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No sign of slowdown on consolidation 

Time seems to go quicker as you get older, and here we at the halfway point of the year already. At this rate, the summer will 
be gone in a blur.

That sometimes makes it difficult to stop and make sense of what is going on. Discovering the current megatrends of the 
industry is made a harder task when everything feels like it is going at double speed.

What you can say already though is that a couple of things are clearly happening this year. The first is not just a 2019 phenom-
enon, with the ongoing consolidation in the reseller channel. The summer of 2018 saw a lot of deals, but that volume is being 
matched by the beginning of this one and shows no sign of slowing down. 

The search for skills, managed service expertise and coverage of new markets and geographies is driving a wave of investment 
that will continue throughout the rest of this year.

Along with consolidation, the other main theme is one of focus 
– specifically, the decision by vendors to put more emphasis on 
their top partners. The current approach is not to build the channel 
revenues by simply adding more resellers into the programme, but 
to get more out of those already signed up.

What will be interesting is to see how the larger resellers that 
everyone wants to be in their platinum or gold bands react to the 
carrots being offered by the vendor community. 

Each relationship requires investments in skills and time, and 
there might be some vendors that find they dip in the popularity 
stakes. At that point, expect a return to growing revenues by bring-
ing in fresh blood. Maybe that’s a 2020 thing.

But for now, consolidation and focus are two trends that the year has thrown up, and those watching developments in the chan-
nel can expect more of both as we head into the summer and beyond . n

Simon Quicke, editor
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MSPs must address security dimension
The need for managed service providers to push the security conversation with users emerged  
as one of the key themes of the SolarWinds MSP event in Amsterdam. Billy MacInnes reports

Managed service providers (MSPs) need to ensure they 
can deliver effective security services and convince 
customers to take the issue seriously if they don’t want 

to lose clients in the event of a breach or incident.
Speaking at the SolarWinds MSP Empower event in Amsterdam, 

Tim Brown, the vendor’s vice-president of security, said security 
was one of the main reasons why MSPs could lose customers. 
“Security needs to be top of mind and MSPs need to get comfort-
able talking about it, managing it and taking it seriously for their 
clients because clients will leave if they don’t get it right,” he said.

Security credentialS
Brown’s comments came as SolarWinds MSP sought to burnish 
its security credentials with the announcement of a partnership 
with Sentinel One, a fortnight after acquiring password manage-
ment vendor PassPortal.

Executive vice-president John Pagliuca said that as small and 
medium-sized enterprises (SMEs) became a bigger target for 
cyber criminals, the onus would grow on MSPs to help prevent 
security incidents and protect their infrastructure.

SolarWinds MSP has also developed the Threat Monitoring 
Service Programme (TMSP) to enable MSPs to partner with 
managed security service partners (MSSPs) to help them deliver 
threat monitoring. “MSPs get it,” said Pagliuca. “Security is com-
plicated. The model we have allows MSPs to retain customers 
and continue to be a trusted adviser.”

Senior director Dave Sobel described security as “a complicated 
topic”, adding: “In some cases, MSPs may not be comfortable 
building up in-house experience.” The TMSP programme allowed 
them to partner with “best-of-breed MSSPs to help deliver ser-
vices on your behalf but under your brand”, he said.

reSponding to demand
Sobel suggested there was a substantial need for the service. 
“We’re ramping up and signing up MSPs to help them out,” he 
said. “We’re responding to the demand.”

Brown claimed that this was “a big differentiator” for SolarWinds 
MSP. “The MSP can focus on IT functions and the MSSP can 
focus on the security function – they can work together and share  
margin,” he said.

ANALYSIS
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Richard McDonald, CEO at NetConsult, which specialises in 
financial services businesses, said it was “almost impossible” to 
get some clients to recognise the importance of security. “They 
think it’s just a sales pitch and they don’t really need it,” he said.

McDonald stressed that security had to be “embedded into the 
culture” of MSPs and they needed to have an ethos of security.

Carl Henriksen, founder and director of OryxAlign, said MSPs 
should always have a security focus in their business, irrespective 
of whether they took the further step of becoming a MSSP. “An 
MSP should be security-oriented anyway,” he said. “I don’t think 
we need to take that step. Everything we do is secured.”

Brown likened IT security to fire insurance, saying that com-
panies should spend a similar amount on cyber security. People 
paid for fire insurance even though they were not very likely to be 
affected by a fire, he said, “but if you don’t have a password on 
your firewall, it’s extremely likely you will be attacked – but some 
clients won’t listen until they have an event”. n

RAWPIXEL.COM/ADOBE
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MSPs in demand to deal with the biggest 
issues facing SME IT, says Kaseya CEO
Customers are looking to managed service providers to help deal with increasing complexity, writes Simon Quicke

The opportunities for managed service providers (MSPs)
are expanding as more customers struggle to deal with 
increasing complexity and look for external expertise.

MSPs have traditionally been strong in the small business space, 
supporting customers that have no IT department to lean on, but 
an increasing number of mid-sized operations, with a team of five 
to 10 trained staff, are now also looking for help.

That trend has played into the hands of firms supplying MSPs 
with the tools to do their jobs and Fred Voccola, CEO at Kaseya, 
expects that to continue because of the increasing demands on 
firms to digitally transform their operations.

