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The Cloud Lab is determined to define 

all growth factors applicable to your 

company, develop and help effectively 

execute workable solutions.

The cloud is here to stay and every 

Microsoft Partner has to find his 

unique position in a fast changing 

market.Growth Gives 
You Future

" Success is measured at least in double 
digits business growth”



We help you to discover a differentiating 

position in the cloud era to boost your growth
Find Your 
Growth Path

Every business is unique regarding 

core values, market context and 

challenges.

To find your unique path to 

sustainable growth, we use a distinct 

approach developed over the years. 

After fully understanding your business in detail, 

we weigh in your addressable cloud potential and 

give you clear directions in where your cloud 

future lies. Following this phase, we can help you 

implement your cloud strategy in specific 

business areas

v Defining compelling sales propositions

v Align propositions with a go-to market strategy

v Create motivating sales compensation plan

SALES

Satisfied and happy customers are the biggest 

exponent for sustainable high growth ratios.

v Build an effective support offering including selection of the right tooling

v Help with migrating existing hosting infrastructures to Microsoft Azure

v Define the key factors to measure & manage the quality of service

OPERATIONS

v Create a finance plan supporting sales and operational strategies 

v Defining the KPI’s to track progress

v Decide on key competencies needed for success

FINANCE & 
HUMAN

RESOURCE

Strategy ends if you cannot financially afford it and 

you don’t have the right talent. 



Having that brilliant idea but still 
hesitating to start your own cloud 

business? 

If you 
want to 
start 
your 
cloud 
business

Based on our experience in starting focused and 
successful cloud businesses, we can offer you all the 
support and resources needed to realise your ideas.
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The Cloud Lab is founded by industry 

veterans and serial entrepreneurs in the 

ASP, SaaS and Cloud business, strongly 

connected with Microsoft. As an 

experienced team we have a strong track 

record of building successful cloud 

companies and creating profitable exits.

Our approach is direct, entrepreneurial and 

very much focused on sustainable results.

Dik Van Brummen

Herb Prooy
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What is a Cloud MSP

Cloud, however, requires a new method of management because of 

its focus on scale, elasticity, and automation

The hyper-scale nature of cloud provides a completely new 

meaning to scalability, elasticity and resiliency – and has redefined 

how applications are architected and delivered. 

Because of cloud, CIOs are demanding a new way to think about 

data governance and security. 

A cloud MSP is someone who helps their customer transition to 

(and embrace) this paradigm shift in technology—by guiding them 

in all aspects of their cloud journey. From consulting to migrations, 

to operations management, cloud MSPs show customers all the 

benefits that come with cloud adoption.



www.websitename.com

D
E

V
O

P
S

DevOps (a clipped compound of 

"development" and "operations") 

is a software development process 

that emphasizes communication 

and collaboration between product 

management, software 

development, and operations 

professionals. DevOps also 

automates the process of software 

integration, testing, deployment 

and infrastructure changes.  It aims 

to establish a culture and 

environment where building, 

testing, and releasing software can 

happen rapidly, frequently, and 

more reliably.

Dev Ops

Development
Quality

Assurance

Technology Operations

https://en.wikipedia.org/wiki/Clipped_compound
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Modern partners focus on 
differentiation, modern sales 
and marketing tactics, highly 
optimized operations, and 
customer life cycle value 
management

Most importantly, 
an Azure MSP is a 
modern partner

An Azure MP
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Differentiate 
to stand out

Pursue a specialized and 
crate intellectual property 
services to differentiate 
your business

Modernize 
sales and 
marketing

Utilize digital marketing 
and build a scalable 
sales engine to enhance 
your go-to-market 
strategy. 

Deliver 
customer 
lifetime 
value

You’ve worked hard 
to land your 
customers. Become a 
trusted advisor and 
keep them for life.

Optimize your 
operations

Get the from your people 
process tools and 
tracking to improve your 
operational health

Four Pillars Of The Modern Partner

The Mordern Msp
Focus on differentiation, modern sales and marketing tactics, highly 
optimized operations, and customer life cycle value management. 



