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| READER QUALIFICATION |

Who This Guide Is For

This guide is for CEOs, COOs, operations leaders, and senior decision-makers in mid-market, multi-site organizations
who need unified support that keeps the business running, supports growth without adding complexity, and scales
without avoidable disruption.

It is intended for healthcare, manufacturing, logistics, and distribution environments where uptime, security,
compliance, and support coordination directly affect productivity, customer service, and risk.

More than a reference document, it is a practical advisory guide for evaluating whether the technology environment
supports the business or contributes to avoidable disruption, siloed ownership, and disconnected responsibility.

This Guide Is Designed For This Guide May Not Be Appropriate For
e Mid-market organizations running multiple locations, + Very small organizations looking only for basic
plants, clinics, warehouses, or offices break/fix help at the lowest price
e Healthcare, manufacturing, logistics, and distribution Businesses not ready to standardize processes,
leaders balancing uptime, safety, and service document systems, or define ownership
continuity Organizations that treat technology as a commodity
e Organizations under pressure to meet cybersecurity, rather than an enterprise capability
insurance, audit, or compliance expectations Companies unwilling to adopt basic cybersecurity
e Businesses replacing aging infrastructure, controls or compliance discipline
inconsistent delivery standards, or unclear escalation Teams that prefer separate vendors and unclear
ownership

responsibility over one accountable partner

e Internal IT teams that need dependable co-managed
support, escalation coverage, and business
operations backup

e Organizations preparing for site expansion,
infrastructure standardization, Al-enabled operations,
or broader modernization

e Leadership evaluating managed IT, security, VoIP,

and infrastructure partners based on coordinated
support and outcomes

What Readers Will Gain
Organizational Clarity Fewer Disruptions Stronger Accountability
A clearer view of what the Ways to reduce downtime, Clearer ownership, compliance
business needs from IT, security, support gaps, and avoidable readiness, coordinated escalation,
and infrastructure to stay reliable issues that slow teams down or and long-term infrastructure
and scalable. interrupt service. governance.

"BTI's approach is grounded in real operating environments — keeping systems reliable, helping teams scale, and
aligning IT, cybersecurity, VolIP, and physical security under one accountable operating model."
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ABOUT BTI COMMUNICATIONS GROUP

Why Organizations Choose BTI

Organizations choose BTI Communications Group when they need a partner that strengthens
reliability, supports growth without adding coordination overhead, and keeps IT, cybersecurity, VolP,
physical security, identity, and compliance aligned within one clear enterprise operating structure.

Converged
Operations

Organizations benefit from
one accountable team
across managed IT,
cybersecurity, VolIP,
compliance, and physical
security, with fewer
handoffs, cleaner escalation
paths, and clear ownership.

Enterprise-Grade
Managed Services

A mature operating
structure provides NOC,
SOC, SIEM, BrightGauge,
ConnectWise Asio, and
GalacticWatch working
together to improve
visibility, response speed,
and consistency across
sites.

Governance and
Delivery Discipline

Effective governance
includes PMO oversight,
documentation standards,
and escalation management
that reduce friction and
improve predictability.

Cisco & Meraki
Infrastructure
Expertise

Organizations benefit from
warehouse wireless
remediation, multi-site WAN
architecture, structured
cabling, RF validation, and
switching environments
guided by real deployment
experience.

Compliance & Risk
Reduction

Enterprise environments
require readiness for HIPAA,
NIST, CIS, CMMC, cyber
insurance, and governance
requirements with controls
maintained continuously,
not assembled at audit time.

LET Framework

Land: stabilize the highest-
priority issues first. Expand:
build on that foundation to
standardize and improve the
environment. Transform:
turn technology into a
durable business advantage
as the organization scales.

"One provider. One strategy. Less coordination overhead, lower risk, and clear ownership across

every system that matters."

ISO 27001 Compliant - ISNetworld Certified - Microsoft Tier 1 Partner - Cisco Meraki Partner
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SECTION1

Why Organizations Outgrow
Traditional MSPs

Organizations outgrow traditional MSPs when daily business starts breaking in
ways that directly affect the company. In the warehouse, scanners drop off Wi-
Fi between aisles; forklift-mounted devices miss roaming handoffs as they
move through the facility. During shift changes, VolP calls degrade when the
network is busiest. Security cameras saturate an undersized switch. Behind the
scenes, patch panels are unlabeled, switching infrastructure has accumulated
over years without a consistent standard, and no one can produce a reliable
map of what connects where. Over time, the business pays the price in lost
productivity, delayed shipments, frustrated employees, and outages that take
too long to resolve because every provider is working within its own scope
while the business absorbs the delay.

® There is nothing abstract about the failure pattern once it shows up on
the floor — work slows, orders back up, and support teams spend
more time isolating the cause than fixing it. The MSP checks the
endpoint, the wireless vendor checks the access point, and the ISP
checks the circuit. Each provider stays inside its own scope while the
issue remains open, and internal IT is left managing handoffs instead
of restoring service. BTI's unified support model is built for that
environment, especially in co-managed IT and outsourced IT support
situations where ownership and uptime matter more than passing the
ticket along.

For organizations experiencing scanner roaming failures, BTl's
commercial Wi-Fi remediation practice begins with a documented RF
survey of the full environment.

That operational friction is usually the point where leadership starts looking for
a different kind of partner.

"Organizations don't go looking for a new IT partner because they want a
better contract. They start looking because something is broken, nobody is
fixing it, and the current provider doesn't have the depth to change that."

As companies add warehouse locations, roll out camera systems, deploy VoIP
across sites, and grow the workforce, the support model that worked three
years ago often no longer has the depth or bench to keep pace. Reactive
requests become the primary mode of work. Documentation falls behind.
Projects go to whoever is available rather than whoever knows the
environment. Over time, the provider that once felt adequate no longer has the
escalation depth for Cisco, Meraki, cloud, or security infrastructure — and
those gaps become visible in day-to-day business operations.

An organization in this position does not need to rip everything out and start
over. It needs a partner who can walk the site, assess the actual environment,
identify what is failing and why, and fix it cleanly.

That is a different kind of engagement — one built on direct field assessment,
clear ownership, and infrastructure expertise that goes deeper than the
helpdesk. Cumulatively, that produces stable systems, faster decisions, and a
support model that can keep pace as the business scales.

btigroup.com - 800-435-7284 - info@btigroup.com


https://www.btigroup.com/it-services/commercial-wifi-installer/

Signs You Have Outgrown Your

Current Provider

Organizations rarely outgrow an IT provider in one obvious moment. The warning signs

usually arrive as separate annoyances first — handheld disconnects in the warehouse, e, : vl j

call quality issues during peak shifts, security systems competing with production traffic, ; E elsce

and a support team that can no longer keep pace with the organization’s complexity.

Individually, each issue can be explained away. Together, they point to a support model s N =] 0 o s ) il | .
that has fallen behind the business. 2 i

Connectivity & Infrastructure Operations & Support

e Warehouse scanners drop off Wi-Fi e Internal IT is simultaneously managing
between aisles or near loading docks, tickets, projects, cybersecurity, and
slowing picking, packing, and provider coordination, which is a sign
shipping when staff need them most the bench no longer matches the
Forklift-mounted devices lose business
connectivity during roaming e Recurring outages cycle through
transitions, creating gaps that blame without a single owner driving
interrupt material movement and slow the issue to resolution.
throughput. e Support quality depends on which
VolIP quality degrades during peak technician shows up, not on a
periods — jitter, one-way audio, or consistent process or escalation path
dropped calls disrupt coordination  loT devices, cameras, and building
across shifts and locations. systems were layered onto the
Security cameras or access control network without segmentation
systems are saturating weak planning, creating complexity no single
switching infrastructure, putting team anticipated or owns.
visibility and safety systems at risk e Ageing or unsupported firewall
Over time, unmanaged switches have infrastructure leaves the organization
accumulated across the environment, exposed, with no credible remediation
making outages harder to isolate and plan from the provider
recover from e Security systems were layered on top
Network closets are unlabeled, of a flat network with no segmentation,
undocumented, or poorly terminated, increasing disruption risk when
which slows troubleshooting and something fails
extends downtime  There is no structured reporting
Cabling quality varies depending on cadence, dashboard, or
who installed it and when, signaling documentation standard, limiting
inconsistent standards and uneven follow-through and visibility
ownership e Project quality varies depending on
RF coverage gaps persist near the technician assigned, reflecting
loading docks, cold storage areas, or delivery gaps rather than a repeatable
mezzanine levels where wireless was service model
never validated against actual
working conditions.

/\ These are not isolated IT issues. They are business continuity issues. Once
wireless, switching, security, voice, and field execution stop moving in sync,
small failures start compounding into missed shipments, extended outages, and
more time spent managing coordination than running the business.

When multiple indicators appear together, the instinct is to fix each one individually — hire
a contractor, swap a provider, buy a tool. That rarely solves the underlying problem. The
issue is usually not one broken system; it is a support model that was never designed for
the environment’s current complexity — particularly in organizations running distributed
operations that depend on clear escalation structure, coordinated field execution, and
consistent discipline across the full stack. Organizations that recognize this pattern and
act on it improve reliability, reduce disruption, and create an operating base that can scale
with less friction and more confidence.
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Modernization Does Not Have to Be All or
Nothing

Too often, organizations treat modernization as if everything must change at once, or as if real progress
requires a sweeping reset. For most organizations, modernization should reduce risk, not introduce it.

