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From 2017 to 2019, the global managed 
services market grew 24%, and it’s expected 
to grow another 54% by 2023.1

Managed services providers are becoming an ever larger component of the IT 

industry. According to Spiceworks research, managed services currently makes up 

14% of IT budgets—and it’s growing, especially among enterprises.2 What do these 

managed services providers look like, and how do they operate? More specifically, 

how are they handling major software deployments such as Office 365? Spiceworks 

recently conducted a survey of MSPs to find the answers to those questions and 

more. Respondents included IT professionals from full-service MSPs as well as 

from systems integrators, independent software vendors, and value-added resellers 

and dealers. All respondents work for organizations that influence tech purchase 

decisions for their customers and are responsible for managing and upgrading their 

customers’ Microsoft solutions.

This white paper takes a look at the results of that survey, giving us a window into 

the world of MSPs and providing valuable insights into how MSPs operate, including 

their current challenges, priorities, perceptions, and practices. In addition, the report 

examines how MSPs are tackling the growing adoption of Office 365.
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WHAT TODAY’S MSPS LOOK LIKE
Managed services providers come in all shapes and sizes. The majority of survey 

respondents classify their organization as an MSP, but many claim other descriptions 

as well, such as systems integrator and independent software vendor. Over two-thirds 

of those surveyed have 50 employees, and two-thirds of them serve 100 customers or 

more, significantly outnumbering smaller shops that serve smaller-sized customers. 

As for the size of customer companies, nearly 30% of surveyed MSPs serve  

customers with less than 100 employees. Almost the same percentage serve 

customers with 100-499 employees. Furthermore, 43% of surveyed MSPs  

serve large-sized customers with 500 employees or more.
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COMPANY TYPE

Systems 
Integrator (SI)

37%

Independent 
Software vendor (ISV)

35%

Value-added reseller/
Distributor (VAR/VAD)

28%

Other IT services
Provider

10%

Managed services
Provider (MSP)

64%

MSP COMPANY SIZE TOTAL CUSTOMERS SERVED CUSTOMER COMPANY SIZE

69%

32%

•50+    •<50 •100+    •1-99 •500+    •100-499    •1-99

66%

32%
43%

29%

28%



MSPs offer a variety of products and services to help companies meet specific IT 

needs and requirements. All provide software solutions, and the vast majority offer  

IT department outsourcing and strategic IT consulting. It’s also common for MSPs  

to provide networking, hardware, and security solutions, and end-user support.

Service offerings can vary more widely. While nearly 40% of MSPs provide full 

services, many others provide only select services—a combination of solution design, 

product installation and configuration, monitoring and management, break-fix, etc.
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IT PRODUCTS/SOLUTIONS OFFERED TO CUSTOMERS

 Software/apps 100%

 IT department outsourcing/contracting 70%

 Strategic IT consulting 66%

 Networking 62%

 Hardware 58%

 Security 53%

 End-user support 51%

 Cloud/visualization 50%

 Backup/disaster recovery/storage 49%

 Collaboration 37%

 Mobility 29%

IT SERVICES OFFERED TO CUSTOMERS

Full 
Service

Individual Services
(Listed to the right)

39%

61%

 Set-up/install products/solutions 36%

 Provide advice/consulting 29%
 Design solutions 29%

 Recommended products/solutions 29%

 Assist with purchasing 27%
 Monitoring and management 27%
 Train customer staff 26%
 Order/purchase replacement parts/supplies 26%
 One-off requests/break-fix 25%



THE BUSINESS OF BEING AN MSP
When looking ahead two to three years, MSPs have ambitious goals. Topmost is to 

increase revenue streams by expanding service offerings and growing their customer 

base. Other business goals include enhancing the customer experience and increasing 

overall efficiency. 

