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IPED Facilitator - Mark Williams

• Unique experience of leading teams on the sales as well as strategic marketing side of 
organizations. Throughout his career, Mark has been responsible for developing channel 
strategies, defining channel programs as well as leading sales teams to drive revenue.

• Before his involvement with IPED, Mark was Vice President of Americas Sales at BakBone 
Software responsible for all revenue from the Americas.

• Prior to BakBone, Mark was Vice President of Global Field Operations and Vice President 
of Marketing at Vignette responsible for developing direct and indirect channel sales 
strategies, programs and operational management across all major geographies plus 
management of corporate, field and partner marketing.

• Mark also spent 11 years at IBM where he was the Director of Partner Marketing 
responsible for managing the global go- to-market strategies for  all software brands 
which included developing channel readiness, partner recruitment, partner 
enablement, and channel marketing programs. 

• Mark earned a BA in Computer Science from The University of Texas at Austin and spent 
his early career as a software developer and development project manager.

Over 20 years                 

of operational 

experience helping 

large and small 

companies generate 

greater revenue 

through direct and 

indirect channels. 
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Our Guests - MSP Coaches 

Rex Frank
President and CEO

Chris Butler
Partner & Senior Executive Coach

Trustworthy Guidance for Today’s MSP Leaders
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Our mission today…

The landscape of how MSPs effectively provide managed services  
to their clients is rapidly changing due to the vast number of new 
offerings and management platforms.

The IPED team will share their insights on some of the best 
practices from vendors and solution providers to help our Channel 
Master’s members better understand the MSP landscape and 
requirements.

Solution 
Providers/ MSP

Vendors

Distribution

Industry Experts
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1. What are MSPs asking for?

2. What's happening with some of the traditional RMM / PSA vendors and distribution? 

3. How are some vendors leveraging these operational platforms?

4. The MSPs perspective – (discussion with MSP coaches)

The operations behind managed services
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The operational issue facing many MSPs – MSP Perspective

CustomerHelp 
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MSP

How to address the operational 
complexity?
• Build their own
• Use each vendor’s portal
• Work with an MSP Platform provider
• Leverage distribution
• Combination of the above
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The operational issue facing many MSPs – Vendor Perspective

Vendor

Customer
Vendor 

Prod 3
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ETC… Customer
Vendor 
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Customer
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Vendor 

Prod 2

Vendor 

Prod 4

Vendor 

Prod 1

ETC…

MSP

• Excellent way to manage a vendors 
portfolio of products

• Requires MSPs to manage multiple 
vendor portals per customer

• A number of vendors offering APIs to 
allow for integrations into MSP 
platforms....But that requires work
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Many solution providers stated they would like to reduce the number of vendors 
they work with, BUT that may not happen in the short term

Q: How important is it to reduce the overall number of vendors you use to sell, delivery, and manage Public Cloud Based office productivity solutions? (n=218)

15%

5%

13%

15%

21%

12%

12%

6%

1-Not Important At All

2

3

4

5

6

7- Very Important

NA/Not Sure

• Only 25% of solution providers surveyed believe its 
important to reduce their number of vendors, WHY?

• During interviews, several stated that they are 
still building their cloud portfolio and because 
of  the number of best in class new entrants, 
they are still trying to “pick” the best 
solutions/vendors

• Almost all interviewed believed the role of 
distribution/cloud aggregator has potentially 
significant benefits, BUT don’t believe they      
are there yet

Importance of Reducing Number of Public Cloud                 
Office Productivity Vendors

Median # of Vendors Currently 
Use to Deliver Public Cloud Based 

Productivity Solutions = 4

“This is why we work with distribution.  We are not big enough 
to deal with a large number of different vendors systems”

VAR, $2M annual revenue
“We have already reduced our number of cloud vendors from 14 to 7”

VAR, $5M annual revenue

Excerpt from 

recent study on           

Office Productivity 

Solutions
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Via an automation platform from an aggregator or distributor
Via an RMM/PSA tool
Via the vendor portal

Q: How do you currently manage your Public Cloud Based office productivity solutions? (n=Sample Sizes Vary)

Vendor portals are the predominate way solution providers manage their 
cloud environments

Managing Public Cloud Office Productivity  Solutions

• Ease of use stated as primary 
reason for using vendor portal 

• Perceive this situation as 
“getting significantly” worse  
as more vendors/providers 
deliver on cloud strategy

• Believability is a significant 
concern associated with 3rd

party solutions.  

• Office 365 and several security 
offerings named highly for 
simplicity and ease of use

Excerpt from 

recent study on           

Office Productivity 

Solutions
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TOP 4 THINGS        
MSPs WANT            
FROM VENDORS         
TO IMPROVE 
PROFITABILITY

1

2

3

4

Make training and certification 
more affordable

Offer utility based or 
consumption based pricing

Create linkage to PSA or recurring 
revenue automation tool

More marketing visibility as part 
of vendor ecosystem



Copyright © 2018 The Channel Company, All rights reserved.

Lowers 
Costs
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This is what we hear from solution providers…

Want single way to managed  
MY customers and their 

environments 
(single pane of glass)

1 2 The operational problem is 
getting worse, BUT SPs are 

continuing to add solutions to 
address customers problems

Cloud exacerbates the situation 
and cloud 

application/infrastructure   
often noted as a top 

requirement

3 4 Complete replacement of their 
MSP operational platform is not 

realistic…BUT they know they 
must prepare for the future

“this is starting to impact our vendor decisions relative to our 

MSP business model.  It is now an important decision criteria”

“one of my biggest issue is back-end, billing, support, hidden 

costs, and vendor management.  This adds 20% to my overall 

costs”  
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1. What are MSPs asking for?

2. What's happening with some of the traditional RMM / PSA vendors and 
distribution? 

3. How are some vendors leveraging these operational platforms?

4. The MSPs perspective – (discussion with MSP coaches)

The operations behind managed services
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ConnectWise is still the preferred choice for solution providers for managed 
services and cloud solutions, BUT distribution solutions are gaining traction

Q: Which of the following companies do you work with to help you manage your overall Managed Services 

environment including Public Cloud Based office productivity solutions? (n=218)

37%

30%

23%

18%

12%

11%

14%

21%

ConnectWise

Ingram Micro Cloud

Solarwinds (NAble)

Autotask

Intermedia

Kaseya

Other (please specify)

None – we do not use any tool for 
this 

• None of the solutions really handle 
everything the partners want to manage

• Distribution platforms are getting better, 
but still seem focused on the billing and 
procurement functionality

• While not prevalent, some of the others 
included AppRiver and Sherweb

• Both of which were viewed very 
positively from solution providers

• Partners want a single pane of glass to 
manage their customers, but do not 
believe a solution exists today

Cloud / Manage Services  Platforms

Other

None – we don’t use any tool for this

Excerpt from recent 

study on           

Office Productivity 

Solutions
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ConnectWise

➢ Vision to connect the 
technology ecosystem

➢ Expanded portfolio to address 
cloud management

➢ Recently announced 
integrations whit Amazon             
and Cisco

➢ Envision being the 
centerpiece to solve MSP 
operational challenges
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Kaseya

➢ Moving beyond RMM-based 
technologies

➢ Focus on more security-
centric, compliance-centric 
and network management-
centric solutions.

➢ Acquisitions key in 2018

➢ Drive technician efficiencies 
= increased MSP profitability
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Autotask / Datto



Copyright © 2018 The Channel Company, All rights reserved.

Distribution Cloud Services Platforms provide a single platform for 
Solution Providers  to manage cross vendor cloud environments

Deciding which solution to 
recommend for a customer’s 
endpoint security solutions?

Helping you determining
which vendor to partner with

for endpoint security…

Making you aware of
potential endpoint security

solutions?

