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on a technology stack to stand  
out from the competition 
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Introduction 
For managed service providers (MSPs) looking to put 
break/fix services in the rear-view mirror, new applications 
and cloud-based storage options have unlocked 
opportunities for agility and growth — growth in customers, 
revenue and portfolio of services. Now, the global market 
for managed services is booming, with an estimated value 
of $257.84B by 20221. 
 
However, new challenges have surfaced alongside these 
new opportunities. With such vast numbers of services, 
vendors and technologies available, the typical MSP uses 11 
different tools to deliver managed services to their clients2. 
Across all customers, MSPs often have several applications 
and storage options in their portfolio that serve the same 
purpose, resulting in customized technology stacks to 
service specific customer demands. 
 
Customized stacks may seem like a great way to deliver 
a unique customer experience, but it eventually comes 
at the cost of growing your business and delivering the 
high standards of customer service expected. MSPs who 
standardize their stack can actually deliver BETTER services, 
providing a consistent experience for every customer.

MSPs who standardize their stack can actually deliver BETTER 
services, providing a consistent experience for every customer.
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Uncover the roadblocks 
caused by customization 
In the words of Angus Loten of the Wall Street Journal, 
“Chief Information Officers and other corporate managers 
have a new four-letter word: Customization.”3 Despite the 
natural assumption that customized stacks lead to greater 
competitive advantage, often the costs far outweigh any 
potential revenue generation. Going down the path of 
customized stacks, driven by customer demands, can lead to 
many roadblocks in the following areas of your business: 

• Efficiency — Managing an expanding number of vendors 

• Staffing strategies — Deploying and day-to-day 
management of multiple vendor technologies 

• Pricing — Market commoditization and decreasing 
cloud-storage costs forces customers to be hyper-aware 

• Business growth — Legacy point products are often 
designed to solve the now, not the future

• Customer expectations — Delivery of a true vCIO 
experience (virtual CIO, an -as a service offering) can 
fall short

MSPs should look to their enterprise and 
cloud service provider counterparts for best 
practices: Standardize as much as possible, 
finding the best-fit solution partners that can 
scale for your customers’ needs.
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Unlock the benefits  
of standardized stacks
MSPs should have a new mantra: I’m not settling when  
I standardize, I’m unlocking business benefits previously 
impossible to reach. 

Optimize your 
processes

Deliver the best 
customer experience

Make more margin Scale  
for growth

Automate your 
workflows

Standardization is simply the key to five new ways to 
grow your business:  
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For MSPs looking to optimize their processes, look 
no further than your cloud compatriots. Cloud and 
hosting providers favor simplicity at all levels of their 
environment4. The idea of partnering with multiple 
vendors and letting your customers choose the exact, 
intricate services they want may sound appealing,  
but it’s far from optimal. 

Leveraging multiple vendors for one offering (for 
example, two or three data protection applications) 
typically comes at the cost of efficiency, scalability and 
ultimately, customer service and satisfaction. Your stack 
is already robust, don’t over-complicate it with multiple 
products that serve the same purpose. 

By standardizing your MSP business on well-chosen 
vendors, you’ll experience: 

• An equal-parts comprehensive and specialized  
offering portfolio

• Maximum personnel efficiency

• Quicker time to market when adding new features  
and services to your portfolio

When selecting a vendor, do your research — be sure to 
partner with those that have comprehensive solutions and 
short and long-term strategies that align with your own.

#1 
Optimize  
your processes
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In the lucrative yet crowded MSP landscape, organizations 
are always looking for a competitive advantage. 66% of 
MSPs agree that pricing is a key challenge when it comes to 
selling their managed services, with almost a third fearing 
their customers moving to a lower-priced competitor2. 

Given the pressure to stay cost-competitive, you need 
to get the most out of the technology partnerships you 
hold. By standardizing on a single vendor, you’ll maximize 
profits. Consider two different procurement strategies:

#2 
Make  
more Margin

1. Nearly all vendors have a Channel Reseller model, 
granting larger discounts to partners who do more 
business with them. Purchasing smaller volumes 
of similar products from different vendors leaves 
volume-based discounts on the table, reducing 
your margin potential. 

2. Many vendors also offer OpEx pricing models for MSPs 
that want to procure products and services themselves. 
This is especially prevalent in the cloud services space. 
Better still, these vendors often offer volume-based 
discounts. The more you use, the more you save!

Don’t leave money on the table. Make more margin by 
maximizing the partner benefits built in to vendor 
channel programs. 
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No matter how cost competitive you are, delivering on 
the promises established with your customers at the 
time of onboarding is second-to-none when it comes 
to their MSP experience. Tools that enable the meeting 
of SLAs, prompt and reliable support delivery, and 
self-serviceability are paramount, but 56% of MSPs 
report “evaluating and selecting the best tools” are a key 
challenge for their business2.

At the heart of delivering on these expectations are remote 
monitoring and management (RMM) tools. Purpose-
built RMM tools allow MSPs to connect with customer 
environments — and the customer themselves — better than 
ever before, helping fulfill customer expectations and demands. 

