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Book Overview 

The Managed Service Provider (MSP) industry in the UK is evolving rapidly. Rising 

labour costs, IT talent shortages, and increasing competition make it clear—

traditional hiring models are no longer sustainable. To stay competitive, MSPs must 

adapt, scale smarter, and optimise costs without sacrificing quality. 

This book is a practical roadmap for MSP owners and decision-makers in the UK, 

showing how outsourcing IT talent can transform business operations. Nomad 

Remote Support offers a proven solution—a global network of highly skilled, pre-

vetted IT professionals who provide seamless remote support at a fraction of the 

cost of in-house hiring. 

Inside, you’ll discover: 

- Why outsourcing is no longer optional for MSPs looking to scale 

- How to cut operational costs while maintaining top-tier service 

- Real-world success stories from MSPs that made the switch 

- Best practices for integrating remote IT talent into your workflow 

- Security, compliance, and quality assurance strategies to ensure success 

This guide is built for MSPs that want to scale efficiently, serve more clients, and 

boost profitability—all without the hassle of traditional hiring. 

The future of IT support is remote. Don’t get left behind—learn how Nomad 

Remote Support can help your MSP thrive. 
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Nomad Remote Support: Revolutionizing MSP Success Through Outsourced IT 

Talent 

Chapter 1: The Evolving MSP Landscape 

The IT industry in the UK is undergoing a major shift, and Managed Service 

Providers (MSPs) are feeling the impact. The demand for IT support is higher than 

ever, yet the ability to find, hire, and retain skilled professionals locally has become 

an uphill battle. Rising labour costs, skills shortages, and increasing competition are 

forcing UK MSPs to rethink their staffing strategies. Traditional hiring models are 

proving too slow, too expensive, and too rigid. 

The Challenges UK MSPs Face in Hiring Local IT Talent 

MSPs across the UK face a severe shortage of skilled IT professionals. The 

combination of a growing digital economy and an ageing workforce has led to a 

highly competitive job market. Hiring a full-time, in-house technician in London, 

Manchester, or Birmingham can cost upwards of £40,000-£60,000 per year, not 

including benefits, training, and recruitment expenses. Even then, many MSPs 

struggle to find candidates with the right mix of technical expertise and real-world 

problem-solving skills. 

Additionally, UK businesses are increasingly demanding 24/7 IT support, requiring 

MSPs to offer round-the-clock coverage. Hiring enough staff to provide night shifts 

and weekend coverage is both costly and logistically challenging. These factors are 

pushing MSPs to explore alternative solutions. 

The Rise of Remote IT Support as a Solution 

In response to these challenges, more UK MSPs are turning to remote IT support as 

a viable alternative to traditional hiring. Thanks to advancements in cloud 

computing, remote monitoring tools, and secure collaboration platforms, it is now 

easier than ever to manage remote IT staff as if they were in-house. This shift is 

transforming the way MSPs operate, allowing them to tap into a global talent pool 

while maintaining high service levels for their clients. 
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Nomad Remote Support has built its business around this very concept—providing 

MSPs with fully remote, pre-vetted IT professionals who integrate seamlessly into 

their existing workflows. This model eliminates the need for expensive local hiring 

while ensuring access to high-quality, English-speaking technicians who are 

experienced in UK MSP environments. 

Why Outsourcing is No Longer Optional—It’s Essential 

For UK-based MSPs looking to remain competitive, outsourcing IT talent is not just 

an option—it’s a strategic necessity. The days of relying solely on in-house 

technicians are fading. Successful MSPs are those that embrace a hybrid workforce 

model, blending in-house and outsourced talent to create a scalable, flexible, and 

cost-effective IT support structure. 

Here’s why: 

• Lower Labour Costs: Hiring remote IT professionals through Nomad 

Remote Support can reduce staffing costs by 50% or more compared to 

hiring locally. 

• Access to a Wider Talent Pool: Instead of competing for the same small 

pool of UK-based IT professionals, MSPs can source highly skilled techs 

from regions with lower employment costs but strong English proficiency 

and MSP experience. 

• 24/7 Support Capabilities: With remote staff in different time zones, MSPs 

can easily provide round-the-clock IT support without overburdening their 

in-house teams. 

• Increased Scalability: Remote staffing allows MSPs to scale up or down 

based on client demand, reducing the risks associated with permanent 

hires. 

By embracing remote IT talent, UK MSPs can cut costs, improve service delivery, 

and future-proof their businesses against ongoing industry changes. 
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Chapter 2: The Nomad Remote Support Advantage 

A Smarter Approach to IT Staffing 

Nomad Remote Support offers MSPs a cost-effective, high-quality, and scalable 

solution for IT staffing challenges. Unlike traditional recruitment agencies or 

offshore outsourcing firms, Nomad focuses on providing dedicated, pre-vetted IT 

professionals who seamlessly integrate into your MSP’s operations. 

By leveraging remote IT talent, UK MSPs can: 

- Reduce overhead costs while maintaining top-tier service levels 

- Access a global talent pool of skilled IT professionals with UK MSP experience 

- Scale operations up or down quickly based on business needs 

- Maintain service quality and compliance with strict vetting and security measures 

Cost Savings vs. In-House Hiring 

Hiring in-house technicians in the UK is expensive. The cost of an experienced Level 

2 or Level 3 technician can range from £40,000-£60,000 per year, excluding 

benefits, training, and recruitment fees. In contrast, Nomad Remote Support offers 

a flexible, pay-as-you-go model that significantly reduces costs. 

For example, a UK MSP can hire a fully trained remote Level 2 technician for 50% 

less than an in-house employee—without compromising quality. 

A Global Talent Pool with UK/USA Expertise 

One of the biggest advantages of Nomad Remote Support is access to a diverse, 

highly skilled workforce. Nomad’s IT professionals are sourced from regions where 

English proficiency is high and IT education is strong. They are trained in UK-specific 

MSP environments, ensuring seamless integration into your operations. 

