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A Letter from Tim
I am honored to take the reins from Austin as CEO of Datto, and 
it’s been thrilling to take charge as we grow our global presence 
with a broad and powerful product portfolio. 

 
I owe tremendous thanks to Austin for all that he did to create and 
grow Datto to where we are today. I’ve worked side by side with 
and learned from him, and continue to spend time with him as a 
board member and advisor. His vision and contribution to Datto 
and our industry cannot be overstated. He laid the groundwork 
for our success, built our culture, and grew the company to its 
current role as the leading provider of MSP-delivered IT solutions.

 
Datto is strong because you put your faith in us every day. And in 
return, we make these commitments to you: 

•  We are the MSP technology company. We remain committed 
to creating open, partner-centric solutions that work for you.

•  We remain committed to your success. Datto’s mission is to 
help you unlock your potential and better serve SMBs.

•  We are blazing a trail towards the future. We employ the latest 
technology and business models to help you take advantage 
of the coming wave of SMB IT needs, positioning you for 
tomorrow. 

 
Our relationships with you are the lifeline of our business. I’ve 
met and spoken with many of you during my time at Datto, and I 
look forward to our continuing conversations to gain new insights 
about you and your business. Please don’t hesitate to reach out to 
me or your Datto representative with any immediate questions. 

 
In this issue of Datto’s Provider Magazine, we’re focusing on two 
partners who have bridged the gap between managed services 
and managed print, previewing DattoCon19, and sharing a few 
exciting partner successes from around the globe. Sit back, 
relax, and enjoy. 

Sincerely, 

Tim Weller
CEO, Datto
tim@datto.com

Unified Continuity
Direct-to-Cloud (DTC) Beta Expansion: 
Now available to all Datto partners, this 
hardware-free, backup and disaster 
recovery solution for endpoints has 
recently updated restore capabilities. 
Available now in the Partner Portal.

SIRIS 3X Enterprise: These newly 
designed rackmount devices boast the 
full feature set of the SIRIS platform 
with the performance of flash for local 
virtualization of protected servers. 

Cloud Agent Templates: Datto partners 
can now create templates for agent 
configuration and utilize them when 
adding agents across devices in their 
fleet, improving consistency and making 
configuration easier and more efficient.

Datto Continuity REST API: The new 
Datto REST API delivers seamless and 
efficient integration with all Datto 
Continuity products, making it easy for 
partners and technology vendors to 
integrate with Datto.

Networking
D200 Edge Router: The D200 delivers 
high-performance edge routing and 
is available with industry-leading 
LTE options for MSPs to maximize 
client uptime, even when the primary 
Internet connection goes down. Datto’s 
exclusive LTE Management enables an 
MSP to access and cloud-manage the 
D200 along with any Datto device over 
the LTE connection. Combined with 
Datto’s full 4G LTE Internet failover, 
Datto gives MSPs more options to 
deliver connectivity to their clients. 

Managed Power MP10: The WiFi-
connected MP10, a single-port 
smart plug, gives MSPs the ability to 
remotely or automatically power cycle 
connected devices. 

Network Manager Enhancements:  
The cloud management software 
used by Datto partners to configure 
and manage Datto Networking 
devices is getting a UI overhaul, and 
delivering new capabilities driven 
by partner feedback. With new and 
improved navigation, enhancements 
to how a partner manages end-user 
permissions, and near real-time alerts 
and logging across a comprehensive 
set of events organized by levels 
of severity, the new and improved 
Network Manager streamlines how 
MSPs manage their client’s networks.

Business Management
Datto RMM 6.5: The Software Patch 
Management Update: This new 
update makes it possible for MSPs to 
automatically patch commonly used 
applications such as Adobe Acrobat 
Reader and Flash, Oracle Java, and 
Mozilla Firefox. Until now, this type of 
patching was manual and needed to 
be accomplished using other tools. 
By automating the delivery of these 
patches, MSPs are now able to more 
confidently deliver on the promise of 
securing their clients’ environments 
by patching known vulnerabilities as 
soon as the patches become available 
from software vendors, closing the 
window of exposure often found when 
performing the updates manually.