“We talked to customers and the problems we are solving are 
now arguably the biggest problems in SME IT,” said Voccola. 
“Small businesses that don’t have IT are now technology-first and 
for a 20-person company, it is not feasible to hire an IT person; it 
is better to hire an MSP. 

“Mid-sized businesses might have some internal IT, but their 
needs are becoming so complex that it goes beyond the IT team’s 
capability. Many MSPs that used to serve small businesses are 

now moving upstream to serve the mid-market. You have to work 
out what customers need.”

These changes at customer level are increasing opportunities 
for MSPs and Kaseya has seen its volume of business through 
MSPs increase strongly year on year, giving the firm the confi-
dence to target a $1bn turnover in the next four to five years.

“In the next six months, we will grow at a rate that is double the 
market,” said Voccola. “It is about helping customers deal with 
the multifunctional workflow.”

Kaseya has been building its IT Complete platform to add the 
multifunctionality that customers want and the firm recently 
raised $500m in its latest round of funding.

Voccola said that money, which underlined the support the firm 
could gain in the market, would be used to continue to develop its 
platform and could be used to fund further M&A activity.

Kaseya reported more than $250m in annual bookings in 
2018 and made four acquisitions – Unitrends, Spanning Cloud 
Apps, RapidFire Tools and IT Glue – to add more depth to the IT 
Complete platform. n

ANALYSIS
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The area of cyber security is one part of IT that should 
spark joy in users, because we are all so fascinated by 
it. But sadly, the pomposity and pedantry of some secu-

rity experts is a passion killer that dampens the enthusiasm of 
even the keenest buyer.

It shouldn’t be that way as the public has an insatiable appe-
tite for crime. Practically every other drama on TV is about a 
maverick cop who investigates crime in their own unique way, 
or a criminal who has come out of retirement for one last job, 
but finds that things don’t quite go to plan.

As anyone who knows detectives will know, these BBC bad 
boys are way off the mark and embarrassingly inauthentic. 
Their depiction of cyber crime is the most risible. In one cop 
show, a “nerd” is seen typing the words “divert gold bullion 
lorry to the docks” and, the very next second, it makes a sharp 
turn towards the criminals’ lair. Even more laughable is the fact 
that the police get there almost as quickly and make arrests.

Having spoken to a succession of cyber crime experts, from 
Bucharest to Boston via Basingstoke, the consensus of opinion 
seems to be this: cyber crime pays.

According to risk avoidance expert Michael George, CEO of 
Continuum, cyber criminals are agile, innovative and have a tiny 
forensic footprint. Most normal plods wouldn’t spot an anomaly 
if they saw an elephant wandering down Oxford Street, but the 
cyber cops really have their work cut out anyway.

OPINION

Closing the book 
on cyber crime
While it’s tempting to believe beating  
cyber crime is as easy as seen on TV,  
the reality is far from the simple matter  
of following a script. Nick Booth reports
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To make matters worse, security awareness is so bad in the 
UK that many people are being conned by robot robbers. As a 
result, says George, the cyber crime industry is booming, the 
pay is brilliant and nobody gets caught.

I’m tempted to join, until George points out that there are 
250,000 students employed as hackers, attempting to rob 
British businesses as we speak on behalf of the Chinese govern-
ment. There’s no way I could hold my own in such a brutally com-
petitive environment. I might have to stay on this side of the law.

turning the page on crime
Luckily, an exciting opportunity to become a security reseller 
has arisen, thanks to the genius of Dan Harding, CEO of 
SignInApp.com. I say genius because he’s created a complex 
system that is easy to understand, and is one of the hallmarks 
of brilliance.

Most companies have one vulnerability that you don’t have to 
be a Russian hacker to exploit. All a criminal has to do is visit 
their reception and then, when presented with the visitor’s book, 
quickly photograph as many pages as possible. I can speak from 
personal experience of scanning the visitor’s book of a data-
centre, a digital agency, and a daily newspaper that you get an 
instant comprehensive impression of their trading status.

Big software companies pay top dollar to competitive intelli-
gence spies to find out what their rivals are up to. That’s argu-
ably a borderline illegal activity, but they’re all at it. Think what 
hackers, digital hostage-takers and blackmailers could do with 
that information.

SignIn offers a secure digital alternative, which is too com-
plex to describe here. Suffice to say, it keeps every entry pri-
vate, so you don’t get to see the name, job title, company and 
car registration of every other visitor. Nor do you find out who 
they are seeing.

This system also offers clients a good personnel management 
system, so in the event of a fire, the company can see exactly who 
is in the building.

moving on from pen and paper
There is a massive opportunity for a security reseller here as the 
system is easy to explain, simple to install and there’s a mass 
market for it. “You’d be amazed at the types of organisation that 
use pen and paper,” says CEO and founder Dan Harding.

High-tech companies are especially vulnerable. Think how 
many datacentres you’ve visited where the security guard is on 
a minimum wage and the signing-in book is open to everyone.

By nicking information from the visitor’s book, anyone pitching 
for business can gain an advantage on their competitors. This 
can range from tailoring their own pitch in accordance with their 
rivals or playing some dirty trick on them. When you’ve seen 
how PR companies stitch each other up – and they’re supposed 
to be nice – then you’ll know anything is possible.

