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1. Introduction

H O W  T O  R E a d  T H i s  d O c u m E N T

For the IT Service Provider: This document provides an overview  
of Managed Services and a proven strategy for moving away from 
break-fix hourly service rates to a predictable, profitable managed 
services business model.

For the Managed Service Provider: This document provides an 
overview of how SolarWinds MSP has priced and packaged its  
Remote Monitoring and Management software (RMM) and how  
our business support, automation tools and free monitoring  
licenses can help you take your business to the next level.

s O m E  T H O u g H T s  O N  T H E  m a N a g E d 
s E R v i c E s  m a R K E T

Managed Services continues to be a high growth market with many 
MSPs rapidly acquiring new customers, managing new devices and 
building recurring revenue. The reason for this growth is the reliance  
of SMBs on their IT infrastructure without the IT budgets to justify 
staffing their own technicians. MSPs are in a perfect position to 
continue to shift SMBs away from hourly rates and into fully managed 
services. Moving to a model with consistent monthly fees provides 
stable IT costs for the customer and predictable recurring revenue  
for the provider.
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s T a g E s  O F  i T  m a N a g E m E N T

• Break-Fix: Customer paying an hourly rate as issues occur

• Responsive: Customer pre-purchases a block of hours

• Proactive: Customer contracts out a checklist of preventative maintenance

• Managed: Customer outsources IT as fixed fee or all you can eat

• Utility: Customer pays based on usage

2 .  m s p  m a R K E T  O v E R v i E W
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r e a c t i v e  s e r v i c e (Profits from customer failure)

• Device Failure

• Network Failure

• Data Loss

• Viruses & Malware

m a n a g e d  s e r v i c e  (Profits from customer success)

• Device Uptime

• Network Uptime

• Data Availability

• Malware Free Devices



4

3 .  p R O F i T a b l E  H E l p  d E s K  s u p p O R T

b E T T E R  W a y  T O  s u p p O R T  c u s T O m E R s

Traditional IT support has used remote control software which interrupts end users. Many IT technicians are moving to non-intrusive support tools 
which provide fast troubleshooting and resolution without interrupting the end user. “often, we can solve a ticket in 15-20 seconds that used to  

take 3-5 minutes.” Says one SolarWinds MSP partner. Greatly reducing ticket times makes help desk support profitable and allows  
MSPs to build recurring revenue from reactive customers.

T R a d i T i O N a l  i T  s u p p O R T N - c E N T R a l  R m m  s u p p O R T

O p e n  t i c k e t  i n  p s a

O p e n  r m m

f i n d  d e v i c e

l a u n c h  r e m O t e  s e s s i O n

t r O u b l e s h O O t 
p r O b l e m ( m u l t i p l e w i n d O w s )

f i x  p r O b l e m  ( m u l t i p l e  w i n d O w s )

d i s c O n n e c t  f r O m  d e v i c e

O p e n  p s a

O p e n  t i c k e t

t y p e  n O t e s  i n t O  p s a

O p e n  r m m

f i n d  d e v i c e

t r O u b l e s h O O t  p r O b l e m  w i t h 
d a s h b O a r d

f i x  p r O b l e m  w i t h  r e a l - t i m e  t O O l s 
t h a t  d O n ’ t  i n t e r r u p t  t h e  u s e r 
( s t e p s  a r e  a u t O m a t i c a l l y  r e c O r d e d )

p u s h  n O t e s  t O  t i c k e t

c l O s e  t i c k e t

u s e r  k e e p s  
w O r k i n g 
d u r i n g  
s u p p O r t 
s e s s i O n

u s e r 
d i s r u p t e d 

f O r 
d u r a t i O n 

O f  s u p p O r t 
s e s s i O n
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3 .  p R O F i T a b l E  H E l p  d E s K  s u p p O R T

N E W  s O u R c E  O F  R E c u R R i N g  R E v E N u E

For active callers into your help desk, you can offer them guaranteed access to support and predictable monthly costs by having a fixed fee per user.

