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EXECUTIVE SUMMARY

EXECUTIVE SUMMARY

The Strategic Imperative

Enterprise IT leaders face a persistent challenge: keeping mission-critical platforms running smoothly
while navigating budget constraints, talent shortages, and the accelerating pace of technology
change.

Whether maintaining Adobe Experience Manager, supporting a Salesforce org, managing ServiceNow workflows,
or keeping SAP systems optimized — the need for skilled contract resources in support and maintenance roles

has never been greater.

This white paper provides a practical framework for IT leaders at medium to large enterprises hiring contract
professionals for technology support and maintenance. It covers the strategic rationale, role definition, sourcing

and vetting, engagement models, onboarding, and risk mitigation.

$148B 1in 5 90%

The niche platform challenge: AEM developers are notoriously difficult to find — the platform demands
Java expertise, CMS architecture knowledge, front-end skills, and Adobe's proprietary frameworks. A
McKinsey report found 87% of tech leaders are already experiencing skill gaps or expect them soon. This
scarcity makes a well-defined contract talent strategy essential.



SECTION 01— THE CASE FOR CONTRACT
RESOURCES

SECTION 01

Why Contract Staffing Makes Strategic Sense

Enterprise technology environments are complex ecosystems, each requiring specialized knowledge. Hiring full-
time employees for every niche skill is rarely practical or cost-effective. Contract staffing offers IT leaders four

strategic advantages:

Flexibility to match workforce to workload

Support needs fluctuate with upgrade cycles, release deployments, and patch windows. Contract
resources let teams scale in rhythm with these cycles rather than carrying peak-demand headcount
year-round.

e Access to specialized expertise
Platforms like AEM require deep knowledge of Java, OSGi, Apache Sling, HTL, and dispatcher
configurations — a niche, high-demand skill set. Contractors working across multiple environments bring
breadth difficult to cultivate internally.

e Speed to productivity
Full-time hiring cycles for specialized IT roles stretch 60-90 days. A well-matched contract resource

sourced through an experienced talent partner can be productive within one to two weeks.

o Budget predictability
Contract engagements translate labor costs into a predictable, time-bound OpEx line item — especially
valuable for support and maintenance functions.




SECTION 02 — DEFINING THE ROLE

SECTION 02

Defining the Role Before You Engage

Miscommunication at the role-definition stage is one of the most common sources of failed contract

engagements. "Support and maintenance" encompasses a broad spectrum — clarity here is critical.

| The Support & Maintenance Spectrum

Level 1— Operational Support

Day-to-day monitoring, incident triage, user support, content authoring assistance, and basic troubleshooting.
These roles require platform familiarity but not deep development skills.

Level 2 — Technical Support & Configuration

Bug investigation, configuration changes, workflow modifications, minor customizations, performance monitoring,
and patch application. Requires hands-on proficiency with the platform's architecture and tooling.

Level 3 — Advanced Maintenance & Development

Complex bug resolution, custom component development, integration troubleshooting, security remediation, version
upgrades, and architecture optimization. Requires senior-level expertise.

| Technology-Specific Role Profiles

Adobe Experience Manager Salesforce

AEM 6.5 or AEMaaCs, Java and OSGi proficiency, Administration, Apex, Lightning Web Components,
Apache Sling, HTL, dispatcher config, DAM, MSM, REST/SOAP APIs. Release management, sandbox
replication and indexing troubleshooting. Adobe strategy, and data migration. Administrator and Platform
certifications preferred for L3. Developer certifications preferred.

ServiceNow SAP & Cloud Infrastructure

ITSM processes, Now Platform, JavaScript, Flow Module expertise (FI/CO, MM, SD, BASIS) plus ABAP or
Designer, IntegrationHub. Module-specific experience for S/4AHANA. Cloud support: Terraform, Kubernetes, CI/CD

SecOps, HRSD, ITOM. Certifications valued. pipelines, and monitoring tooling.




SECTION 03 — SOURCING STRATEGIES

SECTION 03

Sourcing the Right Talent

Specialized Talent Partners (Recommended): Firms that focus on specific technology domains
maintain pre-vetted talent networks and understand the nuances of platform-specific roles. A partner
with deep AEM expertise can distinguish a true AEM specialist from a generalist — dramatically
reducing the risk of a mismatched hire.

General IT Staffing Agencies offer broad reach and fast turnaround but may lack technical vetting depth for

specialized platforms. Plan to invest more time in your own technical assessments.

Freelance Marketplaces provide global access at potential cost savings — but vetting, contract management,
compliance, and IP protection fall entirely on your organization.

Professional Networks & Referrals through technology user groups, Linkedln communities, and partner

ecosystems surface strong candidates — high quality, but low volume and slow.

| Evaluating Candidates: Beyond the Resume

® Scenario-based technical assessment ® Architecture & troubleshooting walkthroughs
Present real support scenarios from your own Ask candidates to walk through a complex issue in
environment — diagnosing a replication failure, your specific environment. Reveals diagnostic
reviewing a dispatcher configuration, optimizing a slow methodology and the ability to work within enterprise
component. constraints.

® Technical reference checks ® Communication & cultural fit
Speak with technical leads and architects — not just Support contractors interact with internal teams and
project managers. Ask about independence, business stakeholders. Assess communication clarity
documentation quality, and escalation handling. and ability to translate technical issues into business

language.



