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A bigger voice for
small business, a big boost
for your IT practice.

Introducing Cisco™ Small Business Unified
Communications 300 Series.
The UC300 is easy to sell, install, and use. It extends your opportunity to sell unified

communications to small business customers that want the advantages of Voice over IP
without the complexity of enterprise-class unified communications.

Full featured phone system that can be configured as a key system or PBX

Designed specifically for companies with fewer than 24 people
+  Built-in four-port managed Gigabit switch, Gigabit WAN port, and 802.11n access point
+  Support for Session Initiation Protocol (SIP} trunking and traditional FXO lines

All with the reliability of Cisco, but at a small business price.

Cisco UC300 with SPA IP phones

Become a Cisco Registered Partner, visit cisco.com/go/smbnation
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Profits: up.
Barriers: down.
Opportunities: everywhere.

Welcome to the
Cisco Small Business Advantage

Where you'll get everything you need for increased success:

- Programs and incentives to grow your bottom line
- Cisco training
- Marketing and sales support

Whether your customers have 10 employees or 250, we offer a
broad portfolio of products and services to fit their needs.

Act now on the 3 for 1 offer for Smart Foundation Service

www.cisco.com/go/faster
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ersuading clients o replace aging

hardware was no easy task for Com-

puter Troubleshooters of Greens-
boro, NC. So when owner Emily Wilson
discovered a painless way to sway clients,
she jumped on it.

In June 2010, Wilson attended a pre-
sentation about CharTec’s Hardware as
a Service (HaaS) program, which folds
the price of hardware into an all-inclusive
IT services contract paid for through a
monthly fee. Customers,
she says. often resisted

hardware  replacements
because they would have to pay for them
in one lump sum, even though Computer
Troubleshooters” contracts require hard-
ware refreshes every three years.,

“It made for an awkward situation, and
it strained the relationship,” says Wilson.
It was especially frustrating because hard-
ware profit margins typically range from
zero o negligible, “The only reason | sold
any hardware at all was for the customer
loyalty aspect. | figured the client would
come back to me for services.”

When Wilson was introduced to the
CharTec approach, she knew it was the
way to go. Two months later, Computer
Troubleshooters was a CharTec partner.

The Hardware Challenge

Computer Troubleshooters is a four-per-
son S200000 IT services company fo-
cused on small businesses with up to 20
workstations, Founded in 2006, it is the
local franchise of a sprawling IT services

 ADVERTISEMENT

Partnership

Improves Client
Stickiness For
Service Provider

Scheduled hardware replacements for set fee improve customer relations.

organization with 466 members in 26
countries,

Computer Troubleshooters has a diverse
list of clients including homeowners,
a photographer, plumber, oral surgeon,
business coaching firm, and a real estate
school. IT budgets are limited, so even
$1.000 for a laptop isn’t pocket change
for most clients.

Wilson knew going in she wouldn't get
rich off hardware, hence her company’s
focus on managed services, data backup
and recovery, and break/fix work such

“CharTec is the answer to my struggles.”

Computer Troubleshooters » Emily Wilson, president/owner
Greensharo, NC = www.cigreenshoro.com

- Computes
T+ Troublsshooters

as PC maintenance, “Margins had come
down so much on physical hardware that
you can't make a lot of money just sell-
ing it,” Wilson says.

That is, until CharTec came along. Wil-
son signed up for the CharTec program
and a two-day course at the CharTec
Certified Sales Professional Academy. I
Jumped on it as quickly as | could be-
cause | saw the value of what they were
offering,” she recalls.

The course covers all sales and busi-
ness aspects of HaaS, including how
to go to market and calculate operat-
ing costs to price services accordingly.
After the training, Wilson started intro-
ducing the HaaS concept to customers
as an integral part of her BEST (Busi-
ness Enhanced Support Technology)
managed services offering. She also
launched a program for the smallest
customers, with one to four PCs, called
Trouble-Free PC. Clients can see the
HaaS concept in action through demo
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machines in Wilson’s office.

Mutual Benefits

CharTec’s program benefits clients and
service providers alike. Gone are the cli-
ent’s lump-sum capital outlays, as hard-
ware costs move o the operating expenses
column with the associated tax benefits. IT
costs are predictable and easier to budget.

For Computer Troubleshooters, aside
from hardware profits, benefits include
revenue stability and tighter customer re-
lationships. Stickiness with the client im-
proves, as does the potential
for long-term relationships.
“What's most important to
me is | get tied into the cus-
tomer.” Wilson says.

Gone are the guibbles over
replacement  cycles. Under
the CharTec program, equip-
ment is replaced every three vears, and
service providers can put their own brand
on the hardware. By including hardware in
managed services programs, CharTec says
it fills the “missing piece” in the typical
managed services contract,

CharTec also keeps track of software li-
censing and budgeting, and offers a single
point of contact for problem resolution as
well as North America-based helpdesk
service.

Since pannering with CharTec, Com-
puter Troubleshooters” recurring revenue
has increased overall revenue growth to
415, says Wilson. Also, since working
with CharTec, Wilson can continue to
expect the growth she has already expen-
enced. She projects revenue of 52 10,000
for 2011.

“CharTec is the answer to my struggles,”
says Wilson. “Now | can focus on grow-
ing the business without worrying about
whether customers are going 1o resist mak-
ing improvements because of cost.” @



TECHNOLOGY WATCH

IT Firm JWCS to Unveil New Branding
at Bellevue, WA, Microsoft Store
Long-time  friend
@ ARTERIAN  and SMB Nation tribe
member, Jamison West
Consulting Services, Inc.
(JWCS), announced the public launch event for the unveiling of
a new company name, logo, and brand identity. The launch
event is set for July 1 at the Microsoft Store in Bellevue, WA.
Founder & CEO Jamison West will unveil a new company name,
logo, and brand identity for JWCS, a company he has owned and
operated in Seattle since 1995. Hosting the event as Master of
Ceremonies will be Andrew McMasters, who also serves as
founding Artistic Director of JWCS client, Wing-It Productions.
The event is scheduled to begin at 8:00am with a continental
breakfast, followed by the official announcement by West at
9:00am, and a media avail immediately following. West’s
announcement will also be available at 9:00am via live webcast.
“What I realized about a year ago is that JWCS is just a
representation of my initials. But it’s not just about me
anymore. It’s about my clients and my staff. It’s about people,”
West said. It’s always a painful thing to re-brand and re-name
your company, but it's only going to get more painful the
longer we wait. So the time is now, and I'm really excited to
make that announcement.”

