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Introduction
Datto surveyed 1,800+ managed service providers (MSPs) worldwide to learn more about who they are and 
what they care about. The result: a wealth of data and insights on topics that range from how they run their 
business, what solutions they plan to offer, and what is driving growth in today’s challenging environment. 

)RU�WKH�ÙUVW�WLPH��ZH�LGHQWLÙHG�WKH�VSHFLÙF�EHKDYLRUV�RI�KLJK�JURZWK�063V�WKDW�VHSDUDWH�WKHP�IURP�WKHLU�
competition, developing a roadmap for growth. This year, we delved deeper into the technologies MSPs rely 
on to deliver services to their clients and how they expect that to change in the years ahead. Additionally, we 
expanded our research to include MSPs who are not Datto partners and focused on ensuring we had strong 
UHSUHVHQWDWLRQ�IRU�WKH�$PHULFDV��(XURSH��DQG�$VLD�3DFLÙF��:H¦YH�DOVR�LQFOXGHG�D�7DEOH�RI�)LJXUHV�DW�WKH�HQG�RI�
WKLV�UHSRUW�WR�VKDUH�ÙQGLQJV�RQ�D�UHJLRQDO�OHYHO��

:H�FRQGXFWHG�RXU�LQLWLDO�UHVHDUFK�EHIRUH�WKH�&29,'����SDQGHPLF�VKRRN�WKH�HFRQRP\�ZRUOGZLGH��7R�EHWWHU�
UHØHFW�WKH�FXUUHQW�PLQGVHW�RI�063V��ZH�FRQGXFWHG�D�VHFRQG��VKRUWHU�VXUYH\�WR�ÙQG�RXW�LI�DQG�KRZ�063�
SULRULWLHV�KDG�VKLIWHG��<RX�ZLOO�ÙQG�LQIRUPDWLRQ�IURP�WKLV�VHFRQG�URXQG�RI�UHVHDUFK�SHSSHUHG�WKURXJKRXW�WKH�
report.

063V�DUH�QRW�MXVW�WKH�FRUH�RI�WKH�,7�&KDQQHO�DQG�'DWWR¦V�EXVLQHVV��EXW�HVVHQWLDO�VHUYLFH�SURYLGHUV�IRU�PLOOLRQV�
RI�VPDOO�DQG�PHGLXP�EXVLQHVVHV��:H�KRSH�WKDW�WKLV�UHSRUW�KHOSV�VKHG�OLJKW�RQ�KRZ�063V�FDQ�RYHUFRPH�
challenges and grow their businesses in the face of a new SMB landscape.

*Datto’s State of the MSP Follow-Up Survey 
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Major Findings

063V�WKDW�VHW�VSHFLÙF�JURZWK�JRDOV�IRU�WKHLU�EXVLQHVV�
and increase the portion of their revenue from 
managed services grow faster than their peers. For 
every 10% of total revenue derived from managed 
services, MSPs add 0.25 to 0.75 additional points of 
DQQXDO�JURZWK�WR�WKHLU�EXVLQHVV��6HWWLQJ�VSHFLÙF�
revenue targets adds an additional 2 points of annual 
growth, on average. 

Cloud migrations and security are expected to drive 
the managed services opportunity through 2020. 
MSPs were already expecting cloud migrations and 
security to be major drivers of managed services, and 
WKH�LPSDFW�RI�&29,'����RQ�60%V�LV�DFFHOHUDWLQJ�WKRVH�
trends. 

COVID-19 presents new challenges for MSPs, as well 
as opportunities.�$IWHU�H[SHFWLQJ�VLJQLÙFDQW�JURZWK�
in 2020, MSPs revised expectations downward to be 
QHDUO\�ØDW�LQ�OLJKW�RI�&29,'����

1

2

3
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The Business of Managed Services

When asked how long they’ve been in business for, MSP 
respondents ran the gamut from seasoned pros to relative 
newcomers. Nearly 40% said their organisations have been around 
IRU�PRUH�WKDQ����\HDUV��ZLWK�PDQ\�WUDQVLWLRQLQJ�WR�PDQDJHG�
services from another business model. 

However, 18% have been in business for less than 5 years, indicating 
WKDW�WKHUH¦V�SOHQW\�RI�URRP�LQ�WKH�PDUNHW�DQG�WKH�PDQDJHG�VHUYLFHV�
LQGXVWU\�LV�DWWUDFWLQJ�QHZ�EORRG��7KLV�LV�UHØHFWHG�LQ�WKH�����RI�
MSPs that said, “now is a good time” to be in the industry.

$GGLWLRQDOO\��PDQ\�063V�DUH�ODUJHU�WKDQ�RQH�PLJKW�H[SHFW��:KLOH�
����RI�063V�KDYH�IHZHU�WKDQ����HPSOR\HHV��ODUJHU�ÙUPV�DUH�
becoming prominent due to industry growth and M&A activity—15% 
have over 100 employees.

Geo trend: Managed services as a 
business model is a newer trend 
RXWVLGH�RI�WKH�$PHULFDV��,Q�(0($��
for example, only 31% have been 
in business for 15+ years.�,Q�$3$&��
only 20% have been in the industry 
for that long.

Table of Figures: 

See Figure 1. for age of business by region.

6HH�)LJXUH����D�UHJLRQDO�EUHDNGRZQ�RI�RUJDQLVDWLRQ�VL]H�E\�HPSOR\HHV�

See Figure 3. for industry perceptions by region.

Nearly 40%
have been in business 
IRU�����\HDUV�

84%
believe now is 
good time to be 
an MSP 

36%
have over  
25 employees
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On average, MSPs report a client base of 122 clients. However, this 
QXPEHU�LV�VNHZHG�XSZDUG�E\�WKH�UHODWLYHO\�IHZ�063V�WKDW�VHUYH�
PRUH�WKDQ�����FOLHQWV��������0RVW�063V�������KDYH�IHZHU�WKDQ�����
FOLHQWV��XS�D�ELW�IURP�ODVW�\HDU��������

The sweet spot for MSPs continues to be businesses with between 
��DQG�����HPSOR\HHV������VDLG�WKHLU�W\SLFDO�FOLHQW�IHOO�ZLWKLQ�WKDW�
UDQJH��1RW�VXUSULVLQJO\������LGHQWLI\�WKHLU�FOLHQWV�DV�VPDOO�RU�PLFUR�
businesses.

