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Improve the Existing, Open Up the New: Managed Services 
Are More Flexible Than Ever

Managed Services Stand for 
“Assuming Responsibility”

By Jörg Hansen

There are an increasing number of topics in outsourcing where a company needs more than 
just additional staff. In this kind of trust situation, Consist Application Maintenance Services 
(AMS) have dominated for years due to their reliability and personal engagement. That suc-
cessful concept has now been extended to nearshoring as well – and so AMS has become 
“Managed Services”.

Mr. Achiever*, the CIO of his 
company, is under pressure. He 
has a 15-year-old business-critical 
software application that must be 
entirely replaced with a new appli-
cation. He has planned a period of 
about four years for development. 
During that time, however, the 
maintenance of and updates to the 
existing system have to continue. 
Customer-specifi c features have to 
be implemented during that time, 
too. On the other hand, the exist-
ing personnel who have always de-
veloped and maintained the legacy 
system are needed for the new de-
velopment.

Mr. Achiever is caught between 
two stools, because he don’t like 
one of his options:

* Name fi ctitious

Fig. 1: Specifi c reasons for Managed Services

graphics: Consist
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  Build up staffi ng levels and 
handle both tasks with his own 
staff. For this, Mr. Achiever has 
no budget.

  Contract signifi cant parts of 
the new development to an IT 
service provider. In doing so, 
Mr. Achiever worries, that his 
own team lose strategic know-
how.

  Hand off the maintenance and 
updating of the legacy system 
to an outsourcer and assign the 
new development to his own 
staff. For this, Mr. Achiever 
fails the confi dence, putting his 
“baby” into strange hands.

How will Mr. Achiever decide 
this issue? He is not the only one 
with this question, either. Some IT 
challenges simply can’t be met with 
average services, so there are a lot 
of reasons to think hard about al-
ternatives (see Figure 1). Employ-
ees with important know-how for 
certain topics may leave while these 
topics may need to be maintained 
for longer period of time. Cost 
pressure may force consideration 
of nearshoring options, but past ex-
periences with coordinating work 
between cultures have 
been humbling or even 
critical. Perhaps a given 
service topic with great-
ly fl uctuating require-
ments, such as demand-
ing system monitoring, 
may require higher 
scalability than external 
service providers want 
to provide.

All these are examples of 
areas that can no longer be 
covered by internal resources, 
but are still so important that 
companies hesitate to relin-
quish responsibility. The key-
word here, which is a word 
that sometimes sounds sur-
prising in an IT context, is: 
trust.

Personal engagement as 
USP

For many years, Consist has of-
fered its Managed Services for this 
dilemma, representing far more 
than the usual in IT services. We 
take “Managed” to mean authentic 
provider involvement: Anything a 
customer places in the hands of our 
staff becomes their own task and 
engagement. So Managed Services 
doesn’t employ temporary work-
ers, but rather professional, en-
gaged partners that care about the 
customer’s needs as though they 
were their own – and who are per-
sonally engaged in ensuring suc-
cess. That, in turn, engenders trust 
(see Figure 2).

But trust has to be earned. The 
area of “Managed Services” is thus 
Consist’s overall term for service 
models for demanding IT chal-
lenges that are not only reliable 
and effi cient due to a transfer of 
responsibility, but are also transpar-
ent and controllable. Until now, 
two such concepts have already 
met these requirements: Service on 
Demand and German-Language 
Nearshoring. The boundaries of 
which concept is most suitable for 
which topic are fl uid (see Figure 3).

Service on Demand: 
Trusted concept with a new 
face

“Service on Demand” 
(SoD) was once Consist’s 
“Application Maintenance 
Services” (AMS). This 
model, which has been 
successful for years, has 
been retained with nearly 
no changes, but over the 
past few years it has in-
creasingly proved ideal 
for system monitoring as 
well, so the old title has 

been changed. 

Fig. 3: Classical responsibilities in the 
Managed Services concepts

Fig. 2: Mission statement of the Managed Services
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SoD is especially designed for 
requirement-driven topics: The 
contingent concept ensures that the 
customer only needs to request ser-
vices when they are really needed.

This procedure has proved es-
pecially useful in the maintenance 
of legacy applications and system 
environments, so our staff has a 
broad know-how portfolio even in 
exotic environments.

Different measures here engen-
der trust. The collaboratively de-
fi ned average monthly contingent 
is the basis for a fi xed monthly fee, 

giving the customer budgetary se-
curity. The fl exible request model, 
on the other hand, is independent 
of that – an IT manager can fl exibly 
respond to varying needs in his de-
partment and ensure the scalability 
to handle peak load (see Figure 4).

SoD teams are used to taking 
on full responsibility for an entire 
service topic. Extensive reporting 
using the Consist ticket and service 
tracking system as well as proactive 
controlling by a personally assigned 
service manager ensure transpar-
ency and clarity in this process.

Nearshoring: Managed 
Services provides a new 
model

The second concept – Consist 
Nearshoring Services – is especial-
ly well-suited for the cost-effective 
handling of comprehensive activi-
ties. The cost structure of our near-
shore partners permits potential 
savings of 25% to 60%. Of course, 
offshoring and nearshoring entail 
risk, and have taken signifi cant hits 
to their reputation. The decentral-
ized project organization, differing 
project cultures, other standards 
and methods, and even language 
barriers or intransparent forms of 
communication, can all endanger 
collaboration.

Our nearshoring services avoid 
these risks by providing experi-
enced Consist project managers 
onshore in Germany to take full 
responsibility for the intensive 
management and oversight of their 
nearshore colleagues. This permits 
us to combine German coordina-
tion and project culture with the 
technical competence and cost-ef-
fective conditions of our nearshore 
partners (see Figure 5).

Fig. 4: SoD – Flexible requesting of hourly contingents

graphics: Consist
Fig. 5: Shared allocation in nearshore projects
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This personal oversight is 
what puts the “Managed” into our 
nearshoring services. It guarantees 
short management paths and trans-
parency in service provision. Con-
sist specifi es the processes, meth-
ods, and standards to be used for 
the project, and manages them in 
a binding and ongoing manner on 
behalf of the customer. Our part-
ners are also all fl uent in German, 
have outstanding education and 
certifi cation, and are thoroughly 
familiar with the German business 
mentality. 

Trust as an economic 
concept

Just like managed nearshor-
ing, maintenance – whether main-
tenance of applications or system 
environments – can only work re-
liably and economically effectively 

Fig. 6: Different service variants

as a partnership of trust. That dis-
tinguishes these topics signifi cantly 
from classical sourcing. The con-
cept of Service on Demand and 
Nearshoring Services address this 
need by means of increased per-
sonnel competence and provider 
involvement (see Figure 6). 

With the term “Managed”, 
Consist has therefore brought a 
service understanding to the mar-
ket that may have become rare, but 
which has proved very benefi cial to 
customers and Consist alike. To il-
lustrate just what we mean, we have 
now provided the organizational 
framework with the greatest pos-
sible fl exibility to permit prospec-
tive customers to try a pragmatic, 
risk-free test run. Mr. Achiever 
has found a custom solution for 
his problem at Consist. You should 
talk to us, too!
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