HP/Microsoft Sponsors
SMB MVP Community Roadshows

The SMB MVP
Community Roadshow,
sponsored by HP and
Microsoft, has currently
been on a global tour
since May 2011, until
October 2011 — doing what some people said couldn’t be done.
To make this happen, an initial rank of 35 SMB MVPs are
travelling in small teams through 66 cities, traversing the U.S.
and Canada, to Australia and New Zealand, and across the
Atlantic to the U.K,, Ireland and further into Europe.

Our content is a technical demo and review of Microsoft’s
2011 family of SMB focused on-premises server solutions. Cloud-
optional, Cloud-enabled, but not Cloud-centric mindset is our
perspective for Microsoft’s familiar on-site servers in the recent
product releases.

SBSmigration.com is the Tour Production Sponsor.

For more information, and to register, go to:
www.mvptour2011.SBSmigration.com.
Got a group? Get your group onboard! Want the buzz?
Grab hold at www.facebook.com/smbmvptour or
www.twitter.com /mvptour. Community Rocks!

— Jeff Middleton SBS-MVP
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There’s Money in
Hardware Again

Thanks to our CharTec® Haas offering, we

years! Thank you again, CharTec!

Hardware as a Service

Only True Channel HaaS Offering il

just signed a proposal on a complete network
upgrade for an existing client, increasing our
sales by nearly 565,000 over the next three

—Randall Garner of Garner IT Consulting

°af€har lec’ see.sa82772 [=]

www.chartec.net/smb

1600 Mill Rock Way, Bakersfield, CA 93311 | sales@CharTec.net

FOR MORE INFORMATION
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Check out our blog at www.smbnation.com
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GEEKSPEAK

by Chad Mosman, Principal Consultant, MessageOps

Getting Your Business
Ready for Office 365

A step-by-step guide toward a smooth migration

major impact on VARs and MSPs that service SMB clients over

the next several years. For some MSPs and VARs in the SMB
space, Office 365 might be viewed as a threat to their existing
business and base of managed customers. On the surface, the
concerns may be justified. As a BPOS cloud partner, we at
MessageOps have migrated numerous small business customers
off of their SBS server and into the cloud. In some cases, we have
helped them eliminate the need for the business to continue,
paying their MSP for monthly management of their SBS server. For
small businesses, the cost savings with BPOS/Office 365 are
oftentimes tremendous. Some of our smaller clients report savings
of more than 50 percent when they move to the cloud from a
locally managed SBS server.

Embracing the cloud and building a practice around it might
not be easy for all partner organizations; it might even be more
difficult than trying to resist the move to Online Services in the
short-term. You'll likely have to change some aspects of how you
do business. SIs may no longer be able to rely on consulting dollars
for upgrading systems such as SharePoint and Exchange every 3-5
years. For MSPs, they might not be able to charge a monthly fee for
managing an organization’s Exchange environment if it is hosted
by Microsoft.

So what is a partner to do, if some of these lucrative system
upgrades and maybe some portion of the monthly management fees no
longer available? The good news is that Office 365 brings with it
tremendous opportunities for those organizations willing to embrace it.

I et’s just cut right to the chase, Office 365 is going to have a

Smooth Migration

The first opportunity is around the services to migrate the
organization to Office 365. This is very similar to a traditional
migration or upgrade in many ways, and it will probably be a one-
time hourly or fixed-fee engagement to move them. Now I know
what you might be thinking, once the migration is over, how am I
ever going to make money off that client again now that Microsoft
is running the services?

Once you've migrated the customer over to Office 365,
Microsoft begins paying you a monthly percentage of the fees they
collect from the client. This is known as the Partner of Record. This
residual income is very nice, especially as you move more clients
onto the system. Truth be told, when working with SMBs, you
really need to work with several if you are counting on these fees
to help boost your balance sheet. But over the course of a couple
years, it is certainly possible build a nice base of recurring revenue
based on these Partner of Record Payments.

Most organizations probably aren’t going to be able to survive
on the Partner of Record income alone, so they’ll need to find other
income streams. This is where the fun comes in. Instead of making
money by doing mundane tasks such as patching servers or
constantly putting out fires, you are now able to focus more
attention on helping your clients use technology to improve and
grow their business. It’s the design and development of these
solutions that can provide real, tangible value to business, and
move your organization’s status from “the guys that keep things
running,” to a real trusted adviser and key business partner role. If
you are able to demonstrate value through your solutions, and

Check out our blog at www.smbnation.com

out-innovate the competitors, the result should be more consulting
revenue, and possibly even higher rates.

Smaller and Larger Partnerships

One final benefit of the cloud services for smaller partners is
it allows them to work with larger clients, and those clients no
longer have to be in the partner’s local geographic area.

Traditionally, larger organizations have sometimes been
reluctant to work with smaller partners. In the cloud services
model, the size of the partner organization becomes less important,
because at the end of the day it's Microsoft that is providing the
services. In the absolute worst-case scenario, a small partner
organization might have to close its doors. But what does that
mean for the large organization that partnered with them?
Nothing really, it’s still business as usual since Microsoft is
providing the services such as Exchange and SharePoint.

So for larger organizations, it’s easier to justify working with
a potentially smaller, more cloud services specialized business,
knowing at the end of the day Microsoft is behind them. What
we’ve also found with cloud services, is clients seem to be more
willing to work remotely, which makes sense, since the systems
they are moving to are also remote.

Real-Life Tips and Tricks
If you are ready to embrace cloud services, here are a few tips
to keep in mind, which we have learned over time selling

Microsoft Cloud Services. You might want to think of them as you

begin speaking to clients about Office 365.