2I�WKH�RWKHU������VRPH�DUH�VHUYLQJ�YHU\�ODUJH�EXVLQHVVHV��HYHQ�
pushing into the enterprise. 5% reported clients with over 500 
HPSOR\HHV��$V�UHSRUWHG�LQ�'DWWR¦V�60%�0DUNHW�5HSRUW�IRU�063V��
063V�XVXDOO\�PRYH�WR�VHUYH�ODUJHU�RUJDQLVDWLRQV�ZLWK�D�FR�
PDQDJHG�,7�PRGHO�

Table of Figures:

See Figure 4. for number of clients by region.

See Figure 5. typical clients by region.

Who MSPs Serve

69% 
of MSPs have 
between 1 and 
100 clients

60% 
of MSP’s clients 
have between 1 and 
150 employees

5%
of MSPs reported 
clients with over 
500 employees

SMB Market Report for MSPs 
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Managed Services Revenue by the Numbers

Annual Revenue

More than half of MSPs said over 50% of their total revenue came 
from recurring services,�D�NH\�PDUNHU�RI�063�PDWXULW\��7KLV�PDNHV�
VHQVH¢WKHUH�LV�DOZD\V�JRLQJ�WR�EH�SURMHFW�EDVHG�ZRUN��H�J���VHUYHU�
PLJUDWLRQV��PDMRU�QHWZRUN�XSJUDGHV��HWF���

7KDW�EHLQJ�VDLG������RI�063V�UHSRUWHG�RYHU�����RI�UHYHQXH�FRPLQJ�
from managed services and 2% reported that 100% of revenue 
comes from managed services. 

)LQDOO\������RI�063�FRQWUDFWV�DUH�OHVV�WKDQ����N�SHU�\HDU��
+RZHYHU��ODUJHU�FRQWUDFWV�H[LVW�DV�063V�JR�XSPDUNHW��VHUYLQJ�
ELJJHU�EXVLQHVVHV�RU�SURYLGLQJ�VSHFLDOLVHG�FR�PDQDJHG�VHUYLFHV��
DV�HYLGHQFHG�E\�WKH����RI�063V�WKDW�UHSRUWHG�DYHUDJH�DQQXDO�
FRQWUDFWV�RYHU�����N�

Total annual revenue:

Nearly 40% of 
MSPs report $2.5M+

Percentage of revenue from managed services: 

Over half (53%) 

31% of MSPs
have an average annual contract amount of 
���������������

$OO�VXUYH\�UHVSRQGHQWV�DQVZHUHG�LQ�8�6��GROODUV�  

Geo trend:�,Q�1RUWK�$PHULFD��WKH�KLJKHVW�
percentage of MSPs (43%) report $2.5M+ in 
DQQXDO�UHYHQXH��,Q�(0($������RI�063V�UHSRUW�
DQQXDO�UHYHQXH�VXUSDVVLQJ�����0��,Q�$3$&��
WKH�ORZHVW�SHUFHQWDJH�RI�063V�������UHSRUW�
$2.5M+ in annual revenue. 

                                    

Table of Figures: 

6HH�)LJXUH����DQQXDO�UHYHQXH�E\�UHJLRQ�

See Figure 7. percentage of revenue from managed services by region. 

6HH�)LJXUH����W\SLFDO�FOLHQW�&RQWUDFW�YDOXH�E\�UHJLRQ��
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Table of Figures:

6HH�)LJXUH����JURZWK�JRDO�SHUFHSWLRQV�E\�UHJLRQ��

Managed Services Revenue by the Numbers

Annual Growth

The managed services industry has been growing rapidly in 
recent years�DV�60%V�LQFUHDVLQJO\�HQWUXVW�WKHLU�,7�WR�DQ�063��
,QGLYLGXDO�063V�DUH�EHQHÙWLQJ�IURP�WKDW�JURZWK��2YHU�WKH�SDVW�
three years, 22% of MSPs said that their total revenue per 
year grew by up to 5% and 24% reported growth of up to 10%. 
0HDQZKLOH������RI�UHVSRQGHQWV�VDZ�JURZWK�RI�XS�WR�����SHU�
year while 12% remained the same.

Not surprisingly, the largest percentage (42%) of respondents 
H[SHULHQFHG�PHGLXP�JURZWK��ZLWK�UHYHQXH�LQFUHDVHV�RI����WR�
����SHU�\HDU��RQ�DYHUDJH��2QH�LQ�ÙYH�063V�UHSRUW�UDSLG�JURZWK�
of more than 20% per year, on average, sustained for the past 
WKUHH�\HDUV��2QO\����RI�UHVSRQGHQWV�VWDWHG�JURZWK�KDV�GHFOLQHG�
by more than 5% annually.

78% of MSPs
grew revenue at 5% 
or more annually over 
the past three years

40% of MSPs
expect to reduce their 
growth projection by 
between 10% and 20% 
GXH�WR�&29,'���

71% of MSPs
VHW�VSHFLÙF�JRDOV�
for their business
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Managed Services Revenue by the Numbers

COVID-19 Pandemic Impact

When we initially conducted this survey, MSPs reported they expected 
17% growth on average over the next three years. This, of course, was 
ZHHNV�EHIRUH�WKH�RXWEUHDN�RI�&29,'����GUDVWLFDOO\�FKDQJHG�HFRQRPLF�
RXWORRNV�JOREDOO\��2XU�IROORZ�XS�VXUYH\�UHYHDOHG�WKDW�063V�DUH�VWLOO�
expecting to grow through the crisis, albeit at a much slower pace than 
originally planned.

