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According to a recent Gartner forecast analysis1,

71% of fortune 100 Companies
incorporated a third-party maintenance
strategy for their environment in 2016.

Why are so many leading companies leaving 
their OEMs in droves and moving to a new kind of 
maintenance plan?

After doing the research, they can’t afford not to.



Whether you’re a Fortune 100 company or just starting out on raised floor, 

if you have enterprise IT equipment, you need maintenance. You have vital 

storage infrastructure to maintain and secure, and if it goes down, so does 

your business. Yes, quality maintenance contracts are essential to keeping 

your business up and running smoothly, but, if you’re like most companies, 

you spend 70-80% of your IT budget on maintenance and “keeping the 

lights on.” 

In fact, as the rate of cloud adoption grows and data center footprints 

shrink, you probably feel an even greater pressure to maximize the data 

center investments that you choose to maintain so that you can free 

up your budget to invest in next-generation technologies and—perhaps 

most importantly—security. Logic dictates that an expensive traditional 

maintenance contract is no longer a viable option for the hybrid future— 

you also face the reality that you can’t operate with an appropriate amount 

of risk if you choose to go without one. After all, when your enterprise 

equipment fails, you need a plan to repair or replace it before an outage 

impacts your business. You need a maintenance strategy.

But what if you could just change the price tag?

This e-book will evaluate maintenance-related costs for EMC hardware, 

specifically. Our research and experience has shown that this OEM, while 

having earned its premier status in the storage market, unnecessarily 

inflates its maintenance pricing, leaving customers seriously considering 

various cost saving alternatives, including third-party maintenance. 

Introduction
Maintenance costs influence 
your entire budget
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Since its inception in 1979, EMC has quietly established itself as a 

leader and innovator in the enterprise storage market. First it started 

out as a memory manufacturer. Then, through building storage 

appliances for IBM mainframes, EMC eventually launched its first 

stand-alone Symmetrix Integrated Cached Disk Array in 1990.

 

As the leader in system-agnostic disk storage, EMC built a name for 

itself by consistently delivering innovative, performant, and industry-

leading storage technology. That name has been well-earned. After all, 

EMC built the world’s first terabyte storage solution, coined the term 

NAS (sorry NetApp), and integrated Flash storage into its arrays before 

anyone else.2 

That said, the reputation EMC has carefully built is probably why you 

considered purchasing its hardware for your data center in the first 

place. Unfortunately, it’s so good, EMC has taken the known storage 

world by storm.

Worth the Cost? 
How EMC Earned its Substantial 
Brand Equity

2 https://www.forbes.com/sites/gilpress/2016/09/06/a-very-short-history-of-emc-
corporation/#700c941e5c4a
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Big brother just got bigger: on September 7th, 2016, Dell finalized its 

acquisition of EMC. At $67 billion, this acquisition stands as the largest 

technology acquisition in history. The purchase cost nearly five times 

as much as Symantec’s purchase of Veritas, and twice as much as the 

ARM deal in 2016. The EMC purchase also effectively made the newly 

formed Dell Technologies (informally called Dell-EMC) the largest privately-

controlled tech company in the world. 

Prior to the merger, EMC alone held more than 
18% of the storage market share. Together, the two 
companies hold nearly 30% market share as of Q3 
2016, according to IDC3. 

Consequently, this dominance spells trouble if you’re working with tight 

budgets. Not only does it place you at the mercy of Dell Technologies for 

upgrades and ongoing support, it also locks you into the storage upgrade 

treadmill. As a private company, Dell-EMC could lose its incentive to remain 

responsive, and you could have little choice but to fall in line if you want to 

continue to use market-leading hardware. 

Fortunately, it doesn’t have to be this way.

3 https://www.idc.com/getdoc.jsp?containerId=prUS41937916

Bigger brother
The Largest Tech Acquisition in 
History



Rather than price gouge like OEMs or take advantage of a captive market, 

third-party maintenance (TPM) companies provide the same quality 

enterprise hardware support as EMC, but do it at a reasonable price.

How is that possible? 

Simply put, third-party maintenance has flipped 
EMC’s business model on its head.

Let’s break it down.

We compiled a set of similarly equipped storage configurations from 

three major storage vendors: IBM, NetApp, and, of course, EMC. And 

then we did the research to compare how much each of the brands 

cost to maintain through the OEMs. 

To estimate non-production hardware, we chose support during 

business hours from 9am – 5pm with next business day onsite 

replacement. This is indicated in shorthand by 9x5xNBD. And to 

estimate the support found in a typical production environment, we 

chose support 24 hours per day and 7 days per week with 4-hour 

onsite replacement. This is indicated in shorthand by 24x7x4.

We then took those numbers and compared them with the respective 

prices for third-party maintenance (TPM) from CentricsIT. 

When Branding Becomes bloat:
The Overvaluation of  
OEM Support
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The difference is stark.

You can see that the TPM is priced at a substantial discount 

when compared to the OEM’s support costs.

But why is it that TPM costs so much less than 
the 
OEM version?

You might think it’s that the OEM’s brand equity has gone to its head 

as well. You may believe that OEMs decide that they can charge more 

simply because of the names on their invoices. But you’d only be 

partially right. 

Some of that is the cost of spare parts. Some of it is the cost of 

deploying engineers. Some of it is just a psychological trick that we’ll 

discuss a little later. But mostly, the difference is one of philosophy.

The long and short of it? 