¢ Know what you are selling. Office 365 is not a good fit for everyone.
One of the worst things that can happen is to migrate a customer to
Office 365 only to find out that certain features or functionalities
aren’t available. Review the Office 365 Service Descriptions for more
information on what is included and what isn't.

e Know the common showstoppers. You want to try and bring up
potential issues around legal, compliance, security, and what it
means to run on a standardized system, early on in the
conversation. This goes back to the first bullet point of: “Know
what you are selling.” If a customer isn’t a good fit for Office 365,
you don’t want to spend a lot of time trying to sell them on it.

¢ Consistency and Speed Count. Once you complete the pilot
testing and make the decision to move to Office 365, try and get
everyone migrated as quickly as possible. The longer you run
with some users on the on premises systems and some users on
Office 365, the more issues you are likely to encounter.

Chad Mosman is the Founder and Principal
Consultant at MessageOps. He founded MessageOps
to focus 100% on delivering BPOS/Office 365
services and solutions. MessageOps has developed
numerous BPOS/Office 365 solutions, almost all of
which are available as free downloads on the
MessageOps website (http:/fwww.messageops.cont/).
Chad started his career at Microsoft in Product
Support Services, supporting Exchange over the
phone and onsite. Chad is a graduate of lowa State University with a degree in
Computer Science.




SPRING SHOW ROUND-UP

by Harry Brelsford, CEQ/Publisher, SMB Nation

‘Nough Said—SMB Nation
Spring Show Review

Cisco Pre-Day kicks off this year’s spring event in Toronto

legend, Robert Lane (co-founder of Commodore

Computer), the 6th Annual SMB Nation Spring show truly
rocked the crowd at the well-received Internationale Centre
near the main airport. Lane offered a career of advice in 30
minutes, which encouraged SMB Nation tribe members to
embrace change, and lead the parade, not follow.

But the real story began the day before. The sold-out
standing room only Cisco Pre-Day featured the company’s
newly popular UC-320 small business telephone system. Pre-
day participants first received a product roadmap lecture
followed by a hands-on lab. In the hands-on-lab, participants
actually installed the phone system—all the way to dial-tone. It
was a “brain explosion” with many attendees commenting it
was the first time they had installed a phone system; even better,
they intended to offer this to clients.

I aunched with an inspiring speech from a true industry

Helping our “Neighbors to the North”

Visiting Toronto was a wise move. After hosting our spring
show for the last five years in the New York/New Jersey-area,
we found an underserved geek crowd to the North who hadn’t
enjoyed an SMB Nation event in more than three years (we had
a two-day Toronto show in 2008). The show also proved to be
very international with attendees from the U.S., UK., Germany
and Australia. Following our proven format, we had technical
and business content supplemented by a robust marketplace
expo with hand-selected sponsors.

A major conference theme was the “pivot” to the cloud
message and it was well-received. Whether you embrace or
are fearful of the cloud, everyone had an opinion about how
the cloud is reshaping the SMB channel and the IT landscape.
There were several cloud-related sessions and, needless to
say, we didn’t observe any “dead air” during the lectures.
The nine secrets of the cloud lecture spurred lively
conversations about “How are we going to make money
from the cloud”? To be honest, it was the type of session
where there were more questions than answers but simply
asking the questions was proof-positive that the shift to
cloud computing is unmistakable.

Another session, the Office 365 Deep Dive, headed by
Grant Thompson, allowed the geeks to “get down into the
weeds” surrounding cloud computing. A snippet was a
detailed conversation regarding Active Directory integration
and replication with a federation server.

Getting your “Geek” On

The “classic” geek attendees packed the room for anything
and everything Small Business Server. For example, Tim
Carney’s session on Small Business Server (SBS) migrations was
in the “big room” and well-attended. Charlie Russel’s session on
the Windows Multipoint Server, focusing on it as an addition to
an existing SBS network, was packed. Russel, the author of three-
dozen books, had various demo machines setup to deliver a live

SMB Nation Spring attendees were able to participate in Cisco’s
“Pre-Day” session, focusing on its new Cisco UC320 product.

demo (always risky in public). Two other notable sessions
included Oliver Sommer’s Hyper-V session and Robert Crane’s
SharePoint content.

On the business side, known as “BusinessSpeak,” the money-
makers ruled. Coming out of an economic reset, folks want to know
the here and now on how to improve their profitability. Matt
Makowicz’s Million Dollar Hurdle speech kicked off the business
track. There were also notable contributions from Dana Epp and
James Kernan.

One of the ironies about the Toronto show was that, when
surveyed as to why someone did not attend, lack of money was
cited as the main reason. But with all due respect, attending a
conference such as SMB Nation Spring was intended to help
exactly that person earn more money.

Deep Conversations and Honest Feedback

The community sponsors, including Microsoft, Cisco,
AppAssure, Intel, Autotask, StorageCraft and many more, were
sincerer in their efforts to establish a real connection with the
audience. Numerous sponsors reported that the small show
format, with 160-attendees, allowed for deep conversations not
typically possible at the larger industry shows. The sponsor
sessions, for the most part, were academic (after our content
coaching) and reflected a desire to add value first before
“selling” to the attendees.

I'd also like to give a shout out to the MVPs for
attending our show and contributing greatly to its success.
From mentoring and lectures to an impromptu German
beerfest, the MVPs make the SMB Nation events a richer
experience for all.

(Continued on Page 23)

Check out our blog at www.smbnation.com
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BUSINESSSPEAK

by Matt Makowicz, Business Development Manager, SMB Nation

Million Dollar Hurdle

Part 5 —“Breaking Through Barriers”

ambition among all business owners and managers. In the

SMB IT community there are common challenges and
predictable steps to achieve growth. Also common and
predictable are the obstacles, challenges, and warning signs in
growing a business to be over one million dollars in sales. This
is the Million Dollar Hurdle. It is the aim of this article, in
whole and with each part, to illustrate how to overcome the
Million Dollar Hurdle and achieve the ultimate coveted goal of
nearly every business owner - scalable and predictable
business growth.