:KHQ�063V�ZHUH�DVNHG�KRZ�WKH\�H[SHFW�WKH�SDQGHPLF�WR�LPSDFW������
revenue, nearly 40% said they expected to reduce their growth projection 
by between 10% and 20%. 23% said they expect to remain on plan or 
UHGXFH�WKHLU�SODQ�E\�OHVV�WKDQ������,QWHUHVWLQJO\������DUH�DFWXDOO\�UHYLVLQJ�
their growth projections upward, expecting revenue to increase during the 
crisis compared to their original plan. 

In a recent CompTIA survey, 67% of respondents said they are likely to 
seek third-party assistance for remote work capabilities in the wake of 
COVID-19. Additionally, their report said that the rising unemployment 
rates may have less of an impact on MSPs than other businesses, 
EHFDXVH�PDQ\�VHUYH�SURIHVVLRQDO�VHUYLFH�FOLHQWV�WKDW�FDQ�ZRUN�UHPRWHO\�
during the pandemic.

Table of Figures:

See Figure 10. annual growth over the past three years by region.
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MSP Growth Drivers

With overall SMB spending on managed services growing at 15% per 
year,* it’s no surprise that most MSPs are growing. But how do certain 
063V�RXWSDFH�WKH�PDUNHW"�)RU�WKH�ÙUVW�WLPH��ZH�ZHUH�DEOH�WR�LGHQWLI\�WUDLWV�
WKDW�VHW�KLJK�JURZWK�063V�DSDUW�IURP�WKHLU�SHHUV��%DFNHG�E\�PRUH�WKDQ�
��������GDWD�SRLQWV�IURP�������063V��ZH�LGHQWLÙHG�WZR�FRQVLVWHQW�GULYHUV�
of MSP growth: generating a higher portion of total revenue from managed 
VHUYLFHV��DQG�VHWWLQJ�VSHFLÙF�UHYHQXH�DQG�JURZWK�JRDOV��&RPELQHG��WKHVH�
two activities enable MSPs to roughly double their rate of growth compared 
to the baseline.

Generating a Higher Portion of Revenue from 
Managed Services
For every 10% increase in the proportion of revenue from managed services, 
MSPs’ annual growth rates increase by 0.25 to 0.75 points. So, increasing 
the percentage of your managed services revenue stream from 20% to 
����LPSURYHV�DQQXDO�JURZWK�E\�����SRLQWV��&RPSRXQGHG�RYHU�WLPH�WKDW¦V�
VLJQLÙFDQW��DQG�KDV�D�PXOWLSOLHU�HIIHFW�RQ�EXVLQHVV�YDOXDWLRQ��

A higher portion of revenue from managed services also helps MSPs 
LPSURYH�WKHLU�EXVLQHVV�UHVLOLHQF\�E\�PDLQWDLQLQJ�VWHDG\�FDVK�ØRZ�DQG�
UHYHQXH�GXULQJ�HFRQRPLF�GRZQWXUQV��7KH�ERWWRP�OLQH��ZKLOH�SURMHFW�ZRUN�
DQG�RQH�WLPH�KDUGZDUH�VDOHV�PD\�EH�WHPSWLQJ��WKHUH¦V�QR�EHWWHU�ZD\�WR�
JURZ�DQG�VWUHQJWKHQ�DQ�,7�SUDFWLFH�WKDQ�E\�VKLIWLQJ�DV�PXFK�EXVLQHVV�DV�
possible to the managed services model.

Takeaway: Mature your business 
to capture more revenue from 
managed services, rather than 
SURMHFW�ZRUN�RU�KDUGZDUH�VDOHV�

From Break-Fix to MSP
*Canalys, 2020-2023 market forecast



datto.com   | 11

6HWWLQJ�6SHFLÙF�*URZWK�*RDOV

1RW�DOO�063V�DUH�ORRNLQJ�WR�JURZ��LQ�IDFW��QHDUO\�D�WKLUG��SUH�&29,'�����WROG�
XV�WKH\�LQWHQGHG�WR�VLPSO\�PDLQWDLQ�WKH�VL]H�RI�WKHLU�EXVLQHVV�IRU�OLIHVW\OH�
UHDVRQV��+RZHYHU��EHLQJ�LQWHQWLRQDO�PDWWHUV��063V�ZKR�VHW�VSHFLÙF�JURZWK�
goals see about 2 points of additional annual growth compared to MSPs who 
don’t. 

Other Attributes of Growth

:H�DOVR�LGHQWLÙHG�D�IHZ�YDULDEOHV�RXWVLGH�063V¦�FRQWURO�WKDW�DUH�FRUUHODWHG�
with growth—or decline. 

Size of the business: Larger MSPs, measured by both employee and client 
FRXQW��DUH�JHQHUDOO\�JURZLQJ�IDVWHU�WKDQ�VPDOOHU�063V��/DUJHU�063V�EHQHÙW�
IURP�LQFUHDVHG�HIÙFLHQFLHV�RI�VFDOH��W\SLFDOO\�KDYH�36$�DQG�500�V\VWHPV�LQ�
SODFH�WR�VXSSRUW�WKHLU�JURZWK��DUH�PRUH�OLNHO\�WR�KDYH�PDQDJHG�VHFXULW\�DQG�
FORXG�PDQDJHPHQW�RIIHULQJV��DQG�EHQHÙW�IURP�ODUJHU�WKDQ�DYHUDJH�FOLHQW�DQG�
FRQWUDFW�VL]HV�WKDQ�VPDOOHU�063V�

Years in business:�2Q�WKH�ØLS�VLGH� the number of years in business is 
negatively correlated with growth, meaning small, upstart MSPs are 
generally growing faster than older MSPs. However, the number of clients 
and employees offsets this number, so larger MSPs that have been growing 
consistently do not see a similar drag.

Geography:�,QGLYLGXDO�063V�EDVHG�LQ�WKH�$PHULFDV�DUH�JURZLQJ�IDVWHVW��
IROORZHG�E\�(XURSH��DQG�ÙQDOO\��$3$&��:H�H[SHFW�$3$&�063V�WR�VHH�IDVWHU�
growth once the managed services model becomes more commonplace there.

