
CASE STUDY - MANAGED SERVICES

Unified Brand & 
Communication 

Strategy

Built a unified brand and customer communication 
strategy for a Managed IT Services company by 
developing brand guidelines and streamlining 

communications for a growing B2B tech company. 

Crystal Pappas      
Senior Content Architect | Narrative Strategist
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My Role
Served as Content 

Strategist and Brand 
Communication Lead for 

the company.

The Users
With technicians, account 
managers, and leadership 

each serving as client-
facing representatives, the 

company needed consistent 
communication standards 

across all stakeholder 
interactions.

• Conducted comprehensive audit of 
existing strategy, then got leadership 
aligned on direction 

• Developed tone matrix, messaging 
hierarchy, and channel-specific guidelines 

• Created template library and governance 
framework 

• Established measurement criteria and 
feedback loops for ongoing optimization  

External users, including…

• Small-to-medium business owners and 
managers evaluating IT services

• Office managers and IT personnel 
looking for day-to-day contact with clear, 
accessible technical communication 

• End-user employees at client companies 
needing support 

Internal users, including…

• Field technicians, support members, 
account managers, and leadership

From Communication Chaos to Brand Clarity
Project Type: Brand Voice & Communication Strategy Development 
Duration: 10 weeks (January to March 2010)  

Project Overview 
A growing IT managed services company with 15-20 technicians, serving 
small-to-medium businesses across Central Florida needed help with their 
communications and branding. Despite their technical expertise, they 
struggled with inconsistent communication that undermined their 
professional positioning. This project established the company’s first 
comprehensive and cohesive brand guidelines and communication strategy. 

The Study

https://crystalpappas.journoportfolio.com/
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Despite delivering quality technical solutions, inconsistent messaging 
created confusion and missed opportunities. Prospects struggled to 
understand service scope and the concept of “managed services” 
itself – many SMBs didn’t grasp its benefits. 
While existing clients trusted the company’s expertise, prospects 
received mixed signals that undermined the professional positioning 
needed to compete for larger contracts and enterprise relationships. 
As the company expanded, new technicians and account managers 
lacked clear communication guidelines, making it difficult to 
maintain consistent quality across all customer relationships.  

Tech Oracles faced communication barriers that directly impacted 
their ability to grow and retain clients in the competitive managed 
services market. 

The Challenge

KEY PAIN POINTS

Service Capability Confusion 

Credibility Gaps with Prospects 

Growth Scalability Issues

The Business Impact from this Challenge
resulted in extended sales cycles due to unclear 
value propositions, lost opportunities with 
prospects, inconsistent client experiences 
(affecting referral potential), and internal friction 
over the meaning of so-called correct messaging 
approaches. 

https://crystalpappas.journoportfolio.com/%203
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Approach & Solution
Through a systematic assessment and collaborative development 
process, I created the company’s first comprehensive brand voice 
framework. The solution addressed both immediate communication 
inconsistencies and the strategic challenge of positioning managed 
services effectively to SMB prospects who were unfamiliar with the 
concept. 

Key Deliverables
• Brand Voice Guidelines: Core personality attributes and 

communication principles  

• Managed Services Messaging Framework: Clear, benefit-
focused language for explaining services to prospects  

• Tone Guidelines: Scenario-specific communication 
approaches for technical vs. business interactions  

• Communication Templates: Standardized proposals, 
email templates, and marketing materials   

• Brand Materials: Updated collateral reflecting consistent 
voice and positioning 

I conducted a comprehensive review of the company’s existing 
communications, branding, and marketing materials to identify 
inconsistencies and gaps. This audit revealed fragmented messaging 
across touchpoints and unclear positioning around managed 
services benefits. 

Discovery & Assessment 

Leadership Alignment
Through strategic discussions with leadership, I verified business 
goals and preferred direction, ensuring the brand voice framework 
would support both immediate growth objectives and long-term 
market positioning in the competitive managed services landscape. 

https://crystalpappas.journoportfolio.com/%204
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I led a systematic rollout, training technicians, account managers, 
and leadership on new communication standards and appropriate 
tone for different client scenarios. 

email sample before/after

Framework Development

Company-Wide Implementation 

Drawing on managed services market knowledge and understanding 
of both client pain points and business needs, I crafted 
comprehensive brand voice guidelines and communication 
standards. The framework specifically addressed the challenge of 
explaining managed services value to SMB audiences unfamliar with 
the concept.  

https://crystalpappas.journoportfolio.com/%204
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Results & Impact

Following implementation, the company experienced increased 
client testimonials and positive feedback. The professional, 
approachable communication style encouraged clients to share their 
experiences and refer new business opportunities. 

The unified brand voice framework delivered immediate 
improvements in client communication and business outcomes, 
transforming the company from a fragmented team into a cohesive, 
professional organization.  

The unified brand voice framework immediately clarified the 
company’s value proposition in the marketplace. Clients and 
prospects gained a clearer understanding of managed services 
benefits, moving beyond confusion about “what we actually do” to 
genuine interest in partnership opportunities. 

Improved Market Communication

Enhanced Client Engagement

Memorable Brand Positioning
Distinctive voice helped the company stand out in the crowded 

managed services market. Clients began recognizing and 
remembering their unique approach to IT partnership, creating 
stronger brand recall and competitive differentiation. 

Streamlined Sales Process
With consistent messaging across all touchpoints, the sales cycle 

accelerated as prospects received coherent information from initial 
inquiry through final decision. The elimination of mixed messages 
reduced the time spent clarifying capabilities and repositioning the 
company’s expertise. 

Leadership Satisfaction
Leadership expressed high satisfaction with the transformation, 

noting immediate improvements in how the company presented 
itself to the market and in team confidence with client interactions. 

https://crystalpappas.journoportfolio.com/%209
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B2B Communication Strategy Evolution
This project crystallized my understanding that B2B audiences have 
dual decision-making layers: human emotional drivers combined 
with business logic requirements. Effective B2B content must 
address both reliability and relationship, logic and trust. 

Beyond Technical Translation
While translating technical concepts was familiar territory, the real 
challenge was communicating the strategic value of managed 
services. Helping prospects understand not just what the service 
does, but why it matters to their business success required deeper 
strategic messaging. 

Reflection & Key Takeaways
This project helped shape my understanding of B2B communication 
strategy and revealed insights that continue to inform my content 
approach today. 

key strategic insights

Integrated Touchpoint Approach
The experience highlighted how in-person relationship building, 
combined with consistent messaging across print, digital, and social 
touchpoints, creates more powerful market presence than any single 
communication channel. 

Cross-Functional Collaboration Insights
Working across roles confirmed that brand consistency isn’t about 
identical language – it’s about shared principles that adapt to each 
audience’s needs. 

https://crystalpappas.journoportfolio.com/%205


Let’s Connect
Senior Content Architect and Strategist focused on clarity, systems 
efficiency, and sustainable growth. I bring a strategic, user-centered 
approach to architecting complex information systems and 
transforming enterprise documentation. I specialize in the intersection 
of Content Governance and Product Design to drive measurable 
business impact.

Contact Details:

Email -- crystalpappas.portfolio@mail.com 
LinkedIn -- https://www.linkedin.com/in/crystalpappas/
Behance -- https://www.behance.net/crystalcreates
Journo -- https://crystalpappas.journoportfolio.com/
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