Stabilized
Reactive Core issues resolved, baseline documented,
Unplanned responses, recurring failures, no coverage improved
documentation

Scalable
Standardized Governed operations, Al-ready foundation,
Consistent processes, multi-site alignment, growth without friction

proactive monitoring

The practical path forward is not a full rip-and-replace or a rushed migration of everything at once. It starts
with the disruption already affecting business operations, then builds from there at a pace the organization
can absorb and validate.

"Start where the need is real. Fix it cleanly. Prove the result. Then expand at a pace the organization can
control.”

Address the Pain

Resolve the specific issue first so day-to-day work stops absorbing the cost. Stabilize warehouse
wireless, voice quality, structured cabling, or security network support in the areas where delays,
outages, or workarounds are already costing the business time and throughput.

Stabilize the Environment

Once service is steady, document what is in place and what is most exposed. That gives
leadership clearer visibility into what is stable, what is exposed, and what needs attention before
the next phase begins.

Targeted Support

Add support only where it strengthens continuity and eases internal burden — such as
monitoring, backups, Microsoft 365, email security, firewall support, or distributed-site network
management. The outcome is broader coverage without unnecessary scope.

Expand When Ready

As trust builds and outcomes are proven, the relationship can broaden into managed IT,
cybersecurity operations, cloud planning, or co-managed support. Growth happens in
phases, aligned to business readiness instead of provider pressure.

® A logistics company began with warehouse wireless remediation after handheld scanners kept losing
connectivity between aisles during peak fulfillment windows. The immediate result was fewer
interruptions and faster throughput.

With the wireless environment stabilized and documented, leadership had enough confidence to
extend support into vulnerability management and then co-managed cloud operations. Over time,
BTl became the long-term infrastructure partner because each phase delivered a measurable result
before the next one started. That is the more durable pattern: confidence grows when modernization
is sequenced, not forced.

Modernization has the greatest impact when every improvement is staged, validated, and allowed to earn the
right to come next.

Co-Managed IT Network & Wireless

Internal teams get immediate support where they Business operations run more reliably across
are stretched, improving coverage, escalation, sites, with fewer connectivity issues, less

and response without losing control of the downtime, and stronger support for mobile and
environment. field-based work.

Security & Compliance Cloud & Productivity

The business reduces exposure, improves Teams stay productive with better platform
segmentation and reporting, and gains a clearer oversight, continuity, and support for the tools
path to meeting security and compliance they rely on every day.

expectations.
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SECTION 4

What Unified Infrastructure Support

Actually Means

Wireless, switching, VolIP, security, cloud, and endpoints are not separate systems in practice; they
function as one technology foundation, with each layer affecting the performance and reliability of the
others. For an IT Director or COO, that reality changes how support should be structured: the business
is best served as one connected organization, not as a stream of disconnected tickets and isolated
scope boundaries. Instead of waiting for users to report problems and reacting one issue at a time, the
provider owns the underlying systems, understands how they depend on one another, and works to
prevent recurring failures before they reach the business.

Unified infrastructure support begins with what a thorough assessment of the physical and logical
landscape reveals — cabling, switching, routing, wireless coverage, security architecture, cloud
workloads, and endpoints — before any recommendation is made. The objective is to understand what
exists, what is working, what is failing, and what the business actually needs. These systems are
interdependent whether the organization manages them that way or not: wireless performance
depends on switching capacity; VolP quality depends on QoS configuration and WAN architecture;
camera reliability depends on PoE budget and VLAN design. From that foundation, a practical
integrated support model is built to support uptime, speed of resolution, and structured accountability

over time.

Traditional MSP Model

« Reactive ticket support that resolves
symptoms but leaves the underlying cause in
place

* Wireless issues are escalated outward to a
separate vendor, so users keep dealing with
dropped connections and workarounds while
ownership stays unclear.

« VolIP problems are often blamed on the
carrier, which slows resolution and extends
call quality issues

« Tools and systems are managed in separate
scopes, so the business absorbs repeated
friction across sites and platforms without a
clear path to resolution.

« Documentation is weak or outdated, which
makes every change slower and increases
the chance of repeat mistakes

« Cybersecurity stays at the endpoint layer,
leaving broader exposure and gaps in
visibility

« Projects get handed off to outside
contractors, which creates delays and
unclear ownership when something breaks

« Support quality varies by technician, so the
business gets inconsistent outcomes instead
of a reliable standard

« No structured reporting means leadership
has limited visibility into recurring risk,
service trends, or service delivery
bottlenecks

« Escalation stops at the helpdesk, so complex
issues take longer to diagnose and cost more
to fix

BTI's Integrated Operations Model

» Systems are assessed first, so
recommendations are based on what will
actually improve performance and reduce
risk
Cisco and Cisco Meraki wireless
remediation — warehouse roaming, RF
surveys, AP placement that improves
scanner reliability and user mobility
Multi-site WAN support with structured
documentation and change management,
which reduces downtime and prevents
avoidable disruption during updates
VolIP quality troubleshooting — jitter, codec
issues, QoS configuration, carrier
coordination — so call issues are resolved at
the source instead of recurring
Network segmentation — separating loT,
cameras, guest, and operational traffic — to
improve stability, security, and fault isolation
NOC, SOC, and SIEM layered monitoring
with GalacticWatch compliance support,
giving the business earlier warning and
clearer oversight
BrightGauge dashboard visibility and a
structured reporting cadence, so leadership
can see trends, recurring issues, and
service performance
ConnectWise Asio workflows for consistent
ticket handling and escalation, which
speeds resolution and improves
accountability
Co-managed models that support internal
IT without replacing it, improving capacity
without losing institutional knowledge
Microsoft Tier 1 access for licensing, Azure,
and M365 escalation, so common blockers
move faster and internal teams spend less
time waiting
ISO 27001-aligned standards, supporting
stronger oversight and more dependable
delivery

® Clearer ownership. Deeper visibility. More consistent outcomes.
It means the provider understands how the organization actually works in practice, owns the
outcome, and gives leadership a clear picture of what is stable, what is exposed, and what

needs attention next.

® A warehouse site is seeing scanner drops in one aisle and delayed VolP calls on the floor. An
RF survey reveals an overloaded access point, a weak roaming transition, and a switching
bottleneck upstream. The practical result is faster root-cause identification, fewer repeat
incidents, and integrated service delivery — because once ownership follows the failure path,
the business stops paying for the same problem twice.
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The Lowest Qualified Price

Requires Transparency to Find

Most organizations cannot tell whether they are actually getting the lowest qualified
price because they do not have the visibility to make that judgment. For a CFO or COOQ,
the goal has always been the lowest qualified price — not the lowest price, and not the
highest. The challenge is that without full transparency into what a provider is doing,
how they are doing it, and what it is costing the business to operate in a disjointed or
reactive model, the comparison is incomplete. A lower monthly fee from an
underqualified provider often costs more in downtime, rework, escalation delays, and
internal coordination than a higher fee from a provider that owns the full scope and
delivers it cleanly.

BTI's ability to support that evaluation comes from two things: the depth to be
genuinely qualified across networking, cybersecurity, cloud, VolP, physical security,
and compliance — and the transparency to show exactly what is being done, why, and
what it is producing. That transparency matters. BrightGauge dashboards, structured
reporting cadences, documented change management, and PMO governance give
leadership the visibility to make an informed comparison. As coordination overhead
decreases, escalation paths become cleaner, and duplicate tooling is eliminated, the
total cost of the operating model becomes visible — and defensible.

%=} Cisco & Cisco Meraki Infrastructure Expertise

Deep Cisco and Cisco Meraki experience means recommendations are grounded
in real deployment knowledge, not vendor datasheets. Warehouse wireless
designs, multi-site WAN configurations, and switching architectures are built to
perform in real business operations — reducing callbacks and avoiding costly
rework after go-live.

dﬁ‘ Microsoft Tier 1 Partnership

What does faster support look like when one partner can actually move the work
forward? BTI's Microsoft Tier 1 relationship provides direct escalation paths,
stronger licensing pricing, and broader Microsoft 365, Azure, and security
support under one coordinated partner. The result is faster issue resolution, less
time waiting on reseller chains, and more reliable support continuity.

Q@ NOC / SOC / SIEM — Layered Monitoring

Leadership gets earlier warning and deeper response capability from layered
monitoring across network operations, security operations, and SIEM —
something most internal teams cannot maintain cost-effectively. GalacticWatch
compliance and risk support adds structured oversight, improving the compliance
posture and helping issues move to the right team faster.

Eo ISO 27001 Compliant & ISNetworld Certified

1SO 27001 compliance and ISNetworld certification represent documented
standards that support dependable delivery and a stronger audit trail. For
regulated industries and procurement teams, that means less uncertainty in the
vendor review process and a better-controlled risk profile over time.

