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MANAGING IMPATIENT CLIENTS ISN’T A SKILL, IT’S AN ART
Managed services providers aren’t only managing the services that they provide. They also need to deal 
with managing so many clients, who at times, can be very difficult to deal with. We know. We’ve had 
our fair share of tough clients who didn’t seem to budge no matter what we did. It’ s a struggle which 
most businesses like yours would consider needing a special skillset. In reality, it’s an art which comes 
with patience and the willingness to learn.

So how does one acquire proficiency in the art of dealing with tough customers? We are going to show 
you how it’s done today. 

Communicate, Communicate, Communicate 

Like saying it three times in a row just wasn’t enough, we’re going to say it again. Communicate! The 
worst thing any managed service provider can do is not communicating regularly and timely with their 

The sun is out and shining bright on everyone. We hope it’s not too hot where you are, but just right 
enough to be getting out there and actually enjoying the summer. Winter was harsh this time around. 
Anyone remember that? Whether you’re working outside or staying indoors, this June, we want to focus 
on helping you keep your business thriving in all weather. Have anything you’d like us to discuss in next 
month’s edition of MSPE Insights? Drop us a message and we’ll love to add your ideas to the idea board. 
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clients. This principle can be applied to any aspect of life. Not returning a phone call can keep the other 
person in the dark. Sitting on an email will only escalate the issue, not solve it.

If there’s something going on or if you’re expecting some downtime for specific services, make sure you 
communicate everything to your clients well ahead of time. Have calls coming in and emails blowing up 
your inbox? Prioritize handling them as soon as possible without any unnecessary delays. 

As soon as that ticket is picked up by a technician, there should be clear communication on how much 
time that client can expect the resolution of their issue to take. This makes so many things easier for the 
client in question, as well as yourself as an MSP. 

Clear Expectation Setting

Your clients need to know what to expect from you as an MSP. This comes from a well drafted service 
level agreement which both parties willingly agree to. One of the biggest mistakes MSPs make is using 
template agreements which really don’t paint the accurate picture based on their capacity to handle 
specific tasks and what the client may be needing.

Every single one of your clients would expect you to prioritize their issues right away. With an SLA 
outlining all terms and conditions clearly and comprehensively, keeping expectations at the level of 
being realistic is achievable. 

Some managed service providers even go as far as to introduce ‘upgrade packages’ to upsell to their 
clients for better response times and ticket forwarding ahead of the queue. Experiment with clients 
who you know have that cushion to move things around and see if they’d be willing to upgrade their 
packages with you. It’s all about playing it smart and staying strategic. 

Do You Have the Right People?

There’s a reason why so many companies are hiring ‘customer success specialists’ instead of the 
traditional customer service reps. It’s a specialized job and can’t be done by just winging it. Clients 
expect the best level of service in the competitive world of MSPs. This is why you need to stay one step 
ahead of the game in resolving incidents and knowing you have the right people for the job.

Have the right people, equip them with the right tools and keep processes well defined. You just may 
miss having tough clients to deal with when everything in your house is in order. 
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HOW EDUCATED ARE YOUR CLIENTS ON
CYBER SECURITY RISKS? 

Transitioning from dealing with tough clients, there’s another aspect of businesses for managed service 
providers which would make day-to-day operations so much easier. This is knowing that their clients 
are equipped with adequate awareness of cyber security risks. It may even be something as simple 
as opening up a phishing email claiming to be the MSP, which is you in this case and clicking on a link 
which leads them to giving up sensitive information. 

This can be severely problematic and will seriously lead towards even worsened trust among you and 
them. With that being said, it is important to consider the last time you gave clients a training on the 
latest cyber security threats posing a severe risk to their business. You would be surprised to learn 
that most clients and their staff members end up forgetting half of the details and regularly need to be 
refreshed.

It can be hard when having a number of clients who need to be retrained but not enough manpower 
to do it. One of the easiest ways of dealing with this is to schedule trainings out on a yearly basis and 
adequately allocating human resource when timeslots appear to be open. 
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But it’s also important to stick to the important parts of cyber security essentials. This can end up 
saving time and money, which could rather be prioritized for other areas of business. 

Here are some of the top points to always include in determining the level of education your clients 
need on cyber security risks:

Phishing Emails

If any email seems to ask for sensitive information like passwords, credit card information, date of birth 
or social security numbers, it needs to be reported immediately. Following that, always confirm with 
the requesting person or business directly by calling a direct number or known email address instead of 
the one where the email came from.

Teach your clients to always exercise extra caution towards such emails and to never blindly follow 
everything they are asking to be done.

Keep Their Devices Safe and Implement a Device Policy

Every organization, large, medium or small, needs to have a well executed device policy which each 
and every staff member understands. It doesn’t need to be too extensive, but generally gives a good 
idea that storage devices and laptops or even confidential documents need to be safeguarded. 

Leaving anything around makes it vulnerable to getting into the wrong hands. Once that data is taken, 
it may never be recovered and could end up in amounting to a significant loss for everyone involved. It 
is usually too late before any investigation is complete, which is why it’s always better to stay safe than 
to be sorry. 