This article is the fifth of a seven part series with each article
focusing upon an aspect of the Million Dollar Hurdle. The
concepts included in this multi-part article are:

1. Defining The Million Dollar Hurdle
. “Hitting the Wall”

. “Sizing up the challenges”

. “Letting Go”

. “Breaking through Barriers”
. “Process-Driven Success”

. “The Next Hurdle”

Business growth is both a nebulous task and a common

N OOl W N

Facing your Problems

Anyone who knows me appreciates the fact that I enjoy
movies, and quote them often. One of my favorites is Apollo 13
(1995, Universal Pictures). While there are numerous scenes and
elements that can be referenced as business analogies, the scene
that always grabs me is the meeting in mission control shortly
after the emergency occurs. One of the people in the room stated
that the equipment was designed to land on the moon when he
was interrupted by Ed Harris” character of Gene Kranz — NASA
flight director. He asked rhetorically, “Well, we’re not landing on
the moon are we?”, followed by stating that he didn’t care what
the equipment was designed to do, but rather what it could do.

How often do we find ourselves in business in a similar
scenario? When faced with a problem, it can be difficult to let go
of the original intention enough to see that so much has changed,
a fresh approach is needed. Breaking through the barrier of the
Million Dollar Hurdle is no small feat. It is difficult. It is also
simple. All one has to do is be willing to change anything.
Everything must be put on the table. It is not as much of
readjusting the pieces on the chess board as it is clearing the
board altogether and deciding what pieces to play with in this
new chapter of the business.

If you haven't already read The E-Myth by Michael Gerber,
do it now. It may be the best $12 you’ve ever spent. The book
assists a business owner by putting change in perspective,
embracing process, and above all, providing a sort of soul-
searching journey for the business owner who reads it. In my
opinion, the E-Myth should be a mandatory read prior to
applying for a business license.

Coming up with a Solution

The good news is that you’re not alone. There are
probably a million business owners facing the same types of
issues you're facing this year. Reading the E-Myth is one way

Check out our blog at www.smbnation.com

to realize this. Connecting with your peers at conferences,
events, in online forums, peer groups, etc...are all effective
ways to realize that others also have these issues. When
chatting with peers, while it may be fun to swap “war
stories,” don’t be afraid to share challenges and ask what
challenges he/she has. Candid, up-front conversations
accomplish two main goals that are helpful in breaking
through the barrier of the Million Dollar Hurdle. The first is
about learning that another business owner has faced a
similar problem, and that it’s not the end of the world. The
second is about obtaining valuable insight into how another
has either solved (or is attempting to solve) a similar issue.
Both bring the business closer to success.

Most importantly, a change in mindset is required to break
through the barrier. You must act as though you are an investor
in your company. As an example, if you invested in a
technology company run by a guy who ran the company
similar to how you are running yours, would you fire him?
What if he managed people, spent money, made decisions, paid
attention to the financials, treated customers, and conducted
business planning like you? Would you hire you? Would you,
as an investor, say that YOU are the best person for the job of
running your company?

My suggestion is simply to begin thinking like an investor —
because you are. Begin thinking like the owner of a business that
has value, rather than merely “this is what I do.” When people
asked me if I had invested in the stock market, I always
answered that I was 100% invested in a small, but growing
technology consulting firm on its way to redefining what
business can expect from a technology partner.

Instilling a Process

A popular animated cartoon character of our childhood
would look at the business and say, “If (your name) had created
a process for this first, this never would have happened.” There
is a process for everything. Understanding the need for a process
and a procedure in each business area is a critical step in
breaking through the barrier.

The next installment of this article will explore how to create
effective processes in every area of the company. In the
meantime, ask two questions when confronted with an issue. 1.)
Is what the company is doing now working? 2.) What should the
process be going forward?

Next Issue: Part 6 — “Process-Driven Success”

Matt Makowicz has more than 17 years of sales
experience and grew his IT business to well
over $1 million in sales before transitioning
out to be a consultant to the industry. As an
author of three books and founder of
AmbitionMission.com, Matt has dedicated
himself to helping businesses reach their
potential. He now works with SMB Nation as a
Channel Marketing Executive.




(Continued from Page 21)

It’s been said that feedback is the breakfast of champions,
and we have the following shared comments:

I just wanted to thank you for hosting me and the other MV Ps in Toronto
last weekend. Iwas at a Toronto event of yours years ago — maybe 20042
- but really, this one was my first “East” conference. I really enjoyed it,
and was just telling some people how comfortable I always feel at your
events. It seems to me that you've struck a really good balance between
vendor content and tech — I mostly attend for the tech stuff, but I get
great vendor information as well, without ever feeling like a sales pitch is
being pushed on me. So thanks again — I enjoyed myself, learned a few
things, reconnected with some people I haven't seen in a while, and I'm
looking forward to Vegas — Dave Nickason

Just wanted to let you know how much I enjoyed the Conference in
Toronto. As was expressed in the town hall at the end, the venue was
great; having the bus available to get people between the hotel and the
venue was a nice touch. The food was good, and the speakers were
knowledgeable. On top of this, I met some wonderful people. I came
away with the information I need to move my company forward. You
and your staff did a wonderful job. All the best, and have fun.
— Brian Colli, Computer Net-WORKS Ltd.

Great show you and your team put on. Thanks again — appreciate
the event. Met some great people, learned a lot, and did some great
networking. — Sunny Badalera

SMB Nation staff poses with Franz Keiling (center), the spring conference’s
Grand Prize winner.

All in all, SMB Spring was good for us, you and everyone.
Moving forward, our intentions are to have the spring show
travel worldwide, (and the fall show will stay home in Las
Vegas). Our short list of possible 2012 venues include Sydney,
Australia; London, England; (during its Olympic year) and
possibility even a return to Toronto. Please let us know what
city you’d like us to consider for SMB Nation Spring. We're
open to ideas.

Sept 30th - Oct 2nd 2011
Las Vegas, Nevada [O] E|

Rio Conference Center
www.smbnation.com ’.rh
(206) 201-2943 |0

nation

2011 FALL

CONFERENCI

Check out our blog at www.smbnation.com
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PERCEPTIONS

by Anurag Agrawal and Tavishi Agrawal, Techaisle

Silver Lining Among the Clouds?

