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From the author

As the number of SMBs increase every day, the demand for managed
service providers who could offer vital IT services at a fixed and
inexpensive price point also increase. This is a great opportunity
for existing VARs, System Integrators, and IT Consultants to start a

managed services business.

In an effort to make this transformation smooth we present you this
book - soups to nuts guide to starting an MSP business. It will give you
the current trend in managed services, the sweet spot for startups,
steps to register your business, plan your finances, and run an effective
MSP business. We have interviewed lot of our existing customers and
have compiled the best practices such as how to win new customers,
why you should sell virtualization and power management, taking
note of newer technologies such as Amazon Web Services and Saas
based office tools etc.

We sincerely thank our customers and partners who helped us in
making this guide a more effective one by sharing their views and
data. We would love to know your views, send them to devanand@
zohocorp.com or bharanikumar@zohocorp.com.
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What is Managed
Services?

Current trend in Managed
Services

Who should become
an MSP?

Why do MSPs have a better
chance of success?

SME Managed Services
to boom in next five years
(2009 - 2013)

What are the chances of
small MSPs surviving
competition?

What is Managed Services?

According to Wikipedia, “Managed Services is the
practice of transferring day-to-day related management
responsibility as a strategic method for improved
effective and efficient operations. The person or
organization that owns or has direct oversight of the
organization or system being managed is referred to as
the client or customer. The person or organization that
accepts and provides the managed service is regarded as
the Managed Service Provider.”

Current trend in Managed Services

Today, managed services are offered to everyone right
from common man to large enterprises. If you buy a
Dell Inspiron laptop or a Dell Vostro desktop you get
1 year of online backup for free. Also Dell offers remote
troubleshooting as a service for a fixed price.

.....................................



Overview

Lenovo too provides online backup for thinkpad series laptops in collaboration with HP. On the
large scale, business giants such as IBM have already jumped into the managed services market.
America’s reselling giant Ingram Micro now offers managed services. But the most happening
segment in managed services is the SME and it keeps growing day by day.

Who should hecome an MSP?

VARs (Value Added Resellers), System Integrators, I'T Consultants, and sometimes traditional
application service providers are the best candidates for turning into an MSP. They have the
essential knowledge, skill and experience in handling I'T services and solutions. If you are a VAR,
then wake up. Of the lot, reports suggest that VARs have a very good potential and market to run
managed services business. SMBs and Large enterprises consider them as their trusted partners
as with whom they have been interacting for their I'T needs.

79N

App System
provider Integrator

>

Why do MSPs have a hetter chance of success?

It’s quite natural for one to ask this question - when every industry stalls, how could an MSP
business alone be recession proof and successful? The answer lies in the unique operations model
of an MSP. By having a pool of engineers who are not dedicated to any organization but work
on specialized vertical functions such as networking, servers, desktops, helpdesk, and operations
support an MSP could manage 10-20 companies with say 5 employees.
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Also by centralizing the operations MSP actually shares the cost of the software/tools across a
number of customers and manages a very low cost-per-device compared to an individual business
owner who has to do all by him. So in short when a business owner finds it difficult to manage
I'T at $400-$500 per device per month, a smart and efficient MSP could do it for $100-$150 per
month making it a win-win situation.

SME Managed Services to hoom in next five years (2009 - 2013)

Industrial reports suggest that SMB managed services market is very wide open now when
compared to that large enterprises. Ranging from all leading MSPs to VARs, all are eying
SMB managed services market as their next big growth opportunity. SMBs, industries of 20
to 99 employees, managed services market have the potential to reach $1.6 billion by 2013.
The US SMB IT managed services market alone grows to $4.3 billion by 2013. It’s really a huge
market to chase.
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Small industries and large enterprises are not so great for offering managed services because
they either lack budget or have resources to do it in-house. The best bet to pitch managed
services is to businesses with 20-99 employees because they form the largest population of
businesses who are tight in budget as well as dependent on I'T.

Employment size of enterprise Firms

All firms 25,409,525
Monemployer firms 19623 741
Employer firms 5,885,784
Firms with no employees as of March 12, but with payroll at some time during the year 802 034
Firms with 1 to 4 employees 2,777 Bal
Firms with 5 to 8 employees 1043 448
Firms with 10 to 19 employees 632 532
Firms with 20 to 99 employees 526 355
Firms with 100 to 499 employees 86 533
Firrs with 500 employees or more 17 047
Firms with 500 to 749 employees 5 695
Firms with 750 to 999 employees 2709
Firms with 1,000 to 1,499 employees 2828
Firms with 1,500 to 2 499 employees 2281
Firms with 2 500 ernployees or more 3534
Firms with 2 500 to 4 999 employees 1,739

Firms with 5,000 to 9 999 employees 905

Firms with 10,000 employees or more 890

Managed Services Market Survey

A market survey conducted on the MSPs in 2009 revealed that the managed services market showed
good potential to grow in the coming years. Majority of the MSPs who participated in the survey,
believed that in 2009 their revenues will increase by 25% on an average. This was on the average 28%

operating profit margins the MSPs anticipated in 2008. The projected growth rate of managed

services business was 78%, according to the survey. Also majority of the MSPs said that they have made
their revenues by focusing on a single industry. The most popular industry for MSPs was Financial services
(37%) followed by health care (36%), professional services (30%) etc in 2008. In 2009, it was Manufac-
turing (78%) followed by government/educational /non-profit (52%), health care (42%) etc.

According to the survey, pricing techniques, services offered, understanding customer needs etc.

(discussed at later part of the guide) are the key factors that were responsible for their success.
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According to the survey, pricing techniques, services offered, understanding customer needs etc.

(discussed at later part of the guide) are the key factors that are responsible for their success.

What are the chances of small MSPs surviving competition?

Managed services business is still very much a regional game. If you offer enough value to your
customers it is unlikely that a national player would eat into your business simply because a local
player can be quick as well as cost-effective. It’s no different than the situation below. Guess who
would you call? Obviously Joe, right? You might buy a car that is made in any part of the globe
but when it comes to service, and especially break-fix, proximity plays a big role.

- - O O & O
EARS=RVS cAR SERVICE'R
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Start small. Think local

Double check your choice

Get the list ready

Before you get
started - Identify your
target market first

Start small. Think local.

"Today some businesses have a global foot print. But none
of them were started that way. Invariably everyone started
as a small local business with a very small footprint. That’s
exactly how you should be starting your MSP journey
too. So, first define your geographic coverage of your

business. Are you going to be the new MSP of Orlando
or New York?

It’s important to start local because it’s easy to serve
10 customers in one city than half of them in multi-cities.
Costs incurred in meeting them for winning a new busi-
ness and onsite visits would work out cheaper with local
customers in the long run. Moreover at the initial stages
of starting a business you should spend a lot of time on
meeting customers than travelling.

--------------------------------------



Before you get started — Identify yo

Double check your choice

Don’t just start a business in a city X just because you live there. Double check if the city/
state has enough number of small and medium businesses matching your target customer profile.
The best way to go about doing this is get the published data on government websites/journals.
The bar graph below shows the number of businesses in each US state.
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Get the list ready

Once you have defined your desired footprint start building the list of such potential businesses.
There are many ways to get this done.

1. Go to the local chamber of commerce in your region and get the list of
registered businesses

2. Gather public information through Google local

w

Explore associations for verticals such as finance, auto, healthcare in your region
and pick up businesses

4. Rent lists from direct marketing organizations

5. Participate in industry specific trade shows and meet people

6. Mine data from your old businesses to see if any potential businesses
7

. Get the sales leads from online Business Sales Leads providers.

The list you collect will serve as a master database of people you need to contact in this new
business. You can maintain this list in a sophisticated CRM or a contact management tool which
you would further use for campaigns or you can simply have them in an excel sheet for reference.

D] .
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Generate leads online

A simple and quick way to generate leads is through online leads vendors (see list below).
Just open an account with any of these vendors and start marketing your services. You can get the
leads list sliced-and-diced matching your target customer profile. For example you can get the list of
leads in California, within SFO, with employees ranging from 100-200 and specific to an industry
with a certain revenue range.

Online leads vendors Price

Lead 411

lead411.com Starts from $29.95/month

GolLeads

Starts from $9.95/month
www.goleads.com

InfoUSA

. Contact the vendor
www.infousa.com

Z
apdata Contact the vendor
www1.zapdata.com

Fastcoe Databases Starts from $99.95/month

www.eastcoedatabases.com

The Top Lead Shop

www.thetopleadshop.com S et




Before you get starte

Some of these tools provide an inbuilt CRM so that you can send emails to the target customers
right from the website without having to install your own contact management or customer
relationship software such as ACT. Companies such as Goleads.com offer a free search which
gives you the count of the search you do (not the lead list but the total count of leads matching

your search criteria) which could be good trial before you pay for any of these tools.

