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Introduction

Finding an honest and capable computer consultant is a lot like finding an honest mechanic; they
both operate in fields where the technician can easily rip off a client because they play on their
customer’s lack of technical knowledge. The problem is that you won't know you've hired the wrong
consultant until you are halfway into your project and have already invested a considerable amount
of time and money.

Sometimes it's not even that obvious. A consultant may /ook like they are doing a good job, but
unless you are technically savvy yourself, you simply have no way of knowing if they have over-
billed you or recommended technology that you could have lived without just to pad the bill a little.

On the flip side, a good computer consultant will save your company a considerable amount of
time, money, and frustration while increasing office productivity, lowering overall operation costs,
improve customer service, and helping you avoid devastating data losses and viruses.

That is why I've decided to write this paper.

As a small business owner and consultant myself, | want to arm other business owners with a few
good pointers to help them avoid getting the short end of the stick when outsourcing any I.T.
project or support.

After all, your computer network is the nerve center of your business. It largely affects productivity,
security, and even the competitive advantage of your organization. One bad decision can severely
cripple an organization through lost productivity, data, or excessive costs.

Following are 7 surefire ways you know your current “LT. guy” is ripping you off. If any of
these 7tips resonate with you, you may end up:

* Losing your organization a considerable amount of money.

* Find yourself facing hours of frustration and time that come with making a bad decision. Not actually be
protected and covered like you think you are.
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#1:They Don't Offer Fixed Pricing And Charge You Hourly

This is one area where | see a lot of companies getting burned. When
most consulting companies quote a project, they give you an estimated
cost for completion with an hourly rate added in for “unexpected events”
that may arise during the project. This is often called “time and
materials.” Be very careful about signing these contracts.

A good consultant should be experienced enough to have thoroughly
investigated your situation and thought through problems and issues
that may arise before issuing a proposal. Adding on a clause where they
can charge you for extra hours is a safety net for them. If their consultant
screws up, takes longer than they should, or if they overlooked
something when quoting the job, YOU end up paying the price. Next
thing you know you're well into the project and the bill ends up being
twice as much as you expected.

#2:They Don't Have Recent Testimonials Or References That You Gan

This seems obvious, but a lot of companies skip over this step. Ideally, you want
to speak to other clients who had a similar project or problem, but this isn't
always possible since every company’s network and computing needs are
different. You do want to speak to a few recent clients to find out:

Did they deliver on what they promised?

Were they responsive and easy to get hold of in times of emergency?
Did they bill accurately?

Did they stay within the projected budget?

Would you use them again? Why or why not?

You might also ask if there were any problems that arose and how the consultant
handled them. Not every project goes perfectly; that is why it's important to find
out how the consultant handles problems before you hire them. If your consultant
seems hesitant to provide you with references, take that as a red flag.
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To claim your free discovery call, please visit

www.motiva.net/it-support
Or call our office at 646-374-1820.
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#3: They Don’t Provide A Clear, Detailed Contract With A Scope 0f Work
Insuring You With Paid Protection, Systems, And Software Before You Spend
ADime

A lot of businesses are reluctant to outline a complete high-tech project
because they lack confidence in the area of technology, but we can’t stress
the importance of this enough.

Don'’t be afraid to ask your consultant to explain the project in simple
terms that are clear to you. Ask questions like, “Tell me why this is
absolutely necessary” or, “What does that mean exactly?” or, “Explain to
me exactly how this will work, once it is done, on a user level.”

A good consultant will welcome these questions and be more than happy
to answer them because it will eliminate a lot of disappointment and
frustration for both of you. Doing this will help you avoid expensive

misunderstandings that can pop up in the middle of a project and put you
well over budget.

Once you are clear on the end result you want and how it is going to happen, get everything in writing to avoid
confusion and disappointment further down the road. If your consultant feels that some goals are unachievable,

then it is their responsibility to tell you so up-front. By getting them to put everything in writing you can hold
them accountable for the promises they make and responsible for outcomes not achieved.

Here are the main details you want to agree to in writing:

* ﬂﬂllill'm Ilavmelll LeIMS. This includes up-front deposits, fee structure, and payments on

completion of the project. Most consultants work with an up-front down payment, then percentages of the
total cost to be paid as phases of the project are completed.

* ||0|I|lﬂl'a|l|es What do you expect to be able to do when the project is done? How should the work
flow? What does it look like? Don't assume anything; if you expect it to happen, get it in writing as
specifically as possible.

* Wﬂl‘l( Scheﬂllle aII(I DACE. Make sure you outline a date for completion as well as the phases of
delivery.

Again, any professional, experienced computer consultant will be more than happy to outline these items in
writing prior to a project. If they hesitate or make excuses, it is a sign they are not confident in their ability to
deliver on their promises.