© Organizational efficiency is what happens when capability is organized into
one accountable model.
The business consequence is fewer surprises, cleaner ownership, and less
time spent resolving avoidable cross-system failures. If an Al-enabled camera
deployment overwhelms aging switching capacity, the issue is not the camera
system — it is a planning gap that should have been identified before the first
device went online.
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How Infrastructure Relationships

Actually Grow

The strongest infrastructure partnerships usually do not begin with a contract; they begin
with a real problem, solved well enough to earn the next conversation. For a CEO or COO,
that is the pattern that matters: these relationships grow by proving value in the live
business environment, one issue at a time. The best managed IT partnerships start small,
deliver results, and earn the right to take on more responsibility as trust accumulates.

"? Stage 1: Start Where the Need Is Real

The first call usually comes when the business is dealing with a specific issue — not
when it is shopping for a broad managed services proposal. Common starting points
include warehouse Wi-Fi remediation where scanners are dropping between aisles,
VolIP instability during busy periods, security network support for isolated camera or
access control systems, vulnerability scanning for an internal IT team that lacks the
tooling, or Microsoft 365 configuration issues that have been on the backlog for
months. The immediate gain at this stage is relief from a visible problem, reduced
disruption, and early confidence that the partner can perform in a real environment.

O@ Stage 2: Support Expands Naturally

Once the initial problem is resolved and the client sees how the work operates,
adjacent support needs become natural extensions — not pushed expansions.
This phase may include vulnerability management, Proofpoint or Barracuda email
security, backup and business continuity, licensing management, firewall and
segmentation support, RMM consolidation, cloud workloads, or layered
monitoring. The business gain is better coordination across related systems,
fewer gaps between providers, lower internal overhead, and a more stable
technology foundation without forcing a premature full-scale commitment.

£ Stage 3: Broader Partnership When Trust Is Established

At this stage, the organization gains a more unified governance model, clearer
ownership, stronger resilience, and an IT partner that can support
modernization at a pace the business is ready to absorb. That may include
enterprise infrastructure operations, cybersecurity operations, compliance
support, physical security integration, VolP management, cloud strategy, and
Al-ready planning. Internal IT teams are supported, not replaced.

® A healthcare network started with wireless dead zones in imaging areas where
mobile carts were losing connectivity mid-workflow and clinical staff were losing
time. Once the wireless environment stabilized, the organization expanded into
vulnerability management and then integrated support for Microsoft 365 and
identity governance. The outcome was fewer interruptions for clinicians, better
reliability for mobile workflows, and a clearer path to managing the full technology
foundation without disrupting service delivery. Three years later, a coordinated
model manages the full enterprise scope — not because of a contract, but because
each result justified the next step.

Trust is earned through execution, not scope. We start where the need is real, solve it
well, and expand responsibility when the client sees the value.

This model protects the client from over-commitment while ensuring each phase creates
measurable value before the relationship expands. Each engagement is designed to create
real value at every stage — so growth happens at a pace the organization controls, with
structured accountability preserved from the first project through the broader partnership. In
practice, that is the LET framework in motion: Land with a specific problem, Expand through
adjacent business needs, and Transform into a long-term partnership that supports
modernization, multi-site consistency, and coordinated accountability. By the end, the
organization has not just added services; it has a more coherent operating model, a steadier
decision path, and a partner it can trust as complexity increases.
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ADVANCED SECTION - CONVERGED OPERATIONS

Converged Security,
Identity & Enterprise
Readiness

These systems are already interconnected, whether the organization
manages them that way or not. That is why converged security, identity,
and enterprise readiness matter. In practice, it means the business can
run physical security, cybersecurity, cloud identity, and core
infrastructure as one unified governance framework — so access
control, cameras, VolP, wireless, switching, visitor management, and
connected devices are governed as a single environment — helping the
organization control access, maintain uptime, and reduce exposure
instead of reacting to failures that span multiple disconnected systems.

The immediate effect is visible when these systems operate without
coordination: users get locked out, security events become harder to
investigate, outages spread across departments, compliance evidence
becomes harder to produce, and small failures escalate into cross-
functional disruptions. Organizations that manage this complexity well
treat it as one environment with shared ownership — not as a collection
of separate vendor contracts with no one responsible for the intersection.

® The organizations that struggle most with converged
environments usually have the right tools but no clear ownership
across them. Without one accountable partner, gaps form
between physical security, cybersecurity, identity, and
infrastructure — and those gaps are precisely where the
exposure lives.

This section addresses the governance realities of converged security
operations, identity management, OT/loT segmentation, enterprise
preparedness, compliance readiness, and Al-ready infrastructure — and
explains how BTI's integrated approach helps maintain accountability
across the entire environment.

As environments grow more interconnected, the discipline of
coordinated ownership matters more than any individual technology.

@ Wireless, switching, cloud identity, access control, cameras,
OT/loT, VoIP, and compliance systems all depend on one
another. When one layer is misaligned, the impact can reach
users, facilities, security teams, and leadership simultaneously.
Managing them as one environment is what keeps operations
stable and gives the business the clarity and resilience to move
forward with confidence.
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The Role of IT Infrastructure

Expertise in Modern Security
Systems

Why modern security systems require IT infrastructure expertise: physical security is often
purchased as a security decision, but it functions as a technology foundation decision. Cameras,
access control, intercoms, and visitor management now run on the same networks that support
the rest of the business, which means they depend on PoE capacity, VLANs, wireless coverage,
patching, and cybersecurity controls to remain reliable. When those foundations are not planned
and maintained correctly, the business does not just inherit a technical issue — it inherits security
blind spots, compliance exposure, and avoidable downtime when systems fail, devices drop
offline, or remote access is left uncontrolled.

That procurement model also creates a divided ownership structure. A physical security
integrator installs the cameras and access control hardware. An MSP manages the network. A
separate vendor handles the firewall. No one owns the intersection — and that is where risk
accumulates.

Common Infrastructure Failures in BTI's Integrated Infrastructure

Security Deployments Approach

e Camera systems deployed without e PoE switching sized for actual camera
adequate PoE capacity, leading to and device loads, so systems stay online
intermittent outages and degraded as they scale
coverage across the facility VLAN segmentation separating security,

e Access control systems placed on flat, loT, guest, and production traffic,
unsegmented networks, creating security reducing exposure and improving control
blind spots Cisco and Cisco Meraki infrastructure

e Firmware on edge devices left unpatched supporting converged security
for extended periods, increasing environments with enterprise standards
compliance and breach exposure Enterprise Wi-Fi and wired network

e Remote access left open through design aligned to security system
unmanaged ports or unchanged default requirements, improving reliability and
credentials, creating persistent and coverage
unnecessary exposure Managed IT services for firmware,

e |oT expansion added without VLAN patching, and device lifecycle control,
planning or firewall rules, making network reducing risk and support burden
behavior harder to control Controlled remote access with

e Al-enabled camera traffic overwhelming documented vendor access policies, so
WAN links, causing latency spikes and third-party support does not become an
service interruptions across the enterprise open door

e Security system vendors given broad Bandwidth planning for Al-enabled
network access without controls, reducing security systems and high-resolution
accountability cameras, preventing congestion and

¢ No documentation of device inventory, IP performance issues
assignments, or access credentials, Structured documentation of all security

slowing support and incident response system network dependencies, making
troubleshooting and audits faster
Ongoing monitoring of security system
network behavior through NOC support,
so issues are caught before they become
outages

When security systems share a network with production workloads, they require the same
discipline as everything else that supports the business. If no one owns that intersection,
failures surface as outages, access failures, or missing evidence when it matters most.

® Security systems on enterprise networks are enterprise responsibilities. The
organization needs one accountable partner to manage the conditions those systems
depend on — not separate vendors each assuming someone else owns the risk. Unified
ownership shifts the conversation from blame-shifting to control, visibility, and
measurable accountability.

® Camera bandwidth, PoE capacity, VLAN segmentation, firmware lifecycle, wireless
coverage, and remote access controls all affect continuity. Treating them as coordinated
governance decisions — rather than isolated vendor responsibilities — keeps systems
available, supportable, and aligned to compliance requirements, which is the only way to
keep service delivery resilient under real-world pressure.
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Enterprise Identity & Credential

Management

Managing enterprise identity and credential access is the control point that determines
who can get in, what they can use, and how quickly access is removed when someone
changes roles or leaves. For a Security Director or COO, the business issue is
straightforward: when identity is not managed consistently across cloud systems, email,
and physical access, the organization inherits security exposure, compliance gaps,
delayed onboarding, and access that persists long after departures. Routine account
administration then becomes a recurring governance risk.

This matters especially in multi-site healthcare, manufacturing, and logistics settings,
where identity governance must support regulated workflows, shift-based access, and
distributed business operations. BTI's approach covers the full credential lifecycle — from
initial provisioning through role changes to final revocation — across Microsoft 365,
Azure, physical access control, and visitor management. The objective is a consistent,
documented, and auditable identity posture that reduces access risk, supports
compliance readiness, and keeps day-to-day operations moving without administrative
friction.