5 Mailing List - Sales Leads , Telemarketing, Business, Consumer - GolLeads - Mozilla Firefox
Fle Edit Yiew History Bookmarks Teols Help

X GoLeads — _ —

Accurate, Affordable Sales Leads & Mailing Lists 4 Home

Customer Login

GolLeads Delivers

Login Mame

: Pasgward
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Forgot Pasamord?

v Telemarketing Sales Leads L
What Solution is Right for you?

v CRM Technology

: Salesperson
Goleads Mailing Lists and Sales Leads Databases Sales Manager =]
1 U.S | Specialty Databases | Executive
Search by Search by Unlimited Access
14 Million Business Sales Leads
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> 100’ of Options » More Options > More e

Free Sales Newsletter

FREE SEARCH) Loar e
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All Lists are Delivered into Relay Connect, a Free Web-based CRM. Customer Success Stories

_Goleads s vour source for Business and Consumer sales leads and maling | ina
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Know what (services) your
customers need

+ VOIP

Identify what they
need (what services
can you offer)

Know what (services) your customers need

Businesses require differentkinds of services depending on
their I'T infrastructure. For example a design house with
50 employees would require basic desktop management
whereas a bank with 100 employees would require special
security services, server management, and application
management. The diagram below depicts the services
required against some of the critical I'T components.

» Network + Server Monitoring
I'u'!onltorlng « Application Mgmt

* Firewall + Backup
monitoring .+ Patch Mgmt

+ Bandwidth
Utilization

Helpdesk

+ Ticketing roubleshooting

+ Self-Service - Anti-virus

* Remote « Asset Mgmt
Control + Patch Mgmt

Its quite natural that each customer has different
requirements. First understand the I'T requirements of
a customer like what services he/she requires whether



Identify what they need (what service

server monitoring, security management, asset management

provide your customers the optimum services.
By providing the services that do not meet the demands

identifying the fault in his/her I'T and in such cases chances are more for the customer to quit
your service. For instance, if ABC Corp wants to manage their I'T; first take a blue print of their

IT and identify how many servers, desktops, routers etc., are
services to offer and what type of monitoring is required.

Sample

For example let’s assume that ABC Corporation operates in your region with 132 employees.

The services that they require are shown below.

() | i) * Bookl - Microsoft Excel

and what type of monitoring
required whether 24/7, 24/5 or 12/5 etc., Also understand if he wants to have SLAs and if so
what type of SLA whether availability SLA (uptime), performance SLA (packet loss & latency) or
helpdesk SLA (response time in replying to the tickets). After understanding these requirements

of a customer drags you from

available. Then decide on what

R
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ABC Corp 25 servers, Server monitoring 24*7 99.6% uptime
| 2 Response time, Memory utilized, Patch scan etc.
100 desktops  Desktop management 8°5
Desktop meonitoring, security management, patch scan,
3 | asset management etc.
2 routers router monitoring 247
i ping, packet loss, traffic monitoring etc.
10 printers printer monitoring 85
| 5 | Response time, traffic monitoring etc. 99.6% uptime

Case study AaSys Group: Managing

AaSys Group is a leading managed service

Florida region.

and infrastructure devices.

Miguel Hablutzel
AaSys Group, Inc

WWW.aasysgroup.com

—p

Banks with MSP Center Plus

provider in Florida. They have

been using MSP Center Plus to manage more than 75 banks in and around

AaSys’ services include everything from consulting, networking, to maintenance
for banking organizations. As part of their network services, AaSys manages

the server infrastructure across these banks that run to thousands of servers



Checklist for
registering a business

Selecting an appropriate
business structure

Registering your business

Obtaining Employer
Identification Number (EIN)

Choosing your tax year

Choosing your accounting
method

Submitting forms I-9 and
W-4 filled by your
employees

charten @)

Get Started. Register
your husiness first.

If you already have registered your company you may
skip this section...

Checklist for registering a business

© Selecting an appropriate business structure
® Registering your business

® Getting your EIN

® Choosing a tax year

® Choosing your accounting method

® Submitting the form I-9 and W-4 filled out by
your employees

--------------------------------------



Get Started. Register

Step 1: Selecting an appropriate business structure

When beginning a managed services business, you must decide what form of business entity
to establish. Your form of business determines which income tax return form you have to file.
The most common forms of business are the sole proprietorship, partnership, corporation,
S corporation and Limited Liability Company (LLC). Legal and tax considerations enter into
selecting a business structure.

Step 2: Registering your business

Registration is mandatory for running your business, filing income tax returns, getting copy
rights etc., To register your business you must file articles of incorporation, designate a registered
agent, other required documents and send the appropriate filing fee to the Division of Corporation
of the State.

For instance, if you are registering a business in Florida you may require an entity to register not only
at the State level but also with the local county government. Corporate entities are usually required
to register with the Division of Corporations, while many professions are required to register with the
Department of Business and Professional Regulation. County occupational licenses are usually obtained

from the local county government.

To form a Florida corporation (profit) you must file articles of incorporation, designate a registered
agent and send the appropriate filing fee to the Division of Corporations. The forms are available at
http://form.sunbiz.org/cor_form.html. Download the forms (Profit corporations) and submit to the Division

of Corporations in Florida.

ARTICLES OF INCORPORATION
COVERLETIER In compliznce with Chapter 607 and/or Chapter 621, F.S. (Profif)

ARTICLE] _ NAME
The name of the corporanon shall be:

Department of Stare
Dvision of Corporations
P 0. Box 6327 ARTICLEDl  PRINCIPAL OFFICE
Tallzhasses FL 22314 The principal street addres: and muling sddvess. 1f different ix:
SUBJECT: ARTICLENT _PURPOSE

T (PROFOSID CORFORATE NAME-MUSTIFCITDESUETY The purpase for which fhe corporation i organized is

ARTICLE IV SHARES

Enclosed are az criginal and one (1) copy of the articles of incorporation and 2 check for: e T—

Osmc0  O%7875 05775 Dss750
FimgFes  FilinsFae Filing Fes FilingFae ARTICLE V__ INTTIAL OFFICERS AND/OR DIRECTORS
& Certificate of Status &Ceortified Copy  Certified Copy List narme(s). adiress{es) and specific tille(s).

& Cerificate of

Status
ADDITIONAL COPY REQUIRED

ARTICLE VI REGISTERED AGENT
FROM The pame and Florid street addrezs (P.0. Bax NOT acceptable) of the registered azent iz
Ry ST

Addres:
i} ARTICLE VII__INCORPORATOR
The name and addres: of the Incorporator &

T SR £

Taytims Telephone mamber
Having been named as regisiersd agen o Gecepé service ef process for the above siaied corparaien a dhe place designaied i this

cersificase, I am familior e
‘Signanire Registered Agent Date
NOTE: Plense provide the original and one copy of fhe aricles. St Tacorperater Dt
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On line registration
Another easy way of registering your business is through online incorporation service providers.
You can directly log in to their website and fill your details and get your business registered.

Mozilla Firefox

Fle Edt View History Bookmarks Tools Help

rporate Fast

a document filing company

'1 Inco
=1 |

Selected State:  California
Entity Type: Corporation

Fields maked with an asterisk " are required.
Company Name

Please enter your primary business name and alternate name below. If your name choices are unavailable
we will provide you with free unlimited name searches unfil you find an appropriate name. You are only
required to enter 1 name choice below.,

* Preferred Company Name: | |

Alternate Company Name: | |

6 + € 0t [ 3F [hptiwewincorporatefast.comistepS.asprcustD=0116090938¢ 7 < = | [Gl+| coo

Questions? (866) 999-8200

14 8 HOME FORM AN LLC INCORPORATE PRICE QUOTE LEARN MORE
auesTions? speak win 8 1
- - - a customer representative:
Fill in Company Information “ouL ez (866) 998-8200

=1

Fa

Customer Login
Cusiomer Service

SUPPORT

Your Package

State Fees $100*
Standard Package  $225
Digcourt: $30

Total: $295
Includes stete filing fee

9]
for copy of filed paperwork.

Authorized Stock & Par Value: *m
The corporation will be authorized to issue up ta 1,500 shares of No Par Value carmmon stock unless fewer e
shares qualify for minimum incorporating fees or minimum annual franchise taxes, or unless you instruct —
otherwise.
SaneFE—— w SECURE
by L T TESTED  15-an
Par Value: |No ParValue |
Reolal M2 s
Done *

Some of the available online incorporation service provides and their charges are given in the

following table.




Get Started. Register your
Online Incorporation Service Provider Charges

Registration price varies according
Incorporate Fast .
to the state. $165 for processing and

www.incorporatefast.com L ,
registration in Florida.