Datto RMM 6.6: A massive update of 
over 100 usability and performance 
improvements and including highly 
requested enhancements like the 
ability for admins to manage other 
users’ filters, the ‘On Audit’ trigger for 
jobs to run, and reporting output to be 
downloaded directly within the web 
application instead of via email.

Datto RMM 6.7: Over 60 small usability 
improvements and fixes along with 
Beta access for the new and exciting 
Configurable Dashboards being made 
available for partners to use.

The ConnectWise Integration Update:  
A completely rewritten integration 
to ConnectWise Manage (PSA) using 
the REST API. Partners using both 
platforms will benefit from consistent 
and reliable asset mapping, real-time 
ticket synchronization, round-trip 
ticketing, and streamlined support 
workflows. The update also includes 
an additional round of performance 
improvements and general bug fixes.

LiveMobile: A new native iOS version 
of the legacy LiveMobile app has been 
released with a new native login, main 
menu, and dashboard experience. This 
is the first major release in the ongoing 
evolution to produce a fully native 
experience for iOS and Android.

Client Portal Redesign: The redesigned 
Client Portal homepage presents users 
with improved visual data and insights 
for an instant understanding of what 
is happening with their account’s open 
service tickets and projects. The Client 
Portal ticketing interface was also 
completely redesigned and MSPs can 
now customize the information with 
different request types. This makes it 
easier for end users to log a ticket and 
also saves time for technicians who 
need to process them and fix the issue.

Configurable Time Entries for Tickets:  
The time entry screen will be 
configurable with additional quick edit 
fields, such as Queue and Due Date. 
This builds on the configurable Ticket 
UI and will help shave minutes off of 
every ticket for techs who add time and 
then need to forward and/or modify  
the ticket.

Product Updates

Multiple Configuration Items on 
Tickets: This helps to consolidate 
tickets for multiple configuration items 
and gives the MSP more insight on 
what’s going on with the customer so 
they can track all the problems and 
assets in more detail.

File Backup and Sync
Team Admins: This new Endpoint 
Backup feature enables MSPs to 
delegate secure access to a client 
team for a system admin or internal IT 
team, helping users access their data 
whenever they need it. 

Access Links: Team admins can send 
their users a link to their backed up 
files via their Endpoint Backup email 
address, enabling quick access to  
their files. 

Smart Badge for Windows: This new 
Workplace feature enhances user 
visibility of document sync and lock 
status, and allows a document to 
be refreshed to the latest version if 
another user makes changes. 

Enhanced Microsoft Outlook  
Plugin: Workplace users can more 
easily collaborate with granular 
sharing controls to ensure files are 
sent securely with appropriate  
access controls.

Recursive Undelete: Data loss 
prevention is improved with this new 
Workplace feature that allows MSPs 
and their clients to select a folder 
location and recover deleted files from 
a selected point in time, restoring 
these to the folder and granting access 
to users.



By Chris Brunau 
Business Writer, Datto 
Questions? cbrunau@datto.com

it comes to managed IT services and managed 
print to really drive that message home to the 
market is key,” said Manley. 

The majority of their clients enlist Tomor-
row’s Office for all three aspects of their busi-
ness, including document management, man-
aged IT, and managed print. 

Mirus IT Solutions
Mirus IT Solutions has been working in the 

managed IT services space for nearly 17 years, 
operating out of Milton Keynes and London. 

Recently, Mirus IT diversified their services 
by entering the managed print sector through 
the acquisition of 2r Systems Ltd, who has 
operated in the managed print space for over 
30 years. Mirus worked closely with 2r prior 
to the acquisition, providing managed print 
hardware and solutions to their client base, 
and have continued to build on this synergy 
through the new managed print division within 

the Mirus Group. They now offer hardware 
support and services including secure print 
and workflow solutions.