To claim your free discovery call, please visit
www.motiva.net/it-support

Or call our office at 646-374-1820.
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#4:They Don’t Have A Team Of Experts That Can Help You,
Or They're A “One-Man-Band”

One big mistake we see a lot of business owners make is hiring a very
small one-man-band consulting firm or relying on someone who is
supporting your network on the side (moonlighting). By doing this they
think they are saving a lot of money because these individuals typically
charge less than established computer networking firms.

The challenge comes when they can’t respond to your emergencies or
complete your projects on time because they have too many clients. Or,
they simply go out of business because they can’'t make enough money
leaving you high and dry.

Basically, as with all things in life, you get what you pay for. If you have
mission-critical applications and data that must be protected and working

24/7, then it makes sense to hire a well-established firm with a good track

record and enough technicians on staff to quickly respond to any technical
emergencies that arise.

#9: They Don't Respond Quickly To Your Problems
And Requests

Most L.T. firms offer a 60-minute or 30-minute response time to your call during
normal business hours. Be very wary of someone who doesn't have a guaranteed
response time IN WRITING — that’s a sign they are too disorganized, understaffed,
or overwhelmed to handle your request. A good I.T. firm should be able to show
you statistics from their PSA (professional services automation) software, where all
client problems (tickets) get responded to and tracked. Ask to see a report on
average ticket response and resolution times.

Also, any good |.T. company will answer their phones LIVE (not voice mail or
phone trees) and respond from 8:00 a.m. to 5:00 p.m. every weekday. But many
CEOs and executives work outside normal “9 to 5" hours and need I.T. support
both nights and weekends. Look for an I.T. firm with a GUARANTEED response
time.

To claim your free discovery call, please visit

www.motiva.net/it-support

Or call our office at 646-374-1820.
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#6: You're Treated Poorly

Good I.T. companies won't confuse you with techno-mumbo-jumbo, and
they certainly shouldn’t make you feel stupid for asking questions. All
great consultants have the “heart of a teacher” and will take time to
answer your questions and explain everything in simple terms.

Not to mention, if an |.T. company doesn’t have any type of feedback
system, they may be hiding their lousy customer service results. If they DO
have one, ask to see the actual scores and reporting. That will tell you a lot
about the quality of service they are providing.

#1:You Rlways Have Gonstant Problems And They Seem To Be More Reactive
Than Proactive

When a client has a problem, a good I.T. company will open a ticket in their
I.T. management system so they can properly assign, track, prioritize,
document and resolve client issues. However, some I.T. firms force a client
to log in to submit a ticket and won't allow them to call or e-mail with a
problem. This is for THEIR convenience, not yours. Trust me, this will
become a giant inconvenience and thorn in your side. While a portal is a
good option, it should never be your ONLY option for requesting support.

Also, make sure they have a reliable system in place to keep track of client
“tickets” and requests. If they don't, | can practically guarantee your
requests will sometimes get overlooked, skipped and forgotten.

BONUS: Ask your computer consultant to let you or your staff get involved
with the project so you can learn to e more self-sufficient and shave off
hillable hours.

One of the easiest ways to save money on technical support is by learning
how to handle the many basic, routine computer support problems that
arise in-house. That is why you want to be involved with any project being
rolled out.

Many consultants or firms will want to keep you in the dark because the
less you know, the more billable hours they can rack up on mundane tasks
that could be handled in-house. Unless you just don’t want to get
involved, we highly recommend this as a way to save a considerable
amount of money on tech support.
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9 Guarantees We Make To Our Clients
That No Other Technology Firm Or

Consultant Would Dare To Make:

We GUARANTEE 93 seconds or Iess response time to network emergencies.

When your computer network goes down in the middle of a busy workday, you need it fixed

immediately so your employees aren't sitting around taking a $10,000 coffee break waiting

for their computers to come back online. As a client of ours, we guarantee to respond to any
crisis within 93 seconds of your call if not sooner.

We GUARANTEE to provide you with the most cost-effective solution to your problem
or we'll refund the difference.

As a business owner myself, | understand the importance of keeping overhead and costs to a
minimum. That's why | require that all of our technicians be trained to find the least
expensive solution to your problem without sacrificing quality.

If you find a better, more cost-effective solution than the one we provided you, simply show
it to us and we will happily refund you the difference. We can boldly make this guarantee
because | am certain that we never over-charge clients for expensive upgrades, hardware,
and solutions that aren't 100% necessary.

We GUARANTEE to solve your computer problem right the first time to your
satisfaction or it's FREE.

A money-back guarantee is unheard of for computer support companies, and you will be
hard-pressed to find anyone else who dares to offer one.

