
How to Take Advantage of 
2021’s Biggest MSP Trends
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Introduction
We published our 2021 Industry Outlook Report in order to help 
kickstart your year. We surveyed industry experts and got their 
takes on a handful of the most critical questions. Their advice was 
incredible, but advice and takes can only get you so far. 

At some point, you have to translate insight into action. That’s 
what this e-book is about. We’re going to build on those insights, 
highlighting things you can do today to get started. There’s no time 
for action like right now, so let’s go.
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Industry Analysis

-Fred Voccola, CEO, Kaseya

“As SMBs invest more into 
technology and rely on MSPs to 
deliver their essential IT needs, 
MSPs will flourish.”

When you’re focused on the day-to-day tasks that keep your business 
running, it can be easy to forget that to step back and see the big 
picture. Yet, understanding the greater context of your business is 
essential to setting the tactics and strategies that will help you achieve 
your goals. So what does the external environment look like in 2021?

Managed services is a growth industry. The pandemic actually 
created opportunity as it hammered home the idea that you simply 
cannot do business without technology anymore. More important, 
last year highlighted the gaps between businesses that embraced 
technology and those that didn’t - the ones who embraced technology 
moved more quickly to remote work and online sales & service 
delivery. They outperformed the businesses that were slower on the 
uptake. Takeadvantage of this - the MSP space is growing because of 
this shift in the SMB mindset. Some of those ones that were a bit slow 
last year have learned their lesson and are finally embarking on their 
long overdue digital transformation. This renewed focus on tech means 
revenue growth for MSPs.

Last year saw other big changes as well. Cyberattacks became more 
common, increasing demand for cybersecurity. The compliance 
environment continues to increase in complexity, creating more 
opportunity for MSPs to earn revenue. 

Use those basic business tools they teach you in business school like 
SWOT or PESTEL to get a better sense of your operating environment. 
Read economic reports from trusted sources like the US Federal Reserve, 
Congressional Budget Office and your local equivalents. Make it a 
habit to spend time every week thinking outside your immediate 
business and educating yourself on the external environment. 

Don’t forget to pay attention to your competitors. If you lose a client, 
do an exit interview to find out what your competitors are offering. 
Don’t be mad about losing the client, but curious why. (And if they’re 
cheaping out, be grateful!) Check competitor websites. Competitor 
analysis isn’t always negative, either. Join a peer group or two and 
learn what other MSPs in different cities are doing that would help 
your business. 

Again, if you find the time to step back and look at the broader context 
of your business, and make it a habit, you’ll end up with better strategy 
and tactics as a result.



Marketing

-Nigel Moore, Tech Tribe

“For those that are willing to double 
down on marketing, you’ll see things 
like radically lower customer 
acquisition costs and audience 
building being much easier.”
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As a marketer myself, I can tell you exactly why so many MSPs struggle 
with marketing. It’s a grind. Marketing involves a lot of moving parts, 
and it’s almost impossible for a small team to master any of them, let 
alone all of them. You get out of marketing what you put into it, but if 
you understand the value then you won’t put enough into it. 

Realizing this is good news, however, because it allows you to create 
a proper roadmap to success. 

First, master your brand. Make sure you know the answer to the 
question “who are we?” and then make sure the market knows this, 
too. Trust me, you cannot half-ass this one. Defining what truly makes 
you special is the single most important part of marketing - the rest is 
just spreading the word. If you don’t know who you are or why you’re 
unique, that points to a bigger problem, one you’ll want to solve before 
anything else. If you’re struggling to define your uniqueness, ask your 
customers. They chose you over someone else, and most of them can 
tell you exactly why they want to do business with you.

Next up, the marketing stack. Marketing is all digital now. A lot of 
tools have free versions so you don’t have to break the bank if you’re 
a small shop. Focus on your website experience and search placement 
because a) that’s where a lot of your market will find you and b) you 
can track the ROI of that stuff. And stick with the stack that attracts 
your customers - B2B customers are found in different places than 
B2C customers.

One other thing. In marketing, you don’t know what’s going to work 
until you try it. So you have to try a lot of things, and be prepared to 
pull the plug quickly, and fail forward. That’s the grind part - marketing 
requires constant attention if you truly want to 



Sales
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There’s two things you want to do with your sales team. One, you want 
to find a star. This is someone who pays the bills, and who can show 
other salespeople how it’s done. You have to pay for stars, so don’t 
have any illusions about that. And they’re not easy to find because 
every sales organization wants them. But you need at least one if you 
want to have a serious sales engine.