Nomad technicians are experienced in: 

• Windows & Mac support 

• Microsoft 365 & Azure administration 
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• Cybersecurity best practices 

• Remote monitoring & management (RMM) tools 

• Helpdesk & ticketing systems like ConnectWise, Autotask, and others 

Unlike outsourcing models that rely on generic offshore call centres, Nomad’s IT 

professionals are trained to work specifically with UK MSPs, ensuring high-quality 

service, strong communication skills, and cultural alignment. 
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Chapter 3: Outsourcing IT Talent – The New Norm for MSPs 

The Growing Trend of IT Outsourcing in the UK 

More and more UK-based MSPs are embracing outsourced IT talent as a way to 

enhance service delivery while controlling costs. The traditional model of hiring 

full-time, in-house technicians is no longer sustainable for many MSPs, especially 

smaller providers looking to compete with larger firms. 

By outsourcing IT talent, MSPs can: 

• Reduce recruitment costs and time-to-hire 

• Improve flexibility and scalability 

• Gain access to specialists in cybersecurity, cloud management, and other 

in-demand fields 

Case Studies: How UK MSPs Are Benefiting from Outsourced IT Talent 

Many UK MSPs have already successfully integrated remote technicians into their 

teams. For example: 

• A London-based MSP reduced IT staffing costs by 55% by hiring remote 

Level 2 engineers from Nomad Remote Support, allowing them to offer 

more competitive pricing to clients. 

• A Manchester-based MSP struggled to find a qualified cybersecurity 

expert locally. By outsourcing to Nomad, they secured an affordable, 

highly experienced professional to handle client security needs. 

• A small MSP in Birmingham scaled from a 3-person operation to a 10-

person team with remote technicians, enabling them to win larger 

contracts. 
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How Nomad Ensures Compliance, Security, and Reliability 

Outsourcing IT support does not mean sacrificing quality or security. Nomad 

Remote Support follows strict vetting, compliance, and security protocols to ensure 

all technicians meet UK industry standards, including GDPR and Cyber Essentials. 

In the next chapter, we’ll explore the financial advantages of outsourcing IT talent 

and how it enables UK MSPs to scale efficiently. 
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Chapter 4: Cost Efficiency & Scalability for MSPs 

Reducing Overhead with Remote Technicians 

Managing overhead costs has always been a challenge for MSPs, particularly when 

it comes to staffing. Hiring local, full-time employees can quickly drain resources, 

especially in high-cost areas like London, Manchester, or Birmingham. When you 

factor in salaries, benefits, office space, recruitment, and ongoing training, the cost 

to maintain an in-house team becomes substantial. 

In contrast, remote IT technicians offer a much more cost-effective solution. By 

leveraging Nomad Remote Support’s model, UK MSPs can tap into a global talent 

pool of experienced IT professionals who work from lower-cost regions, drastically 

reducing salaries and overhead costs. As a result, MSPs can maintain high-quality 

service while keeping their operating expenses in check. 

For example, hiring an experienced Level 2 technician in the UK can cost £40,000-

£60,000 per year. By outsourcing to Nomad, MSPs can access highly trained, 

remote technicians at 50% less of that cost. This shift not only improves bottom-

line savings but also enhances the ability to pass those savings onto clients, 

allowing MSPs to remain competitive in an increasingly crowded market. 

Pay-As-You-Go vs. Full-Time Employee Costs 

Another advantage of working with remote technicians is the flexibility in billing. 

Instead of being tied to the costs of full-time employees, UK MSPs can adopt a pay-

as-you-go model. This means you only pay for the time worked by your remote 

staff, whether it’s for project-based work, on-demand support, or specific client 

needs. 

This structure offers significant savings over hiring full-time employees, who 

require benefits, sick leave, pensions, and other ongoing expenses. Additionally, 

the ability to scale your team based on client demand means that MSPs are not 

locked into long-term employment contracts. If business slows down or there’s a 

dip in demand, you can reduce staffing levels without incurring the costs of layoffs. 
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Scaling Up or Down Based on Client Demand 

One of the most challenging aspects of running an MSP is the need to remain agile 

in response to client demands. At any given time, MSPs may face fluctuating 

workloads, depending on the seasonality of client needs, service contracts, or 

business growth. Hiring full-time employees to cover peak demand periods, only to 

face understaffing during slower months, is inefficient and costly. 

Remote staffing offers a way to easily scale your workforce up or down. When 

client demand increases, you can quickly add more remote technicians to handle 

the increased workload. Conversely, when demand slows down, you can reduce 

your remote staff without facing the logistical challenges and costs associated with 

laying off in-house employees. 

This flexibility makes remote staffing a key component of scalable business models, 

enabling MSPs to maintain service levels without committing to the overhead of 

full-time staff. With Nomad Remote Support, UK MSPs can build a team that is both 

lean and flexible, allowing them to adapt to the ever-changing needs of the market. 

The Future of Cost Efficiency in IT Staffing 

As the demand for IT support continues to grow across the UK, cost efficiency will 

remain a key factor in the success of MSPs. In-house hiring models are becoming 

increasingly unsustainable, especially for small-to-medium MSPs who are looking to 

compete with larger firms that have the resources to scale. 

Remote staffing offers a sustainable, cost-efficient, and scalable solution that not 

only saves money but also allows MSPs to scale operations with minimal financial 

risk. 

By leveraging Nomad Remote Support’s pre-vetted, skilled IT professionals, UK 

MSPs can confidently offer premium services at a competitive price, knowing they 

are reducing both staffing costs and operational risks. 
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Chapter 5: Ensuring Quality & Security in Remote Support 

Nomad’s Vetting Process for IT Professionals 

Quality and reliability are non-negotiable when it comes to IT support. In the UK, 

MSPs often rely on highly skilled technicians to handle complex IT issues, from 

system troubleshooting to cybersecurity. With Nomad Remote Support, UK MSPs 

gain access to a rigorous, multi-step vetting process designed to ensure that all 

remote technicians meet high standards. 

Nomad’s recruitment process is comprehensive and includes: 

• In-depth interviews and technical assessments to ensure candidates have 

the skills and experience required to support UK-based MSPs. 