#3 
Deliver the best  
customer experience

Solving this business problem can be critical in surviving 
and thriving in the competitive MSP space. Again, looking 
to the expertise of cloud and hosting providers, they note 
that evaluating and standardizing on a vendor can build 
trust and confidence in the solution2. This, coupled with 
the right RMM tool helps deliver consistency of service 
while maintaining options for your customers, without 
the need for customization and further point-products. 
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#4 
Automate  
your workflows

Automation greatly benefits you and your customer, 
with typical cloud service providers automating 
provisioning, configuration, operating systems, 
software installation and ongoing monitoring3 to 
drive productivity and efficiencies. In fact, according 
to Gartner, “through 2021, service providers that use 
intelligent automation will lower their cost of delivering 
commodity services by 15% to 25% annually5.”

Adopting a vendor solution that enables automation with 
both out-of-the-box and scripting capabilities drastically 
improves efficiencies by moving day-to-day tasks like data 
protection management and billing away from humans 
and onto machines. Freeing up human resources enables 
growth, scalability and profitability. In short, reach more 
customers, deliver more value-added services and focus 
your teams on developing the next great service offering.
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The most successful MSPs are the ones that move away 
from a product-centric offering to one that is outcome-
based and centered around an entire solution. Navigate 
through any major technology vendor’s website, and you’ll 
see a focus on solutions, rather than products. 

Select a vendor with a portfolio mix that aligns with 
your business now, and will help you scale your plans for 
the future. For example, have you toyed with the idea of 
standing up your own cloud service offering? Or considered 
breaking into a new vertical by acquiring new certifications? 
Make sure your technology vendors can scale to grow with 
you, partnering with you to win now, and in the future. 

#5 
Scale  
for growth

MSPs of yesteryear were held back the daily grind of break/
fix service delivery. But, innovation in the IT space allowed 
MSPs to break free of that model:

1. RMM tools enabled providers to access a customer’s 
environment anytime, anywhere.

2. Cloud services sped up time to market, avoiding the 
lengthy procurement cycles of acquiring storage

3. Improved automation tools connected systems 
together like never before

All of this empowers MSPs to scale. But, scalability doesn’t 
just mean the volume of customers you can reach, or 
shortened SLAs — it also means expanding the breadth and 
flexibility of your services portfolio.
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Selling your  
standardized services
Clearly there are significant benefits that standardization 
can bring to both you and your customers’ businesses. 
Unfortunately, new and existing customers can 
sometimes be reluctant to parting with their legacy 
technology portfolio in favor of yours.

When it comes to selling your standardized services, it 
is paramount to focus on the long-term value of an 
outcomes-based approach over the short-term savings 
of adopting in-place point products. Leverage one or 
more of these arguments to land your long-term vision:

• “I have taken a holistic approach to our stack when 
validating vendors, ensuring this is the best stack for 
your needs.” 

• “My staff is specially trained in this technology stack, so we 
will get the most use out of the out-of-the-box features.” 

• “This stack is well-integrated, so we’ll have faster 
delivery times with this integrated solution.” 

• “We want to ensure you are successful today AND into 
the future. Your current solution may work for now, but 
as we continue to adapt to your business needs, this 
stack will set us up for success in 2018 and beyond.” 

Standardization throughout your MSP technology stack 
enables you to deliver a true vCIO experience. A solution 
aligned with the needs of your customers’ business and 
their budgetary goals, giving them the peace of mind that 
you have their back while they focus on other imperatives 
strategic to their business.
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Conclusion
Standardization is the key to optimizing your MSP business, 
and ensuring customer satisfaction and long-term success 
in an ever-competitive market. Carefully select and 
partner with a vendor that’s aligned with your business 
objectives and your customers’ expectations; A vendor 
with a comprehensive, proven portfolio that enables you 
to streamline processes and management, driving cost 
efficiencies and scale into new customers and markets.

Key takeaways

• MSPs should look to their enterprise and cloud 
service provider counterparts for best practices: 
Standardize as much as possible, finding the 
best-fit solution partners that can scale for your 
customers’ needs. 

• Don’t over-complicate your technology stack 
with multiple products that serve the same purpose.

• Make more margin by standardizing on one vendor.

• Standardizing on one vendor can build customer 
trust and confidence in the solution.

• You’ll be able to reach more customers, deliver 
more value-added services and focus your teams 
on developing the next great service offering 
when you standardize your stack.

• Select a vendor with a portfolio mix that aligns 
with your business now, and will help you scale 
your plans for the future.

• When selling your standardized stack to current 
and new customers, focus on the long-term value 
of an outcomes-based approach over the short-
term savings of adopting in-place point products. 

 
References

1. Markets and Markets 2017, Managed Services Market by 
Service Type, Deployment Type, Organization Size, Vertical, 
and Region - Global Forecast to 2022

2. AMI Partners 2017, Worldwide Managed Service Providers: 
Market Opportunity and Landscape

3. Angus Loten, 2018, Wall Street Journal: In the Cloud Era, 
Customized Business Apps are a No-No

4. Forrester February 2018, Technology and Process Lessons 
from the Cloud Giants

5. Gartner Presentation, The Gartner Scenario for IT Services:  
A Roadmap for Service Providers’ Future Success, May 2017 



Protect your  
customers,  
and your profits

Veeam is making it easier than ever for providers like you to offer 
Availability to your customers and make more margin on the data 
protection solutions you’ve come to trust. NEW for 2018 Veeam  
has introduced:

• Volume-based discounts of 15 – 45% on rental pricing plans

• Simple, straightforward quoting for Veeam’s NEW data  
protection solutions

• NEW solutions for physical, virtual and cloud-based workloads

Access the VCSP Discount Calculator to see your potential savings.

Service providers save on NEW Veeam solutions

https://go.veeam.com/service-providers-save-new-solutions
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