Florida T ion Servi
orica ncorporation Service $72.5 for registration (only in Florida).

www.floridaincorporationservice.com

My New Venture $159 for processing + state filing fee.
Www.mynewventure.com (For filing in Florida $159+$80).

_ Registration price varies according to the
Incorporate Time ) 3 .
. . state. $160 for processing and registration
www.incorporatetime.com ) ;
in Florida.

Step 3: Obtaining Employer Identification Number (EIN)

After registering your business obtain an Employer Identification Number (EIN). An EIN is a
unique nine digit number issued by Internal Revenue System (IRS) to the business corporations for
tax purposes. EIN is also known as the Tax Identification Number (TIN), Federal Employer Identi-
ficadon Number (FEIN) or Federal Tax Identification Number (FTTIN). When the nine digit num-
ber is used for identification rather than employment tax reporting, it is usually referred to as a TIN,
and when used for the purposes of reporting employment taxes, it is usually referred to as an EIN.

To obtain an EIN go to the following link https://sa.www4.irs.gov/modiein/individual/index.
jsp and fill the application. After all validations are done you will get your EIN immediately upon
completion. This application will be available during the following hours:

Monday - Friday: 6:00 a.m. to 12:30 a.m. Eastern time
Saturday: 6:00 a.m. to 9:00 p.m. Eastern time
Sunday: 7:00 p.m. to 12:00 a.m. Eastern time

Step 4: Choosing your tax year

You must figure your taxable income on the basis of a tax year and file an income tax return.
A “tax year” is an annual accounting period for keeping records and reporting income and expenses.
An annual accounting period does not include a short tax year. The tax years you can use are:

© Calendar year - A calendar tax year is 12 consecutive months beginning January 1 and
ending December 31.

® Fiscal year - A fiscal tax year is 12 consecutive months ending on the last day of any
month except December. A 52-53-week tax year is a fiscal tax year that varies from 52 to
53 weeks but does not have to end on the last day of a month.



jed services business

Unless you have a required tax year, you adopt a tax year by filing your first income tax return
using that tax year. A required tax year is a tax year required under the Internal Revenue Code and the
Income Tax Regulations. You have not adopted a tax year if you merely did any of the following.

© Filed an application for an extension of time to file an income tax return.

© Filed an application for an employer identification number.

© Paid estimated taxes for that tax year.

Ifyou file your first tax return using the calendar tax year and you later begin business as a sole
proprietor, become a partner in a partnership, or become a shareholder in an S corporation, you
must continue to use the calendar year unless you get IRS approval to change it or are otherwise
allowed to change it without IRS approval.

Generally, anyone can adopt the calendar year. However, if any of the following apply, you
must adopt the calendar year.

© You keep no books or records;

© You have no annual accounting period,

© Your present tax year does not qualify as a fiscal year; or

© You are required to use a calendar year by a provision of the Internal Revenue Code or
the Income Tax Regulations.

Short Tax Year
A short tax year is a tax year of less than 12 months. A short period tax return may be required
when you (as a taxable entity):

© Are not in existence for an entire tax year, or

© Change your accounting period.

Tax on a short period tax return is figured differently for each situation.

Not in Existence Entire Year

Even if you (a taxable entity) were not in existence for the entire year, a tax return is required
for the time you were in existence. Requirements for filing the return and figuring the tax are
generally the same as the requirements for a return for a full tax year (12 months) ending on
the last day of the short tax year.

Step 5: Choosing your accounting method

Each taxpayer (business or individual) must figure taxable income on an annual accounting period
called a tax year. The calendar year is the most common tax year. Other tax years are a fiscal year
and a short tax year.

Each taxpayer must also use a consistent accounting method, which is a set of rules for deter-
mining when to report income and expenses. The most commonly used accounting methods are



the cash method and an accrual method. Under the cash method, you generally report income
in the tax year you receive it and deduct expenses in the tax year you pay them. Under an accrual
method, you generally report income in the tax year you earn it, regardless of when payment is
received, and deduct expenses in the tax year you incur them, regardless of when payment is made

Step 6: Submitting forms 1-9 and W-4 filled by your employees

The Employment Eligibility Verification Form I-9 is a U.S. Citizenship and Immigration Services
torm. It is used by an employer to verify an employee’s identity and to establish that the worker is
eligible to accept employment in the United States. The United States government requires that
all employees and employers attest to employee eligibility to work by filling out and maintaining
a Form I-9 for each employee. To download the form, visit the following URL http://www.uscis.
gov/files/form/I-9.pdf.

Department of Bameland Securisy
U5, Citizanship and Iemmigrasion Sarvicss

Form I ,Emplmmellt
Eligibility Verification

Plenze read instruction: carefully before completing chiz form. The incoructions must be avadlable &

ing completion of this form.

ANTI-DISCRIMINATION NOTICE: It is flegal to discriminate against work eligible individnals. Employers CANNOT

ify which dorument

mment{s) they will accept from an employes. Lhe refusal to hire n individual betansé the documents have a

furé expiration date may alsd constitute illegal discrimination.
Section 1. Emploves Information and Vi !nﬁrsth To be completed and signed by employes at the time employment begin:

Frist Name Last

Mkl Tressal

Masaden Mams

Plilreea (ireet Name and Wumber)

A
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Tty T

Gozal Becurity &

I am aware that federal law provides for

and/or fines for fak: or
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T

Akl (S Name aed Nasebir, City, e, Zip Cie)

Diste fmamthiay )
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Erdmine 602 Gocument Fom List B and one Fom List C, 2 Lted on the fevarse of this form. and record the nfe, mumber and.
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- Enamme onz document figm List A OF.
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LEtB AND LT
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sonrh davwar)
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T o T et ame el i Tt Wams il Wi,
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A Fow Name (if appiicablel
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Form W-4 is a federal tax form is required by IRS and must be filled out by new employees
before they receive their first paycheck. Filers must indicate the number of personal allowances
they are taking, including dependents, to determine how much money will be withheld for payroll
taxes. To download the form, visit the following URL http://www.irs.gov/pub/irs-pdf/fw4.pdf.



Form W-4 (2008)
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using Form 1040-E5, Extimattad Tax
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CHAPTERO

Finances

Plan your finances

While running your business you would be spending
majority of your money on people, facility, hardware,
and software. Some of the major components that you
would have to account for while planning your finances
are given below.

Marketing Insurance

Software

Hardware Operations

Salary

Salaries range from $50k to $70k per year for a typical

Pl fi .. .
an yourtinances MSP technician in Florida.

Cost of running a
5 member organization

Raising working capital

......................................




J noc support engineer Salaries in Orlando, FL - Fre

File Edit Wiew History Bookmarks Tools  Help
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Salary Search

noc support engineer Salaries in Orlando, FL b

What Where
|noc suppor engineer | |Or|and0, FL |
Job Title, Keywards City, State o1 Zip

Add Cornparison [] Search Job Titles Only | Wiew Salary

Average Salary of Jobs Matching Your Search

noc support engineer in Orlando.  $58,000

i—

In USCr as of Dec 15, 2008 30k G0k a0k

Average noc support engineer salaries for joh postings in Orlando, FL are 17% lower than average noc
support engineer salaries for job postings nationwide.
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Adrninistrator

Assistant System Administrator ~ $47,000
Senior Windows System
$88,000

$76,000

-
i n m

Adrninistrator $85,000

Ii [ i $a8,000

UnixWindows Administrator ~ $62,000

n m ini r  $75,000

Windows Linux System
$76,000

n ni $491,000
Deskiop Administrator  $44,000

in r  $67,000

Web System Administrator ~ $91,000
Senior System Administrator  $86,000
Systern Administrator 72,000

Senior Unix System Administrator ~ $82,000

In USD as of Oct 22, 2008
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Other roles and responsibilities in a typical MSP Organization

Role Activities

Makes cold calls
Sales & Marketing team Generates leads
Closes sales

Single point of contact with the customer

Comprehensive knowledge on all the services that you offer
Prices of the services offered

Ensures all the necessary contract, SLA documents are received
Account Manager from the customers

Ensures whether the bills are sent properly and the customer
pays them in time

Conducting meetings to discuss and solve customer issues on
contract, SLAs etc.

Perform Root Cause Analysis (RCA) on the customer issues
Changing Network configurations according to client issues
Engineers Perform Core hardware and software upgrades

Upgrading Switches, Routers OS
Deploying critical patches
Taking Periodical backups

Provide support to clients on all aspects of account
administration and client support

Client Services Preparing all the necessary documents for the customer’s
account establishment and maintenance

Ensure whether right services are provided

Attends the customer requests, via voice or mail
Helpdesk Provides solutions to the customers
Assigns tickets to Operations support for analysis

Works on the tickets raised

. Analyses the customer’s devices remotely

Operations support . .
Fixes the issues

Raises Service Request, for onsite visits

Attends the service requests

.. Goes onsite for replacing hardware, changing network
Technicians . p ) ’ g
connections etc

Raises Timesheets for onsite claims




Non-salary components

Typically the non-salary components such as insurance, 401k etc account to $10,000 per employee
per year.