• Psychometric testing to assess problem-solving abilities, communication 

skills, and the capacity to work remotely. 

• Background checks to ensure that all technicians have a clean professional 

record and meet industry standards for trustworthiness and reliability. 

• Trial periods where technicians are monitored and tested in real-world 

scenarios to confirm their abilities before being integrated into MSP 

teams. 

Nomad Remote Support ensures that only the top-tier professionals are selected to 

work with UK MSPs. This thorough vetting process provides UK businesses with the 

peace of mind that they are getting skilled, trustworthy technicians to support their 

operations. 

Data Security and Compliance (GDPR, HIPAA, etc.) 

As the UK continues to tighten regulations surrounding data privacy and security, 

MSPs must be vigilant in ensuring that their support teams adhere to the highest 

standards of data protection. Data security and compliance are top priorities for 

Nomad Remote Support, especially when working with UK-based MSPs, where 

regulations such as GDPR play a crucial role. 
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Nomad’s remote technicians are well-versed in: 

• GDPR compliance: Ensuring that all personal data is processed and 

handled in accordance with the General Data Protection Regulation 

(GDPR). 

• Cyber Essentials certification: Ensuring that remote staff follow best 

practices for protecting against cyber threats. 

This focus on compliance not only helps MSPs maintain trust with their clients but 

also ensures that sensitive data is always handled securely. Nomad Remote 

Support’s commitment to data security makes it a reliable choice for UK MSPs, 

giving them the confidence to outsource IT support without compromising on 

privacy or security. 

Best Practices for Managing Remote Teams 

Managing a team of remote IT professionals in the UK requires a solid structure 

and effective management strategies to maintain high productivity and service 

quality. At Nomad Remote Support, we follow industry best practices for managing 

remote teams and ensure that MSPs can maintain a smooth workflow with their 

outsourced staff. 

Some of the best practices we recommend for managing remote technicians 

include: 

• Clear Communication: Regular check-ins, team meetings, and status 

updates ensure that everyone is on the same page. Communication tools 

like Slack, Microsoft Teams, and Zoom help bridge any distance gaps. 

• Defined Processes: Having clear protocols for handling tickets, escalations, 

and client communications ensures consistency in service delivery, even 

with a remote team. 

• Performance Monitoring: Utilising project management and ticketing 

systems like ConnectWise, Autotask, or Freshdesk allows MSPs to track 

the progress of remote technicians in real-time and ensure that work is 

being done efficiently and on time. 
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• Continuous Feedback and Training: Offering continuous learning 

opportunities and regularly providing feedback ensures that remote 

technicians stay up-to-date with the latest technologies and processes, 

keeping service quality high. 

By implementing these practices, MSPs can ensure that their remote teams deliver 

the same high level of service that clients expect from in-house staff. 

Building Trust with Remote Teams 

Building trust with remote teams is a key factor in ensuring that your business 

operations remain uninterrupted. Remote staff must be fully integrated into the 

culture of the MSP, and managers must foster an environment of transparency and 

accountability. By treating remote technicians as an integral part of the team, UK 

MSPs can build long-term, reliable relationships with outsourced staff. 

Nomad Remote Support helps MSPs build this trust by ensuring seamless 

integration with existing workflows. We encourage open lines of communication 

and provide the tools and resources necessary to keep remote staff aligned with 

business objectives. 
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Chapter 6: Bridging the Skills Gap in the MSP Industry 

The Shortage of Local IT Talent in the UK 

The demand for skilled IT professionals in the UK has surged in recent years, yet the 

availability of talent has not kept pace. This skills gap is particularly acute in 

specialised areas like cybersecurity, cloud computing, and advanced systems 

support. For UK-based MSPs, the challenge is even more pronounced in regions 

outside major metropolitan areas, where the talent pool is smaller and competition 

for skilled workers is fierce. 

Hiring qualified staff locally can lead to escalating recruitment costs, and often 

MSPs are forced to compromise on skills or experience due to limited options. As a 

result, many MSPs in the UK struggle to fill critical IT roles, leading to potential 

service delays, subpar service delivery, and overburdened existing staff. 

This shortage is not expected to subside anytime soon, as the demand for IT 

professionals continues to grow across industries. The UK government’s recent 

reports on the skills shortage in technology have highlighted that the situation will 

continue to worsen unless new strategies are employed to bridge the gap. 

How Nomad Provides Specialized Skills (Cybersecurity, Cloud, Helpdesk) 

Nomad Remote Support offers an innovative solution to the skills shortage in the 

UK by providing MSPs access to a global talent pool of highly skilled IT 

professionals. This pool includes experts in a variety of high-demand fields such as: 

• Cybersecurity: With the rise in cyberattacks and the tightening of data 

protection laws like GDPR, cybersecurity skills are more crucial than ever. 

Nomad provides access to experts who can help MSPs fortify their clients’ 

digital security, implement best practices, and manage compliance 

requirements. 

• Cloud Computing: As businesses migrate to cloud-based solutions, MSPs 

must have the expertise to support platforms like Microsoft Azure, 

Amazon Web Services (AWS), and Google Cloud. Nomad’s remote 
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technicians bring the necessary cloud skills to help MSPs deliver efficient, 

scalable solutions to their clients. 

• Helpdesk Support: Often the first line of support, helpdesk technicians 

need to provide timely solutions to a wide range of issues. Nomad’s staff 

are trained to offer excellent customer service while solving technical 

issues swiftly, improving client satisfaction for MSPs. 

By outsourcing these specialized roles to Nomad Remote Support, UK MSPs can tap 

into a broad and diverse pool of talent, ensuring they can provide clients with the 

highest level of expertise without the need to search for local candidates who may 

be hard to find or too costly to hire. 

Upskilling Opportunities for MSP Teams 

In addition to offering external expertise, Nomad Remote Support also helps bridge 

the skills gap within MSPs themselves. By integrating remote IT professionals with 

existing in-house teams, MSPs have the opportunity to upskill their local staff and 

improve the overall technical capability of their business. 