According to the survey, smaller MSPs are focused on expanding their customer base, 

whereas larger MSPs are more interested in enhancing the customer experience and 

promoting innovation.
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TOP BUSINESS GOALS

 Increase revenue 52%

 Expand service/solution offerings 33%

 Expand customer base 32%

 Enhance customer experience 31%

 Improve operational efficiency 30%

 Increase innovation 25%

 Reduce operating costs 21%

 Improve regulatory compliance 17%

 Reduce complexity 14%

 Sustain current amount business 13%

 Position ourselves for acquisition 11%



Like any other business, MSPs face multiple challenges in fulfilling the IT needs of their 

customers. Unsurprisingly, customer resistance to the cost of solutions is highest on the 

list. Nearly as high, however, is the limited time and resources MSPs have to balance 

customer work with their own internal needs. Other top challenges include educating 

clients on new products and solutions, and growing and scaling the business.

25% of respondents report struggling with low profit margins. Based on survey results, 

MSPs with smaller-sized customers find low profit margins to be a bigger challenge 

versus their counterparts with large-sized customers. MSPs with large-sized customers, 

however, are more likely to struggle with a lack of centralized management tools.
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TOP CHALLENGES OF PROVIDING IT SERVICES TO CUSTOMERS

 Resistance from customers to the cost of solutions 34%

 Limited time/resources to balance internal and client work 33%

 Educating clients on new tech products/solutions 30%

 Growing/scaling the business 30%

 Differentiating service offerings/maintaining a competitive advantage 28%

 Clients requesting services outside of our core offerings 26%

 Low profit margins 25%

 Lack of centralized management tools/solutions 24%

 Resistance from customers on recommendations 24%

 Finding good/reliable vendors/partners 22%



THE MSP’S SPHERE OF INFLUENCE
When it comes to deciding which products their customers purchase, MSPs exert 

tremendous influence, with 94% stating that their customers either often or always 

purchase what they recommend. This high level of influence speaks to the trust 

customers place in their managed services providers.

Several factors influence the recommendations that MSPs make to their customers. 

The top factor in choosing the right solution is the MSP’s level of expertise and/or 

experience with a brand or solution. However, customer requests are a close second. 

Relationships or prior experiences with specific vendors or partners matter to one-

third of the respondents. 
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FACTORS INFLUENCING RECOMMENDATIONS TO CUSTOMERS

 Previous experience/expertise with particular brand/solution 43%

 Client request/demands 40%

 Previous experience/expertise with vendor/partner 35%

 Existing relationship/partnership with vendor/partner 32%

 Incentives from vendor/partner for your recommendations 25%

 Client brand preference 19%

LEVEL OF INFLUENCE

Customers almost always 
buy what we recommend

47%
Customers often 

buy what we recommend

47%
Customers sometimes 

buy what we recommend

7%

= 2%



HOW MSPS CHOOSE THEIR OWN VENDORS
Just as their customers look to them for help, MSPs look to external vendor partners 

that can help them better serve their customers. What attributes do MSPs look for 

when choosing a vendor partner? Here’s what the survey respondents said was most 

important, in their own words:
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TOP 4 VENDOR ATTRIBUTES,  
ACCORDING TO MSPS

1:  SUPPORT
> “Experience staff and 24/7 support”
> “Excellent, efficient follow-up and follow through”
> “Knowing you’re just a phone call away if something goes wrong”
> “Proven track record of superior service”
  

2:  PRICE AND VALUE
> “Having the best prices and features”
> “Competitive pricing for low-volume purchases”
> “Transparency in pricing models”
> “Carrying products that are the best bang for my buck”
  

3:  GOOD, VERSATILE PRODUCTS
> “Availability of products and services”
>	 “Having	more	options	for	my	customers”
>	 “Flexibility	in	scaling	solutions”
>	 “Offering	solutions	rather	than	off-the-shelf	products”
  

4:  RELIABILITY
> “Ability to deliver on promises”
>	 “Good	reputation	and	high	efficiency”
> “Good and fast delivery of the product while maintaining quality”
> “Consistent performance”

According to the survey, smaller MSPs are more likely to rely on their previous 

experience with a given brand or solution when making a recommendation.  

Conversely, larger MSPs are more likely to rely on their customers’ preferences. 



