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What Is the Break-Fix Model, 
and Why Should You Navigate 
Out of It? 
If you’re like many IT service providers, you still operate under the break-fix model of IT 
services, whether or not you’re even aware of it. The break-fix model is the original method 
of operation for information technology service providers. Simply put, it’s a model of 
service where something breaks and then a service company gets a call to come fix it, in 
that order. It’s a model that makes sense on a basic level — companies make money by 

responding to inevitable malfunctions and 
downtime and are compensated 
accordingly.  

But an IT service provider whose business 
operates solely on a break-fix mindset is 
continually operating in emergency mode. 
Clients only call during an emergency — a 
time when they feel they cannot recover on 
their own.  

Some days, there are no client calls. Other 
days, nearly every client calls, and the IT 
service provider’s staff and resources are 

spread very thin. It’s inefficient for the provider; the break-fix mindset does not scale as the 
IT service provider’s business matures, and so the business suffers from feast or famine 
work and profit cycles. During client crises, hourly rates often include after-hour 
differentials, but these are offset by the times when there is no work. 

The break-fix model is also inefficient for the end client. While they may like being able to 
keep their pockets closed tightly the majority of the time, the unexpected costs of fixing 
huge breakdowns can be daunting. This causes the client to postpone calling in the 
provider, which oftentimes further perpetuates the problem at hand. 
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Problems with 
Break-Fix: 
• Always operating in emergency mode

• Unpredictable labor needs

• Unpredictable cost
structure

• Inefficient for the end
client
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So, what if there was a solution that solved all of these problems? What if there was an 
option that offered predictable and consistent workloads for providers, as well as 
predictable, usually lower-cost service structures for end clients? What if there were a way 
to achieve early detection and eradication of IT issues? Well, good news — a managed 
services structure achieves exactly that. 

But what exactly are managed services? Managed services consist of many different 
aspects of IT service (RMM, service desk, Cloud, etc.) but in a more structured way that is 
designed to make labor and cost more manageable and efficient. A managed services 
provider (MSP) is the company who provides 
these structured services.  

IT service companies offer managed services 
to end clients, both those who have internal IT 
departments and those who don’t. But instead 
of billing for each project or hour involved, the 
client and provider create a set cost, which is 
outlined in a managed services agreement. As 
the respective companies grow, and as the 
needs of both parties change, the agreement 
is revisited.  

Now let’s take a look at what the specific 
advantages of managed services are, both to 
the provider and to the end client. 

The Advantages of Managed 
Services 
The IT service industry is evolving, and so the model of service should evolve as well. 
Offering managed services is advantageous not only for the end client but also for the 
provider, since many of the problems plaguing one also affect the other. The managed 
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Managed 
Services [noun]: 
1. An IT service model where systems

are monitored constantly and
undergo regular troubleshooting
rather than waiting for something to
go wrong.

2. Headache relief for
both IT providers and
end clients.

3. Antonym: Break-Fix



Continuum: Managed Services Transformed	

services advantage really boils down to five main points: early detection, predictability, 
opportunity cost, adaptability, and leverage. 

1. Early Detection
One of the most obvious benefits of managed services is early detection of problems. 
Obviously, if you’re paying a service provider consistently, you expect that consistent 
attention will be paid to your systems, and that’s exactly what MSPs do. By monitoring 
your network every moment that you need it, they are able to detect problems as quickly 

as they arise. Then, when a call does 
come in from the client, the MSP can 
normally reply with, “Yes, we are aware of 
this issue and have already begun repairs.” 

The same general truth that has been 
applied to medicine, relationships, 
psychology, and numerous other fields 
before applies to IT as well: the earlier you 
identify a problem, the easier it is to fix. 
Whether it’s a loading issue due to site 
traffic, an un-patched security hole, or 
some other problem, it will be easier to 
repair 99% of the time if it is found before 
symptoms start. The best way for end 
clients to do this is to implement 
consistent monitoring and management of 
their networks from afar, which is best 
handled through an MSP via a remote 
monitoring and management (RMM) tool.  

2. Predictability
As we stated earlier, break-fix is, by nature, incredibly unpredictable, which translates 
heavily into cost structure. When a client doesn’t know when the problems are going to 
occur, it’s difficult to budget resources like money and labor around fixing them. However, 
on a managed services structure, that is no longer an issue. 
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The Benefits of 
Managed 
Services: 
1. Early Detection: The earlier a

problem is detected, the easier it is
to fix

2. Predictability: Of labor needs,
cost structure, and your clients’
budgets

3. Opportunity Cost: Nobody’s time
is wasted or exploited

4. Adaptability: Allow your staff and
clients the ability to grow and
innovate

5. Leverage: Learn
how to utilized
technology to
actually grow your
clients’ business
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The vast majority of MSPs operate on a regular monthly cost structure. This means that 
CIOs and IT directors are able to budget a predictable amount each month for 
maintenance, troubleshooting, and other services offered by their MSPs with little to no 
guesswork. Sure, there are still costs like new equipment, software, and other tools, but 
those costs are made more predictable as well due to an increased ability to monitor their 
performance. 