Nomad provides ongoing training and development for its remote staff to ensure 

they stay current with the latest technology trends, certifications, and industry best 

practices. For UK MSPs, this means that the integration of remote technicians isn’t 

just about filling skill gaps—it's also about enhancing the knowledge base and 

capabilities of the entire team. 

Moreover, MSPs can offer their in-house teams access to knowledge sharing, 

mentoring, and cross-training from remote specialists. This ensures that the entire 

MSP operation remains agile, resilient, and up to date with industry advancements. 

Leveraging Nomad to Overcome the Talent Shortage 

By embracing remote staffing, MSPs in the UK can overcome the talent shortage 

and gain access to a team of highly qualified professionals without having to 

compete for scarce local talent. Rather than struggling to fill IT positions that are in 

high demand, MSPs can rely on Nomad Remote Support to provide immediate 

access to the right people, with the right skills, at the right time. 
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This ability to access specialized skills remotely not only ensures that MSPs meet 

the demands of their clients, but it also positions them as competitive players in 

the UK market. As businesses continue to require more complex IT solutions, 

having a skilled, diverse, and scalable workforce will be a key differentiator for 

MSPs seeking to stay ahead of the curve. 
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Chapter 7: Real-World Success Stories 

MSPs That Transformed Their Business with Nomad 

The success of Nomad Remote Support can be best demonstrated through the 

real-world experiences of MSPs in the UK who have embraced our remote IT 

technician model. These MSPs have leveraged Nomad’s services to overcome the 

challenges of local talent shortages, control costs, and enhance the quality of their 

service offerings. Below are just a few examples of how UK MSPs have transformed 

their operations with Nomad. 

Case Study 1: A London-Based MSP A rapidly growing MSP in London was 

struggling to keep up with increasing client demands while maintaining a 

sustainable cost structure. Their in-house team was overburdened, and hiring 

additional local staff was proving difficult due to the high salaries required in the 

city. 

By partnering with Nomad Remote Support, the MSP was able to outsource Level 1 

and Level 2 support to highly trained technicians in lower-cost regions. The 

company saw an immediate reduction in overhead costs, allowing them to reinvest 

savings into expanding their business. Additionally, the remote team was able to 

handle client queries around the clock, which improved response times and client 

satisfaction. 

As a result, the MSP experienced a 30% reduction in operational costs, increased 

their customer retention rates, and scaled their service offerings without the need 

to expand their in-house staff. 

Case Study 2: An MSP in the North of England An MSP in Manchester was facing 

difficulties due to the high turnover of local IT support staff and the increasing 

difficulty in finding skilled technicians. This led to service inconsistencies, longer 

response times, and a noticeable dip in client satisfaction. 

Nomad Remote Support provided the MSP with highly experienced remote 

technicians who could handle helpdesk tickets, cybersecurity monitoring, and 

server maintenance. The remote staff seamlessly integrated into the company’s  
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workflows and immediately helped reduce the strain on local staff. The MSP found 

that they could now focus more on strategic client relationships, knowing that 

Nomad's technicians were handling the day-to-day technical operations. 

After three months, the MSP saw an improvement in client feedback, with a 20% 

increase in overall satisfaction scores. The MSP also reduced their recruitment 

costs and maintained a higher level of operational continuity by having remote 

support available whenever needed. 

Metrics: Reduced Costs, Faster Response Times, Higher Client Satisfaction 

The numbers speak for themselves. UK MSPs partnering with Nomad Remote 

Support are seeing tangible improvements in key areas of their operations. The 

following metrics are common outcomes for those who integrate Nomad’s remote 

staffing model: 

• Cost Reduction: MSPs typically experience a 25-40% reduction in staffing 

costs by outsourcing lower-tier technical support to Nomad. 

• Faster Response Times: With remote technicians available around the 

clock, MSPs can provide quicker response times and resolve client issues 

more efficiently. This leads to a 15-20% improvement in service delivery 

speed. 

• Increased Client Satisfaction: With a team of skilled technicians managing 

day-to-day support, MSPs have been able to improve client satisfaction 

and boost retention rates. As a result, customer loyalty is enhanced, 

leading to longer-term contracts and more referrals. 

The Impact of Global Talent 

The success stories of these UK MSPs also highlight the significant impact of global 

talent on business outcomes. Remote technicians from different regions bring 

diverse perspectives, which can drive innovative solutions and improve service 

delivery. 

 



© 2024 by Marius. All rights reserved.   
Published by Nomad 

 

UK MSPs who leverage Nomad’s international team find that they are better 

equipped to handle the increasing complexity of client needs in today’s competitive 

market. The global expertise that Nomad offers allows MSPs to access a wealth of 

knowledge across industries and technology stacks, ensuring they can meet the 

evolving demands of their clients. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



© 2024 by Marius. All rights reserved.   
Published by Nomad 

 

Chapter 8: Implementing Nomad Remote Support in Your MSP 

Now that we've explored the benefits of outsourcing IT support through Nomad 

Remote Support, the next logical step is understanding how to integrate remote 

technicians into your MSP operations. Implementing remote support is not just 

about hiring external staff—it’s about seamlessly integrating them into your 

existing workflows, ensuring smooth collaboration, and maintaining high service 

standards. 

Step-by-Step Onboarding Process 

Bringing Nomad Remote Support into your MSP is a straightforward process 

designed to minimise disruption while maximising efficiency. Here’s how it works: 

Step 1: Assess Your MSP’s Needs 

Before engaging with Nomad, it’s important to evaluate which areas of your 

business require additional support. Some MSPs use Nomad for first-line support, 

while others leverage the service for specialised roles such as cybersecurity or 

cloud management. Key questions to ask include: 

• Where are the bottlenecks in your current IT support structure? 

• Which roles are the most difficult or expensive to fill locally? 

• Are you looking for full-time remote staff, part-time support, or a pay-as-

you-go model? 