According to Pippa Loveridge, head of mar-
keting at Mirus, their clients (who range from 
three to  500+ employees) are encouraged to 
employ both Managed IT Services and Managed 
Print. As no two companies are the same, nor 
are their printing requirements, Mirus Man-
aged Print can assess potential cost savings 
through careful recommendations of device 
types (from Multi-Function Printers through 
to small executive Desktop Printers). They can 
also recommend user policy settings should 
you have confidential printing requirements 
or need to identify heavy users, and also as-
sess consumption levels of paper, ink, toner, 
and ongoing maintenance to identify the 
right solution.

In order for potential managed print clients 
to understand the benefits of a managed print 

solution, Mirus offers a print audit service 
to record costs for ink, toner, and mainte-
nance. This allows Mirus to calculate true print 
volumes and reduce overall running costs 
while increasing productivity and improved 
print security. 

To calculate each client’s usage, Mirus installs 
custom audit software that monitors all print 
devices over a number of days to detail what 
the true cost is to the business, presenting a 
comprehensive report and highlighting po-
tential cost savings.

Overcoming Pain Points and Hurdles 
According to Manley at Tomorrow’s Office, 

some of the biggest challenges and pitfalls are 
the core competencies. “What are you going to 
focus on? Managed IT services are so broad, 
so you have to determine what you are going 
to focus on. You have to build yourself a box, 
and live in it,” said Manley. 
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How MSPs Diversify Their Business  
with Managed Print Services

Offering Managed IT Services and 
Managed Print 

In the managed services space, we often 
hear about the transition from break-fix to 
MSP. This can certainly be a difficult move 
because it requires a cultural shift within your 
organization as well as a complete rework of 
day-to-day operations. 

However, if you are already delivering man-
aged services, adding new services to your 
portfolio can be an easier task. Not to say that it 
doesn’t require effort—there’s a learning curve 
with any new technology, of course—but you 
won’t have to completely rethink your business. 
The trick is finding services that make sense 
among your current offerings. 

Sometimes, overlaps between services are 
obvious, but they can occur in areas that you 
might not initially expect. For example, we’ve 
recently seen interest in Datto’s business con-
tinuity and disaster recovery (BCDR) products 
among managed print services providers. 

Print remains an important function among 
businesses today. According to a recent Comp-
TIA report, 98 percent of U.S. workers printed 
at least once quarterly. However, the report 
also showed a slow decline in aggregate print 
volume year over year. So, managed print 
shops are diversifying their services to stem 
future print business losses. But why BCDR?

According to a Quocirca survey, security is 
the top issue driving adoption of managed 
print services (MPS) today. IT security threats 
continue to rise, and printers are as vulnerable 
as any other network device. 75 percent of 
respondents indicated that security was an 
important or very important factor in their 
decision to adopt managed print services, and 
70 percent of respondents reported at least 
one printer-related data loss incident in the 
past year. If security is a top concern among 

clients, perhaps data protection is as well.
If you are currently delivering IT managed 

services, keep your eyes open out there. Today’s 
businesses have a diverse array of IT needs. 
You may find business in unlikely places, and 
overlaps between service offerings can present 
opportunities for growth. Plus, your clients 
already trust your ability to deliver quality 
service, and that’s half the battle.

In this article, we are profiling two major 
Datto partners who have successfully integrat-
ed managed IT services and managed print 
services. Each partner is unique - one from 
England, the other from the United States. One 
with beginnings in managed IT services, the 
other in managed print. However, each has an 
equally unique story and valuable experience 
they generously shared. 

Atlantic, Tomorrow’s Office
Atlantic, Tomorrow’s Office was founded in 

1959. They are one of the largest independent 
copier dealers in the United States, and after 
years of organic growth in this business, they 
began to shift their core focus to keep the 
momentum going as the needs of their clients 
evolved. During this evolution, their managed 
IT services division was born. 

According to John Manley, as they gained 
a market share, they began to develop their 
team and built a managed services business 
that best fit the needs of today’s clients. Manley 
is currently the Managed Services, Business 
Development Manager at Tomorrow’s Office.  
He’s held many roles at the company, and 
worked with a team to build the Managed 
Services to where it is today.