Having worked for a reseller, Harding is likely to be  
channel-friendly and you could expect some sympathetic sup-
port. Anyway, I must go now – Mark Zuckerberg is in reception. 
At least, that’s who he said he was. He’s been down there 10 
minutes, so he’s probably read the entire visitor’s book. n

OPINION
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The drive towards more operational expenditure (opex)-
driven purchases as part of customers’ business transfor-
mation strategies is forcing suppliers to rethink their busi-

ness models to ensure they stay relevant.
Rather than simply providing a host of technologies as part of 

the traditional reselling business model, customers are demand-
ing greater value and specific outcomes, reinforcing the need for 
suppliers to shift their focus to a managed service offering – either 
completely or as a complementary part of their existing portfolio.

Eager to make the change, channel businesses are not short of 
enthusiasm. However, many are finding it hard to get off the start-
ing block or they are stalling at the first hurdle. But why? It may 
sound simple, but it is often because they are lacking a credible 
execution plan.

rewiring behaviourS
A fundamental first step is to appreciate that this type of trans-
formation is akin to starting the business from scratch. In some 
respects, it is harder because of the inertia and traditional hab-
its that have been built over the years of being a value-added 
reseller (VAR) business. Rewiring those behaviours isn’t easy.

Ten or 20 years ago, when the market was buoyant, many busi-
ness owners may have been in an enviable position where they 
were able to set up their business without a plan.

But today it is a very different business landscape – both fast-
paced and hyper-competitive. Transforming the business takes 
energy, effort and planning. If businesses don’t have a plan, then 
they’re clearly not serious.

EXPERT VIEW

VAR from the 
madding crowd
Predatar CEO Alistair Mackenzie reflects  
on the transformation from VAR to MSP, 
highlighting some of the key milestones  
and the obvious pitfalls to avoid
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But what makes an execution plan credible? The key is for it to 
be realistic. For example, if a business is currently 100% VAR, it is 
probably wishful thinking to say that 50% of the business will be 
aligned with the managed service provider (MSP) model this time 
next year. That is, not unless the business owner has identified 
some very specific and definitive steps as to how they are going 
to achieve this and answered questions such as:
n  Is that % based on switching all existing customers?
n  Is the business confident that all those existing customers will 

want to switch?
n  Is it realistic?
n  Does the business have the funds and resources in place to 

make this happen?
n  Does the business already have a track record?

With time ticking and competition hot on their heels, the more 
detailed the business plan is, the more likely owners are to make 
their dream a reality.

engineering a Solution
Part of any robust plan should also outline the type of MSP ser-
vice the business wants to deliver. Successful solutions, prod-
ucts or services start with good design. Businesses need to draw 
on their strengths and understand what their niche market is 
and engineer a service to match.

This isn’t about building a solution for everyone – it has to stand 
out from the crowd, not just a me-too product in a crowded space, 
whether that be a vertical focus, cloud specialisation or something 
else. Other fundamental questions that need to be answered are:

n  How do we differentiate our anything-as-a-service (XaaS) offer?
n  How do we price our XaaS offer?
n  What do we put in our XaaS offer and what do we leave out?
n  How much of the XaaS offer will be software and how much 

will be high-value service?
n  If providing high-value services, how will they be delivered?

All too often, MSPs try to build services that cater for every-
one and they think appealing to the biggest possible market is the 
route to success. It is critical that businesses define their target 
market and establish a position in a field that is crowded. Heinz 
may have 57 varieties, but can you name more than five?

go-to-market Strategy
Another fundamental part is defining the go-to-market strategy. 
How will the business attract new customers and engage them 
with its unique offering? Will the business focus on those exist-
ing customers or look at targeting new prospects?

More importantly, what will be the make-up of the sales team – 
will the business use existing sales people and get them to focus 
on XaaS or will there be a different, extended team?

If leadership decides to use the existing sales force, the plan 
must address the thorny issue of commission. Big upfront deals 
versus a recurring revenue model – the commission paybacks can 
be very different, so a decision needs to be made on how it will 
compensate the sales team for expected future revenues.

My advice to any business is: find the money to do just that. Only 
then will the business guarantee its sales team is fully bought and 
engaged with the new business model. n

EXPERT VIEW
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Before thoughts of the first quarter of 2019 fade com-
pletely into memory, MicroScope asked the channel 
how those first three months had gone. The responses 
indicated that 2019 got off to a strong start, which was 

echoed by a recent trading update from Computacenter, and 
optimism is spread across the market.

Channel executives were asked how things had gone in the 
quarter, whether Brexit had caused problems, and whether or 
not digital transformation was the main driver of sales at pre-
sent. Here are a selection of responses from the great and the 
good in the industry.

karen Holland, cHannel business  
director of emea, malwarebytes
We are continuing to see an upward trend in our sales and 
a growing customer base in the security space. We have a 
renewed focus on partner enablement this year to better equip 
our partners with identifying opportunities, positioning our 
security solutions and supporting their customers effectively, 
whether it be an on-premise, cloud-based, in-house or service-
managed solution.

We have just launched our OneView product, designed to make 
provisioning of our security offering easy for partners wanting to 
start in this space or grow their existing security service portfolio. 
Plus we have recently announced our partnership with Tech Data, 
which will further enhance our reach in the European market.

