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https://www.scalablemsp.co.uk/

The Company

Somerbys IT, based in Leicester, provides expert consultancy
and dedicated IT support. Their friendly and skilled team excels
at simplifying complex IT projects, ensuring that your digital
infrastructure remains robust and reliable.

When Somerbys IT approached us, their owner was deeply
involved with the technical team and exhibited strong leadership
by recognising the importance of an external perspective.

Although the team was already performing well, they understood
that stepping back to gain a comprehensive 360-degree view of
the business could help them unlock even greater potential.




Strategy and Goals

Our strategy focused on building upon the strong foundations
already in place. By working closely with the team, we optimised
response and resolution times through the implementation of
defined SLAs and strengthened team accountability.

To achieve this, we introduced weekly team meetings and
senior staff discussions, developed real-time performance
dashboards, and established clear escalation processes.

These initiatives were aimed at reducing the owner's
involvement in day-to-day operations, allowing him to focus
more on business growth and development.

"The partnership with Scalable freed up my time,
and | now have minimal involvement in
technical matters, providing our team

with the structure we needed.

We've seen a noticeable boost in efficiency,
and our clients have never been happier.”

Allan Page, Managing Director
Somerbys IT

Somerbys IT effectively optimised their operations, enabling
them to maintain exceptional service delivery while strategically
positioning themselves for future growth.




Key outcomes

Response SLA met
Increased from 86% to 95%.

Resolution SLA met
Improved from 83% to 98%.

Business Development

The owner secured 7 new clients, boosting annual
revenue by 15% year on year.

Resource Allocation

Enhanced team accountability resulted in a
15% increase in productive work hours.

Operational Efficiency

Streamlined ticket handling processes led to a 20%
reduction in average resolution time.

Customer Satisfaction

Service delivery improved, boosting positive client
feedback by 25% and raising average CSAT to 99%.

Leadership & Time Management

Minimal involvement in daily technical tasks allowed
leadership to focus more on strategic growth.
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We'd love to hear about your challenges and goals.

scalablemsp.co.uk
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