“A lot of MSPs struggled to go deeper and 
wider. As they build programs out, the biggest 
challenge is people. Finding the people who 
understand both sides of the industry when 

“    FINDING THE PEOPLE WHO 
UNDERSTAND BOTH SIDES 
OF THE INDUSTRY WHEN 
IT COMES TO MANAGED IT 
SERVICES AND MANAGED 
PRINT TO REALLY DRIVE 
THAT MESSAGE HOME TO 
THE MARKET IS KEY.” 
 
JOHN MANLEY 
Business Development Manager, 
Atlantic, Tomorrow’s Office

Advice for MSPs Looking to Expand into Managed Print
You can’t be subject matter experts on 

everything, but it’s imperative to have 

people who can cross both sides and 

understand the managed IT services side 

and the managed print side. Understanding 

and working with multiple vendors can be 

a major pain point, according to Manley.

Tomorrow’s Office has had success 

employing and finding the right staff, 

although Manley stresses there is no 

secret recipe or magic bullet. “It starts 

from a leadership perspective. If it is truly 

ingrained in your mission and what you are 

doing as a company, it will trickle down 

to finding the appropriate people. A lot of 

smaller MSPs tend to fail at this by not 

having the right people and tools in place 

to ensure their success,” said Manley.



Beyond hiring, mergers and acquisitions 
offer another avenue for growth. As we learned 
from Mirus IT, merging with a seasoned man-
aged print provider has given them the ability 
to offer clients from both businesses a better 
overall experience. Mirus IT clients can now 
access managed print services via Mirus Man-
aged Print. Clients from 2r Systems can now 
benefit from the auditing service offered by 
Mirus to better understand costs associated 
with the services they’re buying. 

The last, if not most important, piece of 
advice any MSP or managed print provider 
should take away from the experiences de-
scribed above, is that defining your newly 
combined business’s core focus and effectively 
communicating changes to clients is key to 
success. Without a core focus, you may bite 
off more than you can chew. To succeed in 
bringing managed IT and managed print to-
gether, clearly define your offerings internally, 
communicate them externally, and start by 
mastering the basics behind the services you 
offer to give your clients the best possible 
experience. Once you’ve checked those boxes, 
success will follow.  

Once you choose that focus area, it’s crucial to 
communicate changes to clients. According to 
Loveridge, it’s imperative for providers looking 
to broaden services to make sure their clients 
feel safe with the shift and trust their MSP as 
an advisor. “As we expanded, our sales staff 
sent out personal letters to their clients intro-
ducing the managed print services. They knew 
it would be an additional bit of work, but it 
would help their clients feel more comfortable 
about service they may not fully understand 
yet,” said Loveridge. 

After identifying your focus areas and 
communicating new services to clients, it’s 
important to keep in mind that you don’t have 
to say ‘yes’ to every new client or request that 
comes your way. It comes down to learning to 
say ‘no’. Manley states that MSPs can’t just sell 
an off-the-shelf solution or a random piece of 
hardware that is outdated. While it may seem 
counterintuitive as you are expanding and 
growing your business, you can’t compromise 
in certain areas just to be an expert at every-
thing and wear yourself too thinly. 

Thanks to their experience and size, To-
morrow’s Office has the luxury of being able 

to formalize more processes. When they in-
troduce a new product or service, they don’t 
simply start selling it. They design road maps, 
go-to-market strategies, and ensure their staff 
is well prepared and trained to handle every 
aspect and potential issue. 

You need to figure out your baseline and 
do the basics 100 percent right, 100 percent 
of the time. You can’t do this successfully if 
you are taking everything under the sun and 
trying to sell it. As Manley says, that is NOT 
what true managed services are. 