Step 2: Selecting the Right Remote Technicians 

Once your needs are identified, Nomad helps you select the most suitable pre-

vetted IT professionals for your requirements. We match MSPs with technicians 

based on: 

 - Experience level (1st, 2nd, or 3rd-line support) 

- Certifications (e.g., Microsoft, Cisco, CompTIA, AWS) 

- Time zone availability (to ensure optimal coverage for your clients) 

- Specific technical expertise (Cybersecurity, Cloud, Networking, VoIP, etc.) 



© 2024 by Marius. All rights reserved.   
Published by Nomad 

 

Step 3: Integration with Your Existing Workflows 

To ensure a smooth transition, Nomad’s technicians integrate into your MSP’s 

existing processes. This includes: 

- Using your ticketing system (Autotask, ConnectWise, or other PSA tools) 

- Following your documentation and SOPs (Standard Operating Procedures) 

- Collaborating with your in-house team through Slack, Teams, or Zoom 

- Providing support under your branding, so clients experience a seamless service 

Step 4: Training & Onboarding 

While Nomad’s IT professionals are highly experienced, it’s crucial to introduce 

them to your company’s workflows, policies, and client expectations. MSPs 

typically: 

- Provide access to their internal knowledge base and documentation 

- Assign an in-house team member as a point of contact for the remote technician 

- Conduct an onboarding session to align expectations and responsibilities 

Most MSPs find that within the first 1-2 weeks, their Nomad technicians are fully 

integrated and operating efficiently. 

Integrating Remote Technicians with Existing Workflows 

One of the biggest concerns MSPs have when outsourcing IT roles is ensuring a 

smooth workflow between in-house and remote staff. Nomad Remote Support 

makes this process as seamless as possible by focusing on: 

1. Unified Communication Channels 

To ensure effective collaboration, Nomad technicians use the same communication 

platforms as your in-house team, such as: 

• Microsoft Teams 

• Slack 
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• Zoom or Google Meet for daily standups 

• IT Glue, Confluence, or Notion for documentation management 

Having clear communication standards prevents misunderstandings and ensures 

that all staff—both local and remote—are on the same page. 

2. Clear Escalation Processes 

Nomad’s remote staff follows your escalation policies, ensuring that: 

- 1st-line support technicians escalate tickets to the appropriate 2nd or 3rd-line  

   engineers 

- Priority tickets are handled according to your Service Level Agreements (SLAs) 

- Your clients experience the same high-quality service, regardless of whether a  

   technician is remote or local 

 

3. Client-Facing or Internal Roles? 

Nomad Remote Support offers two types of remote staffing: 

• Client-facing roles: Where technicians communicate directly with your end 

clients 

• Internal support roles: Where remote staff assist your in-house team with 

backend operations 

Some MSPs choose to keep remote staff behind the scenes, while others integrate 

them fully into client communications—this flexibility allows you to tailor Nomad’s 

support to your needs. 
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Tools & Technologies for Seamless Collaboration 

To ensure smooth integration, here are some of the most commonly used tools by 

UK MSPs working with Nomad Remote Support: 

1. Professional Services Automation (PSA) & Ticketing 

• ConnectWise Manage 

• Autotask 

• HaloPSA 

2. Remote Monitoring & Management (RMM) 

• NinjaOne 

• Datto RMM 

• SyncroMSP 

3. Cybersecurity & Compliance 

• Microsoft Defender for Business 

• Bitdefender GravityZone 

• SOC & SIEM Solutions 

4. Remote Access & Support Tools 

• TeamViewer 

• Splashtop 

• AnyDesk 

Nomad’s technicians are experienced with all major MSP tools, meaning they can 

quickly integrate into your workflows without steep learning curves. 
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A Smooth Transition to Remote IT Support 

By following the step-by-step implementation outlined in this chapter, your MSP 

can seamlessly integrate Nomad’s remote IT professionals, ensuring: 

- Minimal disruption to operations 

- A quick learning curve for remote technicians 

- Improved efficiency and service delivery 

- Cost savings without sacrificing quality 

For UK MSPs looking to scale efficiently, reduce staffing costs, and access a wider 

talent pool, Nomad Remote Support is the perfect solution. 
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Chapter 9: Overcoming Common Outsourcing Concerns 

Outsourcing IT support has become a strategic advantage for many MSPs in the UK, 

but despite its benefits, some MSP owners and decision-makers still have concerns. 

Will outsourcing lead to a loss of control? Will remote technicians integrate 

seamlessly with in-house teams? Can data security be maintained when working 

with external IT professionals? 

These are all valid questions, and in this chapter, we’ll address the most common 

concerns MSPs have about outsourcing IT roles and explain how Nomad Remote 

Support ensures a smooth, secure, and efficient experience. 

Concern #1: “Will I Lose Control Over My Service Delivery?” 

Many MSPs worry that outsourcing IT roles means losing control over the quality 

and consistency of their services. However, with the right structure in place, 

remote staff can become an integrated part of your team, working under your 

processes and standards. 

How Nomad Helps Maintain Control 

 - Technicians Follow Your SOPs (Standard Operating Procedures) – Remote  

   technicians operate according to your workflow, ticketing system, and escalation  

   protocols. 

- Daily & Weekly Check-ins – Regular communication ensures transparency and 

  alignment with your team’s objectives. 

- Full Access to Reports & Metrics – You can track technician performance through  

  KPIs, ticket resolution times, and client feedback. 

- MSP-Branded Support – Nomad’s technicians work under your brand, meaning  

  clients experience the same level of professionalism and service. 

 

Case Study: A Manchester-based MSP feared losing control when they outsourced 

their 1st-line helpdesk to Nomad. However, after implementing a clear ticket 

escalation system and daily stand-up calls, they found that remote technicians 

worked as efficiently as in-house staff, while allowing local engineers to focus on 

higher-priority tasks. 
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Concern #2: “How Will Remote Technicians Fit into My Team?” 

Some MSP owners hesitate to hire remote staff because they fear a disconnect 

between in-house and outsourced teams. The reality is that, with the right 

communication and collaboration tools, remote technicians can integrate 

seamlessly into your operations. 

