














Kaseya Customer Upgrades Clients
from Acronis to AppAssure Replay 4

to Eliminate Long Backup Windows
and Provide Remote Virtual Failover in Minutes

As an MSP and Kaseya user, LAN Doctors clients were struggling under increasingly
large backup windows and slow recovery times. “Our big clients demand reduced
backup windows and faster restore times and our previous backup and recovery
solution wasn't cutting it,” says LAN Doctors CEO and Lead Engineer, Eric Speer. “So

we had to find something better.”

Eliminating backup windows
and recovering in minutes

Replacing Acronis True Image for these
clients, LAN Doctors turned to
AppAssure’'s award-winning Replay4
backup and disaster recovery software
to eliminate backup windows completely,
and to get recover them in minutes
following a server failure. "Replay was
the only solution that overcame these
issues,” says Speer. “Now we use
Replay to completely eliminate those
long backup windows and enable fast
restores for all our clients.”

Better
margins
Replay4 provides LAN Doctors with
dependability, cost effectiveness,
quicker restores, easier management,
and ready-to-go  current  server
snapshots. This in turn gives LAN Doctor
a better SLA to its clients.

SLAs and protected

Fast disaster recovery

Beyond fast backup and local recovery
for his clients, Speer needs to deliver fast,
reliable disaster recovery for his clients.
“Before we were using Replay, we
installed a SAN not knowing the vendor
had the drives on recall,” recalls Speer.
“Restoring three failed drives with Acronis
took longer and a lot more effort than it
would have with AppAssure’'s Replay4,
which would have restored in minutes.”

Fast virtual failover

Having the virtual standby with Replay's
virtual recovery is a huge advantage for
Speer and his team. “Before, we had to
P2V our latest backups, and they were
from the previous night,” he notes. "Now
with Replay4, they're already P2Ved,
current, and ready to play in minutes. No
P2V process means quicker data
recovery — Replay is saving several
hours in this regard.”



pAssure

RECOVER IN MINUTES

i . -
LaN Eric Speer, CEQ and Lead Engineer
p “  LAN Doctors, Inc.

“Prior to Replay, the best | can say is that this work took hours.
As an MSP, that cuts heavily into margins. Now with AppAssure’s
Replay we're talking a couple of minutes to perform the same
restore task, ultimately keeping our margins protected.”

To download a free trial and demo go to

www.appassure.com
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by Matt Makowicz, Business Development Manager, SMB Nation

Million Dollar Hurdle

Part 3

usiness growth is both a nebulous task and a common
B 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 1 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 third 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”
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—“Sizing up the Challenges”

Take a look at your business. Really take a look. Pretend
you're a potential investor asked to evaluate a company for its
viability and growth potential. What would excite you? What
would scare the heck out of you? What processes are
documented and systematic? What aspects of the business are
inconsistent?

Create a bulleted list about every aspect of your company
that is an issue. Keep in mind that an “issue” could either be A)
an identified problem, or B) an aspect that could be performed
better. To ensure the list created is complete, be sure to jot down
at least three bullets for each of the following aspects or
departments of your company: Finance & Accounting,
Customer Service, Support Case Management, Sales,
Marketing, Human Resources, Administration, Purchasing and
Service Delivery/Implementation.

It is very important to review the list and ensure it is
complete. Next, prioritize each section’s items. This will aide in
the identification of what issue is most pressing within each
area of the company. Before continuing, review the list once
more to ensure it seems complete and accurately prioritized.

Be prepared for Anything.

And stay up-and-running no matter what!

Best-in-class disaster recovery, data backup,
and business continuity

But don't just take our word for it - Try it for yourself
with a FREE 30-DAY EVALUATION'

ANCIENT

Check out our blog at www.smbnation.com



Believe it or not, the exercise detailed above is the easy part!
Examine the list again. This time, jot down the consequences of
each issue if left unaddressed. Be as detailed as possible. Think
“what if” scenarios. For example, if an issue identified under
“Purchasing” is that equipment needed for projects is
sometimes not correct or delivered on time, then write down
exactly what would occur (or not occur) within the company if
that issue continues. Apply the “what if” scenario of the
company executing 2x, 4x, or 10x more projects than currently
being undertaken. How big is that issue under those
conditions? Clearly outlining what NOT addressing an issue
means for a company accomplishes two important milestones.
First, motivation to address a particular issue is clearly
established. Second, clarity of what issue(s) most urgently need
to be addressed is established.

Not performing the above exercises is not only cheating
oneself, but it causes a dangerous practice which can be called
“Band-Aid on a bullet wound.” A deep and complete
assessment and understanding of one’s company is the only
way to ensure issues are addressed properly, in the correct
priority, and completely. It also may be helpful to include the
staff in this endeavor. Often, an implementation engineer’s
assessment of a company’s or department’s issue will vary
dramatically from the owner’s perspective. In fact, not
including the staff — at least on some level - can cause paranoia
in the mind of the business owner.

I will refer back to a situation that occurred at one point
within my MSP company. One morning upon arriving at my
office, I was surprised to discover no one was there. After 45
minutes and several dozen texts, calls, and voicemails to my
staff, I learned they were all at a “meeting.” This was not a
good feeling or a good situation. My lack of communication
caused my paranoia to become reality. Don’t let it get to this
point. Even if it has, I urge communication with your staff.
They don’t need to know every last detail, but how about
simply stating to them:

Our company is in a period of exciting growth. Most companies
experience change and challenges during this time. Frustration,
challenges, and obstacles are to be expected. The good news is that we
recognize what'’s happening and that these changes will ultimately be
a good thing. We absolutely need to work together and over-
communicate during this period. No feedback, comments, suggestions,
or concerns will be silenced. Even if your idea is not implemented, 1
assure you that our company will be better with everyone’s input. The
great news is that once we figure out and get past some of these issues,
we’ll have a much stronger company that will be prepared for
significant growth!