Conclusion
Whether you identify as a managed ser-

vice provider or managed print provider, the 
same rules apply to scale your business and 
expanding your offerings. If you’re providing 
managed IT services and want to add man-
aged print, you need in-house subject matter 
experts to help you get started. The same goes 
for managed print providers looking to offer 
managed IT services. Hiring people who have 
the skills and experience you may currently lack 
is key to strategically grow your businesses in 
both spaces. 
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Atlantic, Tomorrow’s Office was founded in 
1959 as Atlantic Photocopy. Since its inception, 
the Atlantic family has grown from a five person 
operation to a 475+ employee corporation, sup-
porting over 20,000 organizations. Atlantic is 
an Office Technology and IT Solutions company 
providing horizontal niche market services 
to small and large corporations in the New 
York City metropolitan area, and the Greater 
Philadelphia and Delaware Valley. Atlantic’s 
offerings include: Imaging, IT Support, Doc-
ument Management, and Managed Services.
tomorrowsoffice.com

Mirus provides award-winning strategic 
IT, Telephony, and Managed Print services 
and support to companies of all sizes. Their 
services range from basic IT support to virtu-
alization, cloud-based services, data recovery, 
and security, to secure and managed print, 
hosted VOIP, and low-cost telephony. Mirus 
combines strategy with a consultative approach 
to recommend the most effective services for 
your business. mirus-it.co.uk

“    AS WE EXPANDED, OUR 
SALES STAFF SENT OUT 
PERSONAL LETTERS 
TO THEIR CLIENTS 
INTRODUCING THE 
MANAGED PRINT SERVICES. 
THEY KNEW IT WOULD BE 
AN ADDITIONAL BIT OF 
WORK, BUT IT WOULD HELP 
THEIR CLIENTS FEEL MORE 
COMFORTABLE ABOUT 
SERVICE THEY MAY NOT 
FULLY UNDERSTAND YET.” 
 
PIPPA LOVERIDGE 
Head of Marketing, Mirus IT



Moving your  
business forward

With near-perfect weather, 70 miles of spectacular coastline, 
and world-class attractions, San Diego is the ideal location to 
bring together the world’s best MSPs for three days of non-
stop learning and networking at DattoCon19. With a focus on 
thought leadership and technical content to help you become 
more skilled at running your business with Datto solutions, 
DattoCon19 will provide you with a wealth of educational and 
insightful sessions, keynotes, and peer networking opportunities.

• 2,200+ MSPs

•  3 Days of sessions, networking, and insights 

•  Manchester Grand Hyatt San Diego:  
Discover the vibrant culture and natural  
beauty of Southern California when you  
stay at Manchester Grand Hyatt San Diego. 
Located conveniently near downtown  
San Diego offering a spectacular waterfront 
resort-like setting, complete with shopping, 
dining, and entertainment venues. By day  
you will enjoy easy access to popular  
attractions, like the world-famous San Diego 
Zoo, and exciting nightlife activities in  
Gaslamp District as the sun sets.

June 17-19 
Manchester Grand Hyatt

San Diego, CA



Grow Your Business 
On average, DattoCon attendees achieve 41 percent sales growth year-over- 
year. Additionally, DattoCon attendees see their monthly recurring  
revenue (MRR) double compared to those not in attendance.

Immerse Yourself in the Products
Attend the most hands-on, expert-led training of Datto solutions you can 
access in one place. With multiple product-focused tracks, attendees have 
access to technical experts and hands-on training to get their questions  
answered and their platforms optimized.

Build Your Business 
With a focus on providing you with business-impact growth and profitability 
strategies, you’ll find sessions led by your peers and experts for every area, 
including improving efficiencies, marketing and selling to your end customers, 
and elevating your operational strategies as you scale your business.

Learn from Industry-Leading MSPs 
Peer forums are designed to put you face-to-face with peers in your  
markets to share tips, tricks, and secrets for success. We’ve consistently 
heard feedback from attendees that this limited-seating strategic  
networking experience is one of the most valuable takeaways we offer.

Find out What’s New 
As a valued Partner, we share what’s new at Datto with you first. Hear  
directly from Datto CEO, Tim Weller, and the management team all about  
product roadmaps, future innovations, and how these enhancements  
are going to positively impact your business’s growth.