Own and control 
billing

Provision, manage and 
support

Sell integrated 
offers and 
services
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Enterprise Mobility Suite

Deepen Your Customer 
Relationship

1. Truly engage with customers, 
meet their needs, and solidify 
relationships 

2. Deep relationships unlock further 
revenue opportunities – especially 
with cloud migration and net new 
app development 

Recurring Revenue

1.Month in, month out billing to 
customers for managed services 
packages 

2. Ensures a constant revenue 
stream as opposed to a project 
based method 

3. Revenue grows as customer 
cloud spend grows 

Higher Margins

1. Typical managed services gross 
margins (50-60%) higher than 
professional services (40-50%) and 
resale services (10-20%) 

2. Margins increase with scale and 
automation

Unlock Portfolio 
Opportunities 

1. Diversify your managed services 
portfolio with Azure 

2. Add new offers like cloud 
dev/test, cloud backup and data 
recovery, cloud native app design, 
etc. to your practice 

3. Serve global customers with 
Azure’s geographic presenc

Why Cloud Managed Services?

With CSP - Microsoft partners can offer managed services not just for 
Azure, but for all Microsoft cloud services products including Office 
365, EMS, and Dynamics CRM Online
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Help Desk Support

User Rights & Accounts Management

Proactive Monitoring

Performance and App Troubleshooting

Health Checks

Security Management and Identity Protection

Virtual Machine Management and Upgrading

Cloud Usage Forecasting

Billing Management

Capacity Planning

3rd Party Application Management

Training

Offer support while 
delivering on SLA’s and 
uptime guarantees

Operate and monitor your 
customer’s azure and hybrid 
cloud

Provide your customers with 
governance over their cloud 
usage by managing their 
billing and azure capacity 
planning

01

02

03
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Cloud Readiness Assessment

Solution Analysis, Scope & Design

Data Architecture Design

Cloud TCO and ROI Analysis

Business Opportunity Identification

Asses customer's it 
environment and determine 
the data and apps that are 
viable opportunities for 
Azure migration

Offer customers a roadmap for 
Azure adoption and associated 
values

Provide a TCO and ROI 
analysis for moving their 
application to Azure

01

02

03
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Systems Integration

Data center Migration

Backup and Disaster Recovery

App re-platform

Database Development

Deployment Services

MIGRATE VIABLE 
WORLOADS TO Azure

Re-platform applications 
to run in cloud

Optimize Workloads 
running in hybrid and 
public cloud environments

01

02

03

Help your customers with 
staging, testing and validation 
before moving their 
production environment to 
Azure. 

04
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How do I get more speed, agility and performance  
for my IT assets? 

How do I decide between hosted private cloud vs 
public cloud deployments? How do I factor in both 
for my short to medium term IT strategy? How do I 
decide the first apps to take to cloud? 

Do I need to train my staff again after a cloud 
migration? What other changes do I need to make in 
my IT staffing? 

How do I control ‘shadow IT’, or ‘zombie apps’ or 
workloads that are consuming more resources than 
the value they are delivering? 

ATTRIBUTES OF ASSESSMENT 2016 marks the inflection point for cloud adoption for 
both SMB and enterprise customers. Most customers today have already started 
taking cloud seriously. However, not every customer is savvy enough to build a robust 
cloud strategy. Many don’t have granular visibility into their IT infrastructure – and are 
not able to quantify the benefits in cost, agility, speed, and time to market that cloud 
brings. Others, while aware of the benefits, don’t know where to start from – and are 

unsure of how ready their staff, systems, tools, and processes are for public cloud. This 
is why most managed services engagements begin with a cloud assessment. A cloud 
assessment determines which workloads are ready to move to Azure, and in what 
fashion (lift-n-shift, re-platform, or replacement with a new deployment model). 
Customers require a partner who can provide the proper roadmap and guidance to 
optimizing their workloads in Microsoft Azure. 

Cloud assessment 
and planning

01

02

03

04

Key Customer Challenges/Questions

Assess enterprise environment, infrastructure, workloads, and applications. Assessing 
applications and workloads for cloud readiness allows organizations to determine what 
applications and data can, and cannot be readily moved to a cloud environment and 
what delivery models (public, private, or hybrid) can be supported. 

Create infrastructure maps based on app dependency and performance; identify shadow 
IT. It is common for an application being migrated to a cloud service to have connections 
of various kinds with other applications and systems therefore, the application owners 
need to understand the impact of these connections and address ft. 