Takeaway: 6HW�VSHFLÙF�UHYHQXH�
targets for your business and 
build a plan to achieve them.

*Canalys, 2020-2023 market forecast

MSP Growth Drivers
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MSP Growth Drivers

So, What Doesn’t Drive Growth?

It doesn’t appear to matter where MSPs get new clients, what 
VSHFLÙF�PDQDJHG�VHUYLFHV�DUH�RIIHUHG�RU�SODQQHG��WKH�SDFH�RI�FORXG�
migrations or security offerings, or the percentage of employees 
GHGLFDWHG�WR�DQ\�VSHFLÙF�IXQFWLRQ�VXFK�DV�VDOHV�DQG�PDUNHWLQJ��

7KDW¦V�QRW�WR�VD\�QHZ�VHUYLFH�RIIHULQJV�RU�VDOHV�DQG�PDUNHWLQJ�
investments don’t matter: there is a baseline of investment MSPs 
QHHG�WR�VLPSO\�FRPSHWH�DQG�JURZ�DW�WKH�RYHUDOO�UDWH�RI�WKH�PDUNHW��
however, accelerating any one of investments alone will not 
necessarily have a material impact on an MSPs growth rate over 
and above their peers. More research is needed in this area.

*Canalys, 2020-2023 market forecast
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MSPs and Media

Americas

&RPS7,$ 23%

,7�%XVLQHVV 21%

&51 20%

&KDQQHO3UR 18%

&KDQQHO�3DUWQHUV 17%

APAC

,7�%XVLQHVV 33%

&51 31%

TechTarget 31%

ARN ���

MSSP Alert 25%

EMEA

,7�%XVLQHVV 42%

TechTarget 25%

&51 24%

Heise 20%

,7�(XURSD ���

Table of Figures: 

See Figure 11. media preferences by region.

Most Popular Channel Sites/Publications for MSPs, by Region
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How MSPs Find New Clients

Top three sources of new client prospects/

opportunities:

Recommendations and word of mouth came out on top as 
the best ways for MSPs to score new clients. Sales calls and 
prospecting was number two on the list and vendor referrals 
rounded out the top three.

Top three social media platforms used to engage 

clients and prospects:

MSPs use a variety of social media platforms to reach their target 
DXGLHQFH��/LQNHG,Q�FDPH�RXW�RQ�WRS�DJDLQ�WKLV�\HDU�IROORZHG�E\�
)DFHERRN�DQG�7ZLWWHU��PDWFKLQJ�ODVW�\HDU¦V�WRS�WKUHH�

Survey respondents were able to enter multiple responses.

38% 
Vendor referrals  

Twitter

42%

7DEOH�RI�ÙJXUHV��

6HH�)LJXUH�����WRS�SURVSHFW�RSSRUWXQLW\�VRXUFHV�E\�UHJLRQ�

6HH�)LJXUH�����VRFLDO�PHGLD�PDUNHWLQJ�SODWIRUP�XVH�E\�UHJLRQ��

63%
Recommendations and word of mouth

42% 
Sales calls and prospecting

/LQNHG,Q

68%

)DFHERRN

54%

Cold Calling Made MSPeasy 
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What’s Keeping MSPs Up at Night?

MSPs reported that economic uncertainty due to the global health 
crisis will likely have downstream effects for their own business 
UHYHQXH��FDVK�ØRZ��DQG�UHFHLYDEOHV��However, some MSPs reported 
that an increase in cloud migrations may offset those losses. 

£7KLV�GHÙQLWHO\�KDV�WKH�SRWHQWLDO�WR�VSHHG�XS�WKH�SDFH�RI�FORXG�
PLJUDWLRQV��,W�KHOSV�XV�SXW�VHFXULW\�IURQW�DQG�FHQWHU¢DQG�JHW�LW�WKH�
DWWHQWLRQ�LW�GHVHUYHV¢IURP�D�FOLHQW�SHUVSHFWLYH�¤�VDLG�&DPHURQ�
%ULVWHU��&(2�RI�6TXDUH3ODQ,7���

&OLHQW�F\EHU�VHFXULW\�ZDV�WRS�RI�PLQG�IRU�063V�WKLV�\HDU��IROORZHG�E\�
ZRUN�OLIH�EDODQFH��DQG�KLULQJ��*LYHQ�WKH�HYHQWV�WKDW�XQIROGHG�DIWHU�
RXU�LQLWLDO�VXUYH\��KLULQJ�LV�OLNHO\�OHVV�RI�D�IRFXV�WKDQ�LW�ZDV�JRLQJ�
LQWR�WKH�\HDU��6DOHV�DQG�PDUNHWLQJ��D�SHUHQQLDO�FKDOOHQJH�IRU�063V��
followed shortly after. 

The rise in concern about cyber security may be due to several well 
SXEOLFLVHG�DWWDFNV�LQ�ZKLFK�FULPLQDOV leveraged MSP credentials to 
JDLQ�DFFHVV�WR�WKHLU�FOLHQWV¦�V\VWHPV��2U��LW�FRXOG�LQGLFDWH�D�ULVH�LQ�
GHPDQG�IURP�FOLHQWV��LQGLFDWLQJ�DQ�LQFUHDVH�LQ�DZDUHQHVV�DERXW�,7�
security among SMBs.

Table of Figures: 

See Figure 14. for top MSP concerns by region. 

*Datto’s State of the MSP Follow-Up Survey 

Survey respondents were able to enter multiple responses.

25%

Hiring

23% 

6DOHV�0DUNHWLQJ

Top issues keeping MSPs up at night: 

Economic Uncertainty*

34% 

&OLHQW�&\EHU�6HFXULW\

27% 

:RUN�/LIH�%DODQFH
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The Technology of Managed Services

Top Products and Services Offered by MSPs

Current Managed Services Offerings:

70% 
%XVLQHVV�&RQWLQXLW\�	�
'LVDVWHU�5HFRYHU\��%&'5�

75% 
&ORXG�SURGXFWLYLW\�
VHUYLFHV��2IÙFH������*�
Suite, etc.)