Channel enjoys  
a strong start  
to the year
How is this year going? There is 
no better way to find out than to 
ask those working in the channel. 
Simon Quicke reports

FIRST-QUARTER OVERVIEW
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There is a still a lot of uncertainty about the real 
impact for business of Brexit overall, and most 
companies operating in the security software mar-
ketplace are waiting to see what the ‘end plan’ is 
before investing in costly business changes. 

However, analysts continue to predict continued 
rises in more sophisticated cyber attacks target-
ing all market sectors and segments, so it is more 
important than ever for customers large and small to ensure 
they are secure. We see this as an ongoing opportunity for us – 
whatever the Brexit outcome.

paul speciale, cHief product officer, scality
The first quarter was strong, with channel success across 
numerous industry segments that are continuing and acceler-
ating their digital transformations, with solutions to help visu-
alise and monetise data. 

For example, our partners in healthcare are in the middle of the 
transformation storm, with medical imaging in hospitals driving 
demand for petabytes of storage of radiologic and other images, 
genomics data, and more.

Our partners focused on finan-
cial services are seeing a grow-
ing storage demand, driven by 
big data, to help enable long-term 
archives and ‘data lakes’ as solu-
tions for long-term retention and 
analytics of that data. 

Not to be ignored are our partners focused on 
media and entertainment, an industry that has 
clearly already transformed to digital, and is now 
a forerunner in leveraging cloud services to opti-
mise both processing and content delivery. This 
opens up new value-added solutions for our chan-
nel partners to augment data storage with cloud 
data management.

ed baker, emea partner lead, mcafee
It is great to test the sentiment and trends at the start of each 
year. Generally, the sentiment is overwhelmingly positive for 
today and for the future in the world of security partners. This 
is largely driven by the expanding security market opportunity. 
2019 will be the year when the maturing cloud access security 
broker (CASB) market becomes mainstream. 

There will be appetite from more channel partners to acceler-
ate their options in cyber security as more companies realise that 
security as a service would be a more efficient way to ensure their 
data is managed and stored safely. This shift will drive innova-

tion in offering threat intelligence as 
a service.

myles leacH, managing  
director, nfon uk
There are tremendous opportuni-
ties for channel partners. No mat-
ter what the political environment, 

FIRST-QUARTER OVERVIEW

❯The companies that fail to  
fully utilise the channel are 

losing significant amounts of 
revenue by missing out on the 

benefits resellers offer. 

“generally, The senTimenT is 
overwhelmingly posiTive for 

Today and for The fuTure”
Ed BakEr, mcafEE
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businesses want and need to stay competitive – and maintain-
ing their digital transformation projects is key to this. 

While digitisation sceptics still think that voice communications 
volumes have peaked and will eventually decline, the raw statis-
tics say the opposite. Technically speaking, all forms of commu-
nication will be digitally transformed by the change to the all-IP 
standard. At the same time, all-IP provides the foundation for new 
cloud services that facilitate, but do not dehumanise, the new 
world of work.

Small and large companies can achieve cost savings and pro-
ductivity benefits from a variety of cloud service options. Another 
channel opportunity is the rise of omnichannel contact centres – 
interacting with customers beyond voice, to include webchat and 
social media channels. Multichannel, big data and the integration 
of the internet of things also pose new opportunities for the vis-
ibility of customer-related data.

alan conboy, office of tHe cto, scale computing
The first quarter was strong across all parts of the channel – 
from our growing OEM (original equipment manufacturer) 
partnerships through to our diversifying reseller community. 
This growth is being driven by our software’s ability to adapt 
and solve numerous vertical and use-case challenges faced by 
enterprises today.

As companies across the UK adapt to digital transformation, it 
is clear that every customer has their own unique needs – regula-
tions such as the General Data Protection Regulation (GDPR), the 
ongoing dilemma of Brexit, or supporting a growing distributed 
mobile workforce while staying compliant. 

Partners that can utilise software that is simple to use, self-
healing and is agile enough to solve each organisation’s individual 
needs will be able to build value-added services and improve their 
profit margins.

FIRST-QUARTER OVERVIEW

“digiTal TransformaTion is undoubTedly driving sales  
for The channel, buT The biggesT driver is cusTomers  

looking To uTilise The benefiTs of edge Technology”
alan conBoy, ScalE comPuTing
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The biggest change we are seeing is the move from the central-
ised enterprise to the distributed one. The technology is available 
for partners to offer customers a complete portfolio that will meet 
their exact needs. 

Digital transformation is undoubtedly driving sales for the chan-
nel, but the biggest driver is customers looking to utilise the ben-
efits of edge technology.

steve armstrong, regional  
director of uk & ireland, bitglass
Brexit is causing uncertainty – this leads to a potential lethargy 
in the decision-making process for some users. Hesitation is the 
mother of rear-end shunts – and right now, this lack of clarity is 
causing organisations to doubt the way forward. The channel 
has seen a minor impact, with user organisations pushing deci-
sions out. This is compounded not by Brexit in and of itself, but 
more by the inconclusive nature of the actual exit.

Those channel partners which service customers across EU 
boundaries may well find it difficult to continue trading in the 
same fashion as they have done so previously. On the flipside, 
Brexit does provide an opportunity for channel partners working 
with organisations that are looking to ensure their data is kept 
secure and within the UK shores come the departure.

The reality is very simple, though – once you cut through the 
hype around Brexit, we probably won’t know if it is good, bad, 
indifferent or a catastrophe, for 10 years or so.

