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Study Methodology
Respondent Seniority:

In May - June 2020, LogicMonitor commissioned an
independent research firm to survey 183 IT leaders working
at MSPs across a variety of roles and geographic regions.
The goal of LogicMonitor’s research was to understand
how MSPs evolve over time, and to ascertain their views on
IT automation, cloud migration, and business continuity in
the face of unexpected crises. And while the fielding of this
survey took place during the global COVID-19 pandemic, a
time when most organizations were forced to transition to a
remote workforce model and access to offices and facilities
was severely limited, LogicMonitor believes the trends
revealed by the following research were already in play
long before COVID-19.

• Senior Vice President / Vice President: 12%
• General Manager: 22%
• Director: 27%
• Manager / Team Lead: 39%

Respondents by Region

Respondents by Region:			
• United States and Canada: 37%
• United Kingdom: 29%
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• Australia and New Zealand: 34%

©LogicMonitor 2020

2

53

62

Future of the MSP
Evolution
Industry
of ITResearch
ResearchReport
Report

In 2020, the fate of global business rests in the hands
of IT professionals like you.
In the face of unexpected crises or disruptions, maintaining business continuity has become more important
than ever. IT teams are being asked to accelerate digital transformation plans, expand cloud services, and
do whatever it takes to keep people connected and businesses up and running. In fact, 91% of the Managed
Service Providers (MSPs) surveyed in this report say they are responsible for delivering a digitized customer
experience at their company.
82% of MSP IT professionals already feel that the infrastructure they manage gets more complex by the day.
Were MSPs prepared for the massive shift to remote work that occurred in early 2020? When faced with an
unexpected crisis such as the global coronavirus pandemic, were MSPs prepared to deliver the seamless
experience their clients are expecting?
To find out, we commissioned a first-party research survey of IT decision makers at MSPs around the globe.
With this survey, LogicMonitor sought to understand how MSPs evolve their approaches and technologies
over time to maintain business continuity and meet the needs of their own customers.

Organization Size:

Percentage Working Remotely (as of June 2020):

• 5,000 or more: 16%

• Working remotely, as is entire company: 79%

• 2,500-4,999: 13%

• Yes, though working remotely is a choice
and not required: 15%

• 1,000-2,499: 19%

• No, not working remotely: 6%

• 500-999: 28%
• 250-499: 23%

Annual Company Revenue in USD
• More than $1 billion: 15%
• $500 million - $1 billion: 17%
• $100 million - $499 million: 26%
• $50 million - $99 million: 20%
• $10 million- $49 million: 17%
• Less than $10 million: 5%

©LogicMonitor 2020

3

Future of the MSPEvolution
Industry Research
of IT Research
Report
Report

Key Findings
Key Finding #1

Less than half of MSPs feel very confident that they can
maintain continuous uptime and availability during a crisis.
2020 will forever be remembered as the year of remote work. In the first half of 2020, millions of workers around the
world were forced to abandon their offices and work from home on short notice due to a variety of disasters including
bushfires, flooding and the global coronavirus pandemic. For many companies, remote work will become the new status
quo moving forward. In fact, at the time this survey was fielded, 94% of global MSP IT leaders were working remotely.

Business Continuity Plans
90% of MSPs surveyed had a business continuity plan in place prior
to June 2020. The purpose of a business continuity plan is to ensure
the company is able to withstand an unanticipated crisis (i.e. extreme
weather, pandemic, massive outage) and carry on serving customers
and operating normally. For the purposes of this study, we define
having a business continuity / crisis plan as the ability to withstand
an unanticipated crisis without seeing an impact to customer service
and operations.
• Overall, only 37% of global MSP IT professionals feel very
confident in their organization’s crisis plan.
• 55% feel somewhat confident in their organization’s ability to
withstand an unanticipated crisis.

45%

feel very confident that
their IT department could
maintain continuous
uptime and availability in
the midst of a crisis

• 8% have minimal confidence, and 1% have no confidence at all
in their organization’s crisis plan.

MSP IT Infrastructure Resilience
Regardless of whether or not their organization had a business
continuity plan in place when COVID-19 struck, many leaders at
MSPs express overall reservations about their resilience in the face
of a crisis.
• Only 42% of global IT leaders at MSPs feel that their network
infrastructure or managed service infrastructure is ‘very
prepared’ to withstand a crisis such as a recession, pandemic
or other extreme circumstances.

51%

feel somewhat confident
that their IT department
could maintain continuous
uptime and availability in
the midst of a crisis

• 50% feel that their IT infrastructure is ‘somewhat prepared’ to
withstand a crisis.
• 7% feel there is only a very small chance it could withstand a crisis, and 1% feel their infrastructure will not be able
to withstand a crisis.
While 51% of IT decision makers at MSPs are ‘somewhat confident’ that their department could maintain continuous
uptime and availability in the midst of a crisis, only 45% feel ‘very confident’ that they could maintain continuous uptime
and availability in the midst of a crisis.
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Top MSP IT Crisis Concerns

Top 5 MSP IT Crisis Concerns

IT leaders at MSPs face a number of immediate
challenges as a result of organizations shifting
to fully remote work models in 2020. Prior to the
global pandemic, only 14% of team members
consistently worked from home. 20% of the 183
global MSP IT professionals surveyed had only
worked from home occasionally prior to COVID-19.
29% had never worked from home before.
At the time this survey was fielded, 94% of IT
professionals at MSPs were working remotely.