Including staff is important. Empowering them to having a
significant part to play in the company’s growth is critical. The
above dialogue does not denote weakness. Rather it
demonstrates strength, leadership and confidence. All qualities
your staff looks for in management and/or owners — even if
they’ve never said so!

Another cautionary tale must be stated. That is
spending blindly. An individual in a depressing financial
situation may leave mail unopened, block out financial
responsibilities and spend money inappropriately. This is
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destructive behavior for an individual or business and has
absolutely devastating consequences. During this period of
growth, change and anxiety, it is wise to perform a financial
reality check at least monthly!

Nature abhors a vacuum. Something has to give. Change
has a way of making things seem hopeless and unrecognizable.
It is also true that progress is not obvious until a project is
completed. Ever witness a construction project or a remodel?
The last 24 hours of a six-month project is when real progress
can be observed for the first time. Paint a picture in the mind’s
eye of the perfect company. Focus upon that picture as the end
result when the changes occurring cause stress and depressing
thoughts. Let your mind create the future. “Sizing up the
Challenges” may not seem so, but it is the step in the process
that represents a turning point. Once completed, the company
is closer to the desired end result.

Next Issue: Part 4 — “Letting Go”

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 in
sales and Channel Marketing.
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* How to identify and profile segments of ideal customers
and prospects

* Trends hidden in spreadsheets and charts

* Where resources and location-based assets are and how to
manage them

* How effective your service and sales territories are operating

* Where to focus marketing efforts to maximize return on
marketing spend

Learn more about how to get the most out of your data,
www.pbinsight.com  1-800-327-8627 pbbi.sales@pb.com

Solutions for Customer Intelligence, Communications and Care.

K PitneyBowes
Business Insight

Every connection is a new cppartunity”

Check out our blog at www.smbnation.com
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by Regina Ciardiello, Managing Editor, SMB Nation

MVP Nation 2011 — That’s a Wrap!

Insights, discussions, sights, sounds and (blue hair too)
from our first ever MVP Nation event in Seattle

ell I am back at my home base here in Northern New
W]ersey, coming out of last month’s successful MVP

Nation event at the Bell Harbor Convention Center in
Seattle. Having only been to Seattle (and the Northwest for that
matter) for the second time, I not only enjoyed my week “meeting
and greeting” at the conference, but also taking in the scenery and
sites that us East Coast folks don’t often get to experience.

I arrived at the Seattle-Tacoma Airport on the afternoon of
Tuesday, March 2, to the stereotypical rainy and foggy area
weather. However, I didn’t let that get my mood down, since I was
greeted by SMB Nation CEO and Publisher Harry Brelsford,
whom I hadn’t seen since we met initially at the Autotask event in
Miami last year! Little did I know, we would be working together
on the same team at one point. Since the SMB Nation offices are
located across Puget Sound on Bainbridge Island, we departed for
the auto/passenger ferry that would take us across to the “island.”
This was a bit nostalgic for me, for two reasons — I am originally
from another island — Long Island, which has its own ferry
system (though not quite as elaborate as the Seattle area), and in
“my former life” I was an editor covering the maritime/logistics
industry — ferries and cruise ships were part of my beat.

Day 1: Just the Beginning

Following a day-long session of strategy meetings with
Harry and his staff, whom I enjoyed meeting for the first time in
person, we headed back across the sound to Seattle, in
preparation for the kick-off of MVP Nation on Thursday, March 4.
I was excited for two reasons — to meet all of our vendors,
sponsors and attendees — but also to learn about what was going
on in the industry — what was the “buzz on the street?”

Harry opened the event with his keynote address, focusing
on “capitalizing on community.” He discussed the current
position of SMB Nation as well as our publication SMB PC —
citing our increased circulation of more than 54,000 tribe
members. He also introduced me to the crowd in attendance,
announcing my appointment as managing editor of SMB PC.

Following Harry’s presentation, Jeff James HP’s Western
Regional Manager took the stage to discuss converged
infrastructure, and how the company’s mantra is “capitalizing on
convergence to manage, protect and grow your business.” James
also noted to the MVPs, VARs and MSPs in attendance that
“Anytime you are in a market-leading position, you must identify
new uses of tech that people might not have adopted yet.”

Of course, as most conferences of late, James discussed the
“cloud” and his position on this technology. He noted that the
cloud is more of “a cultural shift, and not so much a paradigm
shift,” as most have been stating. James asked: “How do we bring
the right kind of product and service to the marketplace...?”
moreover, it’s about “how you take those products, and put them
together, and then deliver them to the marketplace.”

James also invited Mikael Nystrom, senior executive
consultant from TrueSec, to join him onstage. Nystrom, who
traveled from Sweden for MVP Nation and the Microsoft MVP 11
event, entertained the audience with his humor, but he also, on a
more serious note, mentioned that he is passionate about “keeping

Check out our blog at www.smbnation.com

Nuno Filipe Godinho, Azure MVP from Lisbon, Portugal,
delivers a technical lecture.

the customers happy, and they are happy when hardware
becomes infrastructure.” Nystrom also candidly mentioned: “I
like to meet customers; do not like to meet end users.”

Furthermore, James addressed that many of the attendees
have customers who might not be just ready for the cloud. So
how should partners respond? “Customers may not be ready to
be in the cloud,” James said, “but they are thinking about it. They
understand this concept might be different fit, so the question is
how do I take today and move it into tomorrow? The answer is to
“build it right into hybrid cloud offerings... If you have
something to wrap around it, then take advantage of that. That’s
what this is about...relationships.”

Meeting and Greeting on the Show Floor

I also had a chance to spend a few moments with Steven
Toole, CMO, AppAssure. The Reston, Va.-based manufacturer of
backup and recovery software, was a first-time exhibitor at one of
SMB Nation’s events. AppAssure, whose platform is based on
leveraging cutting-edge technologies to reduce storage footprints
and response times, utilized the conference as a launching pad, or
“coming out party” for its services and products, specifically its
Replay 4 backup and recovery software program. Toole and I
discussed everything from the company’s unique “in the cloud”
software products, to what it means for today’s MSPs.