HOW MSPS ARE APPROACHING OFFICE 365 
Office 365 transition continues to increase globally. According to a recent Microsoft 

report, Office 365 now has 180 million users, with commercial seats growing 27% 

each year.3 The report further states that Office 365 is currently growing at more  

than 4 million users per month. Needless to say, most survey respondents indicate 

that their customers have already deployed Office 365—or they expect them to do  

so within the next three years.

Why are MSPs recommending Office 365 to their customers? The top reason is that  

it provides significantly more value than the previous versions (e.g., Office 2007, 2010, 

and 2013). They also recommend Office 365 for Windows 10 compatibility, and for its 

improved management capabilities.

For many MSPs, there are other key reasons for recommending Office 365. Roughly 

one-third use Office 365 to help customers transition from Office versions that 

have reached end of life. In addition, MSPs widely recommend Office 365 as a 

means to access the latest functionalities. In nearly one-third of all cases, customers 

independently enquire about Office 365.
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OFFICE 365 DEPLOYMENT

Future deployment expectations
Deploying 
Future

Already
Deployed

Aren’t
Planning

Don’t
Know

3%
4%

36%

58%

<1 Year

1-3 Years

3-5 Years

>5 Years

28%

8%

21%

2%



Not all IT customers are eager to transition to Office 365. Survey respondents cite 

several hurdles to convincing customers of its high value, with licensing costs at the top 

of the list. In fact, one-third of MSPs state that their customers do not want to be on a 

subscription licensing model.

While licensing costs and subscription models are the primary barriers to transitioning 

customers of smaller-sized MSPs, licensing complexity and compatibility issues with other 

Office versions are the main challenges to transitioning customers of larger-sized MSPs.
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TOP REASONS FOR RECOMMENDING/PURCHASING OFFICE 365

 To provide more value to customers than their current versions of Office 40%

 Customers are upgrading to Windows 10 39%

 To take advantage of the simplified management capabilities 38%

 To address end of life/support for their existing version of office 32%

 Customers are asking for IT 31%

 To provide access to new available features/functionality 31%

 To provide access to new security and compliance features 29%

 Customers recently upgraded their hardware 23%

BARRIERS/CHALLENGES TO CONVINCING CUSTOMERS TO DEPLOY OFFICE 365

 Licensing costs 37%

 Don’t want to be on a subscription licensing model 32%

 Perceived lack of new value with new Office 365 27%

 Potential disruption to end users caused by rollout 27%

 Concerns over security 25%

 Worried that it won’t be compatible with other versions of Microsoft Office 25%

 Licensing complexity 23%

 Concerns about having to manage a regular cadence of future updates 22%

 Unsure if existing custom applications, add-ins, and/or macros will work 22%

 Concerns about quality of support services 21%

 Concerns over deployment complexities 21%

 Lack of resources to train or support end users on a new version 19%

 Not needed for certain departments/functions/employees 18%



INSIGHTS INTO OFFICE 365 PURCHASING 
When it comes to purchasing Office 365, MSPs and their customers have several buying 

choices. Of the MSPs who have already implemented Office 365 for their customers, 

55% either purchased directly from Microsoft or recommended that their customers 

make a direct purchase, while 45% purchased through a reseller or other channel.

Surveyed MSPs cite many advantages to purchasing Office 365 directly from 

Microsoft, including Microsoft’s high-quality support services, established reputation, 

and ability to resolve issues quickly. 
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ADVANTAGES OF PURCHASING FROM MICROSOFT

 Availability of high-quality support services 31%

 Established reputation 27%

 Speed of support to resolve issues quickly 24%

 Clean and transparent pricing structure 23%

 Efficient purchase experience 23%

 Experience of setting up and deploying solution 21%

 Availability of learning/training resources for end users 19%

 Easy to find specifications/technical information 18%

 Product obtainability 17%

 Billing and subscription management experience 17%

Microsoft

55%

Reseller

24%

Value-Added Reseller/
Dealer (VAR/VAD)

17%

Other

5%

OFFICE 365 PURCHASE CHANNELS



Experience with setup and deployment, along with the availability of training resources, 

tend to benefit large-sized MSPs versus small ones.