Reader survey reveals how SMBs intend to
make money in the cloud

channel - or so it was claimed by many. Indeed, it is possible

to deliver Cloud services directly to an end user, but like
many early- stage technologies, Cloud computing also cannot
succeed without the participation of the channel. While the cost of
delivery of products may have been lowered as a result of the
Cloud, the cost of acquiring and serving customers remains, and
indeed has gone up over time. This is particularly true for those
companies targeting the SMB space. As a result, many IT vendors
have been actively trying to transition their legacy channel
partners to selling and supporting Cloud services. While
traditional channels have struggled to adjust to the new reality of
Cloud computing, others have effectively filled the gap.

The advent of Cloud Computing signaled the death of the IT

Moving to SMB Cloud

Channel partners although going full throttle in providing Cloud
Computing solutions to SMBs, are also extremely cautious and
selective. Different types of partners are specializing in areas that are
most suited to their primary business. ISVs largely focus on delivering
hosted software platforms while VARs and service providers focus on
infrastructure and business productivity services such as email, file

What are the challenges faced by VARs
Offering Cloud Solutions to SMBs?

Response
Percent

Customer is unwilling to eliminate in-house
IT infrastructure until they develop a sufficient

trust in cloud........ccooooviiii 57%
IFEGISORM=0UISE EXPETIENCE. .........cvveioreeaercessaonttet 16%
We do not have the financial resources to

develop our own infrastructure.......................... 18%
Customers want cloud-based services only for

simple applications..........cccooeerviiniiiiniicniieines 51%
Lack of knowledge about cloud computing...... 26%
Do not understand the business model.............. 22%
We haven’t seen many cloud service providers

that are profitable.............cccccooeiniiiiiii 26%
Our SMB customers are still experimenting

with cloud services, but are unwilling to pay

for themu........cocvveiiiiic e 26%
Offering cloud services will eliminate jobs at

YOUL COMPAINY...evvrirrneniieiesressesnsesesessssscsssesessnaes 12%

Check out our blog at www.smbnation.com

transfer, hosted sharepoint, storage, security, backup and CRM
reflecting current nascent demand for Cloud Computing.

As per surveys conducted by Techaisle, Cloud, Mobility
Solutions, and Managed Services are all important to Channel
Partners but only 14 percent of them offer all three for SMBs.
Currently, 34 percent of Channel Partners offer some type of
Cloud Computing solution. Almost 50 percent of the time,
Channel Partners are the ones that initiate discussions with their
SMB customers for different types of solutions.

Channel Challenges

VARs and SIs are offering Cloud Computing solutions not
primarily because they want to, but because they strongly feel
that the industry is going that route and inevitably they will have
to jump onto the Cloud Computing bandwagon. There are many
different challenges that channels are facing in terms of offering
Cloud solutions to SMBs and making money from Cloud.

As per the survey conducted by SMB Nation, among the
challenges being faced by VARs/SIs in offering Cloud
Computing solutions to SMBs, 57 percent state that their SMB
customers are unwilling to eliminate in-house IT infrastructure
until they develop a sufficient trust in Cloud services. 51 percent
of channel partners also state that their SMB customers want
cloud based services for simple applications and not for business
critical or more complex applications.

The above two challenges are very critical and important for
the IT vendors to understand and thereby help and educate
channel partners in overcoming the initial SMB hesitation. SMBs
were very comfortable in their traditional model of using IT as
per their requirement and comfort level helped by channel
partners. However, with the coming of Cloud Computing and
social networking, the traditional usage of IT disappears and is
becoming replaced by models that are not only unproven but
also create tremendous confusion among the SMBs. Separate
studies conducted by Techaisle also show that SMBs that want to
move to Cloud are not only unclear about the benefits of Cloud,
but also have not seen any demonstrable ROL

The survey also shows that channel partners are largely ignoring
SMBs with fewer than 10 employees foregoing volume opportunity for
lower cost of sales. A typical channel partner has less than 25 SMB
cloud customers. A whopping 60 percent of respondents said that they
have between 1 and 50 SMB cloud customers.

Although, Cloud Computing is considered to be a growth
area for SMBs, many channel partners surveyed by SMBNation
have been blunt and vocal about their dealings with SMBs as
well as vendors. Some of the more critical and eye catching
comments are:

* “Most SMBs expect that cloud costs are a honey trap that

will actually increase their IT costs in the long term”

* “Looking for dependable vendor who can be a solid
partner to help us with Mobility, Cloud, Managed
Services. There is already a lot of free stuff out there”
“Waiting for the Cloud to mature, don’t want to
recommend a cloud service and then have outages”



Looking for Business Model

In response to the question, how do you intend to make
money from the Cloud? One respondent summed it up clearly,
“that is what I am trying to find out!”

The survey received more than 50 very detailed open-ended
responses to the question which shows that the channel partners
are very passionate about this particular topic. Some of the other
notable responses were:

e “Push the simple service to Cloud first and save labor
(hopefully), supporting them (such as email), wrap
services around a Cloud provisioning including
installation and support of client and mobile devices.”

* “Moving to a wholly advisory model”

¢ “Reselling relevant Cloud Services and selling end-user
support tied to these services”

¢ “Ihave no clue...none whatsoever...we are hoping to find
a vendor with all the pieces we can implement and make
monthly recurring revenue off of”

® “Cloud services are designed to separate us from our
customers and instead to be a cash cow for the “host””

* “Consulting services- the margins on the Cloud apps are so
thin that you CANNOT make a living off those alone, and our
clients still need someone to walk the minefield for them”

Silver Lining

Within the responses above, there is a silver lining. With
the right vendor partnership and business models, channels are
able and willing to move to Cloud for their SMB customers.
Both the vendors and the channel partners need to ramp up
and focus on delivering Cloud based solutions that have higher
relevancy to SMBs namely vertical industry solutions. In order
to accomplish this, channels need to go beyond technology
knowledge and really understand the dynamics of industries
their customers are part of. They need to become industry
subject matter experts.

As the SMB’s understanding of Cloud Computing is limited,
it limits demand to simpler solutions that are not business critical
while SMBs go through an “experimentation” phase. Channel
partners must therefore take on the role of educators along with
vendors to overcome this phase.

In order to instill confidence among SMBs, vendors and
channel partners should develop formal ROI frameworks to
demonstrate the viability of Cloud Solutions to SMBs.