“Until now, recovery meant it was going to take you all day,”
Toole said. “But we do this in minutes. An MSP can burn through
their margins in one day, if they have to spend it on recovery; if
you can shrink that down to a few minutes (rather than an entire
day), your margins are protected and your service level
agreements are covered.”

Toole also expressed that AppAssure’s message has been
resonating very well with MSPs and others who were in
attendance at MVP Nation. He also offered that the company
currently has a full library of case studies chronicling end user
and MSP success stories via AppAssure’s products and services.
The case studies are from a variety of verticals, Toole says, since



Nestor Portillo, Microsoft WW Director MVP Program (right),
interviewed by Drew Graham from VarVid.

the company has a horizontal market base when it comes to MSPs
serving end clients. On the direct side, Toole said the company
does very well in the education and public sector verticals.

In addition to my discussion with AppAssure on the
show floor, I also met with several other exhibitors, and even
had a chance to shoot a few quick videos with them. Click
over to www.smbnation.tv to view my quick hits with Lynn
Shourds of HEROware, Aaron Booker of StrataScale, and
Dean Paron of Microsoft.

My week in Seattle was capped off by a dinner hosted by
StorageCraft held on the last night of the event. On Friday
evening, I managed to make my way over to Anthony’s Pier 66 &
Bell Street Diner to celebrate a successful inaugural MVP Nation
event — just a few hours before departing for my red-eye flight
back to New Jersey. It was great to discuss the conference,
StorageCraft’s take on the event, as well as their upcoming
strategies to further penetrate social media. In addition to
chatting with Curt James, the company’s VP of Marketing &
Business Development, Co-Founder, it was also great to meet and
greet with two of the company’s “newbies:” Mark Woffingden,
Director of Marketing & Communications; and Aaron Lee, the
company’s Marketing Manager. Stay tuned for upcoming
announcements and new social media tools from StorageCraft in
the next few months...

Positive MVP Feedback

I also caught up with Jeff Uphues, Vice President Sales &
Marketing at Cbeyond Cloud Services, a few days after the show,
while he was en route from Dallas to Houston, having attended
MVP Nation the week prior. This time he was in Dallas first, then
on to Houston to attend Cbeyond’s Partner Lunch and Learn. I
asked Uphues what his thoughts were on the conference, the
sessions, the buzz and what the MVPs had to say when they
approached his booth. Cbeyond, which was formerly known as
Maximum ASP, is no stranger to the Microsoft community. In fact,
the company earned the title of Microsoft’s Worldwide Hosted
Partner of the Year in 2009.

While like many channel vendors, Cbeyond has often used
an event such as MVP Nation to launch a new product, this time,
according to Uphues, their attendance was about listening,
watching, and of course, learning. “We listened and learned, and

MVP

we were very appreciative of the feedback we received from the
MVPs and other Microsoft VARs that attended the event,”
Uphues said. “Our purpose for attending and supporting MVP
Nation and other SMB Nation events was to grasp the challenges
that customers of SBS VARs and MVPs are seeing in the market
so we could better support, package and deliver creative
solutions that solve customer IT needs.”

Uphues elaborated a bit for me on some of the feedback he
received from his chats with the MVPs who stopped by. “We
really got some great feedback,” from the MVPs, Uphues said.
“Many of them discussed how, as a company, we should be
positioning our services with our cloud-based products especially
with the new version of Microsoft Small Business Server...they
also discussed the differences and benefits of offering an
unbundled vs. bundled plan.”

Rocking Out After Hours

Following the exhibit portion of the show, Cbeyond co-
sponsored MVP Nation’s evening karaoke networking event, in
which several attendees got up on stage with the karaoke band to
live out their American Idol fantasies! One such performer who
caused quite the buzz at the event (even before he took to the
stage) was Dominic Foster, Cbeyond’s Senior Director of
Technology. Those that attended MVP Nation might not have
known him by name, but if I said that he was “the guy with the
blue Mohawk,” then you would surely remember. Foster, whom
I am told changes his mohawk’s color for various reasons,
depending on the event, had dyed his “do” a deep blue in honor
of Cbeyond'’s official logo color.

Foster also was interviewed at MVP Nation by Drew
Graham of Varvid, where he noted the “MVYP’s as the heart and
soul of technology because they’re the advocates that are out
there talking to the end users, and they have followers that are
really going to listen” — echoing what Uphues told me during our
conversation yesterday. “The MVPs are a tight-knit group and
they really stick together,” Uphues said. “I noticed this especially
by how they group themselves together by talking and sharing
information —it’s just a great essence of what drives a lot of SMBs.
They are important to us as well, and we hope that at Cbeyond
we can establish long lasting relationships with them, as we have
done with all of our partners.”

To view the video of Cbeyond’s Dominic Foster in full go to
http:/ /varvid.tv/2011/dominic-foster-from-cbeyond-mvp-
nation-2011/.

Cindi Shannon (right) hosts Greg Starks from HP (second from right) and
MVP Nation attendees in the Tigerpaw Software booth in the MarketPlace Expo.

Check out our blog at www.smbnation.com
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by Wayne Turmel, President, GreatWebMeetings.com

Achieving Virtual Expectations
Top Tips on How to Effectively Use Web Meetings

f you've attended one of SMB Nation’s Web Seminars, you
know that they’re a solid tool for marketing and getting your
information out to the world. But have you ever considered
how you could use this online tool as a small VAR or SMB
consultant? Maybe it’s time to give it another look.
There are several reasons to look into these types of vehicles,
primarily to:
 Create content to show off your expertise.
e Add value to your customer relationships by offering
ongoing education to your clients.
® Save time and travel costs.
Whether you call yourself a “Value Added Reseller (VAR),”
a “Consultant” or a “Trusted Business Advisor (TBA)” you know
that your customers are asking more of you (and willing to pay
less) than ever before. They want the latest products or
technology at the lowest price, and they expect you to be the
world’s leading expert on it to boot. They also expect you to be
reach-able at a moment’s notice. Fortunately, Web presentation
tools can help you achieve all of these expectations.