The predictability factor benefits the MSPs as well. As previously discussed, the labor 
needs of the break-fix service model are decidedly unpredictable, and while there are still 
major issues that occur under managed services which demand more labor and more 
technicians, the monthly payment structure allows for these waves of crisis to be taken in 
stride. 

!
3. Opportunity Cost
When your IT service business is on a Time and Materials — or break-fix — pricing 
platform, you are reacting to issues that may take hours or days to address. Initially, this 
may seem to align with your business model by enhancing the billing possibilities and 
allowing ample time with the clients’ equipment. But the client is rarely comfortable 
allowing all the time necessary to bring the system to optimum performance; they just 
want the problem fixed so that they can get back to work, meaning billable hours are cut 
— along with your staff’s capabilities — due to time restraints. 

The client understands the concept of lost opportunity cost, and so should the IT service 
business. The time spent on emergency work could be spent on more profitable recurring 
work, which generates ongoing income and can help prevent downtime in the end. 
Becoming an MSP allows you to align your business with the end client’s business 
continuity goals instead of half-repairing problems that will likely reoccur down the road. 

!
4. Adaptability
For an IT provider, the best part about becoming an MSP is the adaptability it entails. Many 
SMBs are, of course, looking for a provider to take over all IT needs, since it makes little 
sense for them to hire an internal IT staff. However, employing a managed services model 
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also opens doors with larger companies who have internal staff for in-house needs but 
also want a company who can handle monitoring and high-level management of their 
networks. This helps free up their internal staff for other tasks and allows them to reap the 
benefits of a dedicated support team without infrastructure investment on their end. And 
when an MSP partners with a company who provides RMM and NOC services on a pay-
as-you-grow basis, it can amplify these gains by going after larger clients with more 
complex needs without having to stock their arsenals before pitching. 

!
5. Leverage
On a more business-related note, perhaps the most important advantage of managed 
services to the end client is the ability to leverage technology via an MSP. As that MSP, you 
can align your efforts with your clients’ business goals, positioning your company as an ally 
and even advisor to theirs. You can then help determine ways to leverage technology to 
grow their business, subsequently growing yours. 

In reality, break-fix is close to being on its deathbed. A surprising number of companies 
and providers still subscribe to the break-fix model, but as industry and society become 
more and more about streamlining processes and making expenditures and relationships 
more efficient, managed services will take over. And when break-fix goes down the drain, 
companies still tied to it will go down as well. You know that it’s best to be on the front 
lines of service innovation, but the process can seem daunting. 

Making the Transit ion Into 
Managed Services 
Making the switch from break-fix shop to managed services provider can seem like a lot of 
work, and it is. But it’s not as complicated as you might think. Your technicians likely 
already know everything that needs to be done to keep a company’s systems running, so 
they may actually breathe a sigh of relief when they realize they won’t have to constantly 
operate at DEFCON 5. 
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As for the rest — including RMM, service desk, 
storage solutions, and more — we 
recommend finding a partner who offers all of 
these services. This will allow you to deal with 
a single vendor who can get to know your 
business and even that of your clients. Vendor 
relationships are one thing your clients will 
expect you to have, so finding a full-service 
partner is a smart first move. 

Once you have a partner to guide you through 
the transition, you’re off to the races. There are 
other aspects, both small and large, to be addressed — like pricing, training, tools, etc. — 
but your partner can help you navigate through those tasks. This eBook is the first in a 
series that will help guide you through the various points of transition and put you well on 
your way to becoming a successful and trusted MSP. 

We’re Continuum. How Can We 
Help You? 
Continuum is the technology industry's only channel-exclusive provider of fully integrated 
managed services solutions. Our SaaS-based platform enables IT providers to efficiently 
backup, monitor, troubleshoot, and maintain desktops, servers, and other endpoints for 
SMBs.  

Our comprehensive offerings are backed by an industry-leading network operations center 
(NOC) and Service Desk product set, completing a unified managed services experience. 
We also provide fixed-cost pricing and a pay-as-you-grow structure so that you can grow 
your business on your terms.  

For more information about our services, give us a call at (724) 720-9000 or visit 
continuum.net.
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The journey to Managed 
Services can be 
confusing, but 
Continuum is here to 
help you navigate 
through the 
obstacles to 
achieve 
success.



Ready to say Goodbye to being 
in a break-fix model and Hello to 
becoming a managed services 
provider?
Combining our Remote Monitoring and Management (RMM) software with our 24/7 
Network Operations Center (NOC) you can immediately reduce the amount of time and 
money you spend managing client resources, freeing you up to grow your business.
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Your Complimentary 
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