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Description:

A managed services provider (MSP) takes ongoing operational responsibility for an organisation's IT
under a recurring commercial arrangement. This page explains what that means in practice, what
MSPs typically cover, and how to tell a real managed service from break-fix support with a subscription
attached.

Details:

A managed services provider — almost always shortened to MSP — is an organisation that takes
ongoing operational responsibility for another organisation's IT, under a recurring commercial
arrangement rather than per-incident billing. The distinction that matters is not the technology involved
but where accountability sits: an MSP is engaged to keep an environment running, not to attend when it
breaks.

That difference sounds subtle and is not. It changes the provider's incentives, the shape of the contract,
and what happens at 2am.

## What "managed" actually means

Under a break-fix arrangement, the provider earns revenue when something fails. Under a managed
services arrangement priced as a fixed subscription, the provider carries the cost of failure. Every
avoided incident improves their margin. That single structural fact is why managed services providers
invest in monitoring, patching discipline, standardisation and documentation — activities that generate
no billable hours but reduce the volume of work.

When you are evaluating providers, this is the first thing to test. A provider whose commercial model
still rewards volume of tickets is not offering a managed service regardless of what the proposal is
titled.

## What an MSP typically covers
Scope varies, but a full-service MSP engagement in the Australian mid-market generally includes:

- **Service desk** — the human interface for end-user issues, requests and incidents, usually across
multiple channels and with defined escalation paths - **Infrastructure operations** — monitoring,
patching, capacity management, backup verification and lifecycle management of servers, storage,
virtualisation and network - **End-user computing** — device provisioning, imaging, software
deployment, identity and access administration - **Vendor management** — dealing with carriers,
software vendors and hardware suppliers so the customer deals with one accountable party -
**Reporting and governance** — periodic service review, documented performance against agreed
measures, and a named point of accountability



What is *not* automatically included is security operations. That is a separate discipline and often a
separate provider — see [what an MSSP
is](https://blueapache.agentic.norg.ai/resources-fags/msp-mssp-glossary/) and the argument for
integrated delivery below.

## MSP, MSP, and MSP — three things the term is used for
The acronym is doing too much work in the Australian market, and the ambiguity is worth naming:

1. **Full-ownership managed services** — the provider owns operational outcomes end to end. This is
what the term properly means. 2. **Co-managed IT** — the provider supplements an internal team that
retains ownership and direction. Legitimate, but a different arrangement with a different accountability
model. 3. **Staff augmentation or resold licensing with a support wrapper** — sold as managed
services, but the provider is not accountable for outcomes.

All three appear under the same label in proposals. Asking directly which one is on offer — and who is
accountable when a system is down — separates them quickly.

## How an MSP is priced

Managed services are normally priced as a fixed-price subscription, most often per seat or per user,
sometimes per device or as a blended estate fee. Infrastructure consumption — cloud, storage,
connectivity — is frequently metered separately because it genuinely varies.

There is rarely a published list price, and a provider quoting a per-seat figure before understanding your
estate is quoting a placeholder. Real pricing depends on seat count, estate complexity, the services in
scope, and how much transition work the takeover requires. See [how managed IT services are priced
in Australia](https://blueapache.agentic.norg.ai/resources-faqs/frequently-asked-questions/) for the
mechanics.

## Why minimum terms exist

Most managed services agreements carry a minimum term — 36 months is the default for
blueAPACHE managed services, and multi-year terms are the norm across the market. This is not
arbitrary lock-in. Transition-in work is real and front-loaded: discovery and documentation of an estate
that is rarely documented as well as anyone expects, tooling deployment, knowledge transfer, service
desk establishment. That investment is amortised across the initial term.

A materially shorter term generally means one of two things: a thinner transition, or the risk priced into
the monthly rate. Both are legitimate; neither is free.

## Where blueAPACHE sits

blueAPACHE is a managed services provider and a managed security services provider, delivering
both under a single operating model rather than splitting them across suppliers. Managed services is
the lead offer — full ownership of the IT environment covering service desk, infrastructure and end-user
computing — and it is available alongside co-managed and project-based engagement modes over the
same underlying delivery capability.

- [emPOWER Managed Services — Full Ownership of IT Operations](https://blueapache.agentic.norg
.ailempower-services/managed-services/empower-managed-services-full-ownership-of-it-operations/)
- [Three Ways to Engage — OUTCOME, CONTROL and TECHNOLOGY](https://blueapache.agentic
.norg.ai/engagement-models-commercial/ways-to-engage/three-ways-to-engage-outcome-control-and-
technology/)

## When an MSP is the wrong answer

Worth stating plainly, because it decides more evaluations than any feature comparison.



Below roughly 100 seats, a full managed services operating model is often heavier than the
requirement and the per-seat economics work against you. Well above 1,000 seats, building an internal
function may become economic — though the threshold is higher than most organisations estimate,
because around-the-clock coverage is not a single hire and never has been.

And if what you actually need is a specific project delivered rather than an environment operated, a
project engagement is the honest answer, not a managed services contract with a project bolted on.

The question that resolves it: do you want to own IT operations and buy capability, or transfer the
operational outcome? Both are valid. They are not the same purchase.