Top 3 Tips

Specifically, there are three ways that using Webmeetings or

Web presentation technology can help you put the “V” in VAR
and the “T” in TBA.

1. Be more than just a voice on the line. Many inexpensive
platforms allow you to set up low-cost video conferencing with
your clients. In fact, you're probably already using similar tools
to do desktop sharing and remote connections. You might want
to upgrade to something with real presentation possibilities
and a recording function. Platforms such as Dimdim, Via3 and
Webmeetlive offer low-cost (ranging from free to $25 a month)
products that allow you to offer 215t century communication
with your clients. You can use your webcam, share
applications, give them a place to download documents and
articles and demonstrate products and services without ever
leaving your office. All they need is an internet connection. This
might seem like a poor substitute for face-to-face contact, but
it’s often faster than driving across the county and clients are
often impressed by the high-tech approach. For example, my
biggest client is in the U.K., and we speak several times a week
by Skype—it’s hard to beat “Jetsons-style” video conferencing
across the Atlantic for free.

2. Be their source of just-in-time information. Is your
phone ringing off the hook about the latest virus scare? Have

Join the partner community

empowering small busine
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Theres a vibrant network of Microsoft partners across the ULS. helping small businesses realize
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people heard that Google will infect their Exchange server and
sell their secrets to would-be terrorists? You can put together
quick Web Seminars or other training for your clients and invite
them—talk several of them off the ledge at the same time. The
best part is that you can record these sessions and email all of
your clients the link to view at their leisure.

If you are where they go for trusted information, you're
where they’ll go when they need service and advice, and you
only need to have the same conversation once. How cool is
that? The recording function also allows you to create free
video content for your Web site, making you look much bigger
and more impressive than the competition. No one needs to
know it’s just you. It’s easy to create short videos with tools
such as BrightTalk or BrainShark. Some of these, such as
Slideshare, are free.

3. Provide training. While it’s great to do things on the fly,
it’s also good to know that you can actually plan training. It’s
true that 60 percent of all IT projects fail, mostly because the end
users don’t use the technology you’ve worked so hard to get
them to purchase. You can’t be in multiple locations at the same
time, and it might not be worth it to work with one admin
somewhere. Work with your clients during the project planning
and implementation process. You can also map out short training
sessions over time instead of having to be on-site for a full day.
Studies show that short, intense sessions help people learn
applications better than long, drawn-out ones. You're actually
going to do a better job over the long run by offering application
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and product training online. You could even have users from a
couple of different clients at the same time.

Practice what you Preach

If you're starting to expand and need to train or keep in
touch with remote employees, contractors or partners, these are
also indispensible tools. Of course, as you all know, the only
way to get full ROI from any piece of technology is to use it
properly. It’s critical to practice with these tools so you can use
them well. It’s also as important to work on how you present,
as it is the subject matter. People judge your credibility by not
only what you know, but how effectively you can communicate
with them.

The latest tools allow you to see, hear and show your clients
what they need to develop trust in your advice and believe that
you have more value than simply getting them the hardware
they need. It’s time to raise your profile and the value you bring
to your customers.

Wayne Turmel currently serves as President of
GreatWebMeetings.com. He has a long history
as a presenter, trainer and expert in management
and communication skills. As the resident
Remote Teams and Virtual Managing Blogger
for BNET, Wayne has also taught Presentation
Skills and Sales to Fortune 500 clients in his role
as Director of Faculty for Communispond.
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CLOUDSPEAK

by Kelly Kleinman, VP of Marketing and Sales, 4Service Inc.

The Great Cloud Debate

How to Market Cloud to Your Present and Future Clients

arketing in a down economy has never been easy.
MMarketing something few have ever heard of is even

more difficult. Notice I didn’t say impossible. Our firm,
4Service Inc. (www.dservice.com) has been offering private-
managed cloud computing since the beginning, and that means
we’ve been doing this for only about two years! When we created
the cloud computing section of our Web site (always a work in
progress), there was no competition on the Internet at all, and few
would listen to our proposals with serious intent, interest yes, but
with trepidation.

Now, the Internet is fast-becoming the “Wild, Wild, West,”
with cloud offerings behind every cactus. Pricing is all over the
map with billing formulas that are very difficult to understand. As
a solution provider, you should understand that complex billing
formulas prevent firms from knowing what their fixed IT costs are,
and that is not a good way to get business or transition existing
clients. Just read a contract from one of the “big boy” cloud firms
and see if you don’t get the feeling that it’s completely one-sided
with price increases seemingly at their leisure!

Cloud computing is inherently less expensive than traditional
IT and therefore needs to be sold as such. Being a private-
managed cloud provider for VAR, we keep things simple and
make every effort possible to help our resellers stay in line with
fair and reasonable pricing. Our solution providers profit more
than we do on a per case basis but that’s why it works. In general
terms, I'll tell you how it works for us based on our experience,
and what the best approach has been to selling highly-secured,
cost-effective, technologically advanced, managed — private cloud
computing (whew!!).

A Quick Example
I am an SMB firm in Q-2 of 2011. “Tech-Tech” (fictional name)
is my technology outsource, and they have been mentioning things
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such as “cloud” and “virtualization” for months, but until I saw
those purposefully ambiguous commercials to promote product
awareness, I had no idea what they were talking about (still not
sure I do). They say I can cut costs, so I'll give them ear before I
give them a part of my budget.

I have four servers, all are a bit old, and we’ll have to get new
ones in 2011. I am backing up 250gbs online at $1.75 a gb per
month. I have 20 PC users, and six PCs need to be replaced (I
think). I pay Tech-Tech $1,600 per month for 16 hours of work, but
my costs are fluctuating wildly for some reason. Those 16 hours a
month seem to disappear pretty quickly.