Lease

Lease rates vary from state to state. The average lease rate is around $5-$10 per square
feet per month.

Operations

Operations include telephones, internet, power, housekeeping, stationary, food etc. For a typical
small business the cost of operations would be around $5000 per employee per month.

Hardware

Hardware includes the equipments required to run business such as computers, servers, networking
gears, and telephones. On an average it would cost around $2000 per employee (onetime) for
setting up the hardware.

Software

Go through the below table to know the various tools that are available in the market, what solution
they provide and how much do they cost.

Software Solution offered Price

MSP Center Plus

Integrated MSP Platform. $25 device/year
www.mspcenterplus.com

OpManager OnDemand o
. . Hosted monitoring tool Contact the vendor.
www.ondemand.opmanager.com

Kaseya

www.kaseya.com

Desktop/Server management | $120 device

Microsoft system center

. Desktop management Contact the vendor.
www.microsoft.com/systemcenter/
ConnectWise Professional Service
: . Contact the vendor.
WWwWw.connectwise.com Automation (PSA)
N-able .
Network monitoring $99 user/month
www.n-able.com
Zenith
Desktop management Contact the vendor.

www.zenithinfotech.com

(Continue)

Bl



(Continued)

ow to setup a managed services business

Solarwinds

www.solarwinds.com

Network monitoring

$2475 - 100 devices/year

Whatsup Gold

www.whatsupgold.com

Server and application
monitoring

$65 device/year

Autotask Professional Service $275 - Susers/month
www.autotask.com Automation (PSA) $ 55 additional user/month
Dell EverD

e Bverream Desktop management Contact the vendor.
www.everdream.com
LogMeln

www.logmein.com

Remote control

$69.95 device/year

ScriptLogic

www.scriptlogic.com

Desktop management

$23.79 device/year

Go to my PC
WWW.gotomypc.com

Remote control

$14.95 device/month

VNC

www.realvnc.com

Remote control

$50 per host

Level Platforms
www.levelplatforms.com

Network monitoring

Contact the vendor.

Marketing

Marketing and business development expenses vary from company to company but it is safe to

assume at least a minimum of $100,000 per year to be spent on this avenue.

Cost of running a 5 member organization

Let’s assume that you have 5 employees and you have a small office where you run your operations

center then the cost incurred per year would be as shown below.

Item

Salary

Description

System Administrators — 3
Backend operations support
Sales and marketing — 1- 1

Cost (annual)

$380,000
[3*$80k, 1*$50k, 1*$90k]

Non-salary components
such as insurance etc

On an average around $20k per
employee is spent on these
non-salary components.

$100,000

(Continue)



(Continued)

Item Description Cost (annual)

Minimum 100 square feet is required
per employee. At an average rate of $1.5

Facility lease/rental 9,000
actity feaserrenta per sqft per month for lease you will be 5,
shelling our $750 per month on lease.
Other facilities include telephones,
Operations air conditioning, internet, $60,000

housekeeping, power etc.

Computers for 4 operations (System
admin-3 & backend operations-1) team. | $13,500
Hardware Laptop for sales. [4*2000, 1*$1000,
Servers for hosting product. $2500, $2000]
Networking gear.

Includes the remote management and
business software you need to run the

Softw: 000
Orhware business. (Refer the table Various tools =
available in the market.)
Marketing and Advertisements, Website, Meeting
.. $100,000
advertising expenses customers, Tradeshows etc
Total $667,550
Go slow on hiring ...

Salary accounts to 70% of your expenses.

Expenses

Software Marketing
1% 14%

Hardware
2%

Operations
8%
salary
Lease / rental 53%
8% Non_
salary
14%
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Hence it is important that you go slow on hiring and have enough customers on board before you start

hiring. Till you reach that phase you should look for some frugal ways to run business. Some of our customers

have handled this phase very frugally in different ways ranging from work-from-home to virtual offices.

Three steps to
become an MSP

Type

Description

If you are yet to acquire a single
customer then the perfect way to get

Cost incurred

MSP software or you run a MSP
platform in a rented datacenter.

Working from home started is by working from home. $0
Start with building a website for your
business and try some free tools.
If you are confident of few customers $10 per device per month
. . oh o
Rented datacenter + ISIgnmg up with you thel_ltflou}lln '8 (tl '
work from home invest some money on either hoste $600 per month for

hosting + cost of on-
premise software

Your own bare-bones
Network Operations
Center operating out of
a SOHO office.

If you are operating in data sensitive
verticals such as banking you might
have to invest more in building your
own network operations center.

Approx $2500 for server
hardware. Plus cost of
software. Plus 100% extra
for bandwidth, power, and
other operations.

Raising working capital

Stop worrying about the working capital required to run your managed services business. Today
various Banks are ready to offer working capital. Wells Fargo bank offers working capital loans
from $5,000 to $100,000 for new business that is less than 2 years old. They require your busi-
ness information such as business name, TIN, annual revenue, name and contact details of the
business owner, business banking account numbers etc. They offer loan terms up to 5 years.



You can also approach for SBA loans. The SBA is a federal agency that helps established businesses
grow and helps new businesses get started. SBA loans are not directly provided by the SBA, but
provided by commercial lenders. SBA guarantees a portion of the amount to the lender in case the
borrower fails to return.

) Wells Fargo Small Business - Online Bankii

, Credit Card, and Financial Services - Financial Services and Resources - Mozilla Firefox

Fle Edt Vew History Bookmarks Tools  Help

6 - 0 X & https:waw.weHsfargo.comlibiz/?_requestidz12574 I v| ‘@-I@Dc‘;ge ;_'\l n i
Find Locations | Customer Gervice | En Espaiiol | | [ searen | -]
Personal Small Bu

ss | Commercial About Us Make this your wellsfargo.com homepage

View Your Accounts é A message from President and CEO John Stumpf: Holiday thanks to our customers and communities. Learn More

Gotol Account Summary v

Username:

Password:

Find Qut Which Financial Services Are
Best Suited for Businesses Like Yours.

(so )

Username f Password Heln

Need to set up online access?

Enroll Now : g 3 |

| Customize Your Business Solution® Today. Learn More |\

‘ Customize Your Business Solution" |
Sign On to Other Services | Products & Services Online Solutions Resources
| Checking Check Card Business Online Banking Enroll Mowl Articles, Wehcasts & Newsletters
= - Savings & CDs Free account access — manage cash Starting a New Business T
Find ATMs/Locations
Credit Cards Tloahyiew tanoAD T el itran Sia, WomenDiverse Business Services
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funds & mare. Or, bank thraugh

Loans & Lines of Credit i ®, i 2
QuickBooks”fother Financial Software.

Personal Finance for Business Owners

Bank Onfifie with Confidence | Business ngm s Business Bill Pay More >
Gnline Security Guarantee Betviall W5jia fiee ) Pay your business and personal bills
PRIVACY & Sacurity Merchont Card Pracessing online. Solutions by Industry
Frewent Employee Fraud mowanre Frigel el Busmess Direct Pay | Accountants and Bookkespers % |
Retirement & lnvestments Make next day payments to employees
liternational Business Services and vendars What is FDIC Insurance?
More > WellsTAX® ¥ What exactly doesit
Pay husiness taxes onling. [ cover?
Open an Account Foreign Exchange Online d Learn More [

Send and receive payments in over 80

| Business Checking Accounts forelgn currencias.

v, wellsfFargo, com
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Operations

Plan for your operations

Operations can be broadly classified into two types—
internal facing and external facing. Internal facing teams
work on a day-to-day basis to offer a smooth working
environment for the external facing teams. The two
large external facing teams are the customer service
and sales. Though there are many roles described here
many of them would be performed by one or two in
some cases.

Customer
service

Purchase

Sales and

Sysadmin marketing

l

Payroll

|

House
keeping

|

Plan for your operations
Human

Reducing internal Resources

operations headache

|

| |
—
]
]
=

Reducing external
operations headache

--------------------------------------




Departments Description

This is the core team of a managed services organization.
. Facilitates smooth management of customer I'T.

Customer Service . .
Encompasses engineers, support staff, helpdesk, onsite

technicians etc.

Teams that work on bringing customers to the table. Often
Sales and marketing involved in account management, marketing campaigns,
advertisements etc.

Facilitates purchasing of hardware, software, office

Purch
Hrehase equipments, and everything that is bought from outside.
Handles day-to-day troubleshooting as well as strategic
Sysadmin IT enhancements such as security, backup, bandwidth

planning etc.