How Nomad Ensures Team Integration 

- Consistent Communication – Remote technicians work within your team’s existing  

  communication channels, such as Microsoft Teams, Slack, or Zoom. 

- Clear Role Assignments – Each technician has defined responsibilities and  

  escalation paths to prevent confusion. 

- Shared Knowledge Base Access – Remote technicians are given access to IT Glue,  

  Confluence, or your internal documentation systems to ensure continuity. 

- Regular Video Meetings – Face-to-face interactions via video calls help build  

  relationships and create a sense of teamwork. 

 

Case Study: A London-based MSP integrated Nomad’s remote engineers into their 

weekly team meetings and used an internal buddy system to pair remote staff with 

in-house engineers. Within a month, the remote technicians felt like part of the 

local team. 

Concern #3: “Will Clients Notice That My Support Team is Outsourced?” 

Some MSPs worry that clients will notice a difference if support is handled by 

remote staff. However, Nomad’s approach ensures that your clients receive the 

same quality service, no matter where the technician is located. 

How Nomad Ensures a Seamless Experience for Clients 

- Remote Staff Work Under Your Branding – Clients won’t see a difference; remote 

   engineers use your email signatures, ticketing system, and VoIP phone system. 

- Consistent Communication & Tone – Nomad technicians are trained to follow your  

   company’s style of communication. 
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- UK-Based Time Zone Coverage – Our technicians work according to your business 

   hours, ensuring real-time availability for clients. 

- Cultural Alignment – We select technicians with strong English communication 

   skills and familiarity with UK business etiquette. 

 

Case Study: A Bristol-based MSP used Nomad’s engineers for their overnight 

support but was concerned that clients would notice a change. However, by 

ensuring that technicians used the same greeting scripts, email formats, and 

escalation procedures, clients never noticed a difference. 

Concern #4: “How Can I Ensure Data Security and Compliance?” 

Security and compliance are top concerns for UK MSPs, especially when 

outsourcing IT roles. UK businesses must comply with GDPR (General Data 

Protection Regulation) and cybersecurity best practices to protect client data. 

How Nomad Ensures Security & Compliance 

- Technicians Work Within Your Security Framework – Remote staff access systems 

   using your VPN, MFA (Multi-Factor Authentication), and security policies. 

- Strict NDA (Non-Disclosure Agreements) & Contracts – Every Nomad technician  

   signs legally binding agreements to protect client data. 

- GDPR & Cybersecurity Compliance – We ensure that our remote staff understands  

   data protection laws and follows industry best practices. 

- Auditable Logs & Access Controls – Remote technicians’ actions are logged and  

   monitored to ensure accountability. 

 

Case Study: A UK MSP managing sensitive healthcare client data was initially 

hesitant about outsourcing support. However, after implementing role-based 

access controls and VPN security protocols, they found that outsourcing with 

Nomad met their compliance needs without issue. 
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Concern #5: “What If a Remote Technician Leaves or Underperforms?” 

Some MSPs worry about staff turnover and whether they’ll need to continuously 

train new remote technicians. 

How Nomad Provides Reliable Staffing 

- Pre-Vetted, High-Quality Technicians – We only onboard technicians with a proven 

   track record in IT support. 

- Seamless Technician Replacement – If a remote technician leaves, we provide a  

  replacement with similar skills to ensure no disruption to your service. 

- Ongoing Performance Monitoring – We track performance metrics and provide  

  ongoing feedback to ensure quality support. 

 

Case Study: A mid-sized MSP in Birmingham needed a long-term solution for 1st-

line support but was concerned about technician turnover. After two years of 

working with Nomad, they had zero service disruptions, as any personnel changes 

were handled smoothly without impacting clients. 

Final Thoughts: Why the Benefits Outweigh the Concerns 

Every MSP owner has some hesitation before outsourcing IT support, but those 

who have taken the leap see the results first-hand—lower costs, increased 

efficiency, and improved client satisfaction. 

By choosing Nomad Remote Support, UK MSPs can: 

- Scale efficiently without the burden of local hiring costs 

- Maintain control over service delivery 

- Ensure seamless team integration 

- Meet security & compliance requirements 

- Keep clients happy with consistent support quality 

If your MSP is still debating whether to embrace outsourcing, ask yourself: Can you 

afford to miss out on the competitive advantages that other MSPs are already 

leveraging? 
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Chapter 10: The Future of MSPs & Remote Work 

The IT landscape is evolving faster than ever, and UK MSPs must adapt to stay 

competitive. Over the next 5-10 years, outsourcing and remote work will play an 

even greater role in how MSPs scale, reduce costs, and deliver high-quality service. 

But what does this mean for your MSP? How will remote staffing shape the future 

of IT support? And how can you position your business to thrive in this changing 

market? 

This chapter explores the future trends in the MSP industry and how UK businesses 

can leverage Nomad Remote Support to stay ahead. 

1. The UK MSP Industry is Becoming More Competitive 

The MSP market in the UK is booming, with thousands of providers competing for 

the same clients. Differentiation is key—and those who fail to innovate risk falling 

behind. 

Key Trends in the UK MSP Market 

- More Clients are Demanding 24/7 Support – Businesses now expect  

   round-the-clock IT support, not just standard office hours. 

- The Cost of Hiring Local IT Talent is Rising – Salaries for IT professionals in the  

   UK continue to increase, making it harder for MSPs to maintain margins. 

- MSPs are Moving Towards Hybrid Teams – The best-performing MSPs are   

   blending local and remote talent to create a cost-effective, scalable workforce. 

- Automation & AI are Changing IT Support – AI-driven tools are improving 

   efficiency, but MSPs still need skilled human technicians to handle complex  

   issues. 

- Clients Expect More for Less – Businesses want better service at a lower price, 

   forcing MSPs to find cost-effective solutions without sacrificing quality. 
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2. The Remote Work Model is Here to Stay 

The shift to remote work has accelerated since the pandemic, and there’s no going 

back. In fact, businesses that embrace remote and hybrid models are proving to be 

more agile, cost-efficient, and scalable. 