Group apps based on interconnectivity and dependencies, tweak groupings based on 
insight gleaned from assessment and infrastructure mapping. Integration between apps is 
traditionally classified into three categories: process integration (sharing functions), data 
integration (sharing data), and presentation integration (sharing user interface). 

Determine customers app groups cloud viability, readiness, and cost of migration. 
Prioritize apps based on how well they score for each 'cloud readiness" metric and how 
mission-critical they are to a customers business. Right-size any over or under utilized 
resources. Address any security or privacy issues. 

Estimate TCO of running applications on-premises vs. in the cloud with accurate inputs 
on labor, infrastructure, tools, training etc. Calculate the ROI of migration from on-
premise to cloud
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CAPABILITIES There are a number of 
methods and tools available to build a viable 
assessment practice: 

• First is to develop an in-house team skilled 
in conducting assessments.  This requires 
developing some checklists, questionnaires, 
and workshop  modules to guide your clients

• If you don’t have this experience in-house, 
consider partnering with  an IT consulting 
company with a cloud practice 

• To bring more accuracy and reduce your 
cost of delivery, consider leveraging tools (or 
build one) that can scan an on-premises 
environment and map workloads. There are 
many 3rd party applications or tools to assess 
a customer’s environment and workloads

Options For 
Building Assessment

Discover = TCO+ Visualise

Analyze all workloads 
and performance stats 
in a customer's IT 
environment—both 
physical and virtual—
including VMs, 
historical use data, 
core network 
infrastructure, servers, 
and data centers 

Discover + present 
visualizations of all 
workloads, app 
performance, network 
traffic, and other 
metrics and provide 
performance tuning 
and application 
optimization guidance 

Discover + Visualize + 
recommend migration 
options and provide 
the customer with 
end-to-end TCO 
comparisons between 
on premises, Azure 
cloud, and hybrid 
solutions
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Cloud migration / deployments

1 2 3 4 5 6

Will you build 
my entire 
application 
architecture on 
Azure including 
3rd party web 
services?

Will you stage 
and test my 
applications 
before they go 
live on Azure? 

Will you migrate my 
workloads to Azure? 
Will you take care of 
architecture changes 
in order to meet the 
reliability, scalability, 
and availability 
requirements? 

Will you help me with code 
changes required for my app 
to adopt to Azure?  Will you 
help me facilitate self-healing, 
auto-scaling and a secure 
deployment on Azure (if my 
application demands that)? 

Will you ensure that 
my data and 
processes respect the 
compliance and 
privacy requirements 
that my industry 
needs  (e.g. HIPAA, 
PCI, SOX etc.)? 

Will you provide 
me with sandbox 
environments with 
key tools to 
accelerate 
product 
development? 
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User Support: 
provide support for frequently asked 
questions, setup and usage, best 
practices, questions around billing 
and invoicing, break-fix support for 
developers, architecture design and 
solution design support for architects. 

Product Support: 
provide support when the Microsoft 
product is not waorking as expected or 
the service stops working. Escalate to 
Microsoft when the issue cannot be 
resolved with existing documentation 
and/or training

Csp Support Responsibilities 
“Partners transacting in CSP are 
required to provide end 
customers with support that 
meets their expectations, and 
local business and legal 
requirements”

Support Functions 
To Think About 

System Support: 
provide customers with information 
on any service interruption, relay 
expectations on when the system 
will be back online. 
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How to build an 
Azure MSP Practise?
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Each function: support, backup, 
monitoring,etc has a separate SKU 
and Consumption meter – most 
commong for SMP focused MSPs

Managed Service tiers charged per 
VM/Node/Instances – most common pricing 
model, especially for infrastructure services

Managed service tiers charged as percentage of 
underlying cloud spend – faster growing price 
model; typically used by born-in-the-cloud MSps

Typically used for Managed Apps/Mobility offerings or when building per user 
finished services in Azure – most common pricing model used for application 
sich as Magento, Sitecore, Sharepoint online and Power BI on Azure

Commonly used for finished solutions abstracted from the infrastructure 
– typically has the highest margin and usually involves some degree of 
intellectual property development

A-la-carte

Per Vm/Node

% Of Cloud Spend

Per User/Device

Per Project/App
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Talk to your top 10 customers, get their feedback, and 
internalize it. Figure out what their biggest pain points are in 
regard to support, security, infrastructure management, etc. 
Identify where they get — and if at all possible — how much 
they pay for these services. 