We can offer this with total confidence because we take extra steps up-front to make sure we
thoroughly understand your problem and create a well thought out approach in advance for
solving it. This enables us to avoid mistakes and overlooked issues that would delay the
completion of your project and cost extra in billable hours. We maintain a 99% fix it right the
first time track record. If you are not satisfied with our technicians or the work completed,
simply give us a call and we'll refund that entire day’s work.

We GUARANTEE Completion Date of Your Project.

When you hire us, you can rest assured that your project won't be dragged out over days
and weeks. | guarantee your project will be completed to your satisfaction on time.

We GUARANTEE Certified Technicians And No Bait & Switch
With Juniors.
You can rest assured that your project will be handled by our own seasoned, qualified, and

courteous technical professionals. In addition to years of hands-on experience, our
technicians maintain proper certifications.

We require ALL of our staff to complete ongoing training to ensure we are up-to-date on the

latest technologies and solutions. You won't find a better qualified team of professionals
anywhere else.
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Would You Like To Set Up A Free Gall With Us2

If you have any questions about what you read today, we'd like to answer them.
On this call we can discuss your unique situation, any concerns you have and of
course, answer any questions you have about us. If you feel comfortable moving
ahead, we'll schedule a convenient time to conduct our proprietary XX-I.T.
Systems Assessment.

This Assessment can be conducted 100% remotely with or without your current
I.T. company or department knowing (we can give you the full details on our
initial consultation call).

Atthe end of the Assessment, you'll know:

* Where you are overpaying (or getting underserved) for the services and
support you are currently getting from your current |.T. company or team.

* Whether or not your systems and data are truly secured from hackers and
ransomware, and where you are partially or totally exposed.

* If your data is actually being backed up in a manner that would allow you to
recover it quickly in the event of an emergency or ransomware attack.

* Where you are unknowingly violating specific DFS Cybersecurity Laws

* How you could lower the overall costs of |.T. while improving communication,
security and performance, as well as the productivity of your employees.

* Fresh eyes see things that others cannot — so at a minimum, our free Assessment
is a completely risk-free way to get a credible third-party validation of the security,
stability and efficiency of your I.T. systems.

To claim your free discovery call, please visit
www.motiva.net/it-support
Or call our office at 646-374-1820.



HERE’S WHAT A FEW OF OUR CLIENTS HAVE

"Motiva has been great to work with from the beginning.

« The tech support team does a fantastic job of communi-
cating within the team so that they know what is going on
with their customers.

- They are very knowledgeable and patient, they take the
time to understand the issue so they can fix it quickly.

« They explain what they are doing and why, to your
system, which | really like.

« They follow up to make sure the issues were handled to
our satisfaction; | have never had a tech company do that.

« They are really the nicest people; | cannot say enough of
what a pleasure it has been to work with them”

Robert Stone - Managing Director, Stone Insurance, Inc.

“ The single most important benefit to using Motiva is peace
of mind. | know we have our great Motiva Team providing
vital system security, and they are always ready to answer
guestions or provide technical support. Motiva came to us
highly recommmended by the Big | and by several other local
agents. Motiva's staff are knowledgeable and efficient. They
are very familiar with insurance agency operations, the NYS
DFS security requirements, Microsoft products, and the
Applied TAM system. Motiva is always available and always a
pleasure to deal with.”

Joseph Grasso — Hartt Insurance Agency Inc

“Working with Motiva makes me feel safe. | know all of my
customers' information is protected from cyberthreats.
The entire team has been amazing at handling our calls
and issues. Their customer service Is second to none.
Motiva's team is so patient, there's always someone who
answers the call live. | know Motiva has my back, | highly
recommend them. *

Tricia Baratta - Comp Matters Inc




M\ motiva

NETWORKS

To claim your free discovery call, please visit

www.motiva.net/it-support
Or call our office at 646-374-1820.