Why YOU Need to  
Attend DattoCon19
For three days, we share with you the business-building secrets to success,  
invaluable product and technical best practices, industry trends that matter, 
growth strategies, and killer networking events filled with a powerful group 
of MSPs. Bring your entire team to this event! We promise that everyone  
from tech to exec leaves with real-world business strategies to implement  
the minute you’re back at the office.

1

4
5

2
3

PLATINUM SPONSORS

V O I P  M A D E  S I M P L E

KE
YN

OTE PRESENTERS

Register today at datto.com/dc19-mag

DIAMOND SPONSORS

kevin mitnick
Kevin Mitnick is the world’s most famous 
hacker, a best-selling author, and the top 
cybersecurity keynote speaker.

Nancy Rademaker
Nancy Rademaker, an engaging international tech speaker, will draw 
from two decades of experience to share first-hand knowledge on 
how technology is shaping the future and affects behavior.

simone giertz
Simone Giertz is a Swedish inventor, 
YouTuber, and robotics enthusiast.
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A Bird’s-Eye Look  
at DattoCon19
DattoCon is an open-ecosystem experience supercharged with content catered 
to everyone at every MSP, from tech to exec. We have a packed agenda and we’re 
excited to share our best DattoCon yet with you. Take a look at the map below for 
a preview of what you can expect in June, including exciting keynotes, breakout 
sessions, and a yoga studio to blow off some steam.

Check out the full agenda on the DattoCon app after you arrive

Harbor Ballroom
• Tech Tracks
• Boot Camps

HARBOR SIDE

Harbor Terrace

Registration Booth

Seaport Terrace

SEAPORT SIDEOld Town

La Jolla

Gaslamp

Yoga

Breakouts & 
Peer Forums

History of Datto Timeline

Charging Tables

Balboa

Seaport Ballroom
• General Session
• Keynote Presentation
• Tech Tracks

Exhibition Hall
• 60 Vendors
• Datto’s Tech Hub
• Meals & Refreshments

SECOND LEVEL

FIRST LEVEL
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Lehigh Valley Technology Company, a leading 
managed service provider in Bethlehem, PA has 
ambitious goals. They already excel in deliver-
ing outstanding 24/7/365 customer service, as 
evidenced by glowing customer testimonials 
and an impressive number of five-star reviews. 
Lehigh Valley’s objective is to grow their busi-
ness dramatically while maintaining or even 
improving that level of customer service. Scott 
Gingold, Lehigh Valley Technology Company’s 
president and chief visionary officer shares 
his thoughts on streamlining incident alert 
management to help drive business goals. 

Gingold doesn’t give mere lip service to cus-
tomer service excellence. Customer service 
is ingrained in the company culture. “Every 
customer interaction is treated like opening 
night at a Broadway show - every meeting, 
every phone call, every email,” says Scott. “And 
the Lehigh Valley Technology Company team 
knows they can’t rest on their laurels. It doesn’t 
matter what service we delivered yesterday. We 
need to consider what to do to delight customers 
every day to maintain our reputation as trusted 
advisors,” he added. 

With this ongoing commitment, customer 
service has become a hallmark of the business 
and a strong competitive advantage. 

Business Situation Prior to  
OnPage Implementation 
A crucial part of customer service is how the 
customer is treated when something goes 
wrong, especially outside of office hours. Gin-
gold wants his techs to respond to incidents 
quickly and effectively but doesn’t want to burn 
out the team. 

In the early days of the company, customers 
would leave voicemails notifying the company 
of any issues occurring after hours, and Gingold 
and his staff would simply check voicemail 
messages every few hours. Because respond-
ing to customers could be delayed by many 
hours due to the duration between when the 

voicemail was left and when it was checked, or 
due to human error, the team wanted a more 
reliable and faster way to be notified of after 
hour incidents. 

They established a process centered on a 
designated cell phone that was passed around to 
whomever was assigned to be on-call. The cus-
tomer would call a dedicated voicemail number 
which would then call the on-call phone. This 
solution was not always foolproof or timely. 
Some team members might sleep through a 
call and the customer wouldn’t receive a timely 
response. Also, if a team member was scheduled 
to be on-call but had an issue where they could 
no longer respond to urgent situations, (e.g., 
they came down with the flu or had a family 
emergency), another tech would have to travel 
to wherever that team member was located 
and retrieve the on-call phone. 