73%
1HWZRUNLQJ��:L)L��
switching, routing)

73% 
7HFKQLFDO�VXSSRUW�
KHOSGHVN��

Selling SaaS Backup Made MSPeasy

Selling BCDR Made MSPeasy
Survey respondents were able to enter multiple responses.

*Datto’s State of the MSP Follow-Up Survey 
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Planned Managed Services Offerings (next 12 months):

Cloud productivity services topped the list of current managed service 
offerings (75%), up two slots from last year, as businesses continue to migrate 
DZD\�IURP�RQ�SUHPLVHV�SURGXFWLYLW\�WRROV��1HWZRUNLQJ�DQG�+HOSGHVN�VHUYLFHV�
ZHUH�WLHG�LQ�VHFRQG�SODFH��������DQG�%&'5�WRRN�WKH�WKLUG�VSRW��������:KLOH�WKH�
order changed, the popularity of these services did not: the same four services 
were on top last year as well. 

0RVW�063V�ZLOO�RIIHU�DOO�RI�WKHVH�DV�WKH�FRUH�RI�WKHLU�60%�,7�VHUYLFH��+RZHYHU��
WKH�JURZWK�RI�FR�PDQDJHG�,7�PHDQV�PRUH�VSHFLDOLVHG�063V�DUH�WDUJHWLQJ�D�
VHJPHQW�RI�WKH�FOLHQW�,7�HQYLURQPHQW�LQ�SDUWQHUVKLS�ZLWK�LQ�KRXVH�,7�WHDPV��
DQG�RU�SDUWQHULQJ�ZLWK�RWKHU�,7�ÙUPV�

&ORXG�EDVHG�LQIUDVWUXFWXUH�GHVLJQ�DQG�PDQDJHPHQW��$]XUH��$:6��HWF���WRRN�
WKH�WRS�VSRW�IRU�VHUYLFHV�063V�DUH�SODQQLQJ�WR�RIIHU�ZLWKLQ�WKH�QH[W�\HDU��������
6HFXULW\�PDQDJHPHQW�VRIWZDUH�WRROV�������DQG�LQWUXVLRQ�PRQLWRULQJ�������
URXQGHG�RXW�WKH�WRS�WKUHH��LQ�NHHSLQJ�ZLWK�FOLHQW�,7�VHFXULW\�FRQFHUQV��ZKLFK�
WRSSHG�WKH�£ZKDW�NHHSV�\RX�XS�DW�QLJKW¤�FDWHJRU\�

&KDOOHQJHV�PD\�KDYH�FKDQJHG�LQ�WKH�ZDNH�RI�WKH�SDQGHPLF��EXW�WHFKQRORJLHV�
DQG�VHUYLFHV�KDYH�QRW��,Q�RXU�IROORZ�XS�VXUYH\��063V�UHSRUWHG�WKH�WRS�
opportunities through 2020 were the improvement of remote access solutions, 
VHFXULW\��DQG�FORXG�PLJUDWLRQV��,Q�RWKHU�ZRUGV��WUHQGV�LGHQWLÙHG�LQ�RXU�LQLWLDO�
VXUYH\�ZLOO�OLNHO\�EH�DFFHOHUDWHG�LQ�WKH�ZDNH�RI�WKH�SDQGHPLF��9R,3��EXVLQHVV�
FRQWLQXLW\��$]XUH�PLJUDWLRQV��KDUGZDUH�VDOHV��DQG�EXVLQHVV�UHVLOLHQFH�VROXWLRQV�
are also expected to drive revenue as clients continue to recover.

Survey respondents were able to enter multiple responses.

*Datto’s State of the MSP Follow-Up Survey 

25% 
Security management software/tools

Table of Figures: 

6HH�)LJXUH�����IRU�SODQQHG�PDQDJHG�VHUYLFHV�RIIHULQJV��QH[W����PRQWKV��

by region.

29%
Cloud-based infrastructure design and 
management (Azure, AWS, etc.)

The Technology of Managed Services
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Top Security Offerings

Most important security tools:

063V�UHSRUWHG�WKDW�FOLHQW�VHFXULW\�NHHSV�WKHP�XS�DW�QLJKW��DQG�
DQWLYLUXV��WZR�IDFWRU�DXWKHQWLFDWLRQ��DQG�ÙUHZDOO�WRSSHG�WKH�OLVW�RI�
WRROV�WKH\�UHO\�RQ�WR�NHHS�WKHP�VDIH�

However, it’s worth noting that patch management and remote 
PRQLWRULQJ�ÙOOHG�RXW�WKH�WRS�ÙYH��VKRZLQJ�WKDW�D�UREXVW�VHFXULW\�
RIIHULQJ�UHTXLUHV�PRUH�WKDQ�MXVW�DQWLYLUXV��6LQFH�F\EHU�DWWDFNHUV�
leverage vulnerabilities in software and operating systems, it is 
HVVHQWLDO�WR�VWD\�RQ�WRS�RI�SDWFKLQJ�DQG�RWKHU�XSGDWHV��,W¦V�QLFH�WR�
VHH�WKDW�063V�UDQN�WKHVH�WKLQJV�VR�KLJKO\�

Survey respondents were able to enter multiple responses.

Table of Figures: 

See Figure 17. for critical security tools and technologies 

by region.

58% 
Firewall - Advanced 
(UTM, NGFW, etc.)

61%
Antivirus

60%
Two-factor 

authentication
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Emerging Technologies

On a scale of 1 to 5, valuable new technology or just hype? MSPs are most excited about the promise of 5G technology. 
Given MSPs reliance on remote management technology, 
WKH�EHQHÙW�RI�D�IDVWHU�ZLUHOHVV�QHWZRUN�PDNHV�VHQVH��
Additionally, 5G will enable new opportunities for their 
customers. MSPs will play a part in everything from 
identifying potential opportunities to deploying and 
managing the necessary infrastructure.