During a crisis when people must
work remotely or where the office
cannot be accessed in a reasonable
timeframe, IT leaders working at
MSPs say they are most concerned
about the following:

• 79% said that everyone at their company
was working remotely in May - June 2020.

1.

Having to deal with internet
outages or other technical
issues remotely (48%)

2.

Strain on the network from
having too many individuals
logging in remotely (51%)

3.

Having to deal with
coworkers logging in through
VPNs (42%)

• 75% of MSPs find it challenging to adapt to
their new responsibilities of operating large
networks with a remote workforce.

4.

Not being able to access the
hardware they need (29%)

• 77% find it challenging to keep data secure
as their organization increasingly relies on
the cloud.

5.

Teleconference software not
being secure enough (27%)

• 15% said that they had chosen to work
remotely, versus being required to by their
company.
• Only 6% of global MSP IT professionals
surveyed were not working remotely during
May - June of 2020.
More than half (57%) of IT leaders at MSPs say
that they experienced initial disruptions or
outages with their normal software, productivity,
or collaboration tools as a result of companies
shifting to a remote work model in the first half
of 2020.

• 71% find it challenging to forecast and
ensure there is enough network bandwidth
available to avoid service disruptions, with
30% saying they find it “very challenging” to
do so.

“

“We’re seeing a lot more
companies switching from
on-prem infrastructure
to more cloud-based as a
result of COVID-19.”
- MSP IT professional
©LogicMonitor 2020
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MSP IT Crisis Response
A number of approaches are available for businesses seeking to move forward amidst a crisis. The 183 global decision
makers at MSPs surveyed for this report rank investing in productivity tools and expanding the use of cloud as the top
tactics they have adopted to maintain business continuity and serve customers during the global pandemic crisis.

MSP IT Crisis Response Tactics
48%

47%

Figure 1. Top crisis response tactics implemented
by Managed Service Providers in order to carry on
serving customers and operating during the 2020
pandemic. (n = 183 global IT leaders at MSPs)

35%
27%

Investing more
in productivity
tools (i.e.
Zoom, Office
365, Slack)

Expanding
their use of
the cloud

Investing
additional
funds in IT
infrastructure
monitoring

Investing
in artificial
intelligence
(AI) & machine
learning (ML)

23%

Reducing
spend

19%
Downsizing
existing
infrastructure

Key FInding #2

COVID-19 is dramatically accelerating cloud adoption.
As a result of newly distributed and remote workforces, many organizations are initiating or accelerating shifts to the
cloud. Although the shift from on-premises to the cloud was already underway for many firms prior to 2020, 89% of IT
leaders at MSPs believe the COVID-19 pandemic is causing organizations to accelerate their migration to the cloud.
• Prior to COVID-19, 65% of MSPs said their workloads were in the cloud.
• However, more than three quarters of respondents (78%) say that their company’s post COVID-19 workloads will
reside in the hybrid cloud.
• Prior to COVID-19, 35% of workloads were housed on-prem; by 2025,
leaders at MSPs expect that only 22% of workloads will reside on premises.

Increased Cloud Investment
Increased use or additional investments in cloud technologies was the number
one adjustment MSPs made during the new era of remote work.
• Implementing new collaboration tools, data sharing and VPN access was
a close second.

89%

of IT leaders at MSPs
believe the COVID-19
pandemic is causing
organizations to accelerate
their migration to the cloud

• Problem solving for limited access to servers was a third adjustment IT
departments at MSPs had to make due to the shift to remote work.
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Countdown to Cloud
When asked how long they think it will be before more than 95% of all public, private, and hybrid workloads run in the cloud,
76% of IT leaders at MSPs say it will happen in the next five years. Of those, 34% say it will happen in the next two years.
• 21% feel it will take 6 or more years before 95% of workloads are in the cloud.

“We’ve been focusing on implementing new applications
and software to help connect folks during this time, including
more usage of the cloud.”
- Director of IT, MSP

Where are MSP workloads?

Figure 2. MSPs anticipate a
13% decline in on-premises
workloads by 2025 amidst
accelerating shifts to the
cloud. (n = 183 global MSP
IT professionals)

Top 3 “Remote Workforce” IT Adjustments Required
What are the main ways in which your department has had to
adjust during this new “remote workforce” era?

1
Increased use of /
investments in cloud
technologies
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Implement new
collaboration tools, data
sharing and VPN access

7

Problem solving for
limited access to
servers
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Key Finding #3

97% of MSP IT leaders expect automation
to become a focus in the next three years
When it comes to MSPs’ ability to provide business continuity in the face of a crisis, automation seems to help.
Automation—in which IT professionals use software and integrations to make routine tasks more efficient and less
manual—is a top priority for many businesses as part of their larger digital transformation initiatives. In fact, the majority
of MSP decision makers (93%) say there has been an increasing focus on automation in their department over the past
three years. An even greater majority of MSP professionals, 97%, say they expect this focus on automation to increase in
the coming three years.
In the face of a crisis such as the 2020 global pandemic, only 45% of MSPs surveyed feel ‘very confident’ in their staff’s
ability to maintain continuous uptime and availability. However, that percentage is far higher for organizations who
already have automation built into their process.