Microsoft Entra ID Integration

BTI manages Microsoft Entra ID (formerly Azure Active Directory) as the
authoritative identity source so access is tied to the current employee record, not
stale permissions. That keeps MFA, conditional access, and role-based permissions
aligned as the organization evolves, reducing unauthorized access risk and making
identity administration more predictable at scale.

@ Physical Access Control Integration

Where access control systems support directory integration, BT coordinates
credentials across doors, gates, turnstiles, and secure areas so badge access
matches the employee's actual role and work location. The outcome is fewer
access exceptions, better auditability, and less risk that someone keeps physical
access after responsibilities change.

B Onboarding & Offboarding Workflows

Structured onboarding and offboarding workflows make sure employees are ready
on day one and fully removed on the last day across Microsoft 365, Azure, email,
VPN, physical access, and related systems. That shortens ramp-up time for new
hires, reduces manual cleanup for IT, and eliminates orphaned access that creates
security and compliance exposure after a departure.

Visitor Management & Contractor Access

Visitor management systems and contractor access workflows extend the same
identity discipline to temporary users, giving the business time-limited access, clear
audit trails, and documented accountability. This helps organizations avoid ad hoc
badge issuance, maintain control in regulated facilities, and keep short-term access
from weakening the overall identity model.

Identity governance is only effective when the full credential lifecycle is owned end
to end. An employee who left six months ago should not retain badge access to the
server room — or active credentials in cloud systems. That is not a minor oversight. It
is a governance failure with real security and compliance consequences.

»  Offboarding gaps are one of the fastest ways identity risk becomes a business
issue. If no one owns removal across both IT and physical security systems,
access can remain in place long after the role ends.

BTI's converged security operations practice addresses the full credential
lifecycle — from cloud identity through physical access — under one
accountable governance model.
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Access Control, Visitor Management

& Structured Oversight

Access control, visitor management, and structured oversight are core indicators of
enterprise readiness in converged security operations. In well-run organizations, every door,
gate, and secure area operates under a documented access policy, badge lifecycle
management is tied to HR and identity workflows, and visitor and contractor access is tracked,
time-limited, and auditable. In organizations that have grown without a structured model, the
opposite is common — former employees retain access, contractors hold standing credentials
that were never revoked, and no one can produce a clean audit trail when compliance is
tested.

Across multiple sites — manufacturing facilities, healthcare campuses, distribution centers,
and enterprise offices — the challenge is consistency and clear ownership. Access policies
that are tightly governed at headquarters are often informal at remote locations, creating gaps
in governance, identity governance, and security oversight across the technology foundation.
Organizations that standardize converged security operations can apply the same controls to
every site, integrating physical access with IT systems and identity controls.

Badge Lifecycle Management

From provisioning on day one to revocation on the last day, badge lifecycle management
ensures that physical access reflects current employment and role status — with
documented audit trails that support compliance reviews, internal audits, and enterprise
security governance.

Multi-Site Access Consistency

Access policies, credential standards, and audit documentation are applied uniformly
across all locations — not just headquarters. Remote sites operate under the same
governance standards as primary facilities, strengthening business readiness across the
full business operations footprint.

Compliance Documentation

Regulated industries — healthcare, manufacturing, financial services, and logistics —
require documented evidence of access control governance. Structured audit trails,
access reports, and compliance documentation support internal reviews, third-party
audits, and ongoing leadership discipline.

"A compliance auditor does not distinguish between headquarters and a remote site.
Neither should your access control standards.".

Visitor & Contractor Management Regulated Enterprise

e Time-limited visitor credentials with Requirements
automatic expiration e Healthcare: HIPAA-aligned access

e Contractor access tied to documented documentation and audit trails
project scope and duration Manufacturing: Controlled access to

e Pre-registration workflows for high- production areas and OT systems
security or regulated settings Enterprise campuses: Consistent

e Audit trails for all visitor and contractor access governance across distributed
access events facilities

¢ Integration with compliance Financial services: Documented access
documentation and security reviews controls for compliance and audit

e Consistent visitor management standards readiness
across all sites Logistics and distribution: Contractor

and vendor access management at
scale

Government and defense: Cleared
personnel access documentation and
control

/\ Access control gaps are among the most common findings in enterprise security
audits — and among the most preventable. In most cases, the gap exists not because
the technology failed, but because no one owned the process end to end.
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Emergency Communication &

Operational Continuity

Emergency communication and continuity planning depend on the unified support that
sustains day-to-day business operations. Mass notification, overhead paging, two-way
radio integration, and emergency alerting only perform reliably when the underlying
network, power, wireless coverage, and system dependencies have been designed and
maintained as part of a broader continuity strategy. In a converged model, these systems
are not treated as isolated tools — they are planned, documented, and maintained alongside
the technology foundation that supports managed IT services and compliance readiness.

When that foundation is weak, an emergency can trigger a failure cascade: a warehouse
evacuation dependent on a paging system connected to a failing switch, a healthcare facility
with wireless dead zones that miss overhead announcements, or a manufacturing plant
where alerts never reach workers in areas with inadequate RF coverage. For multi-site
organizations, the challenge is consistency — ensuring the same communication standards,
resilience assumptions, and support practices apply across headquarters, remote facilities,
and distributed business operations.

BTl integrates emergency communication requirements into converged security operations
and continuity planning, so the systems organizations depend on in critical moments are
backed by service delivery that has been designed, documented, and tested for that
purpose — across every site.

s Infrastructure Dependency Mapping

Emergency communication systems are mapped against the network paths, PoE
switches, wireless coverage, WAN links, and power systems they rely on — so
single points of failure are identified and addressed before they affect continuity,
resilience, or the organization's ability to demonstrate compliance readiness.

@ VolIP & Paging Integration

VolIP systems, overhead paging, and mass notification platforms are integrated
with appropriate QoS configuration, redundant network paths, and failover
planning — ensuring that voice communication remains available during network
stress, partial outages, or recovery events.

Wireless Coverage for Emergency Scenarios

Wireless coverage is validated not just for normal operations but for
emergency scenarios — including areas that are typically low-traffic but
become critical during evacuations, lockdowns, or emergency response
situations in healthcare, manufacturing, and logistics settings.

E:§ Redundancy & Failover Planning

Network redundancy, UPS coverage, and failover configurations are
documented and tested — so the systems supporting emergency
communication remain operational when primary services are under stress
and the organization needs continuity most.

"Emergency communication is only as dependable as the systems behind it. Design
for the outage, test for the failure, and never assume normal conditions will hold."

/\ In most settings, emergency communication systems have never been formally
tested against a failure scenario. The first real test should not be an actual
emergency.

® Continuity is not a separate planning exercise. It is the outcome of a technology
foundation that was designed, documented, and maintained to a consistent
standard — across every site, not just the primary facility.
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Security System Cybersecurity &

OT/loT Segmentation

Security system cybersecurity and OT/loT segmentation have become core concerns in
enterprise support as cameras, access control panels, building management systems,
industrial controllers, and environmental sensors move onto the corporate network. These
devices are often introduced through vendor-led installations focused on the device itself
rather than the surrounding network architecture — leaving organizations with embedded
systems running outdated firmware, connected to flat networks with minimal
segmentation, reachable through unmanaged remote access, and largely invisible to the
monitoring tools that govern the rest of the technology foundation.

The risk is not abstract. A camera on a flat network shares a broadcast domain with
production workloads. A building management system with unchanged default
credentials can become a lateral movement path after a single compromise. A third-party
vendor with standing, unmonitored remote access to a security system can maintain a
persistent foothold inside the enterprise. These conditions appear consistently in security
assessments because they reflect a structural gap in segmentation and lifecycle
management — not an isolated device problem.

Organizations that are addressing these gaps typically do so through structured
segmentation, device inventory, and lifecycle management — integrated into converged
security operations and the broader managed IT services model rather than treated as a
standalone project.

Common OT/loT Security Gaps BTI's OT/loT Security Approach

e Cameras and access control systems * VLAN segmentation isolating loT, OT,
running outdated or unsupported cameras, and building systems from
firmware production traffic

e Building automation systems and Firewall rules controlling traffic
industrial controllers sharing network between segmented zones
segments with production workloads. Device inventory and documentation

e Default credentials left unchanged on for all networked loT and OT systems
embedded devices Firmware and patch management

e Third-party vendor remote access that processes for supported embedded
is persistent, undocumented, and devices
unmonitored. Controlled and monitored vendor

e No inventory of IoT and OT devices remote access with documented
connected to the network access policies

e Security and OT systems invisible to Integration of loT and OT device
endpoint monitoring, SIEM, and NOC behavior into NOC monitoring
workflows. workflows

¢ Production systems sharing network Vulnerability scanning scoped to
segments with building automation include loT and OT network segments

e No documented patch or lifecycle Lifecycle planning for embedded
management process for embedded systems approaching end of support
systems

"A camera on a flat network is not just a camera. It is a networked device with an IP
address, a firmware version, and a remote access path — and it must be managed
with the same discipline as any other exposed asset in the business operations."

An integrated cybersecurity operations practice can fold OT and loT device management
into the same monitoring, remediation, and vulnerability management workflows that
govern the rest of the enterprise, including secure network design patterns commonly
supported in Cisco Meraki-based deployments.