*pricing may vary by jurisdiction and is subject to change without notice.

y O u R  s E R v i c E y O u R  a v E R a g E  m O N T H l y 
R E v E N u E  ( p E R  u s E R * )

y O u R  a v E R a g E  m O N T H l y 
c O s T  ( p E R  d E v i c E * )

T h r o u G h  T h e  u S e  o F  F r e e 
l I G h T  M o N I T o r I N G  A G e N T S , 
N o N - I N T r u S I V e  S u P P o r T 
T o o l S  l I k e  D I r e C T  S u P P o r T , 
M S P S  A r e  P r o V I D I N G  A  B e T T e r 
h e l P  D e S k  e x P e r I e N C e  A N D 
B u I l D I N G  r e C u r r I N G  r e V e N u e 
A T  T h e  S A M e  T I M e .

$ 1 8 - 2 5  u S D / u S e r $ 2



6

4 .  H O W  T O  b u i l d  R E c u R R i N g  R E v E N u E  W i T H  m a N a g E d  s E R v i c E s

b u i l d  R E c u R R i N g  R E v E N u E  F R O m  R E a c T i v E  c u s T O m E R s

With 75% of the market sticking with reactive IT, there is a massive opening for managed service providers to build recurring revenue. SolarWinds MSP  
provides free monitoring licenses which allows you to get your foot in the door with reactive customers. You can provide free basic services while  

collecting data about their network and then upsell them managed add-ons to build recurring monthly revenue.  
Here is a list of services you can provide to build monthly recurring revenue:

y O u R  s E R v i c E

l i g H T  m O N i T O R i N g
•	 l i g h t  m O n i t O r i n g

•	 a s s e t / s O f t w a r e / h a r d w a r e  r e p O r t i n g

•	 b r a n d e d  s y s - t r a y  i c O n

•	 r e m O t e  c O n t r O l

m a N a g E d  s E c u R i T y 
•	 i n d u s t r y  l e a d i n g  a v  p r O t e c t i O n

•	 a v  m O n i t O r i n g  &  u p d a t e s

•	 a v  t h r e a t / s t a t u s  r e p O r t i n g

m a N a g E d  p a T c H
•	 w i n d O w s  p a t c h  m a n a g e m e n t

•	 p a t c h  s t a t u s  r e p O r t i n g 

m a N a g E d  m O b i l E
•	 m O b i l e  m a n a g e m e n t  &  s u p p O r t

•	 m O b i l e  r e p O r t i n g

m a N a g E d  b a c K u p
•	 O f f s i t e  s t O r a g e  t O  s e c u r e  d a t a c e n t e r

•	 b a c k u p  s t a t u s  r e p O r t i n g

m a N a g E d  c O m p l i a N c E
•	 m O n t h l y  v u l n e r a b i l i t y  

&  c O m p l i a n c e  r e p O r t i n g

F R E E

$ 3  p E R  d E v i c E

$ 3  p E R  d E v i c E

$ 5  p E R  d E v i c E

$ 1 0 0 – 1 5 0  p E R  s E R v E R ,  O R

$ 4 0  +  $ / g b  H O s T E d

$ 4  p E R  i p

F R E E

$ 1  p E R  d E v i c E

$ 1  p E R  d E v i c E

$ 1  p E R  d E v i c E

c a l l  F O R  d E T a i l s

$ 1  p E R  i p

y O u R  a v E R a g E  m O N T H l y 
R E v E N u E  ( p E R  d E v i c E * )

y O u R  a v E R a g E  m O N T H l y 
c O s T  ( p E R  d E v i c E * )

*pricing may vary by jurisdiction and is subject to change without notice.
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F R E E  m O N i T O R i N g  l i c E N s E s

a Strategy to grow your Business 
Free monitoring licenses help you get your foot in the door to 
more businesses. once you have gathered information about 
their networks and have built some trust you can quickly upsell 
these customers to build monthly recurring revenue.

a - l a - c a R T E  a d d - O N s

Upsell any customer, not just Managed ones 
Most of your reactive customers just want the basic services 
(Backup, Antivirus, Patch). You shouldn’t have to pay for 
monitoring licenses when you aren’t collecting revenue for 
monitoring. With N-able you can purchase and deploy these  
a-la-carte add-ons on top of your free monitoring licenses.

p E R  d E v i c E  l i c E N s i N g

Use your licenses However you Want 
You charge customers less for monitoring a workstation than a 
server so it makes sense that a desktop node should cost you 
less. Also, it shouldn’t matter how you deploy your nodes. When 
you purchase 1000 device licenses from SolarWinds MSP you  
can use them in any configuration you want.