At the other end of the spectrum, MSPs aren’t buying 
WKH�FRQFHSW�RI�VHOI�KHDOLQJ�HYHU\WKLQJ��0RVW�063V�KDYH�
experienced in one way or another that everything that can 
JR�ZURQJ��ZLOO�JR�ZURQJ��:KLOH�VHOI�KHDOLQJ�VRXQGV�FRRO��
they’ll have to see it to believe it.

Table of Figures: 

See Figure 18. for emerging technologies by region. 

5G

$UWLÙFLDO�,QWHOOLJHQFH

,R7�

0DFKLQH�/HDUQLQJ

SD-WAN

:L)L��

(GJH�&RPSXWLQJ

9LUWXDO�$VVLVWDQWV

%ORFNFKDLQ

$XJPHQWHG�5HDOLW\

6HOI�+HDOLQJ�(YHU\WKLQJ

4.2

4.0

4.0

4.0

3.9

3.9

3.7

3.5

3.4

3.4

3.3

REAL VALUE

JUST HYPE 

5G offers real value, but smaller 
clients may initially shy away at the 
cost. Bigger businesses, however, can 
easily adopt it with the budgets and 
FRQWUROV�WKH\�KDYH�LQ�SODFH�WRGD\��:KHQ�
VSHDNLQJ�WR�VPDOOHU�FOLHQWV��LW¦V�FUXFLDO�
to highlight that 5G will allow them to 
support more devices, more data, and 
provide better connectivity as they 
continue to digitally transform.

��3DXO�%LUEHFN��2SHUDWLRQV�'LUHFWRU��(YHQWXUDð
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Solutions that Positively Impact MSP Businesses

Most valuable tools for MSPs:

Remote 
Monitoring and 
Management 

(RMM)

Security tools: 
Router, Switches, 

Firewalls, Security 
Software, 2FA

Professional 
Services 

Automation (PSA)

Cloud 
Productivity 

Services 
�0LFURVRIW�2IÙFH�
�����*�6XLWH�

Networking:  
Hardware and 

software

Voice over 
Internet Protocol 

�9R,3��

Business 
Continuity and 

Disaster Recovery 
�%&'5�

Documentation 
Software

8QOLNH�ELJ�HQWHUSULVH�,7�VKRSV�WKDW�DUH�RIWHQ�LQZDUG�
ORRNLQJ�DQG�VRPHWLPHV�RYHUYDOXH�FRPSOH[LW\��063V�
YDOXH�VLPSOLFLW\��VWDELOLW\��DQG�TXDOLW\��When we are at 
our best, we deliver technology that is aligned with 
these MSP values.

��%RE�3HWURFHOOL��&KLHI�7HFKQRORJ\�2IÙFHU��'DWWR��,QF��
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Data Protection and Business Continuity Trends

of MSPs’ clients’ servers 
are protected with full 
business continuity.

There is considerable disparity between clients with traditional 
EDFNXS�YV��IXOO�%&'5�SURWHFWLRQ��063V�VDLG�WKDW��RQ�DYHUDJH������
RI�FOLHQW¦V�VHUYHUV�DUH�SURWHFWHG�ZLWK�VRPH�NLQG�RI�EDFNXS�VROXWLRQ��
while only 55% are protected with a full business continuity 
solution. Finally, 38% of endpoints are protected.

This could simply point to the fact that not all servers need the 
IDVW�UHFRYHU\�FDSDELOLWLHV�WKDW�%&'5�VROXWLRQV�GHOLYHU��2Q�WKH�RWKHU�
hand, it may represent an opportunity for MSPs, as some of these 
FOLHQWV�PLJKW�EH�EHWWHU�VXLWHG�ZLWK�IXOO�%&'5�SURWHFWLRQ��(QGSRLQW�
protection also represents an opportunity for MSPs, especially 
FOLHQWV�WKDW�ZRUN�IURP�KRPH�RU�RQ�WKH�URDG�

Table of Figures: 

6HH�)LJXUH�����IRU�VHUYHU�EDFNXS�UDWHV�E\�UHJLRQ���

70%

55%

of MSPs’ clients’ servers 
are protected with some 
type of backup solution.
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Cloud Trends

Many MSPs expect to move critical client workloads off local 
hardware now or in the near term. 38% of respondents said that 
WKH\�H[SHFW�D�PRGHUDWH�GHFUHDVH�LQ�RQ�SUHPLVHV�VHUYHUV��DQG�����
H[SHFW�WR�VHH�D�VLJQLÙFDQW�GHFUHDVH�RYHU�WKH�QH[W�WKUHH�\HDUV��
+RZHYHU��RQ�SUHP�KDUGZDUH�LVQ¦W�JRLQJ�DZD\������RI�063V�H[SHFW�
RQ�SUHPLVHV�ZRUNORDGV�WR�VWD\�WKH�VDPH�RU�HYHQ�LQFUHDVH�LQ�WKUHH�
years time.

44% said they do not maintain a data center, instead opting to use 
a cloud provider for offsite compute and storage. Just over half of 
UHVSRQGHQWV�VDLG�WKH\�XVH�0LFURVRIW�$]XUH��IROORZHG�E\�$PD]RQ�
:HE�6HUYLFHV�DQG�*RRJOH�&ORXG������RI�063V�SRLQWHG�WR�YDULRXV�
cost concerns as cloud migration challenges.

Adoption of cloud services among MSPs is growing, especially 
0LFURVRIW�VHUYLFHV��5HVSRQGHQWV�VDLG�WKDW�����RI�WKHLU�FOLHQWV�
DUH�FXUUHQWO\�XVLQJ�0LFURVRIW�����FORXG�VHUYLFHV�DQG�WKH\�H[SHFW�
WKDW�����ZLOO�EH�XVLQJ�WKHP�ZLWKLQ�WZR�\HDUV��:LQGRZV�VHUYHU�DQG�
GHVNWRS�YLUWXDOLVDWLRQ�LPSOHPHQWDWLRQ�LV�ULVLQJ�DW�DQ�HYHQ�IDVWHU�
rate, although a smaller percentage of clients are currently using 
those services.