30%

29%

35%

51%

54%

51%

18%

17%

14%

Important (6,7) Nuetral (3,4,5) Not important (1,2)

Q1-3: How important are distributor marketplaces in:

Importance of distributor marketplaces

Takeaway:

Distributor marketplaces 
are becoming more 
important to partners 
with almost  1 in 3 
partners declaring they 
are important in helping 
them determine security 
solutions

Excerpt from 

recent study on           

Security MSP
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Distribution

“Ingram tends to be really good at the billing and ordering”  

“ I prefer to go through distribution because like ordering 

and fulfillment, I can’t deal with every vendors unique 

way of doing business?



Copyright © 2018 The Channel Company, All rights reserved.

1. What are MSPs asking for?

2. What's happening with some of the traditional RMM / PSA vendors and 
distribution? 

3. How are some vendors leveraging these operational platforms?

4. The MSPs perspective – (discussion with MSP coaches)

The operations behind managed services
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Cisco – Leveraging ConnectWise
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Sophos

Allows partners to recognize 
deals secured from 
customers through the 
Amazon Web Services or 
Azure marketplaces

➢ get margin and rebates 
from those deals

➢ as well as count them 
towards their overall 
Sophos partner quotas
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1. What are MSPs asking for?

2. What's happening with some of the traditional RMM / PSA vendors and 

distribution? 

3. How are some vendors leveraging these operational platforms?

4. The MSPs perspective – (discussion with MSP coaches)

The operations behind managed services
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MSP Consultants

Rex Frank
President and CEO

Chris Butler
Partner & Senior Executive Coach

Trustworthy Guidance for Today’s MSP Leaders
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Their perspective

Rex Frank
President and CEO

Chris Butler
Partner & Senior Executive 

Coach

Can you give us your perspective on what are the top 
operational platform challenges facing MSP practices today?

Do you have some examples of how some of the managed 
services operational platform vendors are addressing these 
challenges?

In your opinion (as well as that of your clients), what are         
the biggest inhibitors to success for operational platform 
vendors?

Any thoughts on what is coming that may impact how MSPs 
use these platforms and tools?

What advice would you give to the vendor community on 
how they should help MSP with these operational issues       
and challenges?
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5 Categories Vendors Can Work on to Assist MSP Adoption of New Offerings:

• New Service Offering Defined1

• Document New Service Offering Delivery 2

•Train New Service Offering 3

• Implement New Service Offering4

• Deliver New Service Offering5



Questions?



For More Information Contact:

Lisa Sabourin
Director of Engagements 
C 561.339.5517
lsabourin@thechannelco.com

The Channel Company
thechannelco.com

Thank You

mailto:lsabourin@thechannelco.com
http://thechannelcompany.com/


Actionable channel intelligence to help you build, develop and drive your channels

► Research on topics at the forefront of the channel

► Actionable insights to fully leverage the data

► Playbooks and tools for quicker execution

► Advisory services tailored to your goals

► Executive communities to network and collaborate

Insights
• Expert Perspectives
• Proven Practices
• Operational Guidance

Tool sets
• Frameworks & Guides
• Playbooks & 

Templates
• Channel Primers 

Advisory
• Research Readouts
• Inquiry Appointments
• Executive Briefings

Partner Databases
• SP500
• MSP500
• + More Lists & Awards

Research
• Market Intelligence
• Trending Data
• Vendor Imperatives

2018 Research Tracks:
► State of Partner Profitability
► State of IoT in the Channel
► Evolving Role of CAMs
► State of Partner Marketing 
► Professional Services 

Enablement 
► Channel Census
► Vendor Benchmark
► State of Application Dev
► State of Managed Services 
► State of Partner Enablement
► IoT: State of Channel Readiness

Memberships start at $12,000

For a free trial, visit  
www.ipedchannelytics.com

Contact John Machado @ IPED
jmachado@thechannelcompany.com

http://www.ipedchannelytics.com/
mailto:jmachado@thechannelcompany.com
http://www.ipedchannelytics.com/