Two, you need to get value from your other salespeople. A lot of sales 
teams fail if they rely too heavily on the star performers. There’s a ton 
of value in training your sales team. If you can make all your reps 10% 
better, that’s going to make a huge difference to your top line numbers. 
That means a constant cycle of training and evaluation. Just because 
someone isn’t crushing it on day one doesn’t mean they won’t crush it 
six months from now. But if you’re got someone who isn’t dedicated to 
getting better, well, they won’t.

Sales consistency is critical. That means consistency in messaging, 
in pricing and in contracts. Not only is it easier for your sales team if 
they know what to say in each common situation, but it’s easier for 
your cash flow management and service desk operations later on, too, 
because client expectations are consistent. Find the balance between 
accounting for the uniqueness of every client and going so far down 
the road of customization that it costs you operationally. 

Don’t forget about the link between sales and. Marketing doesn’t just 
deliver leads, it has to deliver good ones. Ones that will convert, and 
won’t just churn a few months later. Establish regular communication 
and feedback between these two teams to make sure that they stay on 
the same page.

-James Ratcliff, Ratcliff IT

“Win business that is high 
quality, profitable, and not 
just based on price.”



Financials

-Paul Dippell, Service Leadership

“Our checklist for success in 2021 
is to manage costs now and to get 
positive cash flow and then invest 
in growth.” 
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Financial mastery means understanding a number of different things, 
and the connections between them. Arguably, cash flow management 
is the most important of these. If the economic environment is 
uncertain, even customers that recognize the value of your services 
might have trouble paying. That’s going to affect you, right? Never 
take your eyes off of cash flow. Make cash flow projections and build 
in regular scenario testing. Test the worst case scenario for obvious 
reasons, but test the best case scenario to give you something positive 
to aim for.

After cash flow, focus on financial accounting. A lot of MSP owners 
and managers have someone else run their numbers, and that’s fine, 
but you have to understand the numbers, what they mean, and most 
important, how to influence them. If you work with a peer group or 
MSP consultancy, you’ll have access to industry benchmark numbers 
for things like margins. So if you realize you want to increase margins, 
start thinking about the best ways to do that. But you can’t use 
financials to help in decision-making if you don’t truly understand 
them. Don’t like accounting? Too bad. Business owners and leaders 
who don’t take the time to understand the numbers are a lot more 
likely to fail. 

There’s also managerial accounting. These are the other metrics you 
use to make your decisions. Service desk metrics fall into this category. 
The good news - these numbers are unique to your business, which 
means that they can be a true source of competitive advantage. 

The bad news - you’ll definitely have to master this type of financial 
analysis in order to get value from it. All managerial accounting stems 
from this question: Would knowing X help my business?  X could 
be anything - cost of service delivery for each client, ROI of another 
service desk technician, what percentage commission should I pay my 
sales reps - the list is endless. But if knowing X will help your business, 
find a way to get that number. Don’t forget to weigh the cost of 
acquiring information versus the utility of that information. You can’t 
know everything, so focus on knowing what you truly need to know.



Operations
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I think a lot of people have recognized that we’re in a period of 
intense change. Knowing that makes it easier to put things on the 
table that might not have been on the table otherwise. Best practice 
for evaluating tools is to do so at a regular cadence. If you wait until 
something breaks, or the tool itself is compromised, as we’ve seen a 
few times in recent years in the channel, then you’re asking for 
trouble. Know what’s out there, and how it could possibly serve 
you going forward. 

One point to consider is the ROI for stack items. Some ROIs are 
obvious because you’re selling that item onwards. But what about the 
back end tools that drive your business? It’s important to quantify 
to the best of your ability the return on different options. If you’re 
thinking of switching, be honest about the switching costs, too. Some 
tools migrate more easily than others. Some will have a lower up front 
cost but will offer lower long run benefits. Don’t just trust the sales 
rep on this, or what you read on the Internet, either. Evaluate based 
on your own organization. 

This is probably true for every year, but 2021 is a great year to 
add some revenue items. If you’re not doing security, backup or 
compliance, those are all great options for adding revenue, because 
quite frankly your customers need those things. If you’re not sure 
how to market your products, consider buying from a company that 
will actually help you with the marketing, like Kaseya does with their 
Powered Services.

-Rex Frank, Sea-Level Operations

“Margins come from innovation 
and transferring risk from the 
client to the MSP, but mitigating 
that risk comes by leveraging tools, 
technology and standardization.”



Our MSP experts offered up some tremendous advice. We’ve sought to 
drill down to some specifics here, but you know your business the best. 
Fill your head with knowledge. Work harder than anybody else. Lead 
from the front, and take bold, decisive action. 

Download the 2021 MSP 
Success Trends ebook now

Download Now
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Conclusions

-Nadir Merchant, IT Glue

“Don’t wait for things to go back to 
normal. Win now.”

https://www.itglue.com/resource/2021-msp-industry-outlook-ebook/