Percent of clients using the following solutions today and 
in two years:

Technology Today Two Years Increase

2IÙFH�������0LFURVRIW���� ��� 70% 13%

:LQGRZV�9LUWXDO�'HVNWRS 22% 34% 50%

9LUWXDO�0DFKLQHV��90V��LQ�$]XUH 21% 33% ���

G Suite 23% 28% 20%
Table of Figures: 

6HH�)LJXUH�����IRU�RQ�SUHP�VHUYHU�H[SHFWDWLRQV�E\�UHJLRQ��

6HH�)LJXUH�����IRU�FORXG�ZRUNORDG�GHVWLQDWLRQV�E\�UHJLRQ��

57% of MSPs
H[SHFW�WKH�XVH�RI�RQ�SUHPLVHV�

servers for critical applications to 
decline over the next three years.

Cloud workload destinations (next 12 months):

51%$]XUH

$:6

*RRJOH�&ORXG

28%

22%
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Security Trends

Nearly 75% of MSPs currently have a managed security offering, 
EXW�DUH�PRUH�OLNHO\�WR�RIIHU�LW�LQ�SDUWQHUVKLS�ZLWK�DQ�0663�RU�RWKHU�
YHQGRU��������OLNHO\�GXH�WR�WKH�FRPSOH[LW\�RI�,7�VHFXULW\��0DQDJHG�
security offerings vary widely, but most focus on the same tools and 
WHFKQRORJLHV��DQWLYLUXV��EDFNXS�DQG�GLVDVWHU�UHFRYHU\��HPDLO�VHFXULW\��
patch management, endpoint detection and response, and  
FRQWHQW�ÙOWHULQJ�

£,W�LV�LQFUHGLEO\�SURPLVLQJ�WR�VHH�WKDW�VR�PDQ\�063V�HLWKHU�DOUHDG\�
offer or plan to offer security services in the near future,” said 
'DWWR�&,62�5\DQ�:HHNV��£,�DP�IXUWKHU�H[FLWHG�E\�WKH�WUHQG�RI�063V�
partnering with MSSPs to assure high value and a successful 
HQWU\�LQWR�WKH�VSDFH��,7�VHFXULW\�LV�D�FRPSOH[�HQYLURQPHQW�DQG�
surrounding yourself with experts is a great way to bootstrap  
\RXU�NQRZOHGJH�¤

Top three managed security offerings:

Table of Figures:

See Figure 22. for managed security offered by region. 

See Figure 23. for managed security plans by region. 

See Figure 24. for managed security offering inclusions by region.

While 31% 
offer their 
own managed 
security services.

44% plan to offer it in 
partnership with an 
MSSP or other vendor 
in the next 12 months.

70% Antivirus 69% %DFNXS�DQG�
disaster recovery 

64% Email 
security

43% of MSPs offer 
managed security in 
partnership with an 
MSSP or other vendor.

Of MSPs not currently offering managed security, 

25% plan to offer 
their own security 
services within that 
same time frame.

Survey respondents were able to enter multiple responses.
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Key Takeaways

1. High growth MSPs shared two key attributes and 
activities: generating a higher portion of revenue from 
PDQDJHG�VHUYLFHV�DQG�VHWWLQJ�VSHFLÙF�JURZWK�JRDOV��

2. 39% of MSPs have been in business for over 16 years. 
However, there is a solid crop of newcomers, as well. 
18% have been in business less than 5 years. 84% said 
that now is a good time to be an MSP.

3. 24% of MSPs report their businesses make between 
$1M-$2.49M in annual revenue. More than half of MSPs 
said over 50% of their revenue came from recurring 
services.

4. On average, MSPs have 122 clients. However, 69% of 
MSPs have fewer than 100 clients. 50% of MSPs have an 
average annual contract of less than $15,000 annually 
DQG�����VDLG�WKDW�WKH�PDMRULW\�RI�WKHLU�FOLHQWV�DUH�PLFUR�
or small businesses.

5. Over the past three years, 22% of MSPs said that their 
total revenue per year grew by up to 5% and 24% 
reported growth of up to 10%. ����RI�UHVSRQGHQWV�VDZ�
growth of up to 20% per year. 12% remained the same 
and only 3% saw declining revenues per year.

��� Economic uncertainty was troubling for MSPs in the 
aftermath of the COVID-19. &\EHU�VHFXULW\�IRU�FOLHQWV�
ZDV�DQRWKHU�WRS�SDLQ�SRLQW�IRU�063V��IROORZHG�E\�ZRUN�
life balance.

7. 61% of MSPs consider antivirus the most critical 
security solution for SMBs, followed by advanced 
ÙUHZDOO�DQG�500�

8. MSPs believe that COVID-19 will accelerate cloud 
migration projects for many clients.
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Table of Figures

The Business of Managed Services:

Figure 1. Age of Business
How many years has your organisation been in business?

Figure 2. Agree/Disagree: It’s a good time to be in my industry
Please rate the extent to which you agree or disagree with the following 
VWDWHPHQWV��,W¦V�D�JRRG�WLPH�WR�EH�LQ�P\�LQGXVWU\�

Figure 3. Employee Size
How many employees are in your organisation?

Who MSPs Serve:

Figure 4. Number of Clients
Approximately how many clients does your company currently provide 
managed services to?
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Figure 5. Typical Client End Users 
How many employees would your average managed services client have? 
,QFOXGH�WKH�QXPEHU�RI�HPSOR\HHV�LQ�WKHLU�HQWLUH�RUJDQLVDWLRQ��LQFOXGLQJ�
all of their branches, divisions, and subsidiaries.