Benefits of IT Automation for MSPs
According to our data, most MSPs surveyed view automation as a business enabler that allows them to operate more
efficiently and free up time to focus on innovation, rather than simply keeping the lights on. 87% of respondents state that
they manage or are part of a team of highly skilled workers who spend a large portion of their day on routine tasks.
However, for many, leveraging automation within ITIM or ITSM platforms represents significant time savings. In fact, 96%
of survey participants say investing in automation is worthwhile because it allows them and their teams to focus on
more strategic tasks and initiatives.
Machine learning (ML) and artificial intelligence (AI) algorithms can also create significant time savings for the team
by automating everything from alert escalations and thresholds to anomaly detection. 80% of MSPs around the world
have already taken the plunge and currently use AIOps functionality within their daily workflows. These teams employ
intelligent software platforms with AI or ML to provide insight into their IT infrastructure.
Many MSPs feel that automation is a tactic that can help organizations amidst budget cuts. 78% of global MSPs believe
that using AIOps functionality, or automating certain IT tasks, would allow their department to continue effectively in
the case of staff reduction.

Pros of IT Automation

Cons of IT Automation

What is the #1 perceived benefit of IT
automation, according to MSP IT leaders?

MSP IT leaders rank their biggest worry
about implementing automation as:

1.

1.

Providing them the opportunity to focus
on more strategic tasks and initiatives (31%
ranked this as #1)

Upfront cost (27% ranked this as #1)

2. Upfront time investment required to set
up automation (23% ranked this as #1)

2. Cost savings (28% ranked this as #1)
3. Time savings for the team (27% ranked this
as #1)

3. Inability to have quality control or get a
gut-check on each task (20% ranked this
as #1)

4. Error reduction (14% ranked this as #1)

4. Lack of flexibility (17% ranked this as #1)
5. Potential of insufficient return on
investment (12% ranked this as #1)
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LogicMonitor Recommendations for MSPs
To ensure a seamless customer experience and business continuity in the face of unexpected crises, Managed Service
Providers must evolve.
In order for MSPs to future-proof their business during this time of rapid and unexpected transformation, LogicMonitor
suggests investments in technologies that will better position the organization to meet the new demands of the
businesses they serve. Rapid acceleration of cloud usage and an increased focus on automation are great places to start.
1. Adopt a Cloud Monitoring Solution to address concerns of remote hardware: As MSPs help more businesses shift
workloads to the cloud to service the needs of their remote workforces, adopting a monitoring solution that covers
both on-premises and cloud is critical. There will always be legacy infrastructure, so a hybrid monitoring solution
is key. Monitoring coverage across both on-premises and cloud-based infrastructures allows MSPs and their
customers to right-size workloads and improve capacity planning. Many monitoring platforms are also able to
monitor monthly cloud spend, or discover underutilized resources that may be inflating monthly costs. As the three
major public cloud providers compete for market share, MSPs can further strategize for the future by adopting
a multi-cloud monitoring approach – one that provides coverage for Amazon Web Services, Azure, and Google
Cloud Platform.
2. Invest in Automation: IT automation – and more specifically, AIOps – is gaining serious momentum as you and
your customers fast-track digital transformation. AIOps (artificial intelligence for IT operations) combines big data
and machine learning functionality to provide context-rich, meaningful alerts. These insights illuminate patterns
that enable businesses to predict and plan for what’s ahead. AIOps is important for MSPs, both internally and for
your customers. Automation should be built into the services MSPs provide in order to proactively prevent issues
and improve overall customer satisfaction. It should also be adopted internally so that your highly skilled engineers
can dedicate time and energy to more strategic projects that will drive revenue for the business, rather than
spending hours on routine manual tasks.
3. Invest in a Solution That Allows Rapid and Flexible Monitoring. In 2020, circumstances have caused MSPs to shift
to monitoring services such as Video Conference or VPN. While these services may not normally be considered
critical, this year they have been elevated to top priorities. The ability to rapidly add a monitoring service to
any unexpected device or service and that allows you to see the full stack of the service will be key to future
adaptability of the MSP.
With a few strategic investments in cloud and automation, MSPs can demonstrate to their customers that they are
investing in technologies that will propel end user businesses forward. And with no end to the global pandemic of 2020 in
sight yet, it’s still not too late to get started.
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About LogicMonitor®
Monitoring unlocks new pathways to growth. At LogicMonitor®, we expand what’s possible
for businesses by advancing the technology behind them. LogicMonitor seamlessly monitors
infrastructures, empowering companies to focus less on problem-solving and more on evolution. We
help customers turn on a complete view in minutes, turn the dial from optimization to innovation and
turn the corner from sight to vision.
Visit us at LogicMonitor.com
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