark, Continuum’s 
RMM service allowed Empower 
Information Systems to maintain 
that level despite losing their 
key technical person for seven 
months due to illness. And with 
the team back to full strength, 
the company is now on pace for 
41 to 42% annual growth.
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