Payroll and employee benefits Hand.les monthly salar}f PrF)cessing, employee tax
planning, and other activities related to employee benefits.

IIOu @ n ) 1enic Of:fice atmos lleI e ta
Of ever & aspeCt Of Clealllllg aIld I ep]ell SI 1ments

Handles employee attendance, leaves, salary hikes
Human Resources p. 4 . ’ ’ R ’
employee satisfaction etc.

Legal Protects the company’s IP rights and other investments
s legally by verifying all contracts and agreements signed.

Reducing internal operations headache

To reduce your operations headache you can outsource some of the non-core activities such as
payroll processing. One of the leading firms that offer HR as a service is Trinet.

—p
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) TriNet Human Resources Outsourcing & Outsourcing Human Resources - Mozilla Firefox

File Edit W¥iew History Bookmarks Tools Help i
V c x {at ( > |http:”www.trinet.cnm)’ f:[‘ '| |'|Gnngle p| H =
A~

Customer Log-In @

1588 () YEARS 2008

TOTAL HR SERVICES

What'’s stealing your focus?

| SIMPLIFY YOUR HUMAN RESOURCES ©
|- High-Caliber Benefits
- Human Capital Management
HRIS Platform
. Integrated Payroll/Benefits

Focus on business. We'll handle HR.

. ' . . . Contact TriNet
Tritet helps fast-roving companies put their focus where it belongs: on MNews Today t‘ 3
business success. Whether you need an all-in-one HR outsourcing Tritet Continues Growth During Third -
partner, or an enterprise-class administrative solution, we can free your i
Rzacd More

internal resources for more strategic priorities — and help you make the

most of your investment in human capital. So you can get back to what | Tt ppeints Ray Bingham to Board of

r Directors Refer a Business
yoritobes Read More.
E 2 e Tribklet Announces Launch OF Free HR
Serices Demos | Testimonials | MNewsletters  Wehinars  Blog & 7
Mirute Podcast Series
Fead hore.
Ou'tdsnl:lircmg Hulrnan Risouliis to Tant was the h‘est Statfing Industry Anslysts: TriNet grojects 3
aricinn I"va maada in unare o tirine laa

Dane nﬂ

D Tt Hum.,, |

Services offered by Trinet Description

Includes all HR activities such as payroll, human capital
HR Services guidance, emplt?yee related state and. federal tax filing
and recordkeeping etc, employee assistance, health and

benefit Programs.

. . Offers recruiting, measuring and rewarding performance,
Human Capital Services .. :
career transition and counseling etc.

International LIR Through global relagonshlps offers HR services in
50 countries worldwide.

Offers extensive range of insurance coverage such as health
Insurance insurance, Workers’ compensation, building and personal
property insurance




Reducing external operations headache

Cost

400000

350000

300000

250000

100000

To reduce your external operation headache and cut cost better outsource your external
operations to India. With a vast pool of skilled engineers there are a number of Indian IT service
provider organizations waiting to do this for you for say $10 per device per month. Most of
these companies have well established processes and also boast of their employee profiles — most
of them with 2-5 years experience being sysadmins and network admins, with CCNA, MSCE
certifications.

Sample calculation: Cost of setting up an operations support team in US Vs outsourcing. Total
number of devices to be managed is 500 and number of operations support personnel required is
5. Atan average salary of $55,000 per operations guy per year, you would be shelling out $275,000
on salaries for 5 operations members. And at $10 per device per month you would be able to
get almost similar job done by an Indian partner for $60,000 per year. Moreover, if you have
multi-year contracts the difference becomes high when you include salary increments every year.

Inhouse operations vs Outsourced operations

200000 M Inhouse

150000 H Outsourced

50000 -

0 |
Year 1 Year 2 Year 3 Year 4

MSP Center Plus Market Place

Many MSP Platform vendors offer operations support as part of

1 want to Wi start at
their package itself. And few others such as MSP Center Plus brings save cast $2 per device
together a market place which enables you to browse through a list
of ZOHO Corp. certified I'T operations provider and pick one that
suits your business model.

M5P IT Partner

It makes life easier for you as you don’t have to go through MSP MarketPlace

the pains of identifying a partner and managing the relationship. = =

— p
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In case it sucks, you will be seemlessly be handedover to a new I'T operations partner through
MSP Center Plus guys. Certified partnership program protects your business as it includes
Non-competing and non-discloure agreements as part of the process.

Case study SmartiMS

. m Smart IMS is an innovative, rapidly growing, client-centric company that

smu L~ delivers high value-added IT solutions to major corporations in the U.S.,

Europe and Asia. Smart IMS is an ZOHO Corp. partner who is capable of offering remote monitoring,
backend call support, and troubleshooting services to MSP Center customers.

Other services offered by Smart IMS include outsourcing of IT Infrastructure Support, Application

Development, Packaged Application Implementation, Testing, as well as consulting.

India Office US Office

SmartIMS (India) Ltd. Smart IMS Inc.

Plot No. 13, 103 Morgan Lane, Suite#104

Road No. 9, Jubilee Hills, Plainsboro, NJ — 08536

Hyderabad 500 035, AP, India Tel 609-955-3030
Tel:91-40--44335000 Fax 609-936-9866

Email: Gayathri.Rao@SmartiIMS.com Email: Gayathri.Rao@SmartIMS.com







Legal Documents

Legal

Legal Documents

Legal documents define the contractual relationship
between you and your customer. They provide the exact
details on the rights and limitations what you and your
customer have with each other. Whenever acquiring a
new customer make it a process to get sign from the
customer in the legal documents. In the long run only
the legal documents are considered valid when any
issues arise between you both.

Agreementof Services is the importantlegal document
that you and your customers should sign whenever you
acquire a new contract. The services agreement document
should cover what are all the services are committed to
offer, whois the liaison person, intellectual property rights,
security standards, third party non disclosure agreement,
validity period of this agreement and termination process
of this agreement.




Agreement for Services

This Agreement for Services (AGREEMENT) ('the Agreement) is signed on 0
2008, by and between:

And

1 Purpose and scope of this AGREEMENT:
This AGREEMENT is between (hereinafter referred to as YYYYYYYY) and

(hereinafter referred to as XXXXXXXX), wherein, will provide monitoring services

to to monitor their LAN and WAN infrastructure based on the tentative

proposal #

2 Natures of Services provided:

The services provided by to are limited

to monitoring services only. In addition will provide alerting services in the

form of Emails and/or SMS’s only to selected staff from

3 Liaisons for the

will nominate one or more person/s who will be the

liaison person/s (“Manager/s”) for specific employee provided by to

during the term of the trial period consultant shall interact and coordinate

with the Manager/s.

4 Validity period of this AGREEMENT:
This AGREEMENT is valid for a period of days. The AGREEMENT can be extended with mutual

agreement between and

shall provide agreed upon monitoring services to

for a maximum period of commencing weeks

from the date of signature of this agreement. After the stipulated period of days,

monitoring services shall be automatically terminated by

Network Management Server.

5 Commercial:

After the completion of trial period and on the basis of assessment, nature and complexity of the work

shall issue a comprehensive monitoring and management solution with

the commercial aspects to

6 Intellectual Property Rights/confidentiality agreements:
All software, systems, ideas, concept, designs, documentation or any other material produced by the

during the trial period to will either be

D



Intellectual Property of or that of its Customers.

will not have any rights to such material described as above.

7 Third Party Non-Disclosure Agreement:

will keep all the data, sources and information confidential and will not

disclose or release it to any other party.

and their employees/sub-contractors shall not disclose any information

related to IT infrastructure to anybody not even to any related party unless

asked by to do so. The vendor/sub-contracting agencies who will be

involved during the set-up for monitoring services will be held responsible for the conduct of their personnel.

and their representative shall not disclose or its Clients

private information. This private information includes but not is limited to identified client data,
employee personal data, security posture, vulnerability status, and attack status. This clause will remain

valid even after the termination or expiry of this AGREEMENT.

8 Security Standards
Mallicious software such as viruses can cause considerable damage to information & IT assets.

shall ensure that effective anti virus measures are followed across Client.

shall agree to enhance its guard against intrusions and failures that may

affect confidentiality, availability and integrity of information and may damage information assets.

shall not be held responsible for any threats and damage which may

emerge out of virus/malicious attack or natural or unforeseen disaster.

shall meticulously try to monitor

infrastructure, in event of an alert not being generated by Monitoring Server due

to any unforeseen reason, will not be responsible for any loss of data/service that

accumulates.

9 Termination of this AGREEMENT:
Either party can voluntarily terminate this AGREEMENT by giving days notice to the other
party. If terminates this AGREEMENT voluntarily,

shall provide all the documents and reports generated during the

stipulated period of monitoring.