SECTION 04 — ENGAGEMENT MODELS

SECTION 04

Choosing the Right Engagement Model

Selecting the right engagement structure directly impacts budget predictability, flexibility, and long-term

operational continuity. Four models dominate enterprise IT support engagements:

Time & Materials (T&M) Fixed-Price / SOW

The contractor bills for hours worked at an agreed Defined outcomes for a fixed fee. Works well for
rate. Maximum flexibility — well-suited for ongoing bounded projects — version upgrades, migrations,
support where work volume is variable. The default performance initiatives — but less appropriate for
model for most enterprise support functions. open-ended ongoing support.

Managed Services Contract-to-Hire

A talent partner takes end-to-end responsibility for a Contract basis with a mutual option to convert to full-
support function — providing a team, managing SLAs, time after 3-6 months. Employers using this model
and handling personnel changes. Ideal for outsourcing report higher retention rates — the trial period lets
management overhead while retaining strategic both parties evaluate fit before a permanent
control. commitment.

| Rate Benchmarking

Contract rates vary widely based on platform specialization, experience level, geography, and engagement
model. Paying a higher rate for a well-matched specialist who resolves issues quickly is almost always more
cost-effective than engaging a lower-rate generalist who requires extensive ramp-up. In support and
maintenance, time-to-resolution directly impacts business operations — making expertise a critical value driver,

not a premium.

Organizations that invest in properly matched contract talent report significantly lower total cost of
support — fewer escalations, faster resolution, and reduced disruption to internal teams.



SECTIONS 05 & 06 — ONBOARDING &

MANAGING
SECTION 05 SECTION 06
Onboarding for Success Managing the Engagement

Assuming an experienced contractor can be

productive from day one without structured l Keeping Good Contractors Engaged

onboarding is one of the most common IT leadership High-performing contractors have options. IT leaders

mistakes. Every enterprise environment has unique who retain their best contract resources treat them as

configurations, custom code, and tribal knowledge no integrated team members — including them in
contractor can intuit. meetings, sharing business context, and recognizing
contributions. Remote flexibility and a respectful
® Week 1— Environment & Context environment go a long way.
Provide access to all systems and tools on day one.
Walk through architecture, deployment processes,

| Performance Management
and monitoring dashboards. Share runbooks,

known issues, and ticket history. Establish clear KPIs from the outset: ticket resolution

time, first-contact resolution rate, SLA adherence,
® Week 2 — Guided Practice

Have the contractor shadow team members on real

documentation quality, and stakeholder satisfaction.

Conduct regular performance reviews with specific
tickets. Assign low-risk work with oversight. Review 9 P P '

for process adherence, documentation quality, and actionable feedback.

communication style.

| Knowledge Transfer & Continuity
P Weeks 3-4 — Ramp to Independence

Gradually increase complexity and autonomy. Every engagement should include a knowledge
Formal check-in to calibrate expectations. Establish transfer plan. Require contractors to maintain
ongoing cadences: stand-ups, ticket reviews, runbooks, document complex solutions, and cross-

knowledge sharing. train internal team members. Build in a structured

transition period — typically two to four weeks — at

engagement end.

Documentation accelerates onboarding: Organizations with strong documentation onboard contractors in
half the time with significantly less disruption to the existing team.




SECTION 07

Risk Mitigation & Compliance

® |egal & contractual protections ®
NDAs, IP assignment clauses, non-solicitation
provisions, labor law compliance, and background
checks for roles with access to sensitive or production
systems.

® Business continuity ®
Relying on a single contractor for critical support
creates a single point of failure. Mitigate through
documentation, cross-training, and ensuring your
talent partner can mobilize backup resources quickly.

SECTION 08

Choosing the Right Approach

Factor Full-Time Hire

Time to fill 60-90+ days 2-4 weeks

Technical vetting Your responsibility Basic screening

General Agency

SECTIONS 07 & 08 — RISK & COMPARISON

Security & access management

Apply the principle of least privilege. Use role-based
access controls, time-bound credentials, and audit
logging. Revoke access promptly at engagement end.
Align to HIPAA, SOX, or FedRAMP as applicable.

Scope creep management

Define the engagement scope clearly in the SOW and
revisit regularly. Uncontrolled expansion is a leading
cause of cost overruns and contractor dissatisfaction
in long-running engagements.

Specialized Partner Freelance

1-2 weeks Variable

Deep, platform-specific Your responsibility

Cost structure Salary + benefits Hourly / markup Hourly / markup Hourly

Mismatch risk Moderate Higher Lower Higher

Tech expertise Varies Generalist Specialist Varies

IP & compliance Internal Agency-supported Partner-supported Your responsibility
Scalability Low High High Moderate
Continuity High Low-Moderate Moderate-High Low



Building a sustainable
contract talent

strategy

Hiring contract resources for enterprise support
and maintenance is not a tactical afterthought —
it is a strategic capability that directly impacts
system reliability, business continuity, and your
organization's ability to evolve its technology

stack.

The IT leaders who get this right define roles with
precision before engaging the market, partner
with talent firms that genuinely understand their
platforms, and treat knowledge management as a

first-class operational discipline.

Whether maintaining an AEM-powered digital
experience platform, keeping a Salesforce CRM
running at scale, or managing a hybrid cloud
infrastructure — the fundamentals of finding,
engaging, and retaining great contract talent

remain constant.

Let's start the conversation —

SECTION 09 — THE ONWARDPATH
APPROACH

GET IN TOUCH

o www.onwardpath.com
° 920-530-0631

info@onwardpath.com



