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 Overview 

 

 
MAXfocus conducted a survey of over 700 Managed Service 
Providers (MSPs) and IT Solution Providers to determine what, if 
any, opportunity has arisen from the increasing adoption of the 
cloud in the SMB sector of the market.  

In particular the aim was to find out what customers are looking for in the cloud and what MSPs are doing to 
meet their needs. 
 
This white paper will look at the findings of this survey along with those of other sources to explore what the 
cloud opportunity means for MSPs and IT Solution Providers.   
 

We will cover:  

 What opportunity is presented by the cloud  

 What the cloud market and ecosystem looks like 

 A new way of IT – The outsourced CIO 

 How MSPs are responding to the cloud  

 Why MSPs should play the loyalty card 

 How to put your best foot forward 

 Extending reach – managing Cloud Apps for  clients 
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 Introduction: The cloud revolution  

 

 
Cloud is changing the way IT is delivered, and offering both 
opportunity and challenges for MSPs. With a promise to end 
customers of less to worry about, an end to costly administration, 
and the ability for greater capacity and reliability delivered by 
providers, cloud allows a customer to focus total attention on their 
core business and build a competitive advantage. The challenge 
comes in continuing to deliver high value services as these 
systems move to the cloud. 

MSPs started by managing on-premise infrastructure and this still constitutes a large percentage of their 
managed services business. Cloud offerings now add the potential for a hybrid solution, with some systems 
on premises, and others in the cloud.   Managing these as an end-to-end system will be the biggest 
opportunity for MSPs. 
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 The cloud opportunity 

 

 
All the evidence points to the fact that customers are adopting cloud technologies at a rapid rate, offering a 
real opportunity to MSPs. In fact, Cloud growth is strongly outpacing that of other areas of technology; 
including networking and packaged software - as can be seen in the research findings below from CompTIA.  
 

 
Cloud the strongest area of partner growth. Source: CompTIA 

 
 
CompTIA surveyed channel partners and asked where their revenue growth lay. And the findings make 
interesting reading: 
 

 only 22 % of respondents said their current products, i.e. on-premises products, were growing fastest  

 a full 50 % said the cloud was growing faster  

 49 % found cloud profits were higher than from traditional products 

 63 % percent said their customers’ demand for cloud services was either high or very high  

 

This is echoed in research findings from MAXfocus which found that 45 percent of MSPs had added cloud 
services to their portfolio because customers were specifically asking for these new services themselves. 
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However, these customers aren’t 
just looking at the economic 
benefits of the cloud, but also at 
new ways of doing business. 
Microsoft asked 451 Research to 
look into these issues, and it was 
found that 52 percent said cloud 
is driving new and realigned 
business strategies which are 
bringing real business results. 451 
Research stated that:  
 

 

 

 

 

 

MSPs have a ready-made cloud market as customers demand new services. Source: MAXfocus 

 

 

“The study clearly shows a strong customer preference for full-service hosting solutions over the next two years, with 
substantial investment increases in security services, database and shared servers, backup and recovery, and 
managed hosted desktop. As this market matures, customers are selecting hosting providers based on trust and their 
ability to grow with customers’ future businesses”. 
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 The cloud market and ecosystem 
 

 

The good news is that the cloud market is growing fast enough to benefit all MSPs that are keen to take 
advantage of the opportunity.  
 
IDC argues that IT services over the public cloud is a $47.4 billion market today, and will be a $107 billion 
market by 2017. And the cloud, with a compound annual growth rate (CAGR) of 23.5 percent, is growing five 
times faster than the overall IT industry. Gartner also sees strong growth, predicting the public cloud services 
market will go from $111 billion last year to $131 billion this year, a solid 18.5 percent increase in one year. 
 
A report by Research and Markets explains why the cloud, and in particular cloud storage and backup, are so 
strong.  
 
“Emergence of innovative storage technologies such as inline data deduplication, inline compression, WAN 
optimization, cloud based security solutions and storage gateways are pushing the growth of the Cloud Storage 
Market. Small and medium-sized businesses (SMBs) are rapidly adopting cloud based storage services to reduce cost 
and IT complexity compared to large enterprises, thereby pushing the market growth,”…“The small and medium 
business segments are the major adopter of cloud storage services and this trend is expected to continue for the next 
few years.” 
 