READ AND AGREED

On behalf of On behalf of
Signed: Signed:
Name: Name:

Title: Title:

Date: Date:







WAR on the VARs

The most compelling
reason for change

Managing change

CHAPTERe

How to migrate from
VAR to managed
services?

WAR on the VARs

Gartner predicts that 40% of the VARs will go out of ~
business if they don’t switch to managed services. Shrinking
margins on hardware sales, competition from direct
channels, and increasing competition pushes VARs to
lookout for other avenues to sustain business. Analysts
and experts continue to express their opinion that the
MSP model suits best for traditional VARs who sell low
margin products, taking backups, replacing hardware
etc. and receive unpredictable revenue from break-fix
maintenance gigs.

The most compelling reason for change

"Traditional VAR business often takes a cost-plus approach
where the profits come from the margins on every
hardware/software sale. This model is so ineffective that
you always work hard for the hardware vendors and end
up with stagnating/declining profits irrespective of stellar
revenue growth.



How to migrate from VAR to managed services
Profit - ]

B cost
W revenue

Year1 Year 2 Year 3 Year 4

In contrast, the MSP model gives you a steady stream of recurring revenue and also enables
you to increase profits over the years.

Profit

| cost
® revenue

Year 1 Year 2 Year 3 Year 4

Managing change

There’s no magic potion to migrate your business model from VAR to MSP. It needs a cultural
change that cuts through every process and every employee in the organization. You as the presi-
dent of the company need to manage this change and ensure a smooth transition from traditional
business to the new managed services business.
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Key doctrines that you should set for yourself for change:

Doctrine What you need to internalize Benefit

Your focus automatically shifts

from vendor relations to
. We are no more a product— :
I am not selling ) understanding the end
reselling company. We are a .
products anymore. . , customers and finding ways
service provider by every act.

to add value to their business
with your service.

We are no more selling human | Cuts your employees free to

My employees won’t be | hours. We are selling a pack- work on several customers Vs
billed per hour. aged service at a fixed cost per getting locked with just one
month. customer at a time.

We are no more a break-fix Being proactive helps you

We will not be ; . identify problems before the
. _ company. We will be proactive frp . . Y
reactive...but proactive. ) . become business impacting
to the maximum possible extent.

downtimes.

No more truck rolls. Will do

T N
e are selling oft the everything remotely and will

trucks and buying
remote tools.

Protects your investment on

1 th d
save human capital for valuable employees as Ficy Spenc tmore

and billable visits time working than travelling.







Winning new
customers

There ain’t no such thing as a FREE LUNCH

When PowerPoint presentations, lengthy discussions,
and beer fail to help you win a new business, offering a
FREE TRIAL does. We have seen this in most of our
successful managed service provider customers where
they throw-in 6 months of FREE monitoring along
with a hardware installation or a server upgrade. At the
end of the trial period you gain enough insight about the
prospects’ networks, servers, vulnerabilities, traffic pat-
terns and potential problems that you are fully equipped
to show value and win a managed services contract.

Two things they want you to talk ahout

Business ownersare interested in just two things 1) savings
you bring in to the organization and 2) hassles you take
away from them. If you can strongly display these two
values if am sure you can win any business deal.

#1: Show them savings

Money is the most influential influencer worldwide.
So when you approach new customers, do your home-
work. Calculate how much the customer spends right
now on managing I'T and show how much he would
There ain’t no such thing save if it is managed by you.

as a FREE LUNCH

Two things they want you
to talk about

......................................




Winning new customers

That's a huge
savings

% : C You are

right.

Save dp to
2 55%on IT
costs

For example, let’s assume a company with 200 devices and two resources to manage it —a network

administrator and a system support assistant. The bare minimum cost incurred in managing the

devices in house would be around $136k per year.

Item Details Cost
On an average the company would be spending
Salary around $54,000 + $55,000 = $109,000 every $109,000
year on salary.
Other expenses spent for Network
Infrastructure for i .
} . Administrator + System support assistant such $10,000
managing the devices. e
as systems, amenities, blackberry etc.
Multiple tools for managing I'T.
Server monitoring tool, desktop management
Software applications tool, remote management tool etc. $17,904*
* Assuming an average cost-per-device of 7.46
per month. 200 devices x $7.46 X 12 months
Total $136,904

Assume that you can manage these 200 devices at $30 per device per month. That makes it

$72,000 per year. Ata 10% hike every year the cost of doing it in-house would touch around $635

kin four years. If the customer takes the managed services route he would save around 55%.

R
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In-house Managed Services

First Year $136,904 72,000
Second Year $150,594 72,000
Third Year $165,654 72,000
Fourth Year $182,219 72,000
Total $635,371 $288,000
Savings $347,371
In percentage 55%
160

M Internal
m MSP

Year1l Year 2 Year 3 Year 4

Salary.com

Salaries paid for related job responsibilities. For your reference.

25th Percentile  Median  7Sth Percentile 25th Percentile  Madian 75t Percentile

Propartion of Incumbents
i
Proportion of Incumbents
e A il

$38,041  $45,483  $94,620 $42,303 447,427 453,068

HR Reported data as of October 2003 salary; . HE Reported dats as of October 2008 salary,..

Syseme Support Assiant 28t Peicentile | Median T5th P i Hehwod Adminidrator | 25ih Percentile | Median TEth Percentile

the United States 38,941 P45 G983 $54.820 the United States $42,303 847 427 53008
(Continue)



Winning new customers

(Continued)

Average Salary of Jobs with Related Titles

niar i m
ini [

o
-1
&
=
o
=

Assistant Systern Administrator ~ $47,000
Senior Windows System
$88,000

$85,000

li r m ini $88,000
UnixWindows Administrator - $62,000
Windows Systern Administrator ~ $75,000

: .
Agministratr ¥ 5:000

nior Win mini r §91,000
Deskiop Administrator ~ $44,000

n ini r $67.000

Web System Administrator  $91,000
ior ini r $86,000
System Administrator ~ $72,000

jor Uni ini ¢ $82,000

& I | I
g

In USD as of Oct 22, 2008

#2: Tell them they can mind their own business now

No kidding. Managing the I'T (and the I'T guy) for a small business owner is really a headache.
It distances them from their core competency and takes away considerable amount of time.
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Imagine an architectural design house with 100 employees and one I'T guy. Day-to-day

operations involve uploading images to the server from the user machines, backing up the images,

and ensuring all machines are up and running all the time. Though it looks simple, over a period

of time it brings lot of problems for the business owner.

Problems in managing the I'T guy:

Problem Description

I'T guy don’t get a challenging
work environment in SMEs

Small organizations fail to provide I'T guys with a chal-
lenging and dynamic work environment. Being geeks
at heart these I'T guys normally prefer to work in large
enterprises where they get to be hands on with cutting
edge technologies and be update.

Business owner has limited scope
for increasing the salary for the

IT guy

Unlike large enterprises the I'T guys in SMEs have very
limited chance to improve. Their work is more of a
repeated kind. Business owners also have very limited
scope to offer high salary as their business model varies to
that of large enterprises.

Business owner needs to spend his
valuable time in motivating and
guiding the I'T guy.

It becomes mandatory for the Business owner to mo-
tivate and guide the I'T' guy though he doesn’t play a
major role in expanding his business.

It’s very clear that Business owners don’t want to have an I'T guy. As a MSP you could manage

their I'T and let him have a full focus on his core business.
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Virtualization sells.
Sell Virtualization.

Virtualization project is done . Qur email system
You may check for email alerts. No alerts!l!

Great work David.

What is virtualization?

Computer virtualization refers to the abstraction of
computer resources, such as the process of running
two or more logical computer systems on one set of
physical hardware. The concept originated with the
IBM mainframe operating systems of the 1960s, but was
commercialized for x86-compatible computers only in
the 1990s. With virtualization, a system administrator
could combine several physical systems into virtual
machines on one single, powerful system, thereby
unplugging the original hardware and reducing power
and cooling consumption.

What is virtualization? Though there are a lot of innovations happening

in the desktop virtualization, we will limit the scope of
How virtualization helps this document to server virtualization. In server virtu-
your customers? alization a single server box is partitioned into multiple

virtual servers running different Operating Systems,

How much they can save?

thereby achieving higher server density. The biggest

_ o advantage of server virtualization is that with the excep-
Server Virtualization

! tion of sharing the core resources, each virtual server
solutions




Virtualization sells. Sel

acts as its own entity. Problems with an application on one server do not affect others, and it is

possible to reboot a specific virtual server.

VIRTUALIZATION PROJECT
IS DONE. YOU MAY CHECK FOR
EMAIL ALERTS.

GREAT WORK DAVID

NO ALERTS!H! OUR EMAIL SYSTEM IS BROKEN...

How virtualization helps your customers?