“I’m a huge advocate for the simple fact that it is clear, concise 
and to the point on what you are getting. No smoke and mirrors.”

- Bud Dewayne, owner, ByteWorks

5. rMM Pricing  
    Best Practices
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6 .  l i c E N s i N g  T H a T  g R O W s  W i T H  y O u

T H E  m O R E  y O u  b u y ,  T H E  m O R E  y O u  s a v E

All software and services that SolarWinds MSP provides are designed to help you grow your business. We require a monthly minimum spend which ensures  
that we can deliver all partners the level of business and technical support required, however our pricing is 100% A-la-Carte, meaning you have  

complete flexibility on which license your purchase allowing you to deploy in any configuration that you need.

y O u R  s E R v i c E

d E v i c E  m a N a g E m E N T

m a N a g E d  s E R v E R

m a N a g E d  N E T W O R K

m a N a g E d  W O R K s T a T i O N

a  l a  c a R T E  s E R v i c E s

m a N a g E d  s E c u R i T y 

m a N a g E d  p a T c H :  a p p l i c a T i O N s

m a N a g E d  p a T c H :  W i N d O W s

m a N a g E d  m O b i l E

m a N a g E d  b a c K u p

m a N a g E d  c O m p l i a N c E

$ 1 0 0 - 2 5 0  u s d

$ 2 5 - 6 5

$ 2 0 - 6 0

 

$ 3 . 0 0

$ 1 . 0 0

$ 3 . 0 0

$ 5 . 0 0

$ 1 0 0 – 1 5 0  p E R  s E R v E R ,  O R
$ 4 0  +  $ / g b  H O s T E d

$ 4  p E R  i p

$ 9 . 0 0  u s d

$ 4 . 5 0

$ 2 . 1 0

 
 
 

$ 1 . 0 0

$ 0 . 2 5  p E R  d E v i c E

$ 1 . 0 0

$ 1 . 0 0

c a l l  F O R  d E T a i l s

$ 1  p E R  i p

y O u R  a v E R a g E  m O N T H l y 
R E v E N u E  ( p E R  d E v i c E * )

y O u R  a v E R a g E  m O N T H l y 
c O s T  ( p E R  d E v i c E * )

*pricing may vary by jurisdiction and is subject to change without notice.
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6 .  l i c E N s i N g  T H a T  g R O W s  W i T H  y O u

T H E  m O R E  y O u  b u y ,  T H E  m O R E  y O u  s a v E

All software and services that SolarWinds MSP provides are designed to help you grow your business. We require a monthly minimum spend which ensures  
that we can deliver all partners the level of business and technical support required, however our pricing is 100% A-la-Carte, meaning you have  

complete flexibility on which license your purchase allowing you to deploy in any configuration that you need.

y O u R  s u p p O R T  T O O l s

a T T E N d E d  R E m O T E  c O N T R O l

H E l p  d E s K

R E p O R T i N g

$ 5 0  p E R  c O N c u R R E N T  s E s s i O N

$ 2 3  p E R  T E c H

$ 1 5 0

y O u R  a v E R a g E  m O N T H l y  c O s T

*pricing may vary by jurisdiction and is subject to change without notice.
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7 .  d E v i c E  b a s E d  l i c E N s i N g

y O u  c a N  d E p l O y  y O u R  l i c E N s E s  H O W E v E R  y O u  W a N T

When it comes to providing remote Monitoring and Management, SolarWinds MSP’s pricing allows you to deploy your devices in any configuration you want.

“The best thing about SolarWinds MSP’s pricing is the flexibility it gives us. We can design  
an offer that is just right for us while meeting our customers’ needs.”  

