PROXIMIT

CASE STUDY

Direct Access to Expertise: A Reliable
IT Partnership for Kaseya

Why Kaseya calls Proximit one of the most reliable IT partners
they've worked with, and what that looks like day to day.

CLIENT: Kaseya INDUSTRY: Information Technology

LOCATION: Miami, FL

®
Kaseya SERVICES: Managed IT Services

EXECUTIVE SUMMARY

Kaseya needed IT issues handled without the delays and handoffs of a typical helpdesk. Proximit gave
them a direct line to internal experts, not a call-center, cutting out ticket queues and tier routing so
problems get addressed the moment they are raised. Communication stayed plain and jargon-free,
and the working relationship became one Kaseya now counts among the most dependable IT
partnerships it has had.

CHALLENGES

- Reaching support meant frustrating delays and handoffs before anyone could actually address the
ISsue.

- Day-to-day IT problems stalled the team and interrupted operations when resolution took too long.

- Technical jargon and complicated processes made it hard to communicate clearly about IT needs.

- Past IT relationships lacked a team genuinely invested in the client's long-term success.

PROXIMIT'S APPROACH

KEY ACTIONS

- Gave Kaseya a direct line to Mathieu's team, removing the ticket-queue and handoff steps of a
typical helpdesk.

- Addressed issues at first point of contact rather than routing them through escalation tiers.

. Explained technology in plain, approachable language so decisions could be made with confidence.

- Showed up consistently on every request, building the follow-through that earns lasting trust.

SOLUTIONS

- A human-led support model where Kaseya talks to Mathieu and his team directly, not a ticket

gueue.
. Issues handled at first contact instead of through tiers, so problems are addressed the same time

they arise.
- An ongoing partnership approach that keeps IT decisions aligned with Kaseya's priorities and

SUCcCess.

RESULTS

- Kaseya's support requests now reach Mathieu and his team directly, with no ticket
handoffs slowing things down.
. IT issues that once stalled the team are now addressed on first contact, keeping

operations uninterrupted.

. Communication runs jargon-free, so Kaseya understands what is happening without
decoding technical language.

- Kaseya how names Proximit among the most reliable IT partners it has worked with.

WHAT CLIENT SAYS

‘“Mathieu and his team at Proximit have been one of the most reliable IT

partners we've worked with. He's responsive, easy to communicate with,

and quick to address issues. Their team is dependable and truly focused
on supporting our success.”

— Moaiyad Khalid, Account Manager, Kaseya

Get IT Support You Can Count On

Partner with a human-led team you reach directly, where issues get
handled the moment you raise them.

Talk to Proximit
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