For UK MSPs, this means: 

   Expanding the hiring pool – You’re no longer limited to expensive local talent; 

you can source skilled IT professionals globally. 

   Reducing overhead costs – Fewer in-house staff means lower office space, 

equipment, and utility costs. 

   Offering flexible support models – With remote technicians, you can provide 

after-hours, weekend, and 24/7 coverage without burning out your in-house team. 

   Attracting top talent – Many skilled IT professionals prefer remote work, 

meaning MSPs that offer flexibility will attract better candidates. 

  Case Study: A London-based MSP switched to a hybrid model—keeping senior 

engineers in-house while outsourcing 1st and 2nd-line support through Nomad 

Remote Support. Within a year, they cut costs by 40%, improved response times, 

and expanded their client base without hiring additional UK-based staff. 

3. The Growing Role of Outsourcing in MSP Success 

As cost pressures mount and client expectations rise, more MSPs are turning to 

outsourcing to remain competitive. 

Outsourcing is no longer just about cost savings—it’s about: 

- Scalability – Adding or reducing technicians based on business demand. 

- Specialisation – Gaining access to cybersecurity, cloud, and networking experts 

   without expensive UK salaries. 

- Operational flexibility – Supporting clients across different time zones without   

   overburdening local staff. 

- Business continuity – Ensuring 24/7 service delivery without hiring overnight 

   shifts in the UK. 
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Case Study: A mid-sized MSP in Manchester wanted to expand into cybersecurity 

services but lacked in-house expertise. Instead of hiring a full-time specialist 

(£60,000+ per year), they partnered with Nomad Remote Support to bring in 

certified cybersecurity professionals on an as-needed basis. The result? New 

revenue streams without long-term salary commitments. 

4. How UK MSPs Can Stay Competitive in the Next 5-10 Years 

To thrive in the future, UK MSPs must: 

- Embrace a Hybrid Workforce 

• Keep senior engineers in-house for high-level tasks. 

• Outsource 1st-line and 2nd-line support to remote professionals. 

• Use a flexible model to scale up or down as needed. 

- Prioritise Cost Efficiency 

• Reduce office expenses by allowing some roles to be fully remote. 

• Pay for talent as needed, rather than maintaining full-time staff during 

slow periods. 

• Use outsourcing to keep labour costs competitive while maintaining 

quality. 

- Focus on Security & Compliance 

• Work with outsourced providers that understand GDPR and UK data 

protection laws. 

• Implement secure access controls and enforce multi-factor authentication 

(MFA). 

• Maintain audit trails for accountability and compliance. 
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- Offer 24/7 & After-Hours Support 

• Use remote technicians in different time zones to provide true 24/7 

service. 

• Ensure overnight coverage without overworking local staff. 

• Improve client retention by providing faster response times. 

5. Nomad Remote Support: Helping UK MSPs Adapt to the Future 

Nomad Remote Support is built for the future of MSPs. Our model helps UK 

businesses: 

- Reduce costs – Get top-tier IT professionals at a fraction of UK hiring costs. 

- Scale flexibly – Adjust staffing levels based on business needs. 

- Stay competitive – Meet growing client demands without overloading in-house  

   teams. 

- Access global expertise – Bring in cybersecurity, networking, and cloud specialists 

   on demand. 

- Provide 24/7 support – Cover all time zones without hiring expensive UK    

   overnight shifts. 

 

Case Study: A Birmingham-based MSP faced increasing pressure from larger 

competitors offering 24/7 support. Instead of hiring an expensive night shift team, 

they partnered with Nomad Remote Support to provide overnight and weekend 

coverage. This allowed them to compete with bigger players while maintaining 

their profit margins. 

Final Thoughts: The MSPs That Adapt Will Succeed 

The future is clear: remote work, outsourcing, and hybrid staffing models will 

define the next era of IT service delivery. 

MSPs that embrace this change will gain a competitive edge—those that don’t may 

struggle to keep up with evolving client expectations and rising operational costs. 
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If your MSP is looking for a future-proof staffing solution, now is the time to take 

action. Nomad Remote Support provides: 

- High-quality, UK-aligned IT professionals 

- Flexible outsourcing models for scaling 

- Cost-effective alternatives to local hiring 

- Seamless integration with your existing team 

- 24/7 coverage without breaking the bank 

Don’t wait until your competitors outpace you—position your MSP for long-term 

success today. 
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Chapter 11: Action Plan – Getting Started with Nomad Remote Support 

You now understand the benefits of outsourcing IT talent, the cost savings involved, 

and how remote technicians can help your MSP scale. But where do you start? 

This chapter provides a step-by-step action plan to help UK MSPs integrate Nomad 

Remote Support seamlessly into their business. 

Step 1: Assess Your MSP’s Needs 

Before outsourcing, you need to evaluate where your MSP needs support. Ask 

yourself: 

- What roles do I need to fill? (1st-line, 2nd-line, cybersecurity, networking, etc.) 

- Do I need full-time, part-time, or on-demand support? 

- Are my local engineers overworked or struggling with response times? 

- Do I require after-hours or 24/7 coverage? 

- How much budget do I have for outsourced IT talent? 

Many MSPs start by outsourcing 1st-line support and then expand into higher-level 

roles as they see the benefits. 

Case Study: A London-based MSP struggled with a high volume of tickets but 

couldn’t justify hiring another full-time technician. By outsourcing 1st-line support 

to Nomad Remote Support, they reduced workload for their in-house engineers 

and cut response times by 35%—all while saving over £30,000 per year. 

Step 2: Choose the Right Remote Support Model 

Nomad Remote Support offers multiple engagement models depending on your 

MSP’s needs. 

1. Dedicated Technician Model 

- A full-time remote technician works exclusively for your MSP. 

- Best for MSPs needing a consistent team member. 

- Ideal for helpdesk, NOC, or cybersecurity roles. 
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2. Pay-As-You-Go Model – (Not in use by Nomad anymore) 

- Access remote IT professionals on demand. 

- No long-term commitment—pay only for what you use. 

- Perfect for overflow ticket handling or temporary projects. 