This customer data will prove invaluable in validating your 
business plan assumptions. 

This is a step that seems 
obvious but often goes 
overlooked: talk to your 
existing customers. Gauge 
their interest in Azure 
managed services. Have 
they explicitly asked for it? 

Is their business already in the 
cloud? Are they thinking about 
transitioning from an on-premises 
environment to a cloud 
environment? Learn everything 
you can about your customer’s 
business, virtualization and cloud 
initiatives, their interest in Azure, 
and their need for managed 
services. 

An Azure MP

Are you interested in 
cloud managed 
services?” 

Market 
Penetration

Market 
Development

Product 
Development

Diversification
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While thinking about what cloud managed services you’ll offer 
customers, the first step is to separate the “must-haves” from the 
“niceto-haves.” According to our research, mature MSPs typically 
offer 3-5 distinct functions or services.

What are you going 
to offer?

The next phase of building a sound business plan requires 
some introspection. Do an inventory of your existing skills 
and competencies. Do you already do assessments? 
Migrations? Do you run a support help desk? Are you 
experts at System Center and other similar management 
tools? Do you have familiarity with Dev-ops tools like Chef 
and Puppet, or scripting tools like PowerShell?

Example

For example, if you already provide Azure 
consulting, think about building your 
practice around assessments, migrations, 
or application design. Then add in basic 
24/7 support capabilities. On the other 
hand, if you are already providing 24/7 
support and service management for 
your hosted infrastructure, you can 
differentiate by extending your ITSM 
systems to integrate with Azure—creating 
a unique, specialized, and superior 
support experience. 
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It’s now time to figure out how much to charge and 
how you’ll bill your customers. 

A best practice for determining the optimum pricing model: don’t rely on market research alone. Sometimes the correct course of action is to 
simply ask your customers what model suits them the best, and what/ how much they are willing to pay for. Factor in changes in seller 
compensation with the new cloud pricing. Typically with a pre-pay contracts model, sellers are paid based on the number of commitments or 
licenses they sell. Conversely, pay-as-yougo contracts reward sellers based on the amount of Azure services a customer uses—usually per month.
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Determine the pricing structure that works best for you, your practice, and your customers. Most MSPs choose variable 
pricing tiers. Once you’ve locked on the levels, tier structure, and methods of pricing, decide your underlying SKUs and align 
your pricing models with the service offering you’ve decided to move forward with

First, decide the 

optimal pricing model 
you want to start with: pre-pay or 
Pay-as-you-go? Flat fee or Variable? 

Do you intend to charge 

per VM/node, per
app, or per user? 

Do you intend to keep it 

100% variable 
and charge as a percentage of 
underlying cloud spend? 



24

Offer Design

The Basic

Basic IT operations 
management

24/7 Monitoring

Monthly health reports & 
dashboards

24/7 help desk

Advanced level IT operations 
management including 
performance monitoring

24/7 monitoring and alerting

Daily health reports 7 
dashboards 

Backup with recovery SLA’s

24/7 help desk with aggressive 
response SLAs

Advanced level IT operations management 
including performance monitoring

24/7 monitoring and alerting

Custom real time health reports 7 
dashboards 

Backup and DR with recovery/failover 
SLA’s

24/7 help desk with aggressive response 
SLAs

Billing management and cost optimization

Dedicated account management

The Essential The Premium

Prove the viability of the concept. Lay out milestones and timelines for launching services. Train your staff on Azure. 
Generate pricing and profitability models. Pilot the offering.



www.websitename.com 25

Go To Market

Marketing and sales enablement are intrinsically linked to 
one another. Marketing—inbound and outbound—is about 
increasing awareness and generating leads. 

Sales enablement is about training the sales force on the 
new messaging and positioning so they can pursue those 
leads—even ones from an existing customer base. Even if 
you intend to launch your Azure MSP offering with a subset 
of your sellers, it is important to have some kind of 
readiness planned for your core solution sellers and 
technical sellers. 

