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CERTIFICATION

Building Your 
Solutions Offering

your service strategy  Define

Design

Price

to market with bundlesGo

your solutions portfolio

your deliverables
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What’s In Your 
Solution Stack?

Monitoring
& Patch 
Management

NOC
RMM

Remote & Onsite 
Support

Help Desk
Onsite 
Technicians

Vendor 
Management

Infrastructure 
Vendor 
Support
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Bundling Tip!

Buyers Choose 
2 Highest 
Options!*

85%
of the time

Always include 3 Options 
When Bundling

Adding Value “above the line” 
Allows Increased Fees “below the line” 

Qualitatively Better, Not Merely 
Quantitatively Larger

Escalates Buyer’s Decision to Add More 
Value (and higher fees) 
Because of Higher ROI

When Presented With 3 Options, 
Buyers Choose

Option 1: 15% of the Time

Option 2: 60% of the Time

Option 3: 25% of the Time

*Million Dollar Consulting (Alan K. Weiss)
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Bundling Your Offering for Maximum Value

Essentials
GOOD SLA

Basic Managed Services Offering

Plus
BETTER SLA

Includes Essentials Plus more Qualitative 
Value at Higher Price

Advantage
BEST SLA

Includes Essentials and Plus AND the Most 
Qualitative Value at the Highest Price
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Example Tiers and Bundles – With Help Desk

• Onsite and Remote Support 8-5 (User 
Help Desk and Onsite Technical Support)

• Network Monitoring
• Patching and Updating
• Vendor Management (No SLA)
• Simple Email Security
• Simple Network Management (Single 

Location)
• Office 365 E1
• Reporting
• SLA: P1 – 8hrs | P2 – 12hrs | P3 – 24hrs

MANAGED IT ESSENTIALS
SLA: P1 – 8hrs | P2 – 12hrs | P3 – 24hrs

• Onsite and Remote Support 8-5 (User 
Help Desk and Onsite Technical Support)

• Network Monitoring
• Patching and Updating
• Vendor Management (No SLA)
• Advanced Email/SPAM Security
• Advanced Network Management (Multi-

Site, VPNs)
• Wireless Network Management 

(Controllers + APs)
• Office 365 Business Essentials
• Small/Medium BDR Appliance
• DNS Management
• Reporting
• SLA: P1 – 4hr | P2 – 8hrs | P3 – 12hrs

MANAGED IT PLUS
SLA: P1 – 4hr | P2 – 8hrs | P3 – 12hrs

• Onsite and Remote Support 8-5 (User Help Desk and 
Onsite Technical Support)

• Network Monitoring
• Patching and Updating
• Vendor Management (No SLA)
• Advanced Endpoint Security + Email/SPAM Security 

(Best – Other Than Your RMM’s)
• Enterprise Network Management (Multi-Site, VPNs)
• Wireless Network Management (Controllers + APs)
• Office 365 Business Premium
• Advanced BDR Appliance
• DNS Management
• Advanced Email Compliance and Encryption Options
• Online Collaboration Tools
• Online Storage Archival
• Hosted VoIP
• Web Content Filtering
• Specific LOB Application Support
• Reporting
• SLA: P1 – 1hr | P2 – 4hrs | P3 – 8hrs

MANAGED IT ADVANTAGE
SLA: P1 – 1hr | P2 – 4hrs | P3 – 8hrs
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Example Tiers and Bundles – Infrastructure Only

• Onsite and Remote Support 8-5 
(Infrastructure only – No User Help Desk)

• Network Monitoring (Your RMM)
• Patching and Updating (Your RMM)
• Infrastructure Vendor Management 

(No SLA)
• Simple Network Management (Single 

Location)
• Up to 3 Servers
• Up to 1 Router
• Up to 1 Switch
• Up to 1 Firewall
• SLA: P1 – 8hrs | P2 – 12hrs | P3 – 24hrs

INFRASTRUCTURE ONLY ESSENTIALS
SLA: P1 – 8hrs | P2 – 12hrs | P3 – 24hrs

• Onsite and Remote Support 8-5 
(Infrastructure only – No User Help Desk)

