
CLOUD SUCCESS STORY

Cloud Solutions: How One 
Company Adapted and Survived 

It’s not too often that you find an IT solution 

provider that’s been around 30 years, but 

Heartland Technology Solutions (HTS) is 

one that’s survived two recessions, Y2K 

and the bursting of the dot-com bubble, 

just to name a few adversities. The secret, 

suggests Connie Arentson, VP of service and 

operations at the company, is the ability to 

adapt to evolving technologies and industry 

change. Arentson’s been with the company 

since 1995 and she’s seen plenty of HTS 

transitions and transformations that illustrate 

this point.

Cloud Disaster Recovery Opportunities 

Over the past few years, HTS recognized 

that the cloud offered a useful complement 

to on-site data backups. With the help of 

its technology business partner, Ingram 

Micro, it investigated cloud data center 

options. “We found a third-party co-

location facility in Omaha, not too far from 

our headquarters, that met our criteria,” 

says Arentson. “We wanted a reliable 

off-site facility where we could securely 

back up our customers’ data and provide 

disaster recovery as a service [DRaaS]. 

Using a co-location facility also gives us 

access to and control over the equipment 

used at the data center.”

Today, a large percentage of HTS’ 

customers trust HTS to house their data 

in the cloud. Convincing one to move 

to the cloud wasn’t about offering the 

cheapest price; it was about educating 

clients on the benefits of the cloud, says 

Arentson. “There are still misperceptions 

in the marketplace that a cloud solution is 

less secure than a traditional client-server 

solution. The truth is, a cloud data center is 

generally much more secure than a typical 

company’s security.”

Scalable, Responsive Service  

Desk Support 

Nearly every VAR and MSP focuses 

on the SMB market, and HTS is no 

exception. However, keeping in line with 

the adaptability theme, HTS recently 

discovered that it doesn’t need to turn 

down opportunities with larger companies.

One example comes from a manufacturer 

of high-performance polymers. HTS 

originally engaged this client about DRaaS, 

but discovered another challenge the 

company was facing. “The client had only 

one internal IT person, and he was unable to 

keep up with daily help desk issues,” says 

Arentson. “We provide help desk services to 

a few of our smaller customers, but we’re 

not staffed to accommodate 100 users.”

Not wanting to turn away the opportunity 

(or see it go to a competitor), HTS turned 

to Ingram Micro Service Desk; it’s a 

company committed to helping channel 

partners accelerate and grow their cloud 

business. With more than 15 years of 

customer service experience, Ingram 

Micro’s proven ability to deliver value-driven 

support services inspired additional trust 

and confidence from HTS. 
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HTS followed up with its Ingram Micro 

account rep, who Arentson recalled 

speaking to about Ingram Micro’s Service 

Desk not long before. “We had tried 

using outsourced help desk services 

with another company in the past, but it 

wasn’t sustainable at the time,” she says. 

“However, what Ingram Micro offered was 

much different. For starters, they allow us 

to purchase an 800 number, so that when 

any customer calls for support, they’re 

greeted by someone representing our 

company. Ingram Micro also integrates this 

service with our ConnectWise business 

automation solution, so we’re always fully 

aware of every call and the current status.” 

Arentson says that with the combination 

of Cloud Ignite Services that provided 

professional support, migration and 

onboarding, and Ingram Micro Service 

Desk, which exceeded their service level 

agreement numbers, they were able to 

troubleshoot HTS customer problems about 

85 percent of the time; this left a much more 

manageable number of incidents for HTS 

to follow up on. “Not only has this become 

a nice source of monthly recurring revenue, 

it’s freed up our customer’s IT person to 

work on more strategic projects, and it’s led 

to conversations with the client about bigger 

opportunities with HTS,” says Arentson.

Growth Through the Cloud Marketplace 

As the HTS business portfolio continues 

to evolve, its cloud offerings are evolving 

as well. For example, the company 

previously worked directly with Microsoft 

to sell Office 365 services (e.g., the Advisor 

model). More recently, HTS started selling 

these services through the Ingram Micro 

Cloud Marketplace via its Cloud Solution 

Provider (CSP) program, where they can 

configure, provision and manage Office 365 

services with confidence and ease. “Now, 

instead of Microsoft billing our customers 

directly, we’re involved in this process,” 

says Arentson. “In the previous model, the 

customer only contacted us if they needed 

support; now we have more consistent 

contact with them, which makes the 

relationship stickier.” 

Once again, HTS is adapting to the 

changing technology landscape. Ingram 

Micro’s cloud solutions, experience-

driven service desk support and dynamic 

cloud marketplace have enabled HTS to 

successfully deliver value-added solutions 

so that SMB can continue to evolve and 

grow in an ever-changing tech industry.  

Heartland 
Technologies 

Solutions (HTS): 
“Ingram Micro was 
able to troubleshoot 

our customers’ 
problems with a 

one-call resolution, 
exceeding our 
service-level 
agreement.” 

For more information about all of the services 
and solutions Ingram Micro offers, please visit 

IngramMicroCloud.com.

- Connie Arentson 
VP Service & Operations 

Heartland Technology Solutions
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