/\ In most enterprise settings, this is an active and unaddressed exposure — one
that compounds with every new device added to the network without a
segmentation plan, a monitoring model, or a documented lifecycle process.
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Vulnerability Management &

Third-Party Validation

Vulnerability management and third-party validation are now foundational requirements
for cybersecurity operations, compliance readiness, and cyber insurance readiness.
Cyber insurance underwriters require evidence of ongoing vulnerability management.
Enterprise customers ask for it in security questionnaires. Frameworks such as HIPAA,
NIST, CIS, and CMMC expect documented, repeatable processes. Yet in many mid-
market organizations, scanning is inconsistent, remediation is ad hoc, and validation is
limited to point-in-time assessments that are outdated before the next review cycle. The
gap between identifying vulnerabilities and remediating them — with documented
evidence of corrective action — is where most programs break down.

Effective vulnerability management is not a single scan or an annual review. It is an
ongoing discipline: regular scanning across all network segments, prioritized remediation
based on actual risk, documented evidence of corrective action, and reporting that gives
leadership a current, accurate picture of exposure. A structured program integrates
vulnerability management with managed IT services, cybersecurity operations,
GalacticWatch compliance support, and layered NOC/SOC monitoring.

Sj Continuous Vulnerability Scanning

Regular scanning across all network segments — including loT, OT, cloud
workloads, and remote sites — provides a current and complete picture of the
organization's vulnerability exposure. Scans are scoped to include the full
technology foundation, not just the segments that are easiest to reach, supporting
stronger compliance readiness and a more complete view of organizational risk.

©) Prioritized Remediation Tracking

Vulnerabilities are prioritized by actual business risk — exploitability, asset
criticality, and exposure context — rather than raw CVSS scores. Remediation is
tracked to completion with documented evidence, supporting accountability, audit
readiness, and the discipline expected in NIST, CIS, and CMMC-aligned settings.

E] Compliance Reporting & Audit Support

Structured reporting provides the documentation that compliance frameworks,
cyber insurance underwriters, and enterprise customers require. GalacticWatch
compliance support adds a layer of oversight and reporting visibility that supports
internal reviews, HIPAA documentation needs, and third-party audits.

[% Third-Party Penetration Testing Coordination

For organizations that require third-party penetration testing — whether for
compliance, insurance, or customer requirements — engagement coordination,
environment preparation, and remediation of findings are managed through the
same structured process used for ongoing vulnerability management. That
coordination helps ensure validation is tied to follow-through across business
operations, not treated as a standalone event.

"A vulnerability report that no one acts on is not a security program. It is a documented
record of known risk left unresolved — and a liability in any audit or insurance review."

»  The most common vulnerability management failure is not the absence of
scanning. It is the absence of a structured remediation process — and the
absence of a single owner responsible for tracking findings through to closure.

@ GalacticWatch compliance support and layered NOC/SOC monitoring provide the
visibility and oversight that turn vulnerability management from a point-in-time
exercise into an ongoing discipline.
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Why Regulated Entity Agreements

Are Reshaping Infrastructure
Expectations

Regulated entity agreements are reshaping infrastructure expectations, turning what once
felt like a compliance issue into a direct commercial and financial risk.

The pressure to prove a documented, managed, and clearly assigned IT posture no longer
comes only from regulated industries. It now arrives from multiple directions at once, often
reaching organizations that are not themselves regulated. A mid-sized manufacturer,
distributor, or services firm may face no direct mandate, yet still find its largest customer
requiring a completed security questionnaire before renewal, its bank demanding
cybersecurity representations in a credit agreement, its investors asking about IT oversight
during due diligence, and its commercial insurer conditioning coverage on documented
controls. Suppliers in sensitive industries are also pushing liability-shifting and indemnification
language upstream into commercial agreements. Accountability for the technology foundation
has become a commercial requirement, enforced through contracts rather than regulators.

For mid-market organizations, the consequence is immediate. If you cannot demonstrate a
documented, managed, and accountable operation, you risk losing deals, delaying financing,
weakening your insurance position, or accepting liability exposure in agreements you did not
fully evaluate. The standard has shifted from basic IT support to operational maturity —
compliance readiness, cyber insurance readiness, infrastructure standardization, and the
ability to evidence control performance over time. Technology is now part of an organization's
credibility with every counterparty that has something to lose if business operations fail.

What Customers, Banks, Insurers How BTI Supports Enterprise

& Suppliers Now Require Readiness

e Cybersecurity representations and e SO 27001 compliant structured
warranties in commercial contracts and oversight — documented and auditable
credit agreements ISNetworld certification for contractor

e Multi-factor authentication across all and vendor compliance requirements
user accounts and remote access GalacticWatch compliance support for

¢ Network segmentation separating ongoing risk and documentation
production, guest, loT, and security Structured vulnerability management
systems with remediation evidence

e Documented vulnerability management MFA enforcement and conditional
with evidence of remediation access through Microsoft Entra ID

¢ Incident response plans with defined Network segmentation design and
notification timelines implementation

e Endpoint detection and response on all Incident response planning and
managed devices documentation support

¢ Documented access control policies and BrightGauge reporting visibility for
audit trails leadership and compliance reviews

 Third-party risk management Cyber insurance questionnaire support
documentation and documentation preparation

e Cyber insurance coverage with defined Ongoing compliance posture monitoring
minimum controls through NOC/SOC integration

e Regular security awareness training with
documented completion

e Infrastructure documentation sufficient to
support an audit

"Infrastructure accountability is no longer enforced only by regulators. It is enforced by the
counterparties your business depends on — customers, banks, investors, insurers, and
suppliers — through the agreements they ask you to sign."

® The organizations best positioned for growth are the ones that build readiness before
the questionnaire, the credit review, or the contract negotiation arrives. BTI's
governance readiness practice helps organizations build the documentation,
monitoring, and audit preparation needed to move through procurement, insurance,
and compliance reviews with less friction and more confidence.
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Al-Ready Infrastructure & Operational

Maturity

For a CEO or COQ, Al-ready infrastructure is now a business requirement, not a future consideration.
The network, wireless, identity, cloud, and support foundation must handle Al workloads without
disrupting service, degrading performance, or adding avoidable risk.

Warehouse automation depends on consistent, low-latency wireless to coordinate picking,
movement, and fulfillment. Al-enabled security cameras create substantially higher bandwidth
demand than legacy systems. Cloud-integrated workflows also depend on reliable WAN
connectivity, disciplined identity management, and modernization that can support new workloads
without disruption.

Telemetry from manufacturing equipment feeds analytics platforms that require structured network
access, adequate bandwidth, and documented support processes. The operating model behind
these capabilities needs to be designed for them from the outset — not retrofitted after the first
deployment exposes the gaps.

Why Al Initiatives Break Down in Weak Operational Environments

Wireless Coverage Gaps

When warehouse automation and Al-enabled workflows lose consistent, low-latency wireless
connectivity, the business sees dropped connections, failed transactions, slower fulfillment, and
avoidable downtime. Dead zones, poor roaming transitions, and inadequate AP density create
interruptions that are difficult to diagnose and expensive to recover from without proper RF
documentation and ongoing support. Cisco Meraki-based wireless environments can improve
visibility, standardization, and multi-site manageability when designed and maintained correctly.

Inadequate Switching & Bandwidth

When Al-enabled cameras, video analytics, and cloud-integrated platforms outgrow the
switching layer, performance degrades across the business. The result is congestion, delayed
data movement, and systems that cannot keep pace with demand. Bandwidth planning and
switching capacity need to reflect current and projected workload requirements — especially
where Al systems, security tools, and production traffic share the same technology foundation.

Flat Networks & Segmentation Gaps

When Al and automation systems share segments with production workloads, guest traffic, and
building systems, the organization takes on both performance issues and unnecessary security
exposure. Proper segmentation keeps operational traffic prioritized, reduces lateral movement
risk, and prevents Al-enabled systems from interfering with broader multi-site operations.

Visibility & Monitoring Gaps

When Al-enabled systems are not monitored, failures become surprises instead of managed
events. If a warehouse automation workflow breaks, teams lose time determining whether the
issue is wireless, switching, WAN, application, or device related. Without monitoring,
documentation, and structured oversight, outages take longer to resolve and recurring problems
are harder to prevent.

»  Organizations that deploy Al-enabled workflows into underprepared systems usually
discover the gaps through failed operations, delayed launches, and increased support
burden — not through proactive planning. The real cost is not just retrofit expense; it is lost
productivity, delayed return on investment, and the strain of remediating multiple sites after
the fact.

"Al-ready infrastructure is not a separate initiative. It is the work of building the network,
wireless, security, and support foundation to the right standard before the first workload arrives
— and sustaining that standard as the business scales."

@) The practical cost of underprepared systems is predictable: slower deployments, more
downtime, higher support effort, and weaker confidence from leadership. Organizations
that establish those fundamentals before deploying Al avoid the most expensive fixes later.
Reliable wireless, adequate switching, proper segmentation, documented support
processes, and continuous monitoring are what separate a successful Al deployment from
a costly remediation project.
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What Sophisticated Operational
Readiness Looks Like

An IT environment that is documented, actively managed, and auditable end to end
reflects sophisticated operational maturity. It shows consistency across managed IT,
cybersecurity operations, identity oversight, and support — the baseline expected of
organizations that need compliance readiness and reliable Al-enabled operations.