Virtualization is the key to increasing efficiency, ease of management, and mostimportantly saving

costs in datacenters. Even if your customers don’t ask for virtualization, explaining the advantages

of it would help you persuade them towards virtualization. If you don’t have virtualization in your

service catalog, add it today.

Top 7 virtualization benefits that you can sell to your customers:

Benefit

Reduced number of
physical servers

Description

By virtualizing you can reduce the
number of physical servers at your
customer datacenter drastically.

Value

Reduced maintenance
costs.
Reduced space.

Reduced energy Reduced number of boxes reduces the

. Reduced energy costs.
consumption energy consumed.
Multiple OS on a By virtualizing you can run multiple

single hardware

operating systems on a single box.

Reduced hardware costs.

Reduced downtimes

Reduced number of boxes increases
effective monitoring.

Increased efficiency.

Rapid new servers
deployment

Develop a standard virtualization
setup and duplicate when building a

new server

Reduced deployment

time.

(Continue)



(Continued)
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Easy disaster recovery

By virtualizing you can take periodical
snapshots of servers so that in case of a
sudden shutdown, you can restore the
snapshot and bring up the machines.

Reduced data loss.

Improved Reliability and
Awvailability

Application problem in one VM does
not affect the other

Improved overall
service availability

How much they can save?

Assume that a customer has 5 Dell Power Edge R200 servers for running Microsoft.Net,
GlassFish, WebLogic, Tomcat, and Silverstream applications separately. By virtualizing you
can run all the 5 applications on a single Dell Power Edge 2900 server. Go through the below
given calculations to know how much your customers can by choosing virtualization.

5 dedicated servers

1 virtualized server

Category Savings

Dell Power Edge R200 | Dell Power Edge 2900
Hardware cost 5* 8749 = $3475 $1499 $1976. Save up to 70%
Power 5*345W=1725W | 930W 795W. Save up to 65%
gfim‘;:y/gfth 1725/1000*8670* | 930/1000°8670* | o 65
Je/reents 9.74/100 = $1,456 9.74/100 = $785 FYaveup to 6%
in Florida




Virtualization se

One of our MSP customers in New York had a customer asking them for a server upgrade. The customer
was a leading law firm in New York who is also a member of MSI Global Alliance. The law firm has been

employing this MSP for hardware upgrades since early days when the MSP was originally a VAR reselling

hardware and software.

After a preliminary evaluation the MSP found a greater
scope to Virtualize the environment which consists of 30
physical servers running in different rack holdings. When
presented with the cost and space savings the customer too was

impressed and gave approval for virtualization.

The final implementation was a 5 server single rack
holding setup with the exact same set of services being
offered. Needless to say the MSP was also offered a remote
monitoring opportunity by the customer because of the faith

they have in them now.

[Seen in picture: Thomas Moreo (standing) and Neil Falla

of Cornerstone.IT]

Server Virtualization solutions

Some of the Server Virtualization solutions available in the market:

Vendor Solution

Virtuozzo Container
Parallels .
www.parallels.com/products/virtuozzo/
VMware ESX Servers
VM
ware www.vmware.com/products/vi/esx/
. Virtual Server 2005 R2
Microsoft . . .
www.microsoft.com/windowsserversystem/virtualserver/
. Windows Server 2008 Hyper-V
Microsoft . :
www.microsoft.com/windowsserver2008/en/us/hyperv.aspx
. Xen Server Standard & Enterprise Edition
Citrix
WWW.Xensource.com
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What is power
management?

Why should you practice

power management?

How much can you save?

Tools that automate
Windows power
management

Advocate power
management -
Go green

I THINK
HE'S TALKING A
ABOUT THIS GREEN!

NO, JOHN. IT'S
THE OTHER GREEN...

80 GREEN. 60 GREEN. 6O GREEN,

What is power management?

Automatically turning off computer components such as
monitors, hard drives, CPU, and RAM after a period of
inactivity is referred to as power management. All com-
puters and laptops sold today have power management
options inbuilt to switch to standby or idle mode when
no operations are done. This little feature enables lot
energy savings. For example, the total power consumed
by a typical PC (P4, 1.75 GHz & 17" CRT monitor) is
175 watts/hour but during sleep mode it consumes only
35 watts/hr.

Why should you practice power management?

It’s just unbelievable to know that CO2 emissions from
just 15 computers are equivalent, in energy terms, to the
gas consumption of one car. Moreover, Gartner reports
that Information and communications technology ICT)
is responsible for 2% of the global CO2 emissions, an

......................................



amount equivalent to aviation. Factors that contribute to the 2% are in-use phase of PCs, servers,
cooling, fixed and mobile telephony, local area network (LAN), office telecommunications and
printers across millions of businesses all over the world. Enabling power management on these
devices will be a global imperative in the near future.

As an MSP you have the option to be a thought leader and start practicing power management
and green computing in your customer environment for two reason — 1) it saves mother earth and
2) it saves huge amount of money for your customers.

How much can you save?

A company with 500 computers can save anywhere from $30,000 to $60,000 per year on energy
bills. Assume you have a customer in FL. who runs 500 Dell Vostro 200 Minis with Intel Pentium
Dual Core E2160 processor and a 17” monitor. Given the retail price of 9.74 cents per kW hour
in Florida, your customer would be burning 1226.4 kW hours per year and paying $60k on
energy bills if all the computers were switched on 24*7.

© 65Watts + 75Watts X 8760 hours / 1000 = 1226.4 kW hours [Thermal Design Power of
E2160 is 65Watts. For monitors its 75 Watts.]

© 1226.4kW hours X 9.74 /100 X 500 = $59,725

If the company follows standard business hours of 9AM-6PM Monday to Friday, the total
working hours contribute just 27% of the overall available time.

Day/Hours 0 1234567891011 12 13 14 15 16 17 18 19 20 21 22 23

Monday

Tuesday Working Hours : 9AM -6PM
Wednesday G e
Thursday

Friday

Saturday Non-working hours
Sunday (total hours: 123)

And in these 45 hours, reports indicate that, only 60% of the time the desktops are actively
used. Rest goes in breaks, phone calls, meetings, and discussions. If someone enables strict power
management for the above case, it will result in a savings of approximately $50k per year

© $59,725 X 0.73 = $43,599 (for non-working hours)
© $59,725X0.27 X 0.4 = $6,450 (for 40% idle time)
© Total: $43,599+$6,450 = $50,049
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Depending on whether the computers were powered on 100% of the time or 50% of the

time, the savings could vary from $50k to $29.5k per year.

2 Average retail price of electricity, 2005(Cents per kilowatt hour; ranked by all-sector average) - Just The ... B
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Power management in Windows

Windows offers two power management options - standby and hibernate. In standby mode the computer

goes to a low power mode, with all applications and files remain open. Only the RAM part of it will be

active to maintain whatever resides and consumes very minimum voltage.

In hibernate mode the computer writes off the entire contents of its real memory as one big “hiberfil.

sys” and stored in the C drive. Once the writing gets completed, all power is removed from the computer, as

if you have shutdown. Again when power is initiated, the computer boots and starts the applications in the

startup and reads the “hiberfil.sys” file available in C drive. It proceeds to load the entire contents back.

(Continue)



Advocate power management — Go green

(Continued)

Power Options Properties Power Options Properties |z”zl

Power Schemes | Alams ” Power Meter || Advanced || Hibemate| | Power Schemes || Alarmg ” Power Meter || Advanced| Hibernate ]
q" Select the power scheme with the maost appropriate settings for when your computer hiberates, it stores whatever it has in
thiz computer. Naote that changing the zettings below will modify memary on wour hard dizk and then shute dovn When your
the selected scheme. computer comes aut of hibemation, it retumns ko its previous state.

Power schemes

Hibernate:
Enable hibernation

w

Settings for Portable/Laptop power scheme

Dizk zpace for hibernation
Free disk space: 41,021 MB

om g Disk space required to hibemate: 504 MEB
‘when computer is: ?Qp Flugged in Hunnl_ng on)
batteries
Turn off monitar |Afler 15 minz ~ | |Afler 5 ming ~ |
Tum off hard disks: |Afler 30 mins - | |Afler 5 mins b |
System standby |Afler 20 mming ~ | |Afler 5 mins ~ |
ﬁ [u]:8 I [ Cancel J [ Apply ] L Ok, I [ Cancel J [ Apply ]

Tools that automate Windows power management

Most MSP Platforms in the market today support automating power management. This helps
MSPs to go confidently to the customers and implement power management with ease. For
example, MSP Center Plus enables you to configure power management options ONCE and
deploy them to thousands of remote computers in just few clicks.