 - Brent McCasland, President, CalTech

10 standard lOcatiOns

• 20 Workstations
• 1 Network
• 1 Server

$55.50 uSD / month  
per location

2 large lOcatiOns

• 100 Workstations
• 5 Networks
• 5 Servers

$277.50 uSD / month  
per location

m a N y  l O c a T i O N s ,  a v E R a g E  c O N F i g u R a T i O N

F E W  l O c a T i O N s ,  H i g H  d E v i c E  c O u N T s
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8 .  s O l a R W i N d s  m s p  p R O d u c T  F a m i l y

The MSPs with the highest efficiency and profitability are those that can do the job with speed (and quality) the first time. No matter the  
scope of your IT services, we have the right tools for your helpdesk, NoC and field technicians. For leaders we provide  

dashboards and reporting so you can monitor performance and take your IT business to the next level.

*pricing may vary by jurisdiction and is subject to change without notice.

m s p  a N y W H E R E 
R E m O T E  a c c E s s  &  s u p p O R T

m s p  m a N a g E R 
T i c K E T i N g  &  b i l l i N g

N - c E N T R a l 
m O N i T O R .  m a N a g E .  a u T O m a T E .

• C o N N e C T  I N  S e C o N D S

• C r o S S  P l A T F o r M

• S u P P o r T  M o B I l e  D e V I C e S

• S e S S I o N  T r A N S F e r

• S e S S I o N  r e C o r D I N G

• P e r F o r M A N C e  D A S h B o A r D

 u N l I M I T e D  S e S S I o N S 

 3 0 0  D e V I C e S

• T I C k e T  M A N A G e M e N T

• C u S T o M e r  P o r T A l

• P A S S W o r D  M A N A G e M e N T

• T e C h N I C I A N  S C h e D u l I N G

• C u S T o M e r  B I l l I N G

• A C C o u N T I N G  I N T e G r A T I o N

 u N l I M I T e D  T I C k e T S 

 u N l I M I T e D  B I l l I N G

• D e V I C e  M o N I T o r I N G

• h e A l T h  &  P e r F o r M A N C e 
A l e r T S

• D r A G  &  D r o P 
A U T o M A T I o N

• I N T e G r A T e D  P A T C h ,  A V , 
B A C k u P

• I N T e G r A T e D  r e M o T e 
C o N T R o L

• B u S I N e S S  r e P o r T S

 M o N I T o r  1 0 0  D e V I C e S  F r e e 

 F r e e  B u S I N e S S  C o A C h I N G
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9 .  s O l a R W i N d s  m s p  H a s  T H E p E O p l E  a N d  R E s O u R c E s  T O  H E l p  y O u  s u c c E E d

b E s T  p R a c T i c E s  g u i d E

s a l E s  E N g i N E E R i N g p a R T N E R  d E v E l O p m E N T

b u s i N E s s  p l a N m a R K E T i N g  R E s O u R c E s

our team of sales engineers 
helps new partners get up to 
speed on the SolarWinds MSP 
platform and helps experienced 
partners master their skills.

Your guide to packaging your services into a 
repeatable scalable business.

Your SolarWinds MSP Team will help you 
develop a strategy to increase profits and 
grow your business.

Free marketing templates and resources to 
start attracting new customers.

our partner specialists help 
IT service providers succeed 
in Managed Services and 
provide business coaching 
to experienced MSPs.

y O u R  s O l a R W i N d s  N - a b l E  p a R T N E R  d E v E l O p m E N T  T E a m

assEss

implEmENT

plaN

BUSIneSS
edITIon

maNagEd
sERvicEs

RuNbOOK

salEs & 
maRKETiNg

digiTal 
biNdER



About 
SolarWinds MSP

© 2016 solarwinds msp canada ulc and solarwinds msp uk ltd.  all rights reserved.

SolarWinds MSP empowers MSPs of every size and scale worldwide to 
create highly efficient and profitable businesses that drive a measurable 
competitive advantage. Integrated solutions including automation, 
security, and network and service management—both on-premises 
and in the cloud, backed by actionable data insights, help MSPs get the 
job done easier and faster. SolarWinds MSP helps MSPs focus on what 
matters most—meeting their SlAs and creating a profitable business. 
For more information, visit www.solarwindsmsp.com.

To find your local SolarWinds MSP contact visit: www.solarwindsmsp.com/contact

http://www.solarwindsmsp.com
http://www.solarwindsmsp.com/contact
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