Basically, the “firm” I'm describing above is typical of today’s
SMB end users. It is paying more than $2,000 a month in fixed IT
costs with additional costs being incurred at the worst times possible.
Currently they are faced with four new servers at roughly $6,000
each, and it’s hard to get credit. At the year’s-end, they will have paid
$52,000 in IT costs including those six new PCs. That’s a staggering
$217 per desktop per month! For the next three years, they will be
paying $100 per desktop per month. In four years, they are paying
roughly $124,000 for IT ($124 per desktop) plus some unforeseen
costs — including downtime that will surely cause lost revenue. In
year five, the buying cycle for servers starts all over again.

Enter the private-managed cloud solution. Without giving away
our secret sauce pricing, cloud computing could save that company
an easy 50%-70% of it’s IT costs if we eliminate the greed factor.

How Do I Fix It?

Cloud specialists can fully eliminate the need to buy servers
(per-case basis), cut desktop assistance by 75 percent, reduce
power costs generated by servers and PCs by more than 90
percent, reduce cabling and other hardware costs, reduce revenue
loss due to downtime, eliminate ala carte online backup costs so on
and so forth. The one cost everyone will incur is an additional pipe
to the cloud in case the first connection goes down and that pricing
varies throughout the US. Naturally, we suggest a fiber nexus
whenever possible.

When all is said and done, the aforementioned firm will
become more streamlined, and if they link up with the right cloud
provider, they will instantly become technologically advanced,
and also more secure. Remember, this is private -managed not
shared or public cloud computing. It is smaller in scale and costs
are relatively low for solution providers who have had
infrastructure already put into place long before everyone else
threw their hat in.

So, now we have eliminated some huge IT costs. Even if our
theoretical firm is reduced to paying $50 per desktop that is a lot
better than $124 right? What if they are paying half of that? They
now know their fixed costs and that will make any pencil
sharpening CFO or accountant very happy and more likely to have
you deploy a cloud, especially after they complete a test.

Kelly Kleinman is the VP of marketing and
sales for 4Service Inc.
(http://www.4service.com/resell.asp), a disaster
recovery/online backup and cloud computing
solutions company for VARs who are looking
to add services and revenue streams to their
businesess.



(Continued from Page 14)
Shift in Billing Mechanism

What was surprising in this year’s survey was the way
in which the billing mechanism has changed dramatically
from 2010. The cloud computing paradigm shift is forcing
the channel partner community to move from an hourly
billing format to a flat rate format, as is evidenced by the
numbers. In 2010, 80 percent of respondents were billing
their customers hourly; this has dropped to 41 percent in
2011. At the same time, the slack has been picked up by flat-
rate billing, or by the job. Twenty-seven percent of channel
partners currently have a flat-rate billing system and
another 26 percent bill by the job. This is more in tune with
the expectations by the small businesses who want
predictable billings that they can manage and include in
their cash-flow analysis.

Embracing the Cloud

Another strong indication of the SMB channel community’s
shift to cloud becomes clear when 53 percent of them mention
that they offer some form of cloud computing solution and
another 35 percent plan to offer. The balance currently does not
offer and neither do they plan to offer in the next year. One will
try to keep track of these channel partners and re-contact them in
a year’s time to see if their thinking has changed at all. As
Microsoft begins the roll out of Office 365 Cloud Solutions, a
whopping 43 percent have expressed their interest in becoming a
cloud solutions provider. Those who do not want to become part
of Office 365 solution have listed several reasons including: “not
enough margin,” “lack of account control and “inability to bill
client directly.”

Distributors: To Use, or Not to Use?

As per the survey, 81 percent of respondents stated they use a
distributor to make their purchases, which is 5 percentage points
more as compared with the previous year. Of the 19 percent who
said that they “do not use a distributor,” the top reasons included:
“not enough volume, “too expensive,” and “we buy direct.”

So How Much Do YOU Make?

The survey revealed that in the tax year 2010, the average
compensation of a channel partner member was $92,823 with
more than one-quarter receiving compensation between $101,000
and $150,000. The average salary for those who are in the
VARs/Reseller community was $95,670. MSP /Solution Providers
got paid the highest, an average $104,086. The average
compensation for a Microsoft Business Specialist was $85,755.
Not surprisingly, the average compensation for those ranging in
the 18-25 age range was $48,333. This was doubled to $96,721 for
the age group 43-50.

Nearly 60 percent of the compensation takes the form of
W-2. Many of the survey respondents” employees are also paid
bonuses, which are based on a combination of factors such as
company’s overall revenue target, individual employee
performance as well as some type of incentive program. Out of
those employees that receive bonuses as part of their overall
compensation, 81 percent get paid from their own company; the
balance 19 percent receive bonuses from the companies whose
products and services they sell.

Optimism in the Face of Uncertainty

In spite of the average salary of survey respondents being
$92,823, 47 percent felt that it was lower compared with others in
the IT industry. While 30 percent said they are enjoying their job,
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58 percent would also like to see some improvements. When
asked to share the overall economic sentiment about the future,
nearly 58 percent are moderately optimistic. Thirty-six percent of
the employees expect their compensation to increase between
1-10 percent in 2011. Combining the results of all respondents,
the expected average increase is 6.4 percent in this coming year.

Now that the results of the SMB Community Salary Survey
have been rolled out, it would be prudent to begin a drum roll for
the SMB Channel Partner Community. Not only have they
survived a tumultuous year, but they have demonstrated their
tenacity in tinkering with their business models to be in the
forefront in the SMB value shift from enablement to
empowerment, from infrastructure to cloud and from break-fix to
managed services. Not only should the channel community be
proud of itself, but the IT vendors should be proud of their
channels whose products and services they sell and the ultimate
SMB customers who get served.