Prepared with the proper materials, they will be able to 
deftly answer customer questions on the new offerings.
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§ Identify customer and 
buyer personas

§ Define value prop, 
messaging and positioning 
for each persona

§ Define core offer for each 
persona

§ Create pricing structure 

§ Build a to-customer Pitch 
deck 

§ Assess inside-sales/tele-sales 
readiness

§ Ensure customer care team 
readiness

§ Guarantee solution seller 
readiness

§ Ready your solution architect

§ Prepare your partner/channel

§ Announce your offering 
internally, company-wide

§ Create a sales toolkit

§ Create your digital assets-
website copy and design, 
landing pages, offer pages, 
pricing, testimonials, call to 
action

§ Engage SEO and SEM

§ Write blogs and white 
papers 

§ Generate press releases

§ Host a launch event and 
conferences

§ Create banner ads

§ Engage in tele-sales 
campaigns

§ Host webinars

§ Begin email campaigns

§ Attend industry roadshows 
and conferences

Product
Marketing

Launch 
Planning

Post Launch 
Demand 
Generation

Sales Enablement 
Readiness & 
Training
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Differentiate Your Offering

IaaS vs PaaS 
While most MSPs start with IaaS and build 
offers like cloud application management, 
backup, and infrastructure management, 
they find a differentiating niche in 
managing PaaS services, especially for 
cloud-native applications. 

Support as a differentiator 
Knowing that technical support is one of the 
most important services expected from a cloud 
MSP, partners differentiate through superior SLAs 
for response time, resolution time, and application 
uptime. 

Workload type 
Mobile app development, Ecommerce, digital 
websites, media services, ERP, and CRM are 
examples of workloads being used by Azure 
MSPs to differentiate themselves. 

Specific industries 
Healthcare, financial services, and the public 
sector are three common verticals that are 
challenging to build service offers around. If 
you choose to specialize in heavily regulated 
industries like these, you can benefit from 
Azure’s compliance certifications. 

Security
Most cloud MSPs offer basic firewall and anti-
virus services. Consider specializing in log 
analytics, alerting, intrusion detection and threat 
analytics to differentiate your practice in the 
fragmented security space.

Unique IP 
The biggest opportunity for differentiation is to 
develop intellectual property, whether it’s a 
proprietary assessment framework, 
runbooks/scripts that automate basic tasks, 
custom data visualizations, or a process that 
brings all the elements of the managed services 
business together in a seamless way. 
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Quality Of 
Service
“You need to constantly evaluate and build on your 

service offerings by listening to customer feedback, 

analyzing market trends, and responding to shifts in 

product maturity cycles.” 

Increased technology adoption 
Most MSPs launch a “Minimal viable offering” and continue to evolve 
their product lines with time. Some obvious technology areas of 
investments are automation/devops, advanced analytics and deep 
security offerings. Others foray into application design and 
development services. An important area of differentiation is to move 
into cloud-native application design and management—focusing on 
containers and microservices. Use the MSP offering grid on Page  as a 
checklist to determine your next level of investments. 

Continued hiring and training 
An average Cloud MSP grows by 120% in the first year, and breaks-
even within 6-9 months after launching. This aggressive growth 
demands aggressive hiring— especially with sales and technical staff 
often growing by 3-4x in the first year. Make sure you have a plan in 
place for continued hiring and training. Use the partner enablement 
map on page 47 to see what resources are available for your training 
and readiness needs. 

Executive sponsorship and review  
The venture into managed services presents a major transformation 
imperative for most organizations—requiring significant change 
management and adaptability. It is important to have a C-level 
executive sponsor for the transformation program, even after the 
launch of the business. 
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A Few Best Practices 
To Keep In Mind

01. 02. 03.

Treat the MSP business as a separate business 
unit/revenue stream with   its own P&L. As 
such, it should be tracked separately from the 
rest of the business in all executive reviews. 

Define key success metrics and closely 
track them in every leadership   review. 
The metrics should be a combination of 
revenue and adoption  statistics

Closely track upsell and cross-sell opportunities 
with other business   streams. Answer questions 
such as “How many professional service   
deployments are converting to managed 
services?” or “How many   operations projects 
started with an assessment?” Make sure to 
maintain   relevant up-sell and cross-sell targets.
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