Stronger Passwords

This is one point which will always be universally applicable. Despite so much awareness from the 
media and MSPs around the country, people are still accustomed to keeping easy to guess passwords. 
Terms and phrases which are associated with that person individually should also be avoided at all 
costs. 

Giving examples of strong and recommended password types is the most simplistic way of showing 
how it’s done. But make sure they don’t just end up using those passwords you show them as 
examples. That would just be counterintuitive. 
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A STRATEGIC PRICING STRATEGY IS ESSENTIAL
FOR BUSINESS SURVIVAL 

Wouldn’t it be great living in a world where costs remain consistent and as a business owner, you would 
never have to raise the prices of your products and services? Unfortunately, we live in a world where 
inflation is a serious risk for businesses of all sizes and to us, as individuals. Your vendors, suppliers and 
even manpower expect an increase of money paid to them on at least a yearly basis, because they also 
face the same inflation everywhere else. 

Increasing prices and the overall costs of your services to your clients should not mean having to close 
your doors to new business. The fear of losing clients is primarily why managed service providers 
are hesitant to increasing their prices, but in a modern business strategy, it’s essential to have a well-
defined pricing model. 

Not keeping your prices adjusted to match inflation could put you out of business sooner than later and 
no one wants that to happen. 
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Figure Out the Rate of Growth Suitable for You

Now, what could be seriously counterproductive here is having an ill-defined pricing strategy. Coming 
up with a random number to charge your customers is never the way to go. Take out the time to really 
figure out what sort of growth your business needs on a regular basis to not only stay afloat, but to also 
thrive under certain economic conditions. 

The logic model for raising prices should be one which is well prepared, and customers are able to 
understand it easily without too much confusion. Every business out there is in the game of raising 
prices overtime and it’s a reality with every world economy. Make sure your business is not on the 
compromising side of things. If you need to consult with a financial specialist or have a team in-house, 
do so and come up with a solid strategy to move forward with. 

Talking about the risk of losing customers, that can happen for any reason and pricing is not always the 
sole factor. Clients will come and go, but what you, as a managed service provider, need to really focus 
on is providing that value for the cost in return. If the primary aim of your business is to be the best MSP 
clients can be in partnership with, the risk of them going with someone else will be minimalized. 

Early Established Expectations

Just like a lease agreement on a property, clients need to know when and how much of an increase in 
prices should be expected. The terms and conditions of your agreements with clients should clearly 
outline a pricing strategy which will not only give them the best service, but also is logical and not out 
of the norm. 

Setting those expectations early on during the client onboarding process will mitigate the risk of their 
being any shock to the client later. When clients get what they expect, they follow through without 
much hassle. If some of your clients are already signed up without that having happened, discuss it 
with them and give them enough of a notice to make an informed decision. 

Keeping communication clear and consistent is key to gaining the trust and confidence from clients in 
your services.  
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HAVE YOU CONSIDERED A FILE VERSIONING
POLICY FOR CLIENTS? 

As an organization grows, so does the need to increase the efficiency of data being stored and the 
ability to easily retrieve it. Cloud computing has made storing files and accessing them from anywhere 
and from any device, but what is becoming confusing for many clients of ours is trying to implement a 
strong file versioning policy for their customers. 

In the modern enterprise, workers are in cross functional teams and multifaceted roles. This means 
more access of files across the board and needing to properly plan the lifecycle of documents, files and 
information available in the cloud. Not doing so results in overlapping and a constant state of confusion 
when not knowing which the most recent version is uploaded and who may have worked on it last.

This may seem like an issue which can be dealt with on a lower priority basis but think about clients like 
law firms and public services who depend on streamlining file management. Working off a wrong file 
can mean dire consequences in regard to important case files and being able to offer people the best 
possible service. This can end up becoming a lawsuit and evolving into an investigation. 
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How To Keep File Versions Updated on the Cloud

Collaboration has never been easier. Whether your clients are using Google Drive, OneDrive, Microsoft 
SharePoint or any other cloud data management solution, it can become messy and unmanageable or 
could be the best move they ever make. 

Despite moving to the cloud, many businesses find it difficult to adapt to the newer environment. They 
are still accustomed to sending and sharing files over email and keeping the most updated versions on 
their own desktops. This makes cloud computing inefficient and not worth the investment. 

An efficient way of keeping file versioning updated is by ensuring collaboration and updating files is 
all done in the cloud. Instead of downloading and keeping copies of documents on their own devices, 
build client awareness on accessing and using files directly from the cloud. This will keep files updated 
and in their recent most versions. 

Have Responsibilities Assigned 

Businesses growing means teams will eventually expand and make room for more manpower. When 
this is the case, assigning roles and responsibilities accordingly on who will manage parts of the 
database and look after file versioning is a realistic way of ensuring the continuation of policies. 

Adopting best policies of file versioning such as leaving comments in documents for the next person 
to see and allowing certain people the access allows for efficient management. The dissemination 
of information about the risk of overwriting updated files should also be made clear to the people 
involved so that a crisis can be avoided. 

The overall purpose of file versioning policies are to enhance the organization and cohesiveness of a 
business setting using cloud solutions. Without knowing the best way to approach such situations, your 
clients may end up dreading the decision to move from physical databases to a setup they are unable 
to see and handle themselves.
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