These indicators describe that baseline in concrete terms. Organizations that can
confirm most of these capabilities are better positioned for customer relationships,
cyber insurance renewals, audit reviews, and Al-enabled operations.

Infrastructure & Network

v Network environment is fully
documented — topology, IP schema,
device inventory

v Switching infrastructure is current,
labeled, and sized for actual
workloads

v Wireless coverage has been
validated by RF survey — including all
operational areas, not just primary
workspaces.

v VLANs segment loT, OT, cameras,
guest, and production traffic

v WAN architecture supports current
and projected bandwidth
requirements

v Structured cabling is documented,
labeled, and installed to standard

Identity & Access

v Microsoft Entra ID is the
authoritative identity source across
cloud and on-premises systems

v MFA is enforced across all user
accounts and remote access
methods

v Role-based access reflects current
organizational structure — not
accumulated permissions from prior
roles or departures.

v Onboarding and offboarding
workflows are documented and
consistently followed

v Physical access control credentials
are synchronized with cloud identity
v Privileged access is documented,
monitored, and reviewed regularly

Security & Compliance

¢ v Vulnerability scanning runs
regularly across all network
segments
v Remediation is tracked to
completion with documented
evidence
v Firewall rules are documented,
reviewed, and current

v Endpoint detection and response
is deployed on all managed devices
v SIEM and SOC monitoring provide
visibility into security events

v Incident response plan is
documented, tested, and current

Operational Discipline

e v BrightGauge or equivalent
dashboard provides leadership
visibility
v Structured reporting cadence is in
place — monthly at minimum
v Emergency communication
systems have been tested and
documented
v Backup and business continuity
plans are tested and current
v Vendor access is documented,
controlled, and monitored
v Escalation paths are defined for
infrastructure, security, and cloud
issues

® Thisis not a compliance checklist. It is a description of what well-run
organizations actually maintain — and what customers, insurers, and auditors
increasingly expect to see documented, not just asserted. Reaching and
sustaining this standard requires enterprise infrastructure support,
cybersecurity operations, and structured oversight that make readiness

durable.
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SECTION 16

Built for the Complexity of
Modern Operations

Modern leadership teams need business systems that remain reliable, secure, and
supportable across every site and team. For CEOs and COOs, that means fewer
disruptions, clearer ownership, lower coordination burden, and a technology foundation
that can scale without avoidable friction. Modern enterprises are judged not just by
what they deliver, but by whether their technology, governance, and service delivery
are documented, resilient, secure, and ready for customer, insurer, and compliance
scrutiny. In healthcare, manufacturing, logistics, distribution, and multi-site
organizations, that foundation is part of the case for trust, continuity, and growth.

Unified Infrastructure Support

Assessment-first. Cisco and Cisco Meraki expertise. Multi-site WAN support.
Structured documentation. Co-managed models that reduce internal burden and
improve service consistency without displacing your team.

Converged Security Operations

Physical security, cybersecurity, and IT managed as one coordinated discipline —
giving leadership clearer visibility, faster resolution, and fewer gaps between
systems.

Enterprise Identity Management

Microsoft Entra ID integration. Credential lifecycle management. Physical access
synchronization. Visitor and contractor governance. Better control over who can
getin, log in, and stay connected.

OT/loT Cybersecurity

VLAN segmentation. Firmware and patch management. Device inventory.
Controlled third-party access. Monitoring for loT and OT systems that can't afford
downtime.

Compliance & Enterprise Readiness

ISO 27001 compliant. ISNetworld certified. GalacticWatch support. Vulnerability
management. Cyber insurance documentation. Audit-ready reporting for customer
reviews and formal audits.

Al-Ready Technology Foundation

Wireless validation. Bandwidth planning. Segmentation. Monitoring. A stable base
that supports Al-enabled workflows without creating performance or reliability risk.

"Operational maturity is not a destination. It is the discipline of consistent standards,
accountable partners, and systems designed to support the business every day —
not merely to satisfy an audit."

A coordinated operating model gives complex organizations a practical way to manage
technology, security, identity, and compliance with less friction and more confidence.
The result is a business that is easier to support, easier to audit, and better prepared to
grow across multiple sites and business units. BTI is most valuable where reliability
matters, where internal teams need deeper coverage, and where leadership expects
the organization to scale without recurring disruption. That foundation also makes it
easier to align the business with long-term governance expectations.
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The Cost of Operational
Fragmentation

Operational fragmentation in IT environments happens when providers,
tools, systems, and responsibilities drift apart. Leadership pays for that drift
in lost productivity, slower recovery, and avoidable rework.

In managed IT services, co-managed IT, infrastructure management, and
multi-site support, the cost appears when responsibilities are split and no
one owns the critical handoff points. The MSP blames the ISP. The security
vendor blames the network. The VolIP provider blames the firewall.

Warehouse scanners disconnect during peak fulfillment windows, and the
issue takes too long to isolate. Onboarding stalls because access
provisioning is not coordinated across IT and physical security. Changes
are not documented consistently, so outages take longer to diagnose and
recovery windows extend. Remote sites drift from established standards,
and internal teams spend more time chasing exceptions than improving the
environment.

When infrastructure, cybersecurity, cloud, VolP, physical security, identity,
and compliance are split across separate partners, contracts, and
responsibility models, the cost shows up in slower recovery, missed
shipments, compliance gaps, and team burnout — from duplicated support
effort and unresolved escalations to avoidable downtime, lingering access
exposure, and remediation work that keeps pulling staff away from core
priorities.

Over time, this becomes a strategic tax on the operating model.
Organizations that need unified governance under one accountable partner
can reduce friction, improve recovery, and lower total cost compared to the
disconnected alternative. That alignment also creates a stronger foundation
for the next layer of control across business operations.

That's why the real issue is less about any single tool and more about how
ownership is structured across interdependent systems.

"The problem is rarely a single technology failure. It is disconnected
ownership across interdependent systems — and no single partner
accountable for what happens at the intersection."

@ A contractor project closes on Friday, but the badge stays active
into the following month. The MSP closes its ticket, physical
security never gets a clean handoff, and facilities assumes IT
handled it. The contractor can still enter the building, and the
operations team only discovers the gap during a scheduled
access review. One missed handoff creates security exposure,
unnecessary manual cleanup, and an audit exception that should
never have occurred — a clear signal that the model is built
around handoffs instead of ownership.
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The Impact of Vendor Siloing on

Operational Risk

How vendor siloing creates risk in managed IT services, co-managed IT, and multi-site
support. In a real business setting, disconnected ownership shows up as too many parties
touching the same issue and no single owner for the outcome. The MSP handles tickets and
endpoints. Security owns the firewall and EDR. The cloud provider manages Microsoft 365.
VolIP owns the phones. The ISP owns the circuit. Physical security owns cameras and badge
access. Internal IT becomes the de facto coordinator — pulling logs, opening escalations,
and connecting the dots while business users wait for resolution.

Accountability stops at each contract boundary, and recovery slows because no single
provider owns the full incident. The outage stretches, the support queue grows, and internal
IT spends valuable time managing follow-up instead of addressing the underlying cause.

What emerges is a predictable oversight problem: the work fragments, the response
lengthens, and leadership absorbs the delay instead of the result.

X FRAGMENTED OWNERSHIP v UNIFIED ACCOUNTABILITY
Fragmented Vendor Model Unified Governance Model
e Disconnected ownership across One accountable escalation path
providers across all systems
e Slower escalation across separate Coordinated root cause ownership
tickets Faster recovery with fewer handoff
e |solated root cause investigations delays
without shared context Internal IT is freed from vendor
e Internal IT absorbs the coordination coordination
burden Shared documentation and change
e Blame-shifting delays resolution management
« Documentation gaps extend recovery Continuous compliance visibility

time Single source of truth for leadership
e Compliance evidence is scattered
across vendors

One model aligns ownership, accelerates
resolution, and gives leadership clearer
Each vendor owns a scope. No one owns control.

the business outcome.

Seen in practice, the difference between these models becomes measurable — in response
time, incident scope, and the number of owners required to close the loop.

3-5Xx

Longer resolution time
Average resolution time in siloed vendor models

60%

Cross-scope incidents
Of IT incidents span more than one provider's scope

1

Accountable partner
Needed to close the gap

/A WAN failover event disrupts VoIP during the morning shift change. The ISP says
the circuit is up, the VolIP provider says voice is fine, and the firewall vendor sees
nothing wrong. Calls drop, the service desk floods, and supervisors scramble to
keep operations moving.
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Why Reactive Operations Become

Expensive

The hidden cost of reactive IT operations shows up in lost throughput, longer recovery
windows, consumed staff capacity, delayed projects, accelerated burnout, and
compliance gaps that create business risk long after the incident ends. In managed IT
services, co-managed IT, and cybersecurity operations, reactive patterns consume
time and attention that should be directed toward resilience, governance, and control.

Diagnose, escalate, wait, recover — then repeat the cycle without ever addressing the
root cause. The columns below show where that cost accumulates.