http://www.motiva.net/it-support

	Slide Number 1
	Introduction� �Finding an honest and capable computer consultant is a lot like finding an honest mechanic; they both operate in fields where the technician can easily rip off a client because they play on their customer’s lack of technical knowledge. The problem is that you won’t know you’ve hired the wrong consultant until you are halfway into your project and have already invested a considerable amount of time and money. � �Sometimes it’s not even that obvious. A consultant may look like they are doing a good job, but unless you are technically savvy yourself, you simply have no way of knowing if they have over-billed you or recommended technology that you could have lived without just to pad the bill a little.� �On the flip side, a good computer consultant will save your company a considerable amount of time, money, and frustration while increasing office productivity, lowering overall operation costs, improve customer service, and helping you avoid devastating data losses and viruses.��That is why I’ve decided to write this paper. ��As a small business owner and consultant myself, I want to arm other business owners with a few good pointers to help them avoid getting the short end of the stick when outsourcing any I.T. project or support. ��After all, your computer network is the nerve center of your business. It largely affects productivity, security, and even the competitive advantage of your organization. One bad decision can severely cripple an organization through lost productivity, data, or excessive costs.
	This is one area where I see a lot of companies getting burned. When most consulting companies quote a project, they give you an estimated cost for completion with an hourly rate added in for “unexpected events” that may arise during the project. This is often called “time and materials.” Be very careful about signing these contracts.��A good consultant should be experienced enough to have thoroughly investigated your situation and thought through problems and issues that may arise before issuing a proposal. Adding on a clause where they can charge you for extra hours is a safety net for them. If their consultant screws up, takes longer than they should, or if they overlooked something when quoting the job, YOU end up paying the price. Next thing you know you’re well into the project and the bill ends up being twice as much as you expected. 
	A lot of businesses are reluctant to outline a complete high-tech project because they lack confidence in the area of technology, but we can’t stress the importance of this enough.��Don’t be afraid to ask your consultant to explain the project in simple terms that are clear to you. Ask questions like, “Tell me why this is absolutely necessary” or, “What does that mean exactly?” or, “Explain to me exactly how this will work, once it is done, on a user level.” ��A good consultant will welcome these questions and be more than happy to answer them because it will eliminate a lot of disappointment and frustration for both of you. Doing this will help you avoid expensive misunderstandings that can pop up in the middle of a project and put you well over budget. 
	One big mistake we see a lot of business owners make is hiring a very small one-man-band consulting firm or relying on someone who is supporting your network on the side (moonlighting). By doing this they think they are saving a lot of money because these individuals typically charge less than established computer networking firms. ��The challenge comes when they can’t respond to your emergencies or complete your projects on time because they have too many clients. Or, they simply go out of business because they can’t make enough money leaving you high and dry.��Basically, as with all things in life, you get what you pay for. If you have mission-critical applications and data that must be protected and working 24/7, then it makes sense to hire a well-established firm with a good track record and enough technicians on staff to quickly respond to any technical emergencies that arise.
	Good I.T. companies won’t confuse you with techno-mumbo-jumbo, and they certainly shouldn’t make you feel stupid for asking questions. All great consultants have the “heart of a teacher” and will take time to answer your questions and explain everything in simple terms. � �Not to mention, if an I.T. company doesn’t have any type of feedback system, they may be hiding their lousy customer service results. If they DO have one, ask to see the actual scores and reporting. That will tell you a lot about the quality of service they are providing. 
	We GUARANTEE 93 seconds or less response time to network emergencies.��When your computer network goes down in the middle of a busy workday, you need it fixed immediately so your employees aren’t sitting around taking a $10,000 coffee break waiting for their computers to come back online. As a client of ours, we guarantee to respond to any crisis within 93 seconds of your call if not sooner.��We GUARANTEE to provide you with the most cost-effective solution to your problem or we’ll refund the difference.��As a business owner myself, I understand the importance of keeping overhead and costs to a minimum. That’s why I require that all of our technicians be trained to find the least expensive solution to your problem without sacrificing quality. ��If you find a better, more cost-effective solution than the one we provided you, simply show it to us and we will happily refund you the difference. We can boldly make this guarantee because I am certain that we never over-charge clients for expensive upgrades, hardware, and solutions that aren’t 100% necessary. ��We GUARANTEE to solve your computer problem right the first time to your satisfaction or it’s FREE.��A money-back guarantee is unheard of for computer support companies, and you will be hard-pressed to find anyone else who dares to offer one. ��We can offer this with total confidence because we take extra steps up-front to make sure we thoroughly understand your problem and create a well thought out approach in advance for solving it. This enables us to avoid mistakes and overlooked issues that would delay the completion of your project and cost extra in billable hours. We maintain a 99% fix it right the first time track record. If you are not satisfied with our technicians or the work completed, simply give us a call and we’ll refund that entire day’s work. ��We GUARANTEE Completion Date of Your Project.��When you hire us, you can rest assured that your project won't be dragged out over days and weeks.  I guarantee your project will be completed to your satisfaction on time.��We GUARANTEE Certified Technicians And No Bait & Switch �With Juniors. ��You can rest assured that your project will be handled by our own seasoned, qualified, and courteous technical professionals. In addition to years of hands-on experience, our technicians maintain proper certifications. ��We require ALL of our staff to complete ongoing training to ensure we are up-to-date on the latest technologies and solutions. You won’t find a better qualified team of professionals anywhere else. 
	Slide Number 8
	Slide Number 9
	Slide Number 10