SMB Nation would like to thank Anurag Agrawal and Tavishi Agrawal
and their team at Tech Aisle in helping to create this year’s survey. We
would also like to thank the Tech Aisle team for their unending support
in helping to make this year’s survey a success, as well as their efforts in
the tallying of the data and creation of the accompanying charts.

We would also like to thank Jim Locke and his team at SMB Technology
Network (SMBTN) for their insight and help regarding the survey and
its platform.

Check out our blog at www.smbnation.com
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SECURITYSPEAK

by Dana Epp, Founder and CEQ, Scorpion Software

Can the Cloud be Trusted?

How to help your end users secure their space in the cloud

relates to security, what I am thinking about is trust.

Trust in the confidentiality of the data. Trust in the
integrity of the data. Trust in the availability of the service that
allows me to get to that data. This is all about information
assurance for our clients. Regardless if the information is
accessed, managed and stored on-premise or in the cloud,
maintaining the three pillars of information security
(confidentiality, integrity, and availability) should take
precedence over whatever type of technology you have selected
for use. For this article, let’s explore the aspects that will allow
you to help your own clients secure their space in the cloud by
looking at what you can do to trust it.

I I onestly, when I think about the cloud, especially as it

Trust in the Cloud

Before we can really proceed with this discussion, let’s set
some baselines for the conversation. Personally I do not believe
that the cloud is the “be-all and end-all” of technology. There
will always be IT infrastructure on-premise. However, I also
believe that it is really naive to think that for most SMBs, that
there are little advantages of cloud-based services. The trick is
to find the right balance, which will be different for every
customer you serve. And when you add the concepts of
information security to the discussion, we have to remember
that security is a process, and not a product. Security is there to
reduce risk to an acceptable level, not to avoid risk entirely by
staying in the dark ages. The goal is to find that balance that
mitigates the risk, while allowing our clients to be the most
productive. To leverage their IT investments so they can ensure
information assurance is always maintained.

So with that in mind, let’s explore the different aspects of
trust and how you can find that balance to deliver services so
your clients can use the cloud when it’s appropriate.

Confidentiality

When we think about the term confidentiality, we should be
thinking about how to prevent the disclosure of information to
people or computer systems that are not authorized to access it.
When we think about the cloud, we should consider how the
solution will guarantee that only our staff, partners and
authorized users will be able to do so. Part of this is maintaining
privacy controls. Depending on where you are located, there may
be federal, state or provincial compliance regulations that may
assert significant implications if you don’t consider the privacy of
personal information as well as for the confidentiality of business
and governmental information. Check your cloud provider’s
terms of service and privacy policy to fully understand what they
are doing to earn your trust as it relates to protecting your
information, and what obligations they are under to help you
gain confidence in what they are doing.

If you have time, I encourage you to check out the World
Privacy Forum at http:/ /www.worldprivacyforum.org/ for more
information on things you can do to help manage privacy for your
business and the clients you serve, especially when in the cloud.

Check out our blog at www.smbnation.com

Integrity

One of the most difficult aspects of cloud computing is
trusting the cloud provider with your environment, and your
data. Be it an application running in Windows Azure to cloud-
based offsite backup solutions for your disaster recovery (DR)
needs, remember that you are delegating responsibility to these
providers, not abdicating it. In other words, you are still
ultimately responsible in making sure the information has not
been modified in an undetected manner. So consider making
sure the provider offers strong crypto to encrypt the data at rest,
and make sure the keys/passwords to decipher this is protected
away from the provider. This way you can gain confidence in
knowing that even the provider has no ability to modify or
share the data, allowing you to trust... and verify... the
integrity of offsite information.

One way to verify integrity is to maintain a local database
of digital signatures (hashes) of any and all of the data elements
stored in the cloud. This won’t be practical for some services
such as cloud-based email, but works extremely well for
database and file driven data elements that are storing sensitive
confidential information in cloud based services.

Another option is to keep a local copy on premise of cloud
based log, storage and operating integrity related items where
this may need to be validated. As an example, if you decided to
utilize Microsoft’s SQL Azure to store client facing information,
remember that you can easily replicate the data to an on-
premise version of SQL Server if it’s appropriate. Also consider
archiving services that can securely keep copies of the data if
ever required. At my company, Scorpion Software, we do that
with a combination of Own Web Now’s cloud-based anti-spam
solution called ExchangeDefender with their LiveArchive
option, giving us a replicated copy of our Exchange data in the
cloud. If either our on-premise or cloud based solution was to
fail, we can fall back to the other service.

Availability

For any information system to serve its purpose, the
information must be available when it is needed. Following up
on the latter paragraph about leveraging replicated data
between cloud and on-premise data stores, the reality is that if
the service isn’t available when your client needs it, they will be
frustrated and begin to lose trust in you. And ultimately, you
will lose trust in the cloud provider.

So look at your cloud provider’s service level agreements
(SLA). Do they guarantee a certain amount of uptime? What
is your recourse when something goes wrong? Can the
business suffer a cloud outage, like we have seen recently in
the news for several of these providers? Can you alternatively
leave your clients with an offline on-premise option in the
midst of the sky falling and the cloud coverage evaporating
into thin air? Can I drag this point on with another “dumb”
question? Whoops...I guess so.

Seriously though, availability is more than just the number
of 9’s in a cloud provider’s SLA. It’s about making sure the



information is available to allow the business to continue to be
productive, even if the service may not be available online.

As an example, at our office we regularly use a CRM
system. Over the years, there have been small levels of
service disruption. Rarely though has it affected us. The
reason is we use the syncing capability between our on-
premise Exchange system with our cloud-based apps offered
through our CRM systems provider. From contacts to
calendar meetings, communications to campaigns, we can
still do most of our work even if we could not reach our CRM
provider through the use of Outlook.

Ensuring that we had that sync capability was important to
us, as we wanted to make sure our business could continue to
function even if we couldn’t access the service. Better yet, by
leveraging cloud-based services, most of our staff that telework
can continue to do their job offsite even when our office is not
online. That seems to be a bigger problem these days for us. We
experience building power and Internet connection failures on
almost a monthly basis, and I would bet from an uptime
perspective, our cloud providers have had a shorter mean-to-
repair time than we have had on-premise.