• Network Monitoring (Your RMM)
• Patching and Updating (Your RMM)
• Infrastructure Vendor Management (No SLA)
• Advanced Network Management (Up to 3 

Locations, VPNs)
• Up to 10 Servers
• Up to 3 Routers
• Up to 6 Switches
• Up to 3 Firewalls
• Wireless Network Management 

(Controllers + APs)
• BDR Appliance (Medium)
• SLA: P1 – 4hr | P2 – 8hrs | P3 – 12hrs

INFRASTRUCTURE ONLY PLUS
SLA: P1 – 4hr | P2 – 8hrs | P3 – 12hrs

• Onsite and Remote Support 8-5 (Infrastructure 
only – No User Help Desk)

• Network Monitoring (Your RMM)
• Patching and Updating (Your RMM)
• Infrastructure Vendor Management (No SLA)
• Advanced Network Management (Over 3 

Locations, VPNs)
• 11+ Servers
• 4+ Routers
• 7+ Switches
• 4+ Firewalls
• Wireless Network Management 

(Controllers + APs)
• Wireless Network Management 

(Controllers + APs)
• Advanced BDR Appliance (Medium to Large)
• Online Storage Archival (Your Vendor)
• SLA: P1 – 1hr | P2 – 4hrs | P3 – 8hrs

INFRASTRUCTURE ONLY ADVANTAGE
SLA: P1 – 1hr | P2 – 4hrs | P3 – 8hrs
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What’s Covered?

SLA

For all items identified in the SOW
NO SLA for 3rd Party Vendor Management Services 
(we are not responsible for resolution
for items covered under Vendor Management –
only for managing the incident with the Vendor
– opening ticket, coordinating support, assisting
as needed)

Nothing 
that is NOT 
in the SOW

New Users (licenses/labor), new security devices 
installation/configuration, new other (will fall under 
our hourly rates or quoted as projects)

Everything 
in the SOW

Covered devices, applications, services, 
Vendor Management 
(must be identified in SOW)
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How Do You Price Your Deliverables?

User
Easy to price

Easily shopped 

Tiered 
Most popular pricing model

If not designed properly, 
Clients usually take lowest 

point of entry 

Value 
Requires more marketing and 
sales acumen to price and sell

Can yield highest margins

*Pricing Considerations
Availability

Redundancy
Security
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Factors That
Affect Pricing

PRICING PYRAMID

Sales Sophistication

Cost of Service Delivery 

Offering/Bundling

Business Model

Service Delivery Efficiency
$
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What Is Your Predominant Business Model?

Product-Centric Product sales > 50% of gross revenue & clients are 
encouraged to buy more products 

Time & Materials Majority of service revenue is from billing clients on 
time to repair issues as they arise 

Project Driven Majority of service revenue is derived from projects and 
clients are encouraged to upgrade often

Managed Services/Cloud Majority of service revenue is derived from flat rate 
based services



Are You Bundling Your Offering for Maximum Value?

Managed Services
Office 365

Online Storage/File Sharing/Collaboration
Cloud Backup and Disaster Recovery

VoIP
Unified Communications

Online Storage/File Sharing/Collaboration
Hosting/Virtualization

Cloud Backup and Disaster Recovery

Office 365
Unified Communications

Online Storage/File Sharing/Collaboration
VoIP

Cloud Backup and Disaster Recovery

CERTIFICATION
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Hourly Cost of 
Service Delivery 

(HCSD) 

$56.09

Forecasted 
Support Hours 

Per Month

4

Cost of 
Subscription

$1,000.00

Total Cost of 
Service Delivery

$1,224.36

HCSD 
Formula
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Determine Target 
Margin and Price
to Determine
“Stop-Loss”, 

Then Price and Sell 
On Value!

Total Cost of 
Service Delivery $1,224.36

+ 60% Margin $1,836.54

Retail Price -
Monthly $3,060.54
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Bundling and Tiering
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Use Your 
Pricing 
Calculator!
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Questions? Get Ready for the Quiz!

bit.ly/mastered-quiz4