We need to ensure that any exit does not cause technology 
investment in the UK to dwindle. The question channel partners, 

FIRST-QUARTER OVERVIEW

Bitglass’s Steve Armstrong  
says it is important the channel 
works to ensure tech investment 
doesn’t suffer after Brexit
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and vendors, have to ask is what do these EU deals really mean 
in terms of trade? Without certainty, my recommendation to the 
channel is to hunker down, look at the areas of additional oppor-
tunity that Brexit will bring and focus on the next five years.

ed owen, emea & apac cloud  
cHannel sales director, Zerto
From an EMEA and Asia-Pacific point of view, the first quarter has 
been fantastic. The channel is continuing to thrive and we have 
even had to hire an additional resource to manage the cloud ser-
vice providers (CSPs) in the region. Digital transformation is still 
driving sales, but we believe we are seeing most of this growth 
come from the convergence of CSPs and channel partners.

The CSP industry is continuing to thrive and, given the nature of 
today’s cloud-focused IT landscape, traditional channel partners 
are looking for ways to ride the wave, after seeing the true value 

of the cloud. Because of this, channel and CSP partnerships are 
starting to form, and the traditional lines are beginning to blur. It 
is definitely an exciting time for the channel.

gregg lalle, vice-president of international  
sales and strategy, connectwise
ConnectWise saw solid growth across all of EMEA. From our 
perspective, most people have taken a business-as-usual 
approach and our second-quarter prospects look equally bright. 
We continue to see our partners maturing operationally and, in 
turn, selling cloud solutions and services more effectively. We 
just don’t see it slowing down at the moment.

Many of our partners understand that they are in business to 
leverage technology to produce business outcomes. They are 
aligning more closely with their customers to create a shared 
vision and execute on that strategy.

“channel and csp parTnerships are sTarTing To form,  
and The TradiTional lines are beginning To blur. iT  
is definiTely an exciTing Time for The channel”
Ed owEn, ZErTo
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dave sobel, senior director of  
msp evangelism, solarwinds msp
Uncertainty is now the status quo. Even if Brexit is causing some 
people to worry about purchasing decisions, this is overridden 
by the need to carry on and get on with work that needs to be 
done. Security threats and privacy concerns continue to rise and 
are having a much bigger effect on businesses and the market 
than current political turmoil and are therefore overshadowing 
the unpredictable ups and downs of Brexit. The net result is that 
companies need technology solutions more than ever before to 
keep their companies secure and help run them.

ian asHwortH, cHannels director  
emea and apac, netwrix
From our perspective, it was a strong quarter, despite the cur-
rent uncertainty over Brexit. We’ve seen a significant uplift in 
opportunities to work with our partners in the UK, and remain 
focused on expanding our partner base to allow for more strate-
gic relations as well as new routes to market.

Digital transformation is continuing to drive opportunities, sim-
ply because of the challenges the process introduces for organi-
sations. Indeed, as IT infrastructure complexity increases, organi-
sations require expertise and advanced technologies that can be 
easily integrated with existing systems, enabling them to view 
and control their entire enterprise environment. Ensuring that 
digital transformation projects are conducted successfully, with-
out compromising data privacy and security, is front of mind in 
the era of GDPR. 

Netwrix’s Ian Ashworth says the success of digital  
transformation projects is ”front of mind“
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Jason cHester, director of global  
cHannel programmes, infinityQs
The first quarter of 2019 represented a very strong start for the 
InfinityQS Partner Program and continues to build on a very 
successful 2018. Our commitment to entering into new and 
innovative strategic alliances with a select network of partners 
is helping many clients to fast-track their digital transforma-
tion initiatives. Although manufacturers across all sectors and 
all geographies are increasingly turning to digital transforma-
tion to address deep operational improvements in efficiency, 
productivity and agility, it can be a complex undertaking and 
requires support from technology and services across a broad 
range of domains. 

As a result, our partner strategy has focused less on building 
a more traditional reseller and value-added reseller network, 
but in forging more strategic partnerships with complementary 

service providers in sectors such as industrial automation and 
control, manufacturing consultancy and industrial IT services.

paul derry, sales director, asl group
Consolidation continues in the channel and this year we will 
see this trend carry on. In terms of OEMs, most of the key part-
ners ASL deals with have seen growth. ASL has continued to 
grow organically, which is pleasing. We are reaping the bene-
fits from the full integration of two acquisitions last year – ICA 
and Geerings Digital. The managed print market is still provid-
ing opportunity for growth, particularly for businesses like ours 
that offer a full suite of services, including unified comms and IT, 
which allows the customer to deal with one supplier.

