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HOW TO AVOID UNDERDELIVERING ON
CRUCIAL PROJECTS AS AN MSP

Being a managed service provider is competitive business. When striving for client attention and 
acquiring new paying customers, it is critical to live up to expectations or risk being blacklisted. Word 
of mouth marketing and spreading the good word is essential for building business relationships 
and getting that next lead. What builds a real reputation is the ability to live up to expectations and 
delivering on crucial projects.

It is always easier said than done. There is always something that will go wrong and a delay which will 
pop up out of the blue. As an MSP, you have to be prepared for the unexpected. What many MSPs end 
up doing is committing to more than they can actually deliver. This causes cracks between them and 
clients and the relationship ends up suffering greatly. 

What are some ways you can avoid overselling and underdelivering? It’s a dilemma which many 

We hope ya’ll had a fantastic 4th of July and enjoyed the extra long weekend which most of us decided 
on taking. It’s always a good idea to dedicate downtime to family and friends. Without it we’d all just be 
corporate zombies.

After the weekend is done and over with, it’s time to get back to preparing for another great six months! 
Can you imagine we’re already more than halfway through 2019? It’s flying by but we’re going to keep 
you on track to end this year stronger than ever. 
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business owners go through all the time. Keep reading to get our expert opinion on the matter and 
hopefully deliver a quality project on time. 

Set Clear and Realistic Expectations

If this is your very first project, it may be an intimidating task. But for most of our readers, they are 
experienced in the business and know when they are quoting realistic and unrealistic expectations to 
their clients. 

It’s important to do a thorough assessment of your human resources and whether or not you can live 
up to what you will be quoting to a potential or existing client. From manpower to billable hours and 
normal working times of your office along with ongoing projects, all of these aspects factor into how 
many new projects you can take on as an MSP.

Assess Team Skillset

Taking on projects which you clearly are not capable of tackling can put you into a real challenging 
spot. If there is ample time before the project is completely laid out and needs to begin, see if you can 
get the adequate specialists on board. These can be consultants and specialists who you may not need 
to have full-time, unless you can afford to have them on your team permanently. 

Investing in human resource and further developing their skillset is always a great move to make. It 
builds the capacity of your MSP and allows for diversifying the sort of projects you are able to take on. 
But this also means needing to know what is practical in your situation. Don’t be afraid to say no to a 
project you know you will not be able to deliver on fully. 

Always have a Safety Cushion

The general rule of thumb is to always keep a 10-20 percent cushion whenever quoting a timeframe and 
price for any project. This provides enough of an extra space for you and your team to overcome any 
delays or problems which may arise during the project lifecycle. 

In the world of business, the biggest relationship killer is not living up to your word. Making a promise, 
signing an agreement and having someone invest their time and money into your business is a big 
thing. Avoid underdelivering at all costs because a business with a bad reputation doesn’t last long in 
today’s competitive corporate environment. 
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WANT TO RETAIN CLIENTS, KEEP COMMUNICATION
AS A TOP PRIORITY 

As managed service providers, we tend to focus on delivering the best in technical expertise. We hope 
to be the best of the best and that our work will speak for itself. While that’s a great aspiration to have, 
communication is key and usually ends up being the biggest factor in retaining clientele. Whichever 
sector you may be dealing in, there is bound to be noise and all efforts to rise above it are valued.

There is just so much going on. Businesses are running around trying to make sense of it. Being 
a managed service provider which can deal with consistency, clarity and provide unmatched 
communication is the way to break out of the norm. 

It’s great to have a newsletter, regular social media postings and updating your blogs, but are you 
really speaking with your audience? Truth be told that clients like yours are yearning for that sense of 
belonging. Show them that you are truly there for them and always have their undivided attention. 
That extra effort will go a long way.
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Keep Communications Strong from the Start

We’re so focused on the sales funnel and bringing customers into the loop that we forget to start off 
strong and keep the momentum going. Every customer should be dealt with the utmost priority and 
even a slight show of slacking could put all your effort right down the drain. It’s a competitive world 
we’re living in and potential customers are looking for that spark of uniqueness. 

Regardless of how big or small your potential client is, ensure to them that they will be getting the best 
possible customer service and how all channels of communications will be open for them. Make them 
feel wanted and special. It’s all about serenading them into signing that initial deal to really kick things 
off. Prove to them that they made the right decision. 

Have Solid Communication Policies and Procedures in Place

Develop a strong system of how you communicate with potential and existing customers, along with 
the frequency of your touch points. Any account manager and business development expert will tell 
you that getting into the good books of a client is by building a relationship and communication is the 
first and foremost way of doing that.

Map out a plan of how customers are dealt with right from the start when they become aware of your 
business till becoming long-time clients. Every client should get a high level of service and having a 
plan in place will allow that consistency to stay put despite any future shake up in staff. 

You may have heard the term that a business is only as strong as it’s documentation. Keep everything 
well documented and have the team go through regular sessions to safeguard the quality of service. 