The team turned to pagers but found that 
the aging pager network infrastructure is not 
being maintained as it once was and has become 
increasingly unreliable. 

Apart from resulting in slow responses and 
missed alerts, these processes caused em-
ployee dissatisfaction. Staff resisted carrying 
around the on-call phone or a pager, and they 
didn’t want to be constantly burdened with 
remembering to call in to voicemail. It was 
time to upgrade to an automated incident 
alert management system. 

Incident Alert Management  
System Requirements
Since Lehigh Valley Technology Company in-
vests a great deal in technology to best serve 
its customers and is constantly on the lookout 
for ways to improve, Gingold wanted an inci-
dent alert management solution to integrate 
with existing systems to make the most out 
of the company’s investments. He also didn’t 
want to interfere with existing workflows and 
processes that were helping the team perform 
successfully. Any new solution would need to 

VENDOR SPOTLIGHT

Lehigh Valley Speeds up 
Their Incident Response

improve customer service and scale quickly 
as the company continues to grow. OnPage’s 
incident alert management platform fit the 
bill perfectly. 

OnPage Integration
Gingold and his team are using the OnPage 
system integrated with Datto’s Autotask PSA. 
They’ve organized staff into on-call groups 
using OnPage’s scheduler and developed esca-
lation groups to make sure alerts aren’t missed. 
Here’s the typical alerting process: 

• A ticket is initiated in Autotask.
•  If the related incident is classified as 

critical and it occurs after hours, an alert 
is automatically triggered via the OnPage 
platform to the designed on-call tech.

•  The tech on call gets a distinctive, loud 
alert on the OnPage smartphone app. 
He acknowledges the alert and works on 
the issue. He can close the ticket from 
the OnPage app. 

•  If the tech doesn’t respond to the alert 
within a few minutes, the alert is es-
calated to the next tech on the on-call 
list. Escalation continues for up to eight 
hours until the alert is acknowledged. 
Gingold also sees the alerts as they hap-
pen and reviews the remediation steps 
taken by the tech on call or the company’s 
24/7/365 help desk. 

•  The ticket is automatically updated with 
time-stamped audit trail information, 
including when (and  by whom) the alert 
was sent, delivered, read, replied, and 
escalated. 

Accountability, Faster Response Times,  
and Increased Security
Gingold appreciates the automatically gener-
ated audit trails which let managers see that 
the team is communicating and triaging via 
the OnPage app and the ticketing system. 
With this information, managers can help 

the team and determine if more resources are 
needed to quickly resolve the issue. Electronic 
notification is 2-3 times faster than updating 
the ticket and calling a tech. 

With OnPage, the team didn’t have to do 
anything different (i.e. remember to carry the 
on-call phone or check voicemail). For most 
of us, smartphones are physically attached to 
us to the point that we can’t leave the house 
without it. This makes the adoption of the 
OnPage app very easy and the techs took no 
time at all to learn how to use it. 

A key feature of the OnPage app is secure 
messaging, which Gingold and his team 
leverage for their incident communications. 
Because Lehigh Valley Technology Company’s 
clients include healthcare providers, financial 
services organizations, and nonprofit com-
panies with large databases of donor infor-
mation, Gingold is always concerned about 
sharing confidential information as well as 
being fully compliant with all relevant rules 
and regulations. Instead of collaborating or 
solving incidents via text messaging, with the 
risk of SMS spoofing, the Lehigh Valley team 
rely on the OnPage app to instantly reach each 
other securely. 

With OnPage, Lehigh Valley Technology 
Company can increase its commitment to 
customer service excellence, putting further 
distance between them and the competition. 
In addition, Gingold and his team have been 
able to streamline their incident management 
processes, reduce security risks, and improve 
employee morale. 

Notifications are even more critical as Le-
high Valley Technology Company expands its 
services in business continuity, help desk, 
cloud computing, and data security. 

Lehigