Welcome to your
MSP Role Play
\Workbook

O This workbook provides a structured framework for
practicing and refining essential MSP related scenarios. It
encompasses a diverse rage of personas to simulate real-

world situations and objections when dealing with
potential clients. Through this interactive approach,
users can develop their communication, critical thinking,
and problem-solving abilities, ultimately improving their
performance in MSP environments.

Grab a Co-\Worker & Practicel




O 45yearsold

OSmaII retail business owner, 15 employees.
OTech Savvy: Medium; Lacks tech savvy, outdated.
OGoaIs: Business growth, enhanced efficiency, secure

OChaIIengeS: No dedicated IT; data security, budget
concerns.

(O Buying Process Role: Decision-maker.

Objection 1: I'm not sure we have the budget for outsourcing
IT services. We usually just handle things ourselves.

Objection 2: My business is not a major target for major cyber
threats.

Objection 3: I'm concerned about the transition process. It
could disrupt my business operations.




O 45yearsold
OSmaII retail business owner, 15 employees.

OTech Savvy: Medium; Lacks tech savvy, outdated.
OGoaIs: Business growth, enhanced efficiency, secure

OChaIIengeS: No dedicated IT; data security, budget
concerns.

(O Buying Process Role: Decision-maker.

Respose 1.
Emphasize that a minor upfront investment can prevent major costs

related to downtime or data breaches. Also, point out the potential

savings from not needing to maintain a full-time IT staff.

Response 2:
Share statistics about how small businesses are increasingly targeted

due to the their often weaker security measures. Explain that

proactive security measures are necessity in the modern landscape.

Response 3:
Assure them of a seamless transition process managed by your team

and share examples of successful transitions for businesses of similar

size and nature.




O 37yearsold
O IT Manager, 250 employees.

OTech Savvy: High; Adapts to IT trends and tech.

OGoaIs: Minimizes downtime, enhances efficiency,
empowers employees.

OChaIIengeS: Managing vendors, tech updates, security.

O Buying Process Role: Recommender

Objection 1. We already have an in-house IT team. I'm not sure
what value an MSP can add.

Objection 2: I've heard that outsourcing IT can lead to loss of
control over our systems and data.

Objection 3: What if the service isn't flexible enough to cater
to our specific needs?




O 37yearsold
O IT Manager, 250 employees.

OTech Savvy: High; Adapts to IT trends and tech.

OGoaIs: Minimizes downtime, enhances efficiency,
empowers employees.

OChaIIengeS: Managing vendors, tech updates, security.

O Buying Process Role: Recommender

Response 1.
Highlight how your MSP services can complement their existing IT

team, freeing them up for strategic, high-value work. Also,

demonstrate how your service provides access to broader expertise.

Response 2:
Provide transparency about your operational procedures, data

access policies, and how you uphold client autonomy and data

sovereignty.

Response 3:
Showcase your company's history of creating personalized IT

solutions and demonstrate how you tailor your services to the unique
needs of each client.




O 52yearsold
(O CFOQ. large corp., 1000+ employees.

Tech Savvy: Medium; Grasps tech's financial impact, lacks
details

- - (O Goals: Minimizes costs, ensures ROI.

Ly

OChaIIengeS: Justifying IT expenses, budget adherence, IT
investment forecasting.

(O Buying Process Role: Approver

Objection 1: The ROI on this kind of investment isn't clear to me.

Objection 2: We're already over budget this year, | don't think
we can afford another IT expense.

Objection 3: What if the cost of MSP services goes up over
time? We need predictable expenses.




O 52yearsold
(O CFOQ. large corp., 1000+ employees.

Tech Savvy: Medium; Grasps tech's financial impact, lacks
details

iy ' OGoaIsz Minimizes costs, ensures ROI.

OChaIIengeS: Justifying IT expenses, budget adherence, IT
investment forecasting.

(O Buying Process Role: Approver

Response 1.
Use case scenarios to illustrate the tangible returns on investment

that other companies have seen. Also, highlight the potential cost
savings from reduced downtime, improved efficiency, and costs.

Response 2:
Discuss the flexible payment plans your company may offer.

Reiterate that proactive IT investments can save money in the long
run by preventing costly issues.

Response 3:
Provide details about your pricing structure and assure the CFO that

contracts can be designed to ensure cost predictability.




O 30yearsold
OTeCh startup founder, 30 employees.

OTech Savvy: High; Strong tech background.
OGoaIs: Scale fast, innovate, stay lean.

(O Challenges: Limited budget, flexible, secure data.
OBuying Process Role: Decision-maker

Objection 1: We have a lean startup model and prefer to have our
own small but versatile IT team.

Objection 2: I worry that an external service wouldn't be able
to keep up with our pace of innovation.

Objection 3: Our needs are rapidly evolving. How can I be sure
your service will scale with us?




O 30 yearsold
OTeCh startup founder, 30 employees.

OTech Savvy: High; Strong tech background.
OGoaIs: Scale fast, innovate, stay lean.

(O Challenges: Limited budget, flexible, secure data.
OBuying Process Role: Decision-maker

Response 1.
Describe how using an MSP can make their IT costs more predictable

and scalable, which is key for a growing startup. Also, emphasize how

the MSP can take over routine tasks, allowing their team to focus.

Response 2:
Highlight your experience with other fast-growing companies and

how your MSP keeps up with industry trends and can adapt as their

technology needs evolve.

Response 3:
Share examples of how you've helped other companies scale and

evolved with them. Also, explain the scalability of your services and

how you anticipate and plan your growth.




O 40 yearsold
(O Nonprofit Director, 50 employees.

OTech Savvy: Low; Understands basic tech, defers tech
decisions.

OGoaIsz Mission-focused, minimal overhead.

OChaIIengeS: Limited budget, IT resource shortage, donor
data security.

(O Buying Process Role: Decision-maker

Objection 1. Our budget is primarily dedicated to our mission
work. We can't afford extra IT services.

Objection 2: Donors trust us with their data. How can we be
sure it'll be safe with an external provider?

Objection 3: We have volunteers who help with our IT. Isn't
that enough?




O 40yearsold
(O Nonprofit Director, 50 employees.

OTeCh Savvy: Low, Understands basic tech, defers tech
decisions.

(O Goals: Mission-focused, minimal overhead.

OChaIIenges: Limited budget, IT resource shortage, donor
data security.

O Buying Process Role: Decision-maker

Response 1.
Discuss any nonprofit discounts or special pricing you offer. Show

how outsourcing IT can lead to cost savings and free up more
resources for mission-related work.

Response 2:

Explain your stringent data protection measures, compliance with
relevant regulations, and vour record of maintaining client data
security.

Response 3:
Point out the limitations of relying on volunteers for crucial IT tasks.

Explain that professional MSP services ensure consistency, resure
consistency, reliability, and superior security.