MSPs that purchase Office 365 from a reseller state that resellers have an advantage 

over Microsoft because they provide a more efficient purchasing experience. Like MSPs 

that purchase directly from Microsoft, they cite the availability of high-quality support 

services and products as advantages. 

When deciding whether or not to purchase Office 365 from a reseller, competitive 

pricing with improved margins is the single most important factor for most MSPs, 

whereas technical support and subscription management improvements are less 

important considerations.
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ADVANTAGES OF PURCHASING FROM A RESELLER

 Efficient purchase experience 27%

 Availability of high-quality support services 21%

 Product obtainability 20%

 Speed of support to resolve issues quickly 19%

 Confidence a proposed solution is cost-effective 19%

 Ongoing communication on new features/updates 19%

 Easy to find specifications/technical information 18%

 Established reputation 17%

 Clear and transparent pricing structure 17%

 Provisioning resources/management 16%



Competitive pricing is more likely to be an important factor for smaller MSPs 

considering purchasing Office 365 from a reseller. For larger MSPs, subscription 

management tends to be more important.

When deciding which reseller to purchase from, MSPs consider many factors. The 

most important is having access to technical support without having to meet a sales 

minimum. Nearly half of MSPs also look for a portal for centralized management of 

customer subscriptions, and they seek automatic, proactive escalation of product 

issues to Microsoft.
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CRITICAL CONSIDERATIONS WHEN CHOOSING A RESELLER

 Access to tech support without meeting a sales minimum 55%

 Centralized portal to manage customer subscriptions 48%

 Proactive problem escalation to microsoft for support 46%

 Simplified, easier to understand licensing model 42%

 Save 10-15% on CSP licensing vs. Direct billing with Microsoft 41%

 Access to licensing experts without a volume incentive 41%

 Online, consolidated customer billing management platform 40%

  A single point of contact, dedicated technical account rep 39%

 Customized billing/invoicing experience, down to the individual customer 38%

 Greater flexibility to manage multiple clients 38%

 Ability to hide/control customer licensing costs 37%

IMPORTANT FACTORS FOR CONSIDERING PURCHASING FROM A RESELLER

 Competitive pricing with improved profit margins compared to Microsoft 46%

 Prioritized technical support 19%

 Improved subscription management platform compared to Microsoft 19%

 Improved billing management/flexibility compared to Microsoft 17%
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KEY TAKEAWAYS
Today’s MSPs face many unique challenges when serving their clients, so they 

want to partner with a trusted vendor that can offer customers versatile, reliable 

products and solutions at scale. Though it is advantageous to purchase products 

directly from Microsoft, resellers offer their own compelling benefits, including a 

more efficient purchasing experience. 

MSPs should partner with a technology vendor that offers competitive pricing and 

better profit margins than Microsoft, as well as access to technical support without 

a sales minimum. The right partner can help MSPs achieve their goals of increasing 

revenue, improving efficiency, and enhancing the customer experience.

ABOUT TRUSTED TECH TEAM

Trusted Tech Team is a Microsoft Silver Small & Midmarket Partner that provides seamless  

purchasing, licensing, and installation of software for more than 7,000 IT pros. For more information,  

visit www.trustedtechteam.com.

ABOUT THE SURVEY

Trusted Tech Team commissioned Spiceworks to conduct a survey in October 2019. This survey targeted 

IT professionals from managed services providers, including systems integrators, independent software 

vendors, and value-added resellers and dealers. Respondents included IT directors, IT managers, and IT staff 

that influence tech purchasing decisions, and who are responsible for managing and upgrading Microsoft 

solutions for their clients. The objective of the survey was to understand current challenges, priorities, 

perceptions, and practices among MSPs, including their approach to Office 365 purchasing and deployment. 

Survey results included responses from 200 respondents located in the United States of America.
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