How Many SMB Cloud Customers
do you Currently Have?

Brone M1-50 E51-100 (200 or more

PERCEPTIONS

Who Initiates the Cloud Discussion
among SMB Customers?

W VAR/SI/SP/1SY M End User Customer [l Someone Else

If you want to learn more on how you can make money in the
cloud, remember that SMB Nation this month is launching its new
Cloud Nation brand (see Cover Story, beginning on Page 8). Stay tuned
for more information on how this new brand will set the stage, in the
coming months, as the cloud resource for SMB solution providers.

SMB Nation would like to thank Anurag Agrawal and Tavishi Agrawal
and their team at Tech Aisle in helping to create and tally the results of
our cloud survey. For more information, go to wwuw.techaisle.com.

O lytics®

Financial Dashboard Packed with IT
Industry Intelligence

$1B in managed revenues from
IT solution providers.

See how you compare.

Check out our blog at www.smbnation.com
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CASE STUDY

Mechanical Contractor Reduces
PC Downtime by More than 80 Percent

Intel® vPro™ technology instrumental in managing B.G. Brecke’s PCs

contractor in Cedar Rapids, Iowa,

competitiveness comes down to fast
responses to customers and opportunities. Both
require reliable access to information. “On both
construction and maintenance projects, our
customers are relying on us to do what we say
we're going to do,” explains Bob Brecke,
president of the company. “If their production
goes down, they’re not making any money. They want
immediate response, and if you can’t provide it, they’ll find
someone who can.”

Keeping jobs on track and meeting customer demands
requires fast access to information—lots of it—and it all runs
through B.G. Brecke’s PCs and network. “We have to
communicate with people worldwide, including customers,
suppliers, and employees,” says Brecke. “We can’t do anything
without access to e-mail. In addition, all our scheduling is run
online. Plans, specs, in-the-field changes—all of this requires

| :or B.G. Brecke, a 30-person mechanical

( inte|® inside™
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access. I can’t have 25 guys on a job coming to a
standstill because someone’s PC is down, and
they can’t get the information they need.”

To ensure their systems are reliable and
secure, B.G. Brecke depends on managed IT
services from Circle Computer Resources (CCR).
“We strive to provide the right technology and
processes that best-serve our clients,” says Shea
Kelly, director of operations at CCR, “while at the
same time lowering their total cost of IT.” One of the key elements
of CCR’s managed services is their ability to comprehensively
monitor and manage their small and mid-size clients” IT
infrastructure remotely, thus reducing costly service visits and
speeding repairs when they are needed.

Supporting Customer Service, Reliability

CCR minimizes downtime by using Lenovo desktop and
laptop PCs based on Intel® vPro™ technology to monitor and
manage B.G. Brecke’s PCs around the- clock. Intel vPro

Check out our blog at www.smbnation.com

BENEFITS INCLUDE:

» Bi-Monthly Magazine

« 4 Monthly Newsletters
Business Speak
Geek Speak
Cloud Speak
VolP Speak

» Two Monthly Webinars, plus
access to archived Webinars

* Community Special Offers
« “All SMB" Events Calendar

* Discounts on:
- Books, Events, Services and Products
« And Much More!

€3) smBnation




technology is a hardware-based capabilities that allow secure,
remote access to desktop and mobile PCs virtually anytime for
maintenance, updates, and upgrades, and for diagnostics, repair,
and remediation— even if the PC power is off, the operating
system is unresponsive, management agents are missing, or
hardware (such as a hard drive) has failed.

Using Intel vPro technology-based PCs allows CCR to
reduce downtime by more than 80 percent. “Most of the time,
CCR can fix an issue remotely in five or 10 minutes,” says Brecke.
“We’re back up and running without waiting for them to drive to
our office or the job site. This makes the PC a tool we use rather
than another thing to worry about.”

Brecke adds: “In many situations, being able to deal with an
issue remotely has a significant impact in terms of cost and time.
We have computers in many plants that would require us to send
an escort with CCR. In other cases, they would need to be safety-
trained before they could go on-site. CCR’s ability to deal with
the issue remotely is a very big deal for us.”

Leveraging Mobility to Expand Reach

In many cases, B.G. Brecke must establish a remote presence
on a customer’s site quickly. CCR’s capabilities make this
feasible and reliable. “We know we can walk into a customer site
that we’ve never seen and within 15 minutes have our office up
and running, sending data and POs,” says Brecke. “The
customer is impressed because he can see that you have the
ability to get things done. It’s our technology that lets us do this.
Our competitors can’t, and we use this as a sales advantage.”

CASE STUDY

Advanced PC Security

Data security is a paramount concern for the company.
“Increasingly, our customers are requiring security precautions and
the ability to quarantine their data,” says Brecke. “Pricing data,
proprietary drawings, and NDA information must all be protected.”

Intel vPro technology enables CCR to proactively protect B.G.
Brecke by constantly monitoring PCs based on Intel vPro technology
to ensure that critical security software is in place and up-to-date,
without bothering the PC user. Regular security patches and updates
can be done automatically after hours, even to PCs that are turned
off—meaning B.G. Brecke’s critical business data is better-protected. In
addition, Intel® Anti-Theft Technology allows CCR to automatically
disable a lost or stolen PC to keep its data safeguarded. “vPro’s Anti-
Theft Technology is now a part of our security strategy,” says Brecke.

With CCR managing their IT, B.G. Brecke can focus on their
business. “Computers are supposed to be a tool for us. CCR’s
services not only remove those headaches, but positively impact
our bottom line. Our people can take better care of our customers
because our IT tools are more reliable and CCR can fix problems
quickly and remotely. These are advantages that we have over
our competitors because they aren’t using these capabilities.”

End User: B.G. Brecke
Solution Provider: Circle Computer Resources (CCR)
Industry: Construction, professional services

Solution: Reduced PC downtime by 80 percent, providing end
user with cost savings, added competitive advantages.