Despite Brexit, in terms of our day-to-day sales, it is very 
much business as usual. However, our fear is that the contin-
ued uncertainty and delays over Brexit could affect the future 

“our fear is ThaT The conTinued uncerTainTy  
and delays over brexiT could affecT The fuTure  
Trading environmenT more Than aT presenT”
Paul dErry, aSl grouP
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trading environment more than at present. Companies are delay-
ing investment decisions now, which could possibly affect busi-
ness further down the line.

steve Harrington, emea managing director, masergy
Digital transformation is a definite priority for IT leaders of 
innovative businesses – our research shows that four out  
of five say it is imperative for survival. Enhancing customer 
experience, moving to new network architectures that include  
software-defined wide-area net-
works, migrating business com-
munications and contact centre 
applications to the cloud, and IT 
security are all hot-button items 
for CIOs. There is huge opportu-
nity for channel partners to grow 
their revenue by partnering with 
the right managed service provider 
to help businesses with their digi-
tal transformation agendas.

alp kostem, director of 
cHannel sales, exponential-e 
Despite challenging market conditions, it has been a good quar-
ter. We are 20% up from where we were at the end of quarter one 
2018 and 8% ahead of target for this year as a whole. Importantly, 
sentiment within our channel community remains positive. We 
have countered the effects of Brexit well by diversifying our 

partner base – a priority over the past two years. As it stands, no 
one partner accounts for more than 3% of our revenues. 

neil walker, cHannel marketing manager, pfu emea
We’ve had a really successful first quarter at PFU in the UK. 
Despite market changes, the importance of digital transforma-
tion to businesses remains strong. We have outperformed our 
goals and increased the number of resellers trading our tech-
nology significantly. The number of resellers selling our flagship 

ScanSnap devices has grown 26% 
year on year, and we’re seeing sales 
growth as a result. 

The growth has come alongside 
continued partner engagement 
with our channel and loyalty pro-
grammes. In the past 12 months, 
we registered 77 resellers to our 
Imaging Channel Program, and 
year on year saw a 30% growth 
in partners signed up to our  
loyalty programme.

Digital transformation remains 
the main driver of customer pur-

chases. The core of our ScanSnap range is targeted to the small/
home office and prosumer market, and these products are con-
tinuing to see sales growth, suggesting digital transformation 
is becoming ever more important to smaller organisations, and 
no longer solely the staple of big enterprises. n

“There is huge opporTuniTy for 
channel parTners To grow Their 
revenue by parTnering wiTh The 
righT managed service provider 

To help businesses wiTh Their 
digiTal TransformaTion agendas”

STEvE HarringTon, maSErgy
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T raditional IT outsourcing has played a vital role in 
empowering enterprises to embrace innovative tech-
nologies and make use of skilled external talents.

However, the seemingly unstoppable rise of “any-
thing-as-a-service” (XaaS) cloud models, which has already 
transformed how many businesses operate, is in the process of 
upending the IT outsourcing environment. From easy scalability, 
improved cost management and almost unlimited flexibility, it’s 
not hard to see the attraction of XaaS delivery systems.

“With the growth of as-a-service cloud models, there has 
been a shift in the management of IT operations and infra-
structure. This has led to altered cost structures and funda-
mental changes in the competitor environment,” says Andrew 
McCreath, director of enterprise field development at datacen-
tre company Equinix.

For example, the appeal of a software-as-a-service (SaaS) 
payroll solution that can reduce capital expenditure and opti-
mise operating costs is likely to be greater than the attraction of 
a traditional payroll system for many businesses.

The continuing development of cloud services, which allow for 
increased automation and agility, will bring whole swathes of 
infrastructure management to a more click-and-play environ-
ment, reducing the need for traditional outsourced support.

“With access to cloud service providers and the many services 
they offer, the need for IT outsourcing teams as they currently 
stand, is certainly diminishing,” says McCreath.

But he believes this is a positive development as outsourcers 
will stop performing low-value tasks and move up the technology 

Xaas models 
are reshaping 
the future of 
outsourCing

Finbarr Toesland investigates  
whether traditional outsourcing and 
the as-a-service model can co-exist

OUTSOURCING MODELS
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stack to “help organisations innovate, apply their 
creativity, and leverage cross-enterprise experi-
ence from multiple disciplines”. 

“This is not to say IT outsourcing will no longer 
be around, it will merely change, as successful 
IT outsourcing involves aligning the as-a-service 
capabilities and business to function as one, and 
this is rarely a skillset grown in-house by any 
company. The term ‘IT’ may not be around in a few years, but 
the activity and its alignment to the success of a company will 
always be there,” he adds.

new approacHes
It’s not a question of using either XaaS or outsourcing. The focus 
for IT leaders revolves around what this changing IT environ-
ment means for future outsourcing strategies, especially around 
what factors they should take into account to ensure this deci-
sion is the most effective.

Data from ISG Index shows that both traditional IT outsourc-
ing and XaaS deals have grown over the past three years at 11% 
and 71%, respectively. These figures clearly show the momen-
tum is with XaaS projects, but traditional IT outsourcing rates 
are hardly in freefall.

Of course, pricing considerations will remain a core part of 
any outsourcing offering, but the evaluation of cost should 
not happen solely in terms of selecting the cheapest proposal 
put forward, but rather weighing up the value for money and  
overall quality.

Closely aligning values with outsourcers will 
help ensure you are working towards the same 
goal and that they are not seeking to achieve the 
lowest possible price at the cost of service quality. 
Recent years have seen low costs trump quality in 
much of outsourced IT provision.

“We call this the industrialisation phase of IT. 
But there’s a huge shift underway. For many IT 

organisations, it’s no longer just about efficiency – it’s about 
value,” says Steve Hall, partner and president at ISG, a technol-
ogy research and advisory firm. “And that’s because enterprises 
are increasingly creating value with digital products. IT is no 
longer a support function – it’s at the heart of a company’s prod-
uct, service and operations,” he says.

aggressive competition
Companies burdened by legacy systems that drive up IT costs 
and limit efficiencies will obviously benefit from a transition to 
a cloud-based XaaS model. However, the true value from this 
shift will come from the new technological abilities presented to 
firms through the XaaS system.