The Cloud and your Pocketbook

There is one last thing about availability I would like to
comment on. And that is about availability in the midst of
billing. I have heard from several MSPs how cloud services are
not feasible for their clients, as month-to-month contracts are
not acceptable because of cash flow. Which in summary, ends
up being a discussion about how if they can’t afford the bill for
the month, they may lose service and availability.

What I don’t understand is why people think that if it is in
the cloud, you can’t drop down a year or two worth of
subscription to the cloud provider if you so desire. If the
resistance is the fact you have a recurring bill each month, look
to amortize it over a longer period, and then bill the client in a
yearly or bi-yearly fashion. Then the discussion about monthly
cash flow is out of the equation. This is a fixed cost they can
account for in their yearly budget.

As a tangent, here is a recommendation if you have a
cloud-based service that will only accept billing on a credit card
on a monthly basis. Consider arranging for a “cloud services”
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payment account with your bank, and then arrange for a debit
credit card that can draw against that account. This way you can
charge the customer on a yearly basis and drop that revenue
into this payment account to ensure you can still take care of the
monthly service fees, if required. If you are like me, and are in a
country that doesn’t have a financial instrument such as debit
credit cards, simply set one up with a vendor such as PayPal.
They provide services exactly like this. Just watch the
processing fees and account for that accordingly.

That’s a Wrap

In the end, when I think about cloud security what I care
about is trust. Can I be assured that my information assets
will stay confidential, will be accessed and modified as I
expect, and always be available when I need it? If I can’t
trust that it can, the people, process and product I will be
selecting won’t matter. So relate that to your own business,
and the clients you serve. If they don’t trust that it can be
done, talking about cloud is moot. Trying to sell cloud
services is futile. You have to EARN that trust by
demonstrating you wunderstand why confidentiality,
integrity and availability are important. That is after all
what information security is about. It’s about protecting the
information. No matter if its on-premise, in the cloud, or in
a hybrid for both, you have to build that trust with your
cloud providers. Clearly understand their terms of service.
Know their privacy policy. And ensure they stick to their
SLAs. Do they have trending history to show their service is
highly available, responsive and safe? If not, you should
move on. Your job is to protect your client’s data. If your
cloud provider can’t demonstrate that, they shouldn’t have
earned your trust yet. Work with providers that have.

Dana Epp is Founder and CEO of Scorpion
Software Corp. (www.ScorpionSoft.com), a
Canadian-based MSP. Epp has spent the last
15 years focusing on computer programming
with a specific emphasis on security
engineering to offer a safer computing
environment for business.
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Check out our blog at www.smbnation.com
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TECHNOLOGY WATCH

FalconStor Launches New Partner
Program/Web Portal

FalconStor Software, Inc. has launched PartnerChoice,
FalconStor’s three-tiered channel partner program designed to
provide optimal channel marketing and sales support based on
each partner’s business model, level of engagement and
commitment. As an integral part of its new partner program,
FalconStor has launched the PartnerPlace Web portal, which
allows partners to track opportunities, manage account
information and access an extensive knowledgebase of resources.

With three tiers of engagement, FalconStor’s PartnerChoice
program is designed to drive revenue and growth objectives for
channel partners through financial incentives, sales and marketing
tools, and training and support. All partners can participate in
margin building, deal registration and financial incentives with no
minimum requirements. FalconStor helps partners earn greater
rewards according to their commitment and business goals
through market development funds and revenue goal rebates.

NetEnrich Offers Comprehensive Managed
Services to Support Networking, UC
NetEnrich has launched a Networking

Practice consisting of an expert, secure

Operations Center fully staffed 24x7 to

provide managed IT infrastructure

networking services that enhance and
augment the Unified Communications (UC)
offering delivered by IT solution providers.
“The day-to-day monitoring and
management of critical network IT
infrastructure can be a costly and often
thankless burden on an internal IT staff and
business,” said Justin Crotty, Senior Vice President and General

Manager. “NetEnrich’s Networking Practice reduces IT spending

with predictable, low-cost monthly IT services for monitoring and

problem resolution on a sophisticated unified communications
infrastructure or on any network.”

Justin Crotty
Sr. VP and GM
NetEnrich

Alteva to Offer UC Cloud-Based Partner Program

Alteva announced that it has established a
Unified Communications Certification program
to enhance the value of its channel partner base.
The program will allow the Philadelphia-based
company’s channel partners to learn how to
position its cloud-based UC solution — which
consists of hosted VoIP integrated with
Microsoft Communication Services — expand
their offerings, boost revenues and increase
market share. The three tiered program
includes a technical overview of UC, education
programming on how to sell and position UC, and
impact/reinforcement training led by the Sandler Institute, a world
leader in innovative sales and sales management training.

“Several years ago, the channel didn't fully understand what
UC was, what the benefits were and why they should embrace
selling it. But, as the UC market continues to grow and more service
providers enter the market to meet the needs of end users, we're
starting to see the channel realize the need for such a solution — now
they just need to learn how to best present the sale to the end user,”
Louis Hayner, Chief Sales Officer, Alteva, said in a media statement.

For more information about Alteva’s partner program,
call 877-258-3821, or visit www.altevatel.com/partners/overview.

Louis thner,
Chief Sales Officer,
Alteva

Check out our blog at www.smbnation.com

Tigerpaw User Conference 2011 Date Announced

Tigerpaw has unveiled the 2011 dates for its second partner
conference, Convergence: Better Together! The conference will
be held October 19-21, 2011 in Dallas, TX. The event will
provide attendees the opportunity to go deeper into the world
of voice and data convergence, further develop your use and
knowledge of Tigerpaw, learn from the industry’s top “thought-
leaders’, and join a community of Tigerpaw professionals who
are passionate about growing their business.

