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Alternative hardware maintenance strategies for achieving high 

standards of reliability at the lowest possible cost. 
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“While hardware has 

become a commodity, 

hardware maintenance 

continues to be the cash 

cow for manufacturers…” 
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“Our research indicates that 

robust, credible hardware 

maintenance competition will 

typically reduce the incumbent 

vendor’s original bid by more 

than 20% or save more than 40% 

by outsourcing to a reliable 

TPM.”  Rob Schafer, META Group 
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Third Party Maintainer Profile 

Leading third party maintainers typically provide coverage and services that rival OEM 
maintenance programs. 
 
 

 

 

 Trouble ticket management 
 Problem determination 
 Remote diagnostics 
 Problem analysis 
 Automatic escalation 
 Problem resolution 
 Dispatch of field service 
 Satisfaction Tracking 

Remote Technical Support 
 

 

 24x7 coverage available  

 Thousands of technicians 

 Hundreds of offices 

worldwide (coverage in most 

major cities) 

 Serving tens of thousands of 

data centers 

 Cross-platform coverage 
 

Coverage 

 

 

 Spare part ordering, 

warehousing and distribution 

 Inventory planning and 

availability 

 Returns management 

 Parts repair and 

refurbishment 

 Cross platform support 

Logistics & Repair 
 

 

 Preventive maintenance 

 Remedial maintenance 

 On-site repair 

 Warranty management 

Install, move, add and 

change 

On Site Support 
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“A hidden cost of 

maintenance from the 

manufacturer can be 

found in pricing structures 

or contractual limitations 

that artificially increase 

the cost of growth, or 

force systems into 

premature obsolescence.”  
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Maintenance Service Checklist 

 

 Location – Whether yours is a single location or a global network, the location of 
your service provider is critical.  Issues that require hands-on solution will depend on 
the physical proximity of the service reps who will address them.   

 Responsiveness – Responsiveness has several aspects.  Depending on your needs 
and agreed-upon service level agreements (SLAs), you will expect your TPM to 
return calls, show up on-site, and/or return with parts within specified times.  Service 
level requirements may vary from site-to-site or system-to-system, depending upon 
your needs.  Responsiveness consists of both the service levels to which your TPM 
can agree and the service provider’s demonstrated ability to actually perform to 
expectations.   

 Parts availability – Parts availability consists of both inventory and timeliness.  Some 
parts may be satisfactorily inventoried at distant locations and shipped in as 
necessary.  Other, more critical parts may have to be inventoried locally or even at 
the customer site.  TPMs should be willing to commit to inventory levels and 
locations.  

 Expertise – Obviously, in order to provide adequate service, the service provider will 
have to have access to all necessary information on the systems and components 
they will support.  Because information travels so freely, it may be acceptable to have 
the expertise available within your TPM’s organization rather than locally.  It may 
even be sufficient to know that your TPM has access to outside information sources.  
But whatever the source or sources, you must be satisfied that the information will be 
available as needed. 

 Revision levels, software, and firmware – Expect your TPM to be able to show you 
reliable sources of updates for the systems they will be supporting.   

 Support processes – The process by which both scheduled and emergency service 
will be handled should be clearly defined and transparent to the customer.  These 
should included escalation plans to ensure the resolution of difficult issues that are 
not satisfactorily addressed by front line support.  In some cases, TPMs may offer 
remote system monitoring, allowing them to proactively identify and address 
problems before they affect operations.   

 Training – In a changing environment, TPM staff must be kept up-to-date on 
processes and products in order to provide timely service.  Review the organization’s 
training processes to be certain that they are in place and adequate. 

 Costs – Because it is so easily measurable, cost can be overweighted in choosing a 
maintainer.  There is, however, no right price for the wrong service, so be sure to 
review cost in the context of services you will contract for and the TPM’s delivery 
processes and capabilities.  Don’t hesitate to let TPMs compete on price for your 
business. 
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http://www.wallstreetandtech.com/showArticle.jhtml?articleID=22101225
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