DOES YOUR FIREWALL DRIVE YOU CRAZY?
MAKE YOUR LIFE EASIER. STAY SECURED.
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Install & Configure in 20 Minutes
Automatic Firmware & Security Updates
Unlimited User Licenses

Your Personal Sales Team

Dedicated Service & Support

FREE Online Technical Training
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Check out our blog at www.smbnation.com
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5 Reasons Why IAITAM Membership

IAITAM is Important to SMBs
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The International Association of IT Asset Managers (IAITAM,
pronounced “eye-tam”) provides education and best practices
to organizations in every industry since its inception in 2002.
Currently, the association has over 5,000-plus members from
around the world with over 75% from Fortune 1000
organizations. Though at present only a small percentage of its
membership is SMBs, there has been a surge of interest from
this sector as it discovers the benefits of IAITAM and IT Asset
Management (ITAM) — from significant cost savings to creating
a profit center from old/used assets to increased operational
efficiency and IT license management.

What reasons should SMBs look to the practice of ITAM as well
as IAITAM, the association? There are five main reasons to join:

1. Networking and business opportunities: IAITAM’'s
membership consists of CIOs, CTOs, VPs of IT, procurement
officers, controllers and director-level associates and ITAM
practitioners. A large portion of our membership has control
over their own budget and are decision makers or
influencers in the decision making process. With more than
5,000 members to-date, 75% are from the Fortune 1000. We
distinguish corporate members from provider members,
individuals or companies that are services providers or
vendors. Our provider members range from single-person
firms to Global 100 companies such as CA, HP and
Microsoft. During the IAITAM Annual Conference &
Exhibition (ACE) as well as our training and certification
classes, networking opportunities present itself in the form
of a common, shared goal of planning and implementing
ITAM best practices. This year’s ACE is being held in Las
Vegas from Oct. 12-14, 2011. For more information, go to
http:/ /www.iaitam.org/Conference.htm.

. Education & Best Practices: Like the American Express
tagline, “Membership has its privileges”, IAITAM
membership offers a host of benefits, but the two most
important to any business are IAITAM’s educational and
best practice resources. The association offers a variety of
educational means including:

a. Training and certification programs in a variety of areas
including software asset management, hardware asset
management and IT asset management

b. User groups

c. ITAM 360: An information guide for organizations
seeking to implement an ITAM program. Content
includes an introduction to ITAM; a process-oriented
framework that offers instruction; templates; examples
and techniques; an assessment tool and much more

. Advocacy for standards, legislations and other crucial
industry resolutions within various markets that affect the
way you do business. IAITAM executives serve on

Develop business, while saving millions

standards boards to ensure that its members’ interest are
protected and heard. IAITAM plays an active role with
standards organizations such as ISO (International
Standards Organization) to shape changes to the IT asset
management industry.

. Vendor relationships and information should be an
important item on any executive management or head of
IT’s responsibilities, especially at SMBs. While many SMBs
believe that vendor relationships only become significant
at the large or extremely large enterprise level, it is doubly
so for a smaller organization because they need to
understand how to maximize IT expenditures and create
value-add for all IT acquisitions. IAITAM and its members
provide a plethora of knowledge on how particular
vendors work, how to get the best value from these
vendors and offers a number of recognized leading experts
on the subject of vendor relationships with the largest
software and hardware manufacturers.

. Thousands and millions in savings. IT is the second largest
expenditure for most companies. Although companies
spend significant dollars on IT, few have yet to realize that
their IT assets need to be managed like any other business
unit within the organization. Policies and standards must be
set that govern the use and acquisition of such assets, and
their success must be carefully monitored. Poor
management of software and hardware assets can cause IT
budgets to sky rocket and in some cases, cause companies to
be in non-compliance of state and federal laws or violate the
terms of their license agreements.

Do you know where your company currently stands in its IT
Asset Management initiatives? For SMBs, saving 15% to 25%
on the IT budget can have a significant impact on profitability.
And, if your ITAM program is implemented correctly, the
likelihood is that you can make money on the existing IT
assets when they are retired.

IAITAM was formed in 2002 with the sole mission to become
the premiere ITAM educator and resource in the world. Today,
three of TAITAM’s certification training courses - Certified
Software Asset Manager (CSAM certification), Certified
Hardware Asset Management Professional (CHAMP
certification), and Certified IT Asset Manager (CITAM
certification) — are recognized as a must-have for anyone in IT
asset management. More than 75% of Fortune 1000 companies
have individuals who hold an IAITAM certification.

Annual membership ranges from $365 for Individual
Membership to $2,240 for Corporate Membership to $2,990 for
Provider Members. For more information about membership,
visit http:/ /www.iaitam.org/Mem_Join_Online.htm.
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Putting the “M” Back into SMB

In our May-June issue of SMB PC, the cover story discusses
why integrated systems make sense for “bigger” little
companies — mainly the “M’s.” In the SMB world, this means
midsize companies, such as Fine Solutions, based in Seattle,
WA. Headed by Dan Fine, who is the company’s managing
partner, the company has recognized and accomplished the
trend of helping midsize companies who want more than to
just simply eliminate the costs and inefficiencies of their
patchwork systems; they also want to gain real competitive
business advantages. This can be done, as Fine notes by using
programs such as Dynamics GP, which is an integrated system
that offers these companies a new paradigm for real-time
reporting and routine process automation. To learn more, log
on the “Publications” section of www.SMBNation.com, to
download a digital copy of this issue.

Check out our blog at www.smbnation.com
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CLOUDSPEAK

by Todd Shelton, Executive Producer, 8020 Results

The Cloudrocket Liftoff Part 2

Office 365: Just the Highlights of the Benefits

Office 365 Launches—Completes Microsoft’s Cloud
Powerhouse

By the time you read this (well, after June 28, anyway) Microsoft will
have launched Office 365, completing the online quadrifecta, which began
in January of 2010 with Windows Azure, Windows Intune, and CRM
Online. When Steve Ballmer said in April of 2010 that “Microsoft is all in
for the cloud” he wasn’t kidding. Let me hit as many highlights as will
allow in a one-page column.

Office 365: The 8,000-Pound Gorilla

As the successor to BPOS (Business Productivity Online Suite—Live
Meeting plus the 2007 versions of Exchange and SharePoint) Office 365 ups
the game in features, pricing, flexibility, and coolness. Start with the 2010
versions of Exchange and SharePoint, add Lync Online where Live
Meeting used to be, hook it all up to an Office 2010 that connects when
you're connected and just works when you're not...oh and with your
SharePoint you get a full-on publishing-enabled public-facing (IFD in the
2007 version) SharePoint Web site for free!