What to Take Away

The small things matter for business relationships. Being responsive, on time and providing clarity on 
ticket processing makes everyone’s life much easier. A strong system only gets better by learning from 
experiencing it in action. How far along are you in effectively implementing a strong communications 
system?  
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ESSENTIALS OF A HARDWARE LIFECYCLE POLICY 
In continuation of discussing how to provide clients with the best level of service, a hardware lifecycle 
policy for a managed service provider is as important as anything else. It may be one of the practical 
ways of ensuring the highest service is provided because hardware and devices that go on beyond their 
respective timelines are bound to cause major business problems.

For the bigger organizations, it has become common practice. The importance of it is recognized 
well. It’s the smaller to medium sized organizations which are more avoidant of investing in what 
they consider to be monumental expenses. It’s great to want to save on expenses, but what if they 
are absolutely crucial to a business’ long-term performance? There should be a stop point on where 
compromise is made regularly. 

Develop Custom Hardware Lifecycle Policies for Clients

Does your agreement with clients include a hardware lifecycle clause or portion? If you already aren’t in 
the business of pointing out the hardware changes required after every few years, it is best to set a time 
to meet with representatives at that business to begin talks about doing so. 
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The last thing clients want from a managed service provider to having to deal with surprises that will 
cost them. No one likes out of the blue expenses to be crawling up on them. This gives you a reason to 
have the discussion and agreement reached beforehand. 

Provide value to your clients by discussing why hardware lifecycles are important and the sort of 
benefit they give while adhering to them. 

Do a Thorough Assessment

If the client in question is being prepared for a hardware lifecycle policy for the first time, it’s important 
to run a thorough initial assessment of where their network and devices currently stand. It is 
surprisingly common on previous service providers they may have been dealing with never focused on 
assessing how old their hardware actually is.

What tools are you planning on using to monitor the hardware and devices across the organization? 
Do you automate most daily tasks and operations? It could be crucial to know what the best solution 
would be for specific clients and segmenting them depending on whether they will need manual 
support or automation would work better.

Implementing best practices requires consistency and knowing what the priorities of your clients are. 
Doing this will ensure that their hardware and network infrastructure is always running at an optimal 
level. When the lifecycle is complete for certain pieces of equipment, it becomes easier for overall 
deployment and the transitioning phase. 

Disposing Off the Old Hardware

Depending on your city and statewide regulations, having a practice of disposing off with older 
hardware which is compliant is also a necessary portion of the policy. This can include environmental 
and security focused points to make certain that all requirements are being met.

 Having an adequate hardware lifecycle policy in place can make a world of a difference in guaranteeing 
your clients are always performing at their best. As an MSP, you need to provide comprehensive 
services and such policies prove that you know your business and prioritize your clients well. 
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WHERE GROWING MSPS GO WRONG AND
HOW TO STAY ON TRACK 

It’s a great time to be a thriving business. The economy is generally doing well, and things are only 
expected to heat up from here. With that being said, it is of absolute necessity to grow confidentially 
but with proportionate caution and planning. 

Issues can arise for growing businesses as quickly as they can for any other one. This is not only 
applicable to managed service providers, but across the board for organizations which are bent on 
keeping growth at all time highs. 

Sustainability is key in keeping a growing business healthy and increasing at a practical rate. Going 
overboard can end up causing irreparable damage.

Here are some of the best ways to keep your growing business, manageable and thriving:

Develop a Standardization Plan

Gaining more clients means having to provide more hardware, policies and training staff to deal with 
situations accordingly. 

In order to maintain a universal level of efficiency, developing standardization protocols is one of 
the best ways to do it. This means using specific vendors for hardware and software deployment to 
implement solutions quickly with as little hassle as possible. For the long-term planning aspect of it, 
this equates to easier configurations, technician training and troubleshooting. 

Calculating ROI and Developing a Strategic Marketing Plan

It’s easy to invest heavily in advertising and easier to run out of your marketing budget early on in the 
year. While the rush may be intense as you sign on more clients every month, playing the long game is 
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important to maintaining business success.

This involves developing a strategic marketing plan which will help in calculating the ROI (return on 
investment) for every dollar being spent to attract new clientele. For some growing managed service 
providers, it may also be an eyeopener to see that the investment is actually much higher than 
intended. 

By making necessary configurations to how you have been marketing till now, you could really end up 
saving money and still maintain a consistent flow of incoming leads. It’s all about being smart and not 
flamboyant, which many businesses are in the start. 

What comes next is developing key performance indicators and deploying tools to continuously 
measure your success. Know what’s working and use data analysis and analytics to tell the picture 
numbers are trying to portray. How much of your business is coming in from outbound or inbound 
calls? What percentage is completely online? Figuring out these metrics will allow you to invest in what 
is making the biggest splash in your business development efforts. 

Burning Out

It is high time for all businesses in the start. They are burning as much gas as they possible can and it 
results in them not only burning all of their cash but burning out human resource as well. It is key to 
maintaining a balance in the pursuit of corporate success.

To avoid doing this, do you have clear goals and expectations in mind? You will neve really know where 
you are going or where you want to end up being if none of that is planned out. The better the strategy, 
the better the journey will be. 

Need help in growing your MSP in a sustainable and efficient manner? At MSPE Expediter, we’re focused 
on putting MSPs on track for success. Give us a call today at 972-411-2473 or send us a message today 
at info@mspexpediter.com to see how we can help your business reach its goals! 

1059 S Sherman Street
#140 Richardson, Texas, TX 75081
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