This growing cloud traffic also points to the MSP opportunity. Cisco conducted a recent analysis and found 
that cloud traffic is growing at a CAGR of 35 percent, and by 2017 will basically quadruple. In fact, Cisco 
predicts that over the next four years cloud traffic will hit 5.3 zettabytes, or 5.3 billion terabytes.  
 
Fortunately for MSPs, there is a vibrant and growing cloud ecosystem, which means you can develop existing 
services and also jumpstart new ones. Take backup for instance, an MSP could tap into vendor partners that 
not only have the backup and restore services, but also the remote monitoring and management (RMM), 
which let you turn backup into a true managed service. Even better, vendor partners can help you add 
security to the mix, and manage it from the same RMM dashboard.  
 
But this is only part of the cloud opportunity for MSPs. As customers increasingly look to take advantage of 
cloud based services like Office 365 and Google apps there is also a clear opportunity for MSPs to resell, 
provision and provide ongoing management of these services.  
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 A new way of delivering managed services –  
the “outsourced CIO” 
 

One of the most interesting aspects of the impact of the cloud is the impact it is having on the way that IT is 
delivered within the business. Nemertes Research sees the cloud, and MSPs in particular, transforming the role 
of IT, as suggested in its “Shift to ‘Enterprise Technology’ Relies Upon Vendor Partners for Managed, Cloud 
Services” report.  
 
The research points to an approach where many IT functions are outsourced to partners such as MSPs who 
liberally use cloud services. The report suggested that “Not only does this shift change the way business leaders 
view IT, it also alters the organizational structure of IT itself,” further stating “The technology team becomes more 
strategic, and as a result, it relies more heavily on trusted partners to handle tactical functions—and in some cases, 
assist in strategic direction of the company”. 
 
While the concept of the MSP as trusted advisor has been discussed before, the combination of high-level 
cloud services and sophisticated service providers are taking this a step forward with the notion of the 
‘outsourced CIO’.  Here, the MSP can truly become the strategic IT department for their customers. After all, 
the MSP and other IT solution providers are true experts in the applications and services they provide. And the 
outsourced CIO can provide the strategic thinking that the business needs in planning terms, then provides 
and manages the strategic solutions to a wide range of issues.  
 
SMBs, who embrace the concept of outsourcing areas that are not core to their business, are expected to be 
among the first to adopt the outsourced CIO model. 
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 How are MSPs responding to all of this? 
 

 

Smart MSPs are reacting to all this customer demand by adding more and richer cloud services, building out 
portfolios of integrated offerings. “The best in class are branching out,” suggests Jim Hamilton, vice president 
of member relations at CompTIA. “Services that are well established tend to have restricted margins and tend 
not to be as profitable,” he explained. “But people who go out and develop new technology solutions tend to 
be more profitable.” In fact, CompTIA suggests that “the best-in-class companies invested twice as much in 
new services compared with the average MSP.” 

There are different ways for MSPs to get into the cloud market.   Many MSPs initially consider the question of 
building their own infrastructure versus leveraging a partner’s.  Having or building your own cloud services 
infrastructure lets you control your own destiny and handpick all the pieces, but comes at considerable cost. 
Creating all this infrastructure costs a lot of both time and money, and the time it takes to build a platform is 
time better spent selling cloud services that already exist. 

The toughest way is to build the entire service infrastructure yourself, and is only appropriate for larger 
providers that sell hosting and those with existing data centres and WAN network infrastructure. Many feel 
that if the infrastructure is already there, you might as well use it; but the larger question to address is “is your 
fundamental business building or selling services?” 

Most MSPs don’t have the kind of large and scalable infrastructure to host the cloud, and as a result most 
cloud offerings come from working with key vendors that have proven technologies which MSPs can adapt 
for customers.  

The good news is MSPs can offer multiple approaches, and even blend them as they see fit. The MSP should 
drive the discussion of which types of technology solutions should be adopted and where – which is the role 
of outsourced CIO. Some tools still make most sense on-premises, while others best reside in the cloud. And 
in many cases, a hybrid approach, blending cloud and on-premises, is the ideal. No matter where the 
computing resides, the provider should offer integrated end-to-end management, treating all these systems 
as one, and handle both device and systems management. 
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 Playing the loyalty card – with local services 
 

 

As mentioned earlier, one great way to 
launch or expand your cloud services 
business is to begin with your existing 
customers - to whom you’ve already proven 
yourself. Our own research indicates that 87 
percent of MSP customers are asking about 
cloud based services, highlighting a clear 
opening here for MSPs.  