Recurring Service Failures — The Business Cost of Reactive

What They Actually Cost Support

e Warehouse scanner disconnects slow ¢ Internal IT time is absorbed by
picking and packing, force manual recurring incidents instead of
workarounds, and reduce throughput improvement work, roadmap
during the busiest business windows execution, and higher-value

 Forklift-mounted device roaming responsibilities
failures interrupt material movement Vendor coordination adds delay to
and create delays that ripple through every escalation because each
shipping, receiving, and production provider sees only part of the
schedules problem and waits on someone else

« Intermittent VoIP quality degrades to move first
customer calls, prolongs Undocumented systems extend
conversations, and increases the risk change windows and recovery time
of missed service commitments because every fix starts with

e Undocumented firewall changes investigation rather than action
create outages that take hours to Repeat outages in the same systems
trace because the business has no erode confidence in the operating
reliable change history or ownership model and signal that the underlying
trail cause was never addressed

e Camera systems that go offline Standardization becomes difficult
create security blind spots that may when drift accumulates across sites,
go unnoticed until an incident, audit, increasing support variability and
or investigation exposes the gap raising the cost of remediation at

e Onboarding delays leave new scale
employees without access on day Compliance gaps accumulate when
one, slowing productivity and documentation falls behind the
generating avoidable support volume technology foundation, weakening
that a structured provisioning audit readiness and creating

workflow would prevent. avoidable control risk

Strategically, the pattern is clear:

"Reactive IT is not cheaper than proactive IT. It is more expensive — the cost is
distributed across dozens of small business failures that never appear on a single
line item, and never get resolved because no one owns the root cause."

»\ Organizations that spend the most on IT support are often operating in the
most reactive mode. More hours, more escalations, more vendor coordination,
and more internal burnout all point to the same issue. Fewer repeat incidents,
faster recovery, and stronger governance come from a managed model that
addresses root cause instead of just closing tickets. BTl addresses this
through structured service delivery that improves accountability, reduces
friction, and builds the standards that prevent reactive cycles from recurring —
helping the organization operate with greater consistency and control.
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Why Internal IT Teams Become

Overwhelmed

Why internal IT teams become overwhelmed is almost always a scale problem, not
a talent problem. As the organization grows, a small internal team — often two to five
people — is expected to cover cybersecurity, cloud, compliance, vendor
management, endpoint support, projects, helpdesk, physical security, and loT
oversight at the same time.

Over time, that pressure shows up as slower response times, deferred projects,
weaker security coverage, staff burnout, and less reliable day-to-day operations.

Cumulatively, the pattern is easy to recognize. Issues get closed, but root causes
remain. Documentation falls behind the technology foundation, escalations take
longer, and security work gets deferred when issues pile up. Strong people spend
their time keeping the enterprise afloat instead of improving resilience, reducing risk,
and building the governance discipline the business needs.

What Internal IT Teams Are How BTl Augments Internal IT
Managing Simultaneously Teams
e End-user support and day-to-day e Co-managed IT model — BTI fills
requests across all locations gaps without displacing the internal
e Cybersecurity monitoring, patching, team
and incident response NOC monitoring provides after-
o Cloud management — Microsoft hours coverage and faster alert
365, Azure, licensing, and identity triage
o Coordination across managed SOC and SIEM support adds
services, ISP, security, VolP, and security depth without increasing
physical security — often without headcount
clear escalation paths Vulnerability management stays on
. Projects — wireless remediation, track with scanning, remediation
switching upgrades, structured tracking, and reporting
cabling, and WAN management Microsoft 365 and Azure co-
o Compliance documentation and management gives the business
audit preparation quicker escalation and better

o Backup and business continuity control

management Cisco and Meraki support improves
reliability across wireless,
switching, and WAN

Structured documentation
maintained by the partner reduces
internal workload and improves
continuity

What follows is the strategic takeaway:

"The strongest co-managed operating models extend internal capability without
displacing institutional knowledge — providing the depth, coverage, and
escalation structure that allows internal teams to operate at a higher level without
burning out on coordination and recurring issues that never reach root cause."

® Effective co-managed IT removes specialized, time-intensive, and after-
hours work from the internal team — improving coverage, response, and
executive confidence while keeping attention on the priorities only the
business can own.
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Operational Accountability as a

Competitive Advantage

Execution maturity as a competitive advantage is increasingly judged by buyers,
cyber insurers, auditors, and other decision-makers who evaluate how well an
organization actually performs — not just what it claims it can deliver. In mid-market
and larger environments, it shapes vendor selection, cyber insurance, compliance
reviews, and customer confidence. Leadership is evaluated not only on capability
and price, but on whether documentation, structured escalation, reporting visibility,
and accountable execution are consistently in place across infrastructure and
managed IT services.

Documented, managed, and accountable IT functions enable faster recovery from
disruptions, smoother audit cycles, and stronger confidence with customers and
partners than reactive, siloed models can deliver. This is not compliance for its own
sake. When structured oversight is embedded into unified support — through PMO
coordination, change control, escalation depth, and reporting rigor — it becomes an
operating advantage that strengthens resilience, lowers risk, and supports more
consistent performance across sites and teams.

Infrastructure Visibility

Clear, documented systems give leaders faster diagnosis, quicker recovery
from recurring issues, and better-informed investment decisions. Visibility
reduces avoidable downtime and helps the business stay ahead of problems
rather than reacting to them.

QA Audit Readiness
Current documentation, structured access controls, and ongoing vulnerability

management make audits and insurance renewals smoother. Time shifts away
from scrambling for evidence and toward operating with confidence.

[@U Enterprise Customer Trust

Large buyers notice structured oversight. When an organization can
demonstrate security controls, change management, and accountable
execution, perceived risk drops and the case to win and retain business grows
stronger.

ﬁf’ Escalation Clarity

Full-scope ownership shortens problem resolution and limits business
disruption. Speed matters when issues affect users, revenue, compliance, or
customer commitments.

Collectively, these capabilities turn operational discipline into a signal of readiness.

"Execution maturity is now a signal of trust, resilience, and readiness.
Organizations that build it are better positioned across the business — not just in
the IT department.”

® Across four decades of large-scale deployments, the difference shows up in
documentation quality, field-work consistency, escalation depth, reporting
rigor, and PMO coordination. When those disciplines are established before
the audit, before the insurance renewal, and before the customer
questionnaire arrives, the result is fewer surprises, faster response, and
stronger credibility with every stakeholder that matters. BTI supports this
through structured accountability that turns IT support into a repeatable
operating model — creating the conditions for scale, sharper differentiation,
Al-enabled operations, and long-term resilience.
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Why Converged Operations Scale

Better

The case for converged operations starts with a simple growth reality: as organizations expand,
coordination overhead in disconnected models compounds faster than the business can absorb it. For
a COO or Operations Director, that means each new site, system, or compliance requirement can be
added without multiplying vendors, handoffs, or ownership gaps. The result is faster onboarding, fewer
delays between teams, and more consistent execution across locations.

Growth in distributed operations quickly exposes the weakness of siloed vendor models. Each site
adds another provider relationship to manage. Every new system introduces another handoff to
coordinate. Over time, documentation slips, and leadership spends more energy managing external
complexity than improving service, controlling costs, and keeping operations predictable.

A coordinated model scales differently — with less friction and more predictability. When infrastructure
operations and managed IT services are unified under one accountable partner, locations and
capabilities can be added with less disruption. Documentation is already in place, escalation paths are
defined, monitoring is active, and the partner already understands the technology foundation. That
lowers the total cost of growth and helps the organization expand with more consistent performance,
clearer risk control, and fewer coordination delays.

Escalation

One accountable path across infrastructure, security, cloud, VoIP, and physical security moves
issues faster and reduces provider coordination.

Visibility
One dashboard and one reporting cadence give operations a clear view of performance, so
decisions are faster and issues are spotted earlier.

Change Management

Changes are documented, coordinated, and tested across the organization, reducing
rework, service interruptions, and downstream impact.

Compliance

Compliance records stay current all year, shortening audit prep and reducing
scramble time when evidence is needed.

Scale

New locations, systems, and requirements fit into the existing operating model, so growth
happens faster with less disruption.

That operating discipline becomes especially visible at the point of expansion.

® Aregional distribution company opens a third warehouse after winning a new contract. Ina
split-across-provider model, the team has to coordinate a new MSP, wireless provider, ISP,
and access control vendor, then chase each one for timelines, testing, and documentation.
Under a converged model, the warehouse is added to an existing structured oversight
framework — standards, monitoring, and escalation already in place, documentation already
current. The location comes online faster with less internal coordination.

What Converged Operations Eliminate What Converged Operations Deliver

« Vendor blame-shifting that slows outage » A single escalation path that shortens
resolution. resolution time.
« Duplicate tools that add cost without visibility. Unified documentation and change
« Inconsistent documentation that makes management for faster site onboarding.
onboarding harder. Consistent standards across locations for
« Change gaps that create rework and service predictable service.
disruption. Integrated monitoring that improves visibility
« Disconnected reporting that hides issues and reduces response delays.
from leadership. Continuous compliance documentation that
« Compliance gaps that delay audits and raise reduces audit prep.
risk. Identity governance across cloud and

physical access systems to lower growth
risk.