This is worldwide, enterprise-grade infrastructure. Your mobile “just
works.” Your Outlook “just works.” SIP calls through Lync “just work” (OK,
you have to get the SRV records in DNS correct, but there’s a cut-and-paste
admin page that lays out exactly what they need to be.) There’s more...

Exchange Online

This is Exchange 2010 with Forefront Online Protection for Exchange
(affectionately known as FOPE) and you get a really well thought out
administrative console for both. Exchange Online gives you everything you
need to do initial configuration and lightweight user management, in fact,
your customer *could* do it themselves with some help from you. The heavy-
duty admin stuff is all there, too—you use PowerShell to make it happen. (If
you haven't yet, be sure to put PowerShell on your must-learn list.)

You can set up different types of migrations, from kitchen-sink-over-
the-weekend to continuous co-existence with some mailboxes on-premise
and some in the cloud. Exchange System Manager sees your premise
servers and the ones in the cloud.

With Active Directory synchronization you drive users and their
groups from your premises AD and flow it to the cloud, and with AD
Federation Services you can not only keep all your AD admin in-house,
you can add other identity providers such as Live or Facebook. (More on
that in an upcoming installment.)

SharePoint Online

OK, let’s get the “bad” news out of the way: You don’t get to install stuff
at the Web site or file system level, and you can’t run code on SharePoint
Online that makes URL or data access calls to external sources (BDC, SQL,
etc.). All of your stuff runs in the sandbox to protect everyone else’s “stuff.”

Now here’s what you can do: You can access stuff that is in any of
your site collections server-side, *and* client-side you can do absolutely
anything you want. You can also deliver the client (Silverlight rocks this
world) from SharePoint. Regular users can use the Web interface to do
surprisingly sophisticated stuff. For more complex configuration and
design, SharePoint Designer works like a dream. As long as you use the
Sandbox Template you can write widgets in Visual Studio 2010 that do
exactly what you need them to do.

If your customer doesn’t want to dive deep on SharePoint
management (they hired you to do that, right?) there is a SharePoint
Online role called “Support Partner” who is...you! You log on and do
whatever you need to do, send your customer the bill, without ever setting
foot on the site if you want. In addition, your customers get a free public
website based on the publishing template. Wow. How much would you
pay now? Don’t answer yet!

Check out our blog at www.smbnation.com

Lync Online

Presence on steroids, voice and video calling, one-click meetings from
your calendar, and you get your very own personal URL that does not
change for meetings you run. Unbelievable.

Office Professional Plus

You're already familiar with Office 2010, but did you know it has
automatic document sync with SharePoint *and* SkyDrive? And CRM Online
fits right into Outlook—your personal and your business all in one spot.

Office Web Apps

OK, you don’t have your laptop for some reason, and let’s say your
stuff is in your SharePoint Online and you have a few important items (like
personal OneNote notebooks) in SkyDrive. Office Web Apps, absolutely
free with your Live ID to the rescue! Anyone else with a Live ID can share
them, also for free. Cool.

Windows Intune

When I first read about Windows Intune I thought it was just anti-
virus and anti-spam. I signed up for the partner beta and thought it was
pretty neat. When Intune launched I found out that *it includes
Windows 7* and anti-virus and anti-spam! Wow, very cool, and a great
way for customers to budget.

All-Up Pricing: $36/Month Per Employee

There are several price levels and package combinations, but the one
we’ve been talking about is the “E3” or Enterprise level 3 package which is
everything available at launch. Exchange, SharePoint, Lync, and Office are
$24/month per employee. Add Intune at $11/month, throw in MDOP for $1
a month, and you have state-of-the-art, worldwide, enterprise-grade client
and server infrastructure for $36/month per employee. It’s truly fantastic.

Cloudrocket’s Advice to Partners

We (us IT people) are not going away! In fact, just like every big turn
of the crank so far, we’re needed more than ever—for deployments,
customizations, and maybe the most important thing of all: trusted
information. Office 365 is a tremendous value for our customers and an
awesome new opportunity for us to turn our technical experience into
business benefit for our customers and profits for us.

As usual, Microsoft has an absolute ton of information out there. The
best site by far is https:/ /www.quickstartonlineservices.com. Go there and
log in with your Windows Live ID that’s mapped to your partner account.
Spend some time, and sign up for Cloud Essentials at a minimum. Once
you qualify (it’s easy) you'll get 250 seats of Office 365 and 250 seats of
CRM Online for you to use in your business. And that’s just the start.

See you in the Microsoft cloud!

PS: I was going to explain how to hook all this stuff together, but the Office
365 launch story ended up comprising this entire column. Look for that
article soon.

Todd Shelton, aka Cloudrocket, is a 25-year
veteran Microsoft partner, system engineer,
trainer, and recovering premiseaholic. This
article is the second in a series on how
Microsoft’s cloud services offering will impact
all of us who work with SMBs. You can reach
Todd at todd.shelton@cloudrocket.tv, on Twitter
at  @Cloudrocket, or on his blog at
Cloudrocket.tv.
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Feel the exhilaration of
Business Continuity without Limits

Introducing NEW ShadowProtect® Virtual™ from StorageCraft

SﬁEDO vmrere Maintaining business continuity in today's complex
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are constantly changing.
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ShadowProtect® Virtual™ frees you to backup everything in any virtualized Windows
environment and then recover it anywhere: onsite, off-site or in the cloud! It:

Supports VMware, Microsoft Hyper-V, Citrix XenServer or Oracle VirtualBox

Is priced per VM and can be deployed on multiple hosts

Includes VirtualBoot™ technology so any ShadowProtect backup can be booted as a
WM in less than 5 minutes

Provides Hardware Independent Restore™ to allow you to recover to the same
system, a physical system or even to a different hypervisor

The result is a solution that provides business continuity
that is virtually limitless. Now that’s freedom! o

For your FREE 30-day trial STORAG EC RAFT

visit www.storagecraft.com/virtual
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