Open power

mgmt Input scheme Apply to

Configuration

values computers

Power Management

kb iill I =

*Scheme Name: pwmgt for laptops
[[1 oOwverwrite if scheme already exist
[0 set as active power scheme

[¥] Enable Hibernate support

Settings
f hem
When computer is: Plugged in Running on batteries
Turn Off Monitor: '_Ancr 20 mins V:I ialﬁer!rrn‘ns ".
Turn OFf Hard Disk: | Never v |After S mins v
System Standy: [Never v  |After 15 mins ¥
System Hibernate: :n,m v :m«zhmu v



Package your pricing

Importance of pricing

Pricing decides revenue. If you price low, you lose
money, if you price high you lose customers. It’s a
balancing act. Managed Services is a big and everlasting
opportunity and there is no need to rush up on pricing
your clients. There is no need to jump on conclusions
and give away discounts to your customers as it is to
capture your share in the market.

Analyze your client first and look at their business,
whether he is a Bank or a Healthcare firm. You should
price your services based on the value you create and not
entirely on cost. Converse with your customer and under-
stand his business needs. This helps in establishing the
value of your offerings to the customer. Based on this,
price and sell your service.

Basic pricing models

© Per device - This is fairly simple and most
MSPs utilize this. They develop a flat fee for
each device type that is supported in the
environment. E.g., $69 for Desktops,
$299 per server, $29 for network printers etc.
This model is easy to quote and monthly

billing is simple
©® Per user - Very similar to per device model,
Importance of pricing but the flat fee is billed per end user per month
and covers for all devices used by each end user.
Basic pricing models Includes, office PC, laptops, PDAs etc.

Package the pricing

......................................




Package your pricing

® All you can eat — This is extremely flexible and includes all remote support, on-site
support and provide 24/7/365 support or service. The primary goal is to provide the
customer with ability to budget their I'T support cost over a year’s time.

Package the pricing
Provide a variety of pricing options that cover different customer’s needs. Say, Silver, Gold and
Platinum Packages.
Desktop Desktop Desktop
Basics2o Gold s30 Premium 540
* Disc defrag ® Patchmgmt * Power mgmt
* Disc check ® Asset mgmt ® Asset tracking
* Tempclean * Disc defrag ¢ Patch mgmt
* Remote fix # Disc check * Asset mgmt
* Tempclean * Disc defrag
* Remote fix * Disc check
* Temp clean
* Remote fix
Server Server Server
Basic S 65 Gold s 95 Premium $125
* Availability + 99.6% avail & Exchange
Monitoring guarantee monitoring
* Health * Patchmgmt * Active
‘monitoring » Asset mgmt Directory
* Servicerestart s Availability s
® Systemrestart monitoring * mssaL
* Disc defrag * Health monltonng
» Disc check monitoring * 99.6% avail
. Tempc Iean . SBr\ﬁce restart gmntee
* Remote fix = Paxchincine
* Asset mgmt
Network Basic Network Gold Network
$190 $220 Premium $250
* Availability * 99.6% avail * Bandwidth
Monitoring for guarantee on monitoring
routers, router ° 99 6%
switches, availability availability
firewalls, » Availability
printers, wifi
devices




What is a service catalog?

Service catalog in ITIL V3

Sample service catalog as
viewed by your end users

Internal view of your
service catalog

Build a service
catalog, it helps

What is a service catalog?

It’s a good practice to build a service catalog for your
business irrespective of whether you are big or small.
Service catalog is a list of services you offer to your cus-
tomers. According to I'TIL V3, the service catalog must
be easily accessible and should be recognized as the first
source of information for users seeking access to a ser-
vice. It must include not only the value proposition and
pricing, but also the ordering and request procedures
for users, as well as standard fulfillment practices and
service level agreements (SLAs) for I'T service teams.

Service catalog in ITIL V3

Service catalog was introduced in I'TIL v2, but it didn’t
offer much in depth focus. In most of the cases, the
paper-based Service Catalog document went unread
and unused by customers. Also I'T industries which
implemented SLM, had their catalog more speaking
about the technical metrics associated with network and
system management rather than the services offered on
those performance metrics.

The new ITIL V3 Service Design book found the
solution. It removes Service Catalog responsibilities
from Service Level Management (SLM) process and
promotes the Service Catalog from a simple listing
of services into its own process the Service Catalog

.....................................



Build a service catalog, it helps

Management (SCM) process. The Service Catalog is the output of the SCM process and includes
all the services offered.

I'TIL also suggests that users must be provided with a self-service portal in the Service Catalog,
as their primary interface for requesting new I'T" services and obtaining status of service requests.
Thereby itintroduced a new process called Request Fulfillment process to standardize the handling
of service requests. The Request Fulfillment process acknowledges the fact that most of the work
done by IT is repetitive and inefficient. In order to optimize, ITIL V3 recommends integrating
Request Fulfillment with Service Catalog. This transforms static display of I'T services into an
actionable self-service tool useful to both business users and I'T and this results in the introduction
of Actionable service catalog.

Sample service catalog as viewed by your end users

Below is the end user view of a sample service catalog.

Search for Services Available for DSCC Guest

Search for services containing: |
[ (Title and Kaywards enly)

Locate Services for DSCC Guest by Category
vou hava ne pending authorizations Advanced IT Services End lser IT Services
- IT development projects, application change Computer Hardwara, Accessories,
] requests, reports or queries, and technical Metwork, LAN, Email, Saftware
sarvices for managing the network, databases Application and System Accags as wall
— and servers. as Telecom,
Requisitions
Hom IT Services Workplace Services
Services provided by Facilities, Human 4 Mew hire, move and termination
Rectore Flle From Resources, Lagal and Travel groups. requasts for ermplavess and
Backup- centractors,
Emergency
Emall Account - Standard User
Mailbesw plus 100ME of storage. Takal storage sllotment includes mailbox and public falder contents. Users will be
able to create and modify personal and shared public (network) folders,
Hew Desktop Computer - Standard
Select this service to request a new desktop computer. Tou will receive the current corporate standard desktop
eomputer, plus & monitar, keyboard, mouse and mouse pad.

Internal view of your service catalog

Below is the internal view of your service catalog.



How to setup a managed services business

Search for Service Offerings

Search for Service Offering Containing Search

El (Title and Keywards anly)

Locate Service Offerings by Category

Hesting, suppert and maintenance and enhancement of existing snd | Front line suppart for users of persanal computing, applications,
" new applications. networking, communication and other technolagies.
- )1 ¢ Application Management # Service Dasl
. - : — . =
Infrastructure Services Waorkplace Services
Services that offer the business fundamental technical infrastracturs Provides a full range of personal computing services dasigned to
campanents such a5 the wide area netwarl: and telecommunicatian meke employess productve.
backbone. | # Email and Collaharation
¢ |T Managemant * Mpics Services
+ Dsbiark + riorkslalions
Professinnal Services | a Other Services
Offars a full set of consulting services for each phase of an IT | Pravides suppaort for miscellznecus 1T services and services outside
deplayment from ass=ssment and implamentation right through to the [T domain such as Facilities, Human Resources, Travel, snd Legal.
upgrads planning, | » Mon-IT Services
o Other Consulting - r i
. ! -

Filter Service Dfferings by Fiscal year TGS

EMATL & COLLABORATION (2007)

Provides secure access W corporate email account and collaborative scheduling capabilities, Packages are available for Standard Users, Power Usars who requine
expanded starage and add-ons such 2 wireless access, and Light Users wha only accazionally sccess emal.

You can easily add packaged optians - such as instant messaging, Metiecting, spam control, and BlackBerry wireless aceess - to any package. We've streamlined
tha dalivery process, making it easier o map your raquiramants to our capabilitias, and d'uan accalerate the implerantation timaframe.

It's sverything yau need ta deliver the kind of globelly available, secure mail and communications solution that your vsers demand - and thet your adaphive
enterprise necds to stay agile in the Face of ever-present change,

Persongl Computing  {Z008) Initizte Agraament

The Persenal Computing servics provides end-to-end lifecycle support for company desktops and laptops. itincludes a partfolio of sssentizl services raquired to
deliver &n efficient and relisble parsonal computing environment for business wsers while prabecting company assets/data, and controlling support casts by
leveraging consistent service management best practices.,

The Personal Computing samm includes prnwsmnlnu a leasad dasktop or laptop for a ronthly subseription fee, desk-side fisld support servicas and angoing move,
change and disposal services for supported computing equipmeant,
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Build a remote backup
service offering.
Try Amazon S3.

Two reasons why you should offer remote hackup

Sources say that 40% of companies that don’t have
disaster recovery plans go out of business in the event of
a storm or any other natural calamity. That’s the num-
ber one reason why you should offer remote backups.
It ensures business continuity to your customers at
some of time when nature strikes. Secondly, the tools
that do automated backups have improved a lot making
it really hassle free to build a service offering on top of
them without making any significant investment.

In-house backup Vs remote backup

Many of you might face