Conference details and agenda will be announced on May 1.
In the meantime, add the Tigerpaw User Conference on your
calendar, and save the date!

MSP Leads Offers Unique Twist on Appointment
Setting, Lead-Gen Services

MSP Leads, a new appointment setting
and lead-generation services company
announced its entrance into the SMB channel.
Based in Waukesha, WI, MSP Leads takes on
a different twist when it comes to
appointment setting and lead generation, for
several reasons. The first being that its
founder and CEO, Chris Wiser, is an MSP

Chris Wiser, . . .
Foumzlr; amlingO, himself, having founded his company known
MSP Leads as TechSquad, in 2008.

After struggling with the lack of
knowledge demonstrated by traditional telemarketing firms,
and getting more frustrated by the day, Wiser took matters into
his own hands and established MSP Leads - a unique
appointment setting and lead- generation company that offers a
new twist to the industry. “As the CEO of an MSP myself — 1
have struggled with lead generation for years — this is where
MSP Leads was born,” said Wiser. “We know the MSP
marketplace; we understand what you go through, and your
products. I am so excited to bring MSP Leads to the VAR
Channel - it truly gives the MSP a way to get appointments
without the headaches.”

ADTRAN Launches NetVanta Unified
Communications for Cloud Apps

ADTRAN, Inc. announced that its NetVanta Unified
Communications (UC) solutions can now be deployed in virtual
environments utilizing VMware. The ability to operate in a
virtualized environment will now allow partners and customers
to use NetVanta UC in a broader variety of business and
deployment scenarios.

Virtualization of NetVanta UC will enable applications
requiring greater portability and flexibility. Service providers
and resellers can offer hosted solutions based on NetVanta UC
to their customers, thus growing their customer base and
recurring revenue streams. Virtualized NetVanta UC
deployments offer enhanced business process integration and
tighter integration with a customer’s IT Infrastructure when
compared to traditional hosted solutions. Server consolidation
increases space utilization efficiency and reduces the number
of physical servers, thereby reducing rack space, hardware
maintenance and energy costs. Distributed enterprises can
now deliver UC functionality to their branch locations from a
NetVanta UC Server hosted in the cloud, while deploying
ADTRAN IP PBXs or IP Business Gateways at remote or
branch locations. This reduces the overall costs of offering UC
to all locations.
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JOIN THE TRIBE!
To renew or apply for subscriptions to SMB PC, and its weekly
newsletters, visit our Web site at www.SMBNation.com.

FOR ADVERTISING RATES, SALES
INFORMATION, CONTACT
Publisher and CEO:

Harry Brelsford, 206-201-2943, x2944
Harryb@smbnation.com

Business Development Manager
Chris Bangs, (206) 201-2943, x2940
Chrisb@smbnation.com

Business Development Manager
Matt Makowicz, (206) 201-2943, x2941
Mattm@smbnation.com

FOR EDITORIAL SUBMISSIONS, CONTACT:
Managing Editor

Regina Ciardiello, (206) 201-2943, x2920
Reginac@smbnation.com

FOR LIVE AND ONLINE EVENTS, CONTACT:
Senior Manager

Jennifer Hallmark, (206) 201-2943, x2908
Jenniferh@smbnation.com

CALENDAR

Live Events:

SMB Nation 2011 Spring Conference

June 10-June 11

International Centre, Toronto, Ontario, Canada
Register: www.smbnation.com

SMB Nation 2011 Fall Conference
September 30-October 2

Rio Conference Center, Las Vegas, Nevada
Register: www.smbnation.com

Web Seminars:

HEROware Real-Time Replication, the Fast and Easy way!
April 7, 10 am-11 am (PST)

https:/ /wwwl.gotomeeting.com/register /921164720

Building the Value of your Business while Increasing your
Bottom Line!

April 14, 10 am-11 am (PST)

https:/ /www1.gotomeeting.com/register /375512177

Grow your Business and Increase your Revenue with Backup
and Recovery Services

April 21, 10 am-11 am (PST)

https:/ /wwwl.gotomeeting.com/register /463885888

Business Finances for Winning Companies — Getting the
Results You Want

April 28, 10 am-11 am (PST)

https:/ /wwwl.gotomeeting.com/register /691999024

Check out our blog at www.smbnation.com
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Is Healthcare IT the Right Path for You?

In our January-February 2011 issue of SMB PC, Leo
Bletnitsky, President, LBA Networking, Inc. shared his best
practices on how (and why) VARS/MSPs should get
involved with healthcare IT now. Leo touches on how this
growing vertical can help you increase both revenue and
customers, especially in the wake of the current pending
EMR set for 2012. To find out more about this, and other
topics related to the SMB channel, log on the “Publications”
section of www.SMBNation.com, to download a digital
copy of this issue.



Only True Channel Haa$S Offering

There’s Money in
Hardware Again

Our BDR comes with

First Class treatment
No setup required by your personnel

Increase the Size
Of your managed service revenue

Improved Performance
With 24x7 Help Desk

Longer Lasting
Clients and Agreements

J{;har TeC® 866.544.2772

Hardware as a Service www.CharTec.net/smb

1600 Mill Rock Way, Bakersfield, CA 93311 | sales@CharTec.net © 2011 CharTec LLC



your business with confidence.

First server solutions start with reliable, affordable and
secure building blocks. The HP Proliant MicroServer with
Microsoft Windows Server® 2008 R2 Foundation offers

this and more.

Designed specifically for micro and small businesses,
the HP ProLiant MicroServer makes it easy to take
advantage of Windows Server Foundation teatures
like internet access, security, print and file
sharing. By simplitying tasks like back-up and
managing users, we help you focus on what
you do best—growing your business. To learn

more, call your HP reseller or distributor.

Outcomes that matter.

www.hp.com/servers/microserver

www.hp.com/go/ws08foundationr2

EJ -
':v Windows Server 2008 r2 3 — O

Foundatior