Managed Services Revenue by the Numbers:

Figure 6. Annual Revenue 
:KDW�LV�\RXU�RUJDQLVDWLRQ¦V�DQQXDO�UHYHQXH"

Figure 7. Percentage of Revenue from Managed Services
,Q�WKH�SDVW����PRQWKV��URXJKO\�ZKDW�SHUFHQWDJH�RI�\RXU�WRWDO�UHYHQXH�
ZDV�IURP�PDQDJHG�VHUYLFHV��H�J��UHFXUULQJ�PRQWKO\�RU�DQQXDO�IHHV�IRU�,7�
services)?

Figure 8. Typical Client Contract Value
&RQVLGHU�WKH�FRPSDQLHV�WKDW�\RX�FXUUHQWO\�SURYLGH�PDQDJHG�VHUYLFHV�
to. Roughly how much would your typical managed services customer 
spend per year, based on their contract, in your local currency?
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)LJXUH����$JUHH�'LVDJUHH��,�VHW�VSHFLÙF�JURZWK�JRDOV�IRU�P\�
business
Please rate the extent to which you agree or disagree with the following 
VWDWHPHQWV��,�VHW�VSHFLÙF�JURZWK�JRDOV�IRU�P\�063�EXVLQHVV�

Figure 10. Annual Growth Over past Three Years
,Q�WKH�SDVW���\HDUV��RQ�DYHUDJH��KRZ�PXFK�JURZWK�RU�GHFOLQH�LQ�WRWDO�
revenues per year did you experience?

MSPs and Media:

Figure 11. IT Channel Sites/Publication Preferences 
:KLFK�RI�WKH�IROORZLQJ�,7�&KDQQHO�VLWHV�SXEOLFDWLRQV�GR�\RX�UHDG"�6HOHFW�
all that apply.
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How MSPs Find New Clients: 

Figure 12. Top Prospect/Opportunity Sources
:KDW�DUH�\RXU�WRS�VRXUFHV�RI�QHZ�FOLHQW�SURVSHFWV�RSSRUWXQLWLHV"�6HOHFW�
all that apply.

Figure 13. Social Media Marketing Platforms 
:KLFK�VRFLDO�PHGLD�SODWIRUPV�GRHV�\RXU�RUJDQLVDWLRQ�XVH�WR�UHDFK�FOLHQWV�
and prospects? Select all that apply.

What’s Keeping MSPs Up at Night?

Figure 14. Top MSP Concerns
:KDW�DUH�WKH�WRS�LVVXHV�WKDW�NHHS�\RX�XS�DW�QLJKW"�6HOHFW�XS�WR�WKUHH�
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Top Products and Services Offered by MSPs:

Figure 15. Current Managed Service Offerings
:KDW�SURGXFWV��VHUYLFHV�DQG�WHFKQRORJLHV�DUH�\RX�FXUUHQWO\�RIIHULQJ�DV�D�
managed service? Select all that apply.

Figure 16. Planned Managed Services Offerings (next 12 months)  
:KDW�QHZ�SURGXFW��VHUYLFH�RU�WHFKQRORJ\�GR�\RX�SODQ�WR�DGG�WR�\RXU�
managed services offering in the next 12 months, if any? Select all  
that apply.
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Figure 16. Planned Managed Services Offerings (next 12 months)  
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Top Security Offerings:

Figure 17. Critical Security Tools and Technologies
:KLFK�RI�WKH�IROORZLQJ�VHFXULW\�WRROV�DQG�WHFKQRORJLHV�ZRXOG�\RX�
consider critical for the majority of your clients today? Select all  
that apply. 

Emerging Technologies:

Figure 18. Emerging Technologies 
:KLFK�RI�WKH�IROORZLQJ�WHFKQRORJLHV�DUH�MXVW�K\SH��DQG�ZKLFK�GR�\RX�
H[SHFW�WR�GHOLYHU�UHDO�EXVLQHVV�YDOXH�LQ�WKH�QH[W�����\HDUV"�+LJKHU�VFRUHV�
HTXDWH�WR�PRUH�EXVLQHVV�YDOXH��ORZHU�VFRUHV�LQGLFDWH�PRUH�K\SH�WKDQ�
value. For each, rate on a scale of 1 to 5.
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Data Protection and Business Continuity:

Figure 19. Server Backup Rates: Any Solution 
$SSUR[LPDWHO\�ZKDW�SHUFHQWDJH�RI�\RXU�FOLHQWV¦�VHUYHUV�DUH�EDFNHG�XS�
ZLWK�$1<�VROXWLRQ��(,7+(5�EDVLF�EDFNXS�RU�IXOO�EXVLQHVV�FRQWLQXLW\�DQG�
GLVDVWHU�UHFRYHU\��%&'5�"

Cloud:

Figure 20. On-Prem Server Expectations
+RZ�GR�\RX�H[SHFW�\RXU�FOLHQWV¦�XVDJH�RI�EXVLQHVV�FULWLFDO�RQ�SUHPLVHV�
servers to change in the next three years?

Figure 21. Cloud Workload Destinations

5HODWHG�WR�PRYLQJ�WR�WKH�FORXG��ZKHUH�GR�\RX�VHH�\RXU�FOLHQWV¦�ZRUNORDGV�
moving in the next 12 months? Select all that apply.

Figure 19. Server Backup Rates: Any Solution 
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Figure 21. Cloud Workload Destinations
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Security:

Figure 22. Managed Security Offered
Do you currently offer a managed security service?

Figure 23. Managed Security Plans
Are you planning to offer a managed security service in the next 12 
months?

Figure 24. Managed Security Offering Inclusions 
:KDW�LV�LQFOXGHG�LQ�\RXU�PDQDJHG�VHFXULW\�RIIHULQJ"

Figure 22. Managed Security O!ered
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Figure 23. Managed Security Plans
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Sample:

Figure 25: Respondents by Region
Figure 25: Respondents by Country and Geo
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Additional Resources

We’re Here to Help

'XULQJ�WKH�&29,'����FULVLV��'DWWR�NHHSV�WKH�063�FRPPXQLW\�
informed, connected, and strong.

MSP COVID RESOURCES CENTER

MSPeasy Series

Disaster Recovery Testing 
Made MSPeasy
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