 

 

Customers don’t just want raw cloud services, but a trusted 
partner to manage them as well. Source: MAXfocus 

 

 

 

 

 

The survey also found that most 
customers are looking at existing 
partners to be more than just a cloud 
provider; they are looking to MSPs for 
management of these services as well. 
Only 2 percent of MSPs surveyed said 
their customers wanted to manage 
cloud services entirely themselves.  

 

 

 

 

Customers don’t just want raw cloud services, but a trusted partner to manage them as well. Source: MAXfocus 

 

According to CompTIA, six out of ten of MSPS asked said the advent of the cloud improved their relationships 
with their customers.  
 
All of this, of course, creates the potential for a deeper relationship and a richer, ongoing revenue stream.  
  

http://twitter.com/?status=MAXimum%20insight%20for%20your%20MSP%20business%20-%20www.maxfocus.com/insights%20@MAXfocus
http://www.linkedin.com/shareArticle?mini=true&url=http://www.maxfocus.com/insights&title=MAXfocus%20Insights&summary=MAXimum%20insight%20for%20your%20MSP%20business
https://plus.google.com/share?url=http://maxfocus.com/insights


FOLLOW US & SHARE Cloud: The New Secret of Success for MSPs and IT Solution Providers    |   11 

       

 
 

 Put your best foot forward 
 

 

When it comes to the cloud, customers prefer to work with someone they already know, an existing IT 
partner. A local partner is also strongly preferred as evidenced in the research below from Microsoft, since the 
service provider can be on-site for consultations, training, and dealing with issues.  
 
This is especially true for SMB customers, which is good news for MSPs.  

 

Caption: A great market for MSPs to mine is their existing local market. Source: Microsoft 

 

Smart MSPs should also only sell what makes sense for their business and customers. There are two keys here. 
Firstly, what specifically do your customers want? The chances are these desires are aligned with what you are 
already providing. And secondly, you need to consider your technical portfolio and your areas of expertise. 
Taken together these answers can drive your cloud services business forward. 
 
No matter what applications are sold, the end goal as an MSP today should be to manage the user 
experience, not just the technology. The MSP of the future is not so much managing devices, but very much 
focused on providing the best user experience possible for end users. And this means strongly supporting 
new styles of delivering services, most particularly via mobile and the cloud. 
 
One key aspect of managing the end user experience is offering end-to-end solutions. Customers long ago 
tired of buying a word processor from one vendor, a spreadsheet from another, and a database from yet 
another, and thus was born the integrated suite. 
 
That same notion is now being applied to areas including management, security, even storage. An end-to-
end approach integrates these kinds of apps, making them easier to use, manage, and vastly more reliable.  
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 Extending reach - managing Cloud Apps for clients 
 

 

Software-as-a-Service (SaaS) is one of the hottest areas of cloud computing. In fact, some researchers see it as 
the number one area. In fact, the summer 2013 SaaS Industry Report from Siemer & Associates indicates that 
the global SaaS market will grow from $16.7 billion in 2013 to $21.3 billion in 2015. 
 
That strength could be because it is so simple. Businesses can swap out a hard to manage on-premises 
application such as Microsoft Office with a relatively easier to buy and handle cloud productivity suite – like 
Office 365 very quickly. 
 
In theory the benefits for SMBs can be enormous. Licensing is far simpler, there is less infrastructure to 
manage, and when it comes time to upgrade, it is all automatic. And end users can get at their files from most 
any device and location. 
 
In practice, however, as companies choose to migrate more and more of their business applications to the 
cloud the problem of managing them becomes more and more complex. This is a really significant potential 
opportunity for MSPs who can build new and lucrative services around the trend – help them with 
onboarding/offboarding, user management, integration, security and optimizing usage.  
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 Summary – the way forward for MSPs and the cloud 

 
 
There seems little doubt that the cloud is having a real impact on 
the way that IT services are delivered.  

Research by Comptia and MAXfocus, amongst others, points to the fact that not only do businesses recognize 
the opportunity in the cloud but they want trusted partners like MSPs to help them to exploit the potential. 
And managing both on premises and cloud infrastructure as end-to-end systems will be the biggest 
opportunity. 
 
