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CERTIFICATION

LEVEL 1 Operational Fundamentals

Optimizing and Integrating 
Your Business Platforms
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There’s Only 2 Ways to Increase Net Profit

Increase Gross Profit Reduce Expenses
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Critical 
Business 
Platforms

PSA

RMM

Documentation

Accounting
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Impact On 5 Critical Areas

Service Desk
PSA

RMM
Documentation

Projects
PSA

RMM
Documentation

Financials
Accounting

PSA
RMM

Documentation

Marketing
PSA

Sales
PSA

RMM
Documentation
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Optimization & Integration Improves Efficiency

Productivity 100% 75% 50%

True Cost 
Per Hour

$100 $150 $200

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

Higher Efficiencies and Automation Result In 
Competitive Advantage
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• Your Company Information
• Your Staff
• Your Clients’ Information*
• Your Service Types
• Your Labor Costs
• Your Labor Rates
• Your Service Boards
• Your Email Connector(s)
• Your Dispatch Board
• Your Surveys

• Your Client Portal
• Your Agreements
• Your Agreement Templates
• Your SLAs
• Your Issue Types & Sub Issue Types
• Your Automations – Tickets, Tasks, 

Alerts & Escalations
• Your Reports & Branding
• Your Invoices*
• Your Integrations

Optimizing Your PSA for Service Desk

CERTIFICATION
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Optimize Your Issue Types/Sub-Issue Types
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Optimize Your Alerting & Escalation Automation
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Tickets 
Received

Tickets 
Escalated

Tickets 
Resolved

First Contact 
Resolution 
Rate (FCR)

Time to 
Resolution 

(TTR)

Average 
Resolution 

Rate
SLA Success 

Rate
Technician 
Utilization / 
Profitability

Cost/Profit  
Per Ticket

Analyze Your Service Desk Performance
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• Your Company Information
• Your Staff
• Your Clients’ Information*
• Your Service Types
• Your Labor Costs
• Your Labor Rates
• Your Project Board(s)

• Your Email Connector(s)
• Your Project Board
• Your Project Templates
• Your Automations – Tickets, Tasks, 

Alerts & Escalations
• Your Reports & Branding
• Your Invoices*
• Your Integrations

Optimizing Your PSA for Projects

CERTIFICATION
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Analyze 
Project 
Performance

Active & Scheduled Projects

Projects/Phases Under / Over Budget

Task/Phases Overdue / Completed

Changes Pending / Approved

Technician Utilization / Profit

Actual Project Cost / Profitability

Customer Satisfaction



CERTIFICATION

• Your Company Information
• Your Staff
• Your Clients’ and Prospects’ 

Information
• Your Email Messages & Campaigns
• Your Surveys
• Your Email Connector(s)
• Your Sales Board(s)
• Your Service Types

• Your Labor Costs
• Your Labor Rates
• Your Proposal Templates
• Your Agreement Templates
• Your Sales Funnel
• Your Automations – Opportunities, 

Tasks, Alerts & Escalations
• Your Sales Reports & Branding
• Your Invoices* 
• Your Integrations

Optimizing Your PSA for Marketing & Sales

CERTIFICATION
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Analyze Your Marketing Performance

Marketing Activities
Marketing 
Qualified Leads 
(MQLs) Generated

Sales Qualified 
Leads (SQLs) 
Generated

Cost Per Lead (CPL)
Customer 
Acquisition Costs 
(CAC)

Customer Lifetime 
Value (CLV)

Marketing Return 
on Investment 
(ROI)
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Analyze Your Sales Pipeline

• What is the value of your pipeline?

• Where are all of your sales opportunities?

• What phase of the sales process/funnel are 
they in?

• Which ones are stuck in a phase longer 
than expected and why?

• What needs to be done to keep the 
pipeline healthy?

• Review Weekly

AWARENESS

INTEREST

DECISION

ACTION
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Analyze Your Sales Performance 

• Activity vs. Productivity
• Sales Goal
• >4.5 X W2 in Gross Profit
• >12 X W2 in Gross Sales
• Are you consistently conducting the activities that lead to sales?
• Review Weekly

*Incent through bonuses and commissions to achieve/exceed

CERTIFICATION
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• Your Company Information
• Your Staff
• Your Clients’ Information
• Your Service Types
• Your Labor Costs
• Your Labor Rates

• Your Inventory/Procurement
• Your Accounting Codes
• Your Agreements
• Your Reports & Branding
• Your Automated Invoices*
• Your Integrations

Optimizing Your PSA for Accounting

CERTIFICATION
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• Your Company Information
• Your Staff
• Your Clients’ Information
• Your Agent Templates

• Your Automations – Device Scans, 
Tickets, Tasks, Alerts & Escalations

• Patching & Updating
• Your Integrations
• Your Reports & Branding

Optimizing Your RMM

CERTIFICATION
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• Your Company Information
• Your Staff
• Your Clients’ Information
• Your Documentation Templates

• Your Integrations
• Your Reports & Branding

Optimizing Your Documentation Platform

CERTIFICATION
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• Your Company Information
• Your Banking & Financial 

Information
• Your Clients’ Information
• Your Labor Costs
• Your Overhead Costs
• Your A/R & A/P Function
• Your Payroll Function*

• Your Chart of Accounts
• Your P&L Statement
• Your Tax Information
• Your Financial Reports
• Your Inventory/Procurement 

Process*
• Your Invoices*
• Your Integrations*

Optimizing Your Accounting Platform

CERTIFICATION
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Normalize Your Chart of Accounts/P&L

Courtesy of Visionary360 www.visionary360.com

http://www.visionary360.com/
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Analyze Your 
Financial 
Performance

Cost of 
Goods Sold 

(service 
delivery 

costs)

Gross Profit 
Margin 

(revenue –
costs of goods 

sold) ÷
revenue)

Net Profit 
(Net profit = 

total revenue 
– total 

expenses)Net Profit 
Margin (total 

revenue –
total 

expenses) ÷
total revenue)

Actual 
Revenue vs. 

Target 
Revenue

Aging 
accounts 

receivable

EBITDA 
(Earnings Before 
Interest, Taxes, 
Depreciation, & 
Amortization)


