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Putting the ‘Service’ in Putting the ‘Service’ in 
‘Managed Security Service’‘Managed Security Service’

An MSSP service 
is usually described 
as a company that 
provides the 24/7 
defense required to 
maintain a strong 

security posture for a business net-
work. And that is true; that is what 
we do.

But this does not adequately flesh 
out all the dramas, large and small, 
that can jam up a network in a hur-
ry, and cause all sorts of confusion or 
down time until the help arrives.

Our job to investigate, identify, 
and fix every imaginable error and 
incompatibility that can happen to a 
system. Sometimes the problem can 
be detected remotely, but very of-
ten the first thing we must do is get 

good information from the customer 
about what happened leading up to 
the crisis. 

WHEN A MANAGED SECURITY 
SERVICE PROVIDER IS AT ITS BEST

As the Client Success Manager, 
my first priority is to put the custom-
er at ease when they call in with a 
problem. Most problems are solved 
quickly and easily, but anxiety can of-
ten get in the way of the solution. So, 
when a call comes in like a 911 panic, I 
do my best to handle it with the quick 
assurance that everything is going 
to be alright and we will fix it. After 
all, a whole system can go down just 
because someone plugged a print-
er back into the network the wrong 
way. Sometimes fixing a connection 
is all we have to do. Clear thinking 

and easy conversation can go a long 
way toward retracing steps to where 
things went sideways, and discover-
ing the source of the problem to be 
fixed.

This is why it is so important to de-
velop a good and strong relationship 
with our customers. Getting a feel for 
communication styles is my strong 
suit, and this is the role I play at Se-
cure Networkers. When a customer 
calls in, my job is to assess the situ-
ation and connect the customer with 
the right tech to help them with their 
issue as quickly as possible. It never 
hurts to add a dash of humor, too! A 
little latitude to the situation can be a 
big help, when properly applied... 
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CALL US:
(281) 651.2254

Public schools and libraries have access to 
substantial cybersecurity funding. 

Advanced cybersecurity that is not E-rate 
eligible is still accessible through ESSER 

COVID stimulus funding. 

NEW YEAR’S RESOLUTION:
IMPROVE CYBERSECURITY
Let us know
how we can 

help!
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