3. Hybrid Model (Best for Growth-Focused MSPs) 

- A combination of in-house UK staff + outsourced support. 

- Use local engineers for client-facing tasks and remote staff for back-end work. 

- Provides cost savings without losing the local presence. 

Example: A Manchester MSP adopted a hybrid model, keeping UK-based engineers 

for client-facing roles while outsourcing back-end troubleshooting. This helped 

them grow their business without increasing salary overheads. 

Step 3: Define Workflows & Responsibilities 

Once you’ve chosen a support model, establish clear workflows to ensure seamless 

collaboration between your in-house and remote teams. 

Key Areas to Define 

- Who handles what? – Define tasks for in-house vs. remote technicians. 

- Ticket escalation process – Ensure clear guidelines for when and how tickets  

   are escalated. 

- Communication protocols – Use tools like Slack, Microsoft Teams, or Zoom for  

   team interaction. 

- Security policies – Ensure all remote technicians follow your GDPR-compliant  

   security measures. 
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Step 4: Implement the Right Tools & Technology 

To ensure smooth collaboration, equip your remote technicians with the right 

tools. 

Essential Tools for Remote MSP Teams 

- PSA & RMM Integration – Connect remote technicians to your existing  

   Autotask, ConnectWise, or NinjaRMM setup. 

- Secure Access & VPN – Implement Zero Trust and MFA for security. 

- Cloud-Based Communication – Use Slack, Microsoft Teams, or Zoom for daily 

   check-ins. 

- Time Tracking & Productivity Monitoring – Monitor workload using tools like 

   Hubstaff or Toggl. 

 

Example: A Bristol-based MSP onboarded Nomad Remote Support and integrated 

remote technicians into their ConnectWise RMM & PSA platform. Within weeks, 

their outsourced team was operating seamlessly within their existing workflows. 

Step 5: Measure ROI & Performance 

Outsourcing should deliver measurable benefits. Track key performance metrics to 

ensure your MSP is seeing real results. 

Key Metrics to Track 

- Response times – Has outsourcing improved ticket resolution speed? 

- Cost savings – How much has your MSP saved compared to in-house hiring? 

- Client satisfaction – Are customers happier with support response times? 

- Staff workload – Has your in-house team’s workload improved? 

Example: A Liverpool MSP outsourced their weekend support to Nomad Remote 

Support. Within 3 months, they: 

- Saved £40,000 annually vs. hiring UK-based staff. 

- Reduced ticket response times by 28%. 

- Increased client satisfaction scores from 7.8 to 9.1 out of 10. 
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Final Thoughts: Taking the First Step Towards Outsourcing Success 

The UK MSP industry is evolving. Clients demand more for less, competition is 

increasing, and in-house hiring costs are rising. 

Outsourcing with Nomad Remote Support offers: 

- Lower operational costs while maintaining high service quality. 

- Access to global IT expertise without expensive UK salaries. 

- Scalability—easily adjust staffing as needed. 

- Better work-life balance for your in-house engineers. 

The best time to start is NOW. MSPs that adapt early will outpace competitors and 

position themselves for long-term success. 

Ready to get started? Contact Nomad Remote Support today and take the first step 

towards a more scalable, cost-efficient MSP business. 
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Chapter 12: Final Thoughts – Why Your MSP Can’t Afford to Wait 

The Managed Service Provider (MSP) industry in the UK is changing rapidly. 

- Clients expect faster response times, 24/7 support, and cost-effective solutions. 

- Salaries for in-house engineers continue to rise, making hiring locally more 

   expensive. 

- Competition is fiercer than ever, with more MSPs vying for the same client base. 

The question isn’t whether you should consider outsourcing. 

The question is how quickly you can integrate it into your business before your 

competitors do. 

The Competitive Edge of Outsourcing IT Talent 

Traditional hiring models are no longer sustainable for most MSPs. 

Limited UK talent pool – Finding skilled engineers locally is challenging and 

expensive. 

High overhead costs – Between salaries, benefits, and office space, hiring in-house 

is a costly investment. 

Scalability issues – Growing your MSP means more staff, but rapid hiring can strain 

cash flow. 

- Outsourcing provides a solution that reduces costs, increases flexibility, and 

maintains service quality. 

Example: A London-based MSP with a small team struggled with high support 

demands. By outsourcing their 1st-line helpdesk to Nomad Remote Support, they 

saved £50,000 annually while improving ticket resolution times by 40%. 
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Why Your MSP Can’t Afford to Wait 

The MSPs that thrive in the next decade will be the ones that embrace outsourcing 

early. 

The UK’s IT talent shortage is growing. 

Waiting will only make it harder and more expensive to hire skilled engineers. 

Cost pressures will continue to rise. 

The cost of hiring locally won’t go down, and competitors already reducing 

overheads with outsourcing will gain an advantage. 

Every month you wait is lost revenue and efficiency. 

Outsourcing allows your MSP to scale faster, improve client satisfaction, and reduce 

staff burnout. 
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Final Words from Marius, Founder of Nomad Remote Support 

Thank you for taking the time to read this book. I know firsthand the challenges 

MSPs in the UK and the USA face when it comes to hiring, scaling, and maintaining 

profitability in a rapidly changing IT landscape. 

I built Nomad Remote Support because I saw an opportunity for MSPs to tap into a 

global IT workforce—without sacrificing quality or control. 

The biggest mistake MSP owners make is waiting too long to adapt. Those who 

embrace remote IT staffing today will be tomorrow’s industry leaders. 

If you’re ready to start, Nomad Remote Support can help you: 

- Save up to 50% on labour costs without compromising service quality. 

- Scale quickly without the financial risk of hiring in-house. 

- Stay competitive by accessing highly skilled IT professionals. 

The future of IT support is remote, flexible, and global. Will your MSP be ahead of 

the curve—or struggling to keep up? 

Contact Nomad Remote Support today and let’s start building a more efficient, 

profitable MSP together. 

Here’s to your success, 

Marius 

Founder, Nomad Remote Support 

 

 

 

 

 

 