Fortunately for MSPs there is  a vibrant and growing list of vendors providing an ecosystem of tools to help do 
this and not only augment existing services but to build new ones around the management of cloud services 
on behalf of customers.  
 
In the first instance, MSPs should look to expand their cloud services reach within their existing customer base 
(87% of those questioned in our survey indicating customer are asking them about these services) and by 
building services that not only meet client needs but leverage their existing capabilities. They should aim to 
become a strategic partner with customers by taking on the role of the “outsourced CIO“ and focus in on 
managing the customer experience – and not only the technology. As well as delivering end to end solutions.  
 

Grab hold of the cloud opportunity with MAXfocus 

The MAX RemoteManagement software tool offers a comprehensive range of features that help our partners 
to scale their businesses and attract new customers by enabling them to deliver high-value, lucrative and 
proactive services - whether you ‘re working with a break/fix model, fully managed services, or a hybrid of the 
two. 
 
At MAXfocus we know that your clients’ needs are changing and that means you need to change with them. 
As detailed in the research findings in this paper the need to work faster and smarter means that more and 
more businesses are moving to the cloud.  
 
That’s why our comprehensive MAX RemoteManagement now includes our newest feature, App Control, a 
Web-based tool that lets MSPs manage, control and analyze SaaS services such as Google Apps and Microsoft 
Office 365 for their customers - all from a single console. 
 
Cloud management as it should be, powerful, flexible and uncomplicated; with App Control you can: 

 Manage clients licenses, users and mailboxes in Office 365 and Google Apps services via our 

unique 2-in-1 platform 

 Add exceptional value and address clients evolving needs by helping them to do business across 

the full range of IT environments -physical, virtual and cloud 

 Get real-time 360 visibility and the control you need to manage your clients cloud services across 

their entire organization via a single, easy to use pane of glass 

 
For more information on App Control visit our website or contact us for more information. 
 
 

http://twitter.com/?status=MAXimum%20insight%20for%20your%20MSP%20business%20-%20www.maxfocus.com/insights%20@MAXfocus
http://www.linkedin.com/shareArticle?mini=true&url=http://www.maxfocus.com/insights&title=MAXfocus%20Insights&summary=MAXimum%20insight%20for%20your%20MSP%20business
https://plus.google.com/share?url=http://maxfocus.com/insights
http://www.maxfocus.com/remote-management/app-control
http://www.maxfocus.com/contact-us


FOLLOW US & SHARE Cloud: The New Secret of Success for MSPs and IT Solution Providers    |   14 

       

 
 

 
 
 
 

About MAXfocus 

MAXfocus is the platform of choice for the largest community of future-focussed MSPs and IT support 
companies in the world. The MAXfocus platform empowers MSPs and IT support companies to deliver world-
class IT Operations and IT Service management to their customers with a customisable set of services that has 
the lowest total cost of ownership in the industry. MAXfocus sits at the heart of a global community of more 
than 10,000 of the world’s leading MSPs  and an extensive network of partners and industry leaders and 
delivers the commitment and investment to enable MSPs to evolve their service offerings as strategic, 
consultative services to their clients. 
 

Learn more about MAXfocus, our products and how you can take 
full advantage of the Cloud using our solution portfolio by visiting 
www.maxfocus.com/remote-management/app-control. 
 
 
  

http://twitter.com/?status=MAXimum%20insight%20for%20your%20MSP%20business%20-%20www.maxfocus.com/insights%20@MAXfocus
http://www.linkedin.com/shareArticle?mini=true&url=http://www.maxfocus.com/insights&title=MAXfocus%20Insights&summary=MAXimum%20insight%20for%20your%20MSP%20business
https://plus.google.com/share?url=http://maxfocus.com/insights
http://www.maxfocus.com/remote-management/app-control


FOLLOW US & SHARE Cloud: The New Secret of Success for MSPs and IT Solution Providers    |   15 

       

 
 

 
 

 

 

USA, Canada, Central and South America 

4309 Emperor Blvd, Suite 400, Durham, NC 27703. USA  

 

Europe and United Kingdom 

Vision Building, Greenmarket, Dundee, DD1 4QB, UK 

 

Australia and New Zealand 

2/148 Greenhill Road, Parkside, SA 5063 

 

www.maxfocus.com/contact  
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