“We are seeing enterprises refocus their IT initiatives to 
speed up efficiencies and save costs, but what’s changed is 
that those savings are being reinvested in digital strategy 
initiatives,” says Hall. “The days of labour arbitrage are over. 
Automation is king – and it’s driving the kind of savings that 
in years past might have been gained through offshore models 
and currency conversion.”

OUTSOURCING MODELS

❯Cloud computing  
continues to change the IT 

outsourcing world, with demand 
for services forcing outsourcers 

to adapt and innovate. 
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The days of using a single supplier for all outsourcing needs 
are firmly in the past, with ISG data showing that in 2018, only 
15% of Forbes Global 2,000 businesses used single-supplier 
outsourcing, compared with 42% in 2008.

For their part, service providers are responding by competing 
more aggressively, with new players which offer relevant and 
distinctive outsourcing solutions that incorporate XaaS services 
set to come out on top.

“Clients are increasingly receptive to niche players which are 
getting creative in their solutions, especially in SaaS and PaaS 
[platform as a service]. They also want vertical expertise – pro-
viders will need that to gain credibility. It’s not good enough any 
more to offer generic solutions,” says Hall.

XaaS models are changing many of the parameters set by tra-
ditional outsourcers, particularly around shifting the boundaries 
of service differentiation.

“This is seen, for example, through the delivery of extensive 
off-the-shelf application services delivered as PaaS,” says David 
Groombridge, research vice-president at analyst Gartner.

“They deliver improved automation, which increases com-
moditisation and reduces costs; simplify complexity by forcing 
standardisation; and drive a move towards opex [operational 
expenditure] spend.”

mixed reputation
The widely reported problems at outsourcers such as Carillion, 
Interserve and Capita have clearly contributed to the nega-
tive perception of the industry. High-profile cases of major IT 
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outsourcing companies running into trouble has led to ques-
tions to be asked about why such failures happen.

“Notoriously, large IT outsourcing companies play to their scale 
and operate with thin margins, meaning any minor mistakes can 
leave the business under existential commercial threat. Far too 
many businesses are focused on the goal of making money, win 
or lose, instead of creating lasting partnerships,” says Laurence 
Norman, chief architect at IT services provider NTT Data UK.

A few bad apples may have spoiled the reputation of out-
sourcers and damaged business 
confidence in the industry as a 
whole – but these are rare, albeit 
major, failures.

In light of the collapse of major 
outsourcers, companies need to 
ensure that the outsourcing con-
tract is not only suitable for what 
the business needs in the immedi-
ate future, but also covers the range 
of eventualities that may appear 
over the duration of the contract.

Norman suggests companies progress from a simplistic day-
rate outsourcing system that has the potential to breed an 
adversarial client-supplier relationship to an outcome-based 
approach that promotes a more collaborative relationship. 
“This will open up access to smaller innovative companies that 
are simply unable to work with larger enterprises right now,” 
he says.

relevant applications
While IT outsourcing is undergoing a period of significant 
change, it has long adapted to new technologies and compet-
ing services. Yet there are a number of situations where XaaS 
services are more appropriate for firms than traditional out-
sourcing approaches.

ISG’s Hall finds XaaS models to be an ideal fit for services that 
are commoditised and where little differentiation is required. 
“Hosting services are the most obvious examples, but anywhere 

that a standard service can be 
bought will be appropriate – com-
moditised platforms consumed on 
a utility basis such as database as 
a service; standard software like 
expense management bought as 
SaaS; or commoditised business 
processes such as invoice process-
ing delivered as BPaaS [business 
process as a service],” he says.

At a time of immense talent scar-
city, it’s essential for businesses to 

automate low-value tasks so that skilled employees can concen-
trate on meaningful work that adds value to the bottom line.

“SaaS reduces the support burden on enterprises as the SaaS 
suppliers are responsible for upgrades, patching and security. 
For areas such as HR and marketing, this is huge, because these 
functions don’t have the staff or knowledge to do this kind of 
support work,” says Hall.

OUTSOURCING MODELS
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Robert Rutherford, CEO of IT outsourcer QuoStar, agrees that 
XaaS is well-suited to many day-to-day business IT operations 
as well as some low-level security elements, but there is a limit 
to its utility.

“You need to make sure there is a human element to the ser-
vice – often an experienced expert who you can meet. So many 
cloud service providers are bundling the security basics up, 
but they aren’t joining the dots and taking complete owner-
ship, they are in effect just reselling products on a per-month 
basis,” he says.

Traditional forms of outsourcing are being remade by cloud-
based XaaS models and allowing even small businesses to make 
use of once expensive applications, including enterprise resource 
planning (ERP) and customer relationship management.