"Converged operations create scalable governance, giving leadership a durable source of
operational confidence, clearer control, and a stronger foundation for growth."
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What a Unified Operational

Model Looks Like

A single, coordinated oversight framework — spanning managed IT, network
services, cloud operations, security, and compliance — removes the coordination
overhead that distributed vendor models create. For a COO or IT Director, one
partner owns the full scope instead of forcing the team to manage disconnected
tools, separate escalation paths, and unresolved handoffs across multiple providers.
What this produces is cleaner escalation, fewer delays between teams, sharper
visibility into performance, and a more predictable operating model as sites, systems,
and requirements grow.

The three layers below show how that responsibility is organized — from the
technology foundation through service delivery monitoring and into structured
oversight and reporting.

Infrastructure & Connectivity Security Operations

Network, wireless, switching, WAN, NOC, SOC, SIEM, endpoint, firewall,
structured cabling OT/loT

Cloud & Identity Compliance & Risk

Microsoft 365, Azure, Entra ID, Vulnerability management,

credential lifecycle GalacticWatch, audit readiness
Monitoring & Visibility Governance & Accountability
BrightGauge dashboards, structured PMO oversight, change management,
reporting cadence escalation paths

One Accountable Operating Model

Single partner. Full scope. Clear ownership.

In practice, this layered model gives each capability a defined place within a single
operating system.

® When a manufacturing client's wireless service began dropping

intermittently in one production zone, the NOC identified the pattern early
and escalated it to the infrastructure team. The team traced the issue to a
failing access point upstream of an overloaded switch, coordinated the
remediation, and documented the change — without the client needing to
manage three providers or sort out ownership. Production interruptions
decreased, the zone became more stable, and the operations team had a
documented path for handling similar issues in the future.

"This is not a tool stack. It is a layered accountability structure — where every
capability is connected, every system is monitored, and one partner owns the full
scope of the organization."

® Leadership gains the visibility, escalation depth, and discipline that
enterprise environments require through unified infrastructure support and
co-managed IT — without the overhead of managing eight separate vendor
relationships to get there.
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The Impact of Sophisticated

Operational Partners

For a CEO or IT Director, a sophisticated partner should do one thing clearly: keep the
enterprise stable, visible, and governed so the business can operate without constant
internal coordination or avoidable disruption.

Leadership gains more than service coverage when managed IT is delivered through
converged technology, clear ownership, and repeatable controls. A coordinated
model brings infrastructure discipline, cybersecurity operations, and compliance
governance into one accountable service framework. Cumulatively, that creates
fewer disruptions, faster escalation, clearer reporting, and less drag on the internal
team.

The indicators below show what that looks like in practice across NOC, SOC, SIEM,
identity, compliance readiness, and field execution.

Technology Foundation & Field Quality

When assessments, RF surveys, structured cabling, and rack standards are
executed to a consistent standard, the organization sees fewer avoidable
failures, cleaner installations, and a more reliable network foundation across
every site. That reduces repeat site visits, improves uptime, and makes
expansion into new locations more predictable.

Monitoring & Visibility

Enterprise environments require 24/7 NOC, SOC, and SIEM monitoring to provide
earlier detection, faster escalation, and better containment when issues emerge.
Leadership dashboards and structured reporting cadences turn day-to-day
service delivery into visible trends — so leaders can act before small problems
become service interruptions or security events.

Identity & Access Governance

When identity, MFA, onboarding, offboarding, and physical access are controlled
from a defined source of truth, access risk decreases and administrative friction
is reduced. Employees get access when they need it, former users are removed

cleanly, and IT has a clearer control point for the enterprise.

Compliance & Enterprise Readiness

Effective governance includes maintained standards, audit-ready documentation,
and lifecycle management for OT and loT assets to help keep the organization
prepared — rather than scrambling before reviews. That reduces compliance
risk, shortens audit cycles, and gives leadership confidence that the model can
withstand customer, insurer, and regulatory scrutiny.

Put together, these controls define the operating standard a sophisticated partner
must already be able to demonstrate.

® Leadership should expect those controls before the contract is signed — not
after a failure exposes the gap. If a partner cannot show how technology
quality, monitoring, identity, and compliance are sustained in daily service
delivery, the resulting weaknesses will surface later as downtime, risk, and
avoidable internal workload.
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SECTION 25

After 40 Years of Serving
Commercial Businesses — Here's
What We Learned

After four decades working inside warehouses, clinics, manufacturing floors, and multi-site
enterprise settings, certain patterns become clear.

What separates the organizations that grow consistently — that add locations without losing
control, win enterprise customers without scrambling, and recover from disruptions without
improvisation — is not size or budget. It is the decision to treat technology foundation, security,
and governance as part of the business itself, not as costs to minimize.

The six characteristics below reflect what enduring organizations consistently hold in common.

The Single Point of Accountability

Infrastructure, cybersecurity, cloud, VolP, physical security, identity, and compliance are
closely interdependent. Managing them through one accountable partner — rather than
across separate contracts and escalation paths — reduces coordination overhead,
shortens resolution time, and gives leadership a single source of truth.

Reality, Not Assumption

The organizations that make the strongest technology decisions start with an honest
assessment of the actual business operations — not assumptions. That discipline
produces better priorities, more accurate spending, and fewer downstream rework cycles
when projects are executed.

Standards That Hold at Scale

Repeatable field standards — certified cabling, labeled systems, documented RF surveys,
and consistent rack organization — reduce avoidable outages, accelerate troubleshooting,
and keep project timelines and budgets predictable. Organizations that hold their partners
to a documented execution standard experience fewer surprises as they grow.

Visibility With Consequence

Dashboards, structured reporting cadences, and continuous monitoring give leadership a
clear, current view of risk and performance. That visibility improves decision-making,
speeds response, and prevents small issues from becoming interruptions to service
delivery.

Ready Before Review

The organizations best positioned for enterprise customer relationships, insurer reviews,
and regulatory scrutiny maintain their compliance posture continuously — not in response
to an upcoming deadline. ISO 27001 compliant standards, current vulnerability
management, and audit-ready documentation are governance disciplines, not one-time
projects. Documented control performance is the difference between a smooth review and
an avoidable exposure.

Built to Compound

Over time, coverage deepens and internal teams gain capacity rather than lose it. The
organizations that grow most consistently are the ones that treat governance, security
discipline, and organizational consistency as compounding advantages — not recurring
costs. That foundation becomes more valuable, not less, as the business scales.

Leadership that endures understands the lesson plainly: governance, security, and technology
are compounding advantages, not recurring costs. Forty years in the field leaves little room for
illusion. Complexity does not fade, risk does not pause, and scale only rewards the
organizations that are prepared to keep control as they grow.
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| ADVISORY NOTICE |

Advisory & Operational Guidance Notice

Advisory Nature of This Guide

This guide provides strategic, cybersecurity, infrastructure, and compliance insights drawn from BTI Communications
Group's experience supporting mid-market and multi-site organizations. All recommendations, architectures, and
operating models should be evaluated within each organization's unique business, regulatory, and risk context.

No Guarantee of Compliance or Risk Elimination

Cybersecurity, compliance, physical security, and resilience require continuous management, testing, and organizational
commitment. Implementing the concepts discussed here does not guarantee prevention of cyber incidents, regulatory
certification, insurance approval, audit passage, or protection against every threat.

Technology & Compliance Requirements Vary

Requirements related to HIPAA, NIST, CIS, CMMC, cyber insurance, Al governance, and business continuity vary by
organization, industry, insurer, and jurisdiction. Formal assessment and architecture review are recommended before
implementing any security framework.

BTI Service Philosophy

BTI's approach centers on converged operations, maturity, risk reduction, governance alignment, documentation quality,
long-term partnership, and continuous improvement — rather than one-time transactional deployment. Every engagement
is designed to create measurable value at each stage of the relationship.

@ This document is a public-facing executive advisory and operational authority publication intended to establish
trust, credibility, and strategic expertise for BTI Communications Group.

Related Strategic Guides

The following companion guides address adjacent infrastructure and priorities. Each is designed as an independent
advisory resource for planning, validation, and executive discussion.

Cisco Meraki Infrastructure Modernization — For multi-site organizations evaluating Cisco Meraki wireless, switching,
and WAN architecture. This companion guide focuses on the operational considerations that shape standardized, scalable
network modernization.

Warehouse Wireless Remediation — For logistics and distribution organizations experiencing scanner roaming failures,
dead zones, or wireless performance issues in high-bay environments. It is designed to help teams frame remediation as
an organizational reliability issue, not only a coverage issue.

Al-Ready Infrastructure — For organizations building the network, wireless, and cloud foundation required for Al-enabled
operations. It provides an advisory lens for assessing whether current infrastructure can support emerging workloads
with consistency and control.

Co-Managed IT — For internal IT teams evaluating augmentation, escalation depth, and co-managed support models. It
outlines how external support can extend capability without displacing internal ownership.
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www.btigroup.com - 800-435-7284 - info@btigroup.com





