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● Gut Feeling?

● Hire Technical Before Sales Resources?

● Hire Sales Resources Before Technical Ones?

● What About Support and Admin Resources?

● FTEs or Contractors?

● Interns?

● Full-Time or Part-Time?



● Do You Pre-Determine What You’ll Pay?

● Have You Lost Good Staff Because of Comp?

● Do You Incent and Bonus for Performance?

● Are Your Salary Increases Based On 
Performance or Something Else?



● Polished, Consistent, Efficient?

● Inconsistent, Informal?

● Repeatable?

● Ill-Defined, Not Followed?

● Hire Fast or Hire Slow?

● Fire Slow or Fire Fast?

What Does Your 
Hiring Process Look 
Like?
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• How Are You Directly 
Impacting Utilization?

• Admin Work

• Internal Meetings

• Internal Projects

• ???



Productivity 100% 75% 50%

True Cost 
Per Hour $56.09 $74.79 $112.18

100% is based on 2,080 hours in a working 
year – this assumes no vacations, sick days, 
holidays, training days

• Lower Costs
• Pricing Flexibility
• Increased Margins
• Greater Scalability

Productivity Focus and Higher Efficiencies 
and Automation Result In Competitive 
Advantage



●

○ GP Targets

○ MRR Targets

●

○ GP or MRR Target

○ Average GP or MRR Sale Value

○ Number of Sales Required to Meet Target

○ Number of Hours Required for Each Opportunity

○ Number of Hours Available by SP per Month

○ Number of Available SPs

○ Sales Closing Ratio



●
○ Number of Sales Professionals

○ % of Sales Appointments Requiring an SE

●
○ Number of Appointments Requiring an SE

○ Average SE Hours Required Per Opportunity

○ Number of Hours Available by SE per Month

○ Number of Available SEs



•
o Total Ticket Count Per Year

o % of Tier 1, 2, 3 and Onsite Tickets

o SLA 

•
o Total Tickets

o Tiering and Onsite Ticket Segmentation %

o Time Allotted Per Ticket Type Before Escalation

o Number of Hours Available by Tech per Month

o Number of Available Techs Per Tier

o Number of Available Dispatchers



•
o Number of Projects Per Year

o Average Hours Per Project

•
o % of Total Project Manager Time Per Project

o % of Total Project Coordinator Time Per Project

o % of Total Project Implementor Time Per Project

o Number of Hours Available by PM, Coordinator 

and Implementor per Month

o Number of Available PMs, Coordinators and 

Implementors



•
o Number of New Clients Per Year

o Hours to On-Board Each Client

•
o Number of Hours Available by On-Boarding Engineers

per Month

o Number of Available On-Boarding Engineers









Get Ready for the Quiz!

bit.ly/masteredquiz3