There are countless benefits from this transition, but the abil-
ity for a wide range of firms to access data analytics tools and 
insights that were in the past only available to the global giants is 
a game changer. “The economies of scale and shared cloud plat-
forms mean innovation is now truly possible for any business,” 
adds Rutherford. n
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With traditional  
outsourcing models  

being transformed by  
cloud-based XaaS, innovation 

is more available than ever 
for smaller businesses
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morning, JoacHim, tell us wHat you do for a living
I’m channel director for Europe, Middle East and Africa (EMEA) 
at Vertiv. We make power, cooling, racks and other equip-
ment for datacentres, communications networks and other 
critical infrastructure. 

wHy are you tHe rigHt person for tHis Job?
I am qualified because of my experience of the direct to indirect 
journey with vendors like Dell. My can-do attitude also helps. 

wHat gets you up in tHe morning?
Making a difference. Vertiv has some big ambitions for the 
channel and has set some challenging milestones. It’s time to 
show what we can do.

wHo Helped you get to wHere you are today?
A few very good managers and mentors, and a few very bad 
ones too. They both force you to rethink what you do.

wHat is tHe best or worst business advice  
you Have received and from wHom? 
The best, among others, would be “first things first” 
from The 7 habits of highly effective people.

wHat advice would you give to  
someone starting out in it today? 
Go to a big corporate vendor first to learn and understand.

joaChim 
fisCher, 
vertiv
MicroScope puts its 
questions to Joachim 
Fischer, EMEA channel 
sales director at Vertiv

Home

FIVE-MINUTE INTERVIEW
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FIVE-MINUTE INTERVIEW

is it possible to get tHrougH an industry conversation 
witHout mentioning ‘digital transformation’? 
That’s almost impossible. Maybe it’s a sign of how backward or 
behind the industry is.

what doeS the next five yearS hold for the channel? 
Sorry to mention it again, but a lot of big companies still have 
the digital transformation journey ahead of them, and the pres-
sure to start is getting higher and higher. The channel will profit 
most from this situation.

tell us sometHing most people do not know about you
I studied economics, but being an architect would have been 
my second choice. I design furniture as a hobby now. 

wHat temptation can you not resist?
I find it difficult to walk past an Apple store.

wHat goal do you Have to acHieve before you die?
Running a bar. I guess it could be fun talking to all  
those different people.

wHat is tHe best book you’ve ever read?
I don’t have a clear favourite, but Measuring the world  
by Daniel Kehlmann would be a good candidate.

and tHe worst film you’ve ever seen?
John Wick 2 comes to mind. IM
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wHat would be your desert island mp3s?
Chill Music Radio Channel on iTunes (unfortunately,  
Wi-Fi is required).

wHat was your first car and How does  
it compare witH wHat you drive now? 
I have never really owned a car. 

if you were facing awesome peril and  
impossible odds, wHicH real or fictional person  
would you most want on your side and wHy? 
In the case of impossible odds, Johnny English – at least  
we would have fun. Otherwise, Ethan Hunt from  
Mission Impossible.

wHo would you least like to be stuck in a lift witH?  
People who aren’t team players. They get on my nerves 
pretty quickly.

if you could be any animal for a day,  
wHat would you be and wHy?
A bird. It would be a fantastic experience to be able to fly.

and finally, a griZZly bear and a silverback  
gorilla are getting ready for a no-Holds-barred  
rumble. wHo is your money on and wHy? 
The silverback gorilla because it can climb, and I assume it 
will be more intelligent and able to trap the bear somehow, 
and even use a tool or weapon. n
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“if i could be any animal for a day, 
i’d like To be a bird. iT would be a 

fanTasTic experience To be able To fly”
JoacHim fiScHEr, vErTiv
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❯Click here to read more five-minute interviews online.

http://www.microscope.co.uk
http://www.computerweekly.com/microscope/search/query?q=five-minute+interview


microscope.co.uk June 2019 26

Home

Editor’s comment

MSPs must address 
security dimension

MSPs in demand to  
deal with the biggest 
issues facing SME IT, 
says Kaseya CEO

Closing the book  
on cyber crime

VAR from the  
madding crowd

Channel enjoys a  
strong start to the year

XaaS models are 
reshaping the future  
of outsourcing

Five-minute interview: 
Joachim Fischer, EMEA 
channel sales director 
at Vertiv, is in the firing 
line this month

Channel comment:  
Take advantage of 
global demand for  
cyber security services

UK companies must take full advantage of  
global demand for cyber security services
Greg Day, vice-president and chief security 
officer, EMEA, Palo Alto Networks
With worldwide recognition of the shortage of cyber security 
skills and IT services making such a big contribution to the UK’s 
GDP, it is little surprise to see the UK looking to grow its mar-
ket share in selling cyber security services expertise. To achieve 
export success in services requires continual engagement to show 
that, in such a dynamic space, the UK is always at the forefront of 
the cyber security services market in terms of what it can offer.

The opportunity is only going to continue to grow at a signifi-
cant pace as the world becomes more digital. Consider that in 
the past 12 months alone, the General Data Protection Regulation 
(GDPR) and other regulations have come into effect, 5G is now in 
pilot, and cloud adoption is exploding. All these leave businesses 
needing to balance agility with cyber capabilities, plus regulatory 
and business risk controls. While new security technologies are 

limited only by budgets, without the required skilled staff, you 
cannot leverage them to their full potential.

In such a dynamic space, businesses are increasingly looking 
for business problem solutions that combine the technology and 
skills as a service, rather than having to take the longer, slower 
path of ramping up their own internal capabilities. 

Cyber security service expertise has never been more important 
in resolving business needs and the UK could be world-leading. 
In an increasingly digital and agile world, digital and the associ-
ated cyber security services market are effectively still very young 
despite possessing huge and rapid growth potential. n
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“cyber securiTy service experTise 
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