OEMs and TPMs just approach maintenance 
differently.

OEM vs. TPM Maintenance Costs
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Figure 1: Do those OEM prices look inflated to you?
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When a piece of your hardware breaks under a support contract, 

where do the replacement parts come from? Most TPM companies 

pull spares from a pool of refurbished parts that have been specifically 

set aside for repair work. Most TPM providers prefer refurbished stock 

over brand new parts because: 

• New parts are initially more expensive than refurbished parts.

• New parts have not been burned-in or tested as thoroughly as 
refurbished parts have.

It’s a win-win situation for the maintenance provider, and it can also 

benefit the customer if the price is right. However, when companies 

like EMC decide to bundle these parts into their maintenance at an 

inflated price, clients do not save money.

So where do maintenance companies get these refurbished parts? 

The majority of the OEM’s refurbished stock comes from new 

equipment that has been returned back to the OEM for any number of 

reasons like leasing, sizing errors, or warranty returns. 

The GLOBAL GAME:
THE WORldWIDE CAPABILITIES OF 
LEADING TPMS

The parts of it:
How maintenance companies 
approach sparing

But, through buying and selling parts within a large network of leasing 

and direct enterprise partnerships, secondary market resellers (like 

CentricsIT) help make a market for refurbished equipment. When you 

combine this access to the secondary market with advanced global 

TPM capabilities, a provider like CentricsIT can capitalize on the 

differences in global list pricing, foreign market liquidations, and other 

arbitrage opportunities in the secondary hardware market for storage. 

As a result, these TPMs often have even better access to refurbished 

parts at better prices than EMC does. 

TPMs with the resources described above have the advantage of an in-

house inventory that is always thoroughly stocked with a broad range 

of hardware. 

What we’re saying is this: EMC ends up using the very same parts that 

a TPM provider stores. But if you choose EMC’s version, you pay a lot 

more for the same hardware. TPMs with global reach like CentricsIT, 

use their global reach to source parts from all over the world and 

secure these parts at the best possible prices.
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So, if all the replacement parts come from the same place, then surely 

EMC’s specialized workforce sets them apart from the rest, right?

Not in the slightest.

It is a rare company indeed that has direct employees covering every 

possible support location. As such, many EMC third-party support 

providers, and even EMC itself, contract with a network of certified 

EMC engineers to cover hands-on support in remote locations. While 

it’s not always the case, one of our customers who had parts replaced 

under an EMC maintenance contract one week reported seeing the 

same engineer the next week after they switched over to a CentricsIT 

maintenance contract. Such an occurrence confirmed to them what we 

have been saying all along: you are paying entirely too much for your 

maintenance contract. EMC may own a large portion of the market 

share, but they certainly do not hold a monopoly over all engineering 

expertise.  

Why pay top dollar for a name brand when you can pay a fraction of 

costs for the same service and the same parts? 

We agree — you shouldn’t. 

But the question remains: why does EMC insist on 
charging so much more?

The brain trust:
The single pool of specialized 

engineers that Serves EMC & TPMS
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EMC looks at maintenance like an insurance policy. For the first three 

years or so, they refrain from charging you very much because they 

don’t expect many hardware failures, and they subsidize their costs 

with the sale of that new hardware you just bought. But after two to 

three years, that story changes. And so does your maintenance bill. 

As early as year two, but certainly by year three, they begin to expect 

a more consistent failure rate from your data center hardware. This 

means that EMC will also expect to dip into its pockets to send out 

replacement hardware and certified engineers for your onsite repairs. 

What they don’t tell you at first is that you’ll have to dig deep in your 

own pockets as well. 

Moreover, you have to remember what predominantly drives EMC—new 

hardware sales. That’s the dirty secret. Driving up support costs has 

the net effect of pushing you toward new hardware, which will just start 

the vicious cycle all over again: wash, rinse, repeat. No one likes that 

kind of dirty laundry. 

But what if you’re not on a three-year upgrade cycle? What if your ROI 

calculations require you to maintain hardware for up to five or seven 

years? If so, get ready to pay EMC for the privilege. 

The dark side of maintenance:
EMC’s dirty little secret

CentricsIT.com



At CentricsIT, we see IT support differently. While we want to profit our 

business, we refuse to do it to the detriment of yours—we desire your 

success as much as our own. Thanks to the incessant advancement 

of technology, we have found that the price of hardware actually trends 

downward over time. If the cost of the hardware goes down over time, why 

should the cost of support increase? Well, it shouldn’t, and if yours does, 

then we think that’s pretty terrible. 

Truth be told, this was our “aha” moment—we had found a way to be 

successful by aligning our priorities with yours. 

So, we happily flipped the traditional EMC third-party 
support model on its head and now offer CentricsIT at 
a price that regularly beats EMC by 50-80%. 

Join CentricsIT on this mission to restore sanity to support contracts, and 

we guarantee that your support costs will never increase just because an 

arbitrary amount of time has passed. We’ll help you maintain your hardware 

for as long as you want to keep your systems in service.

Still think it sounds too good to be true? 
Significant cost savings from implementing TPM are not simply theoretical. 

Read about how M*Modal saved 60% with CentricsIT. 

We see it support differently:
how centricsit deploys tpm

Read the detailed case study here
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It’s time to uncover 
the hidden OPEX Dollars in your inflated support agreements. 

We’ve helped hundreds of companies just like yours safely reduce their costs and maintain 

equipment on their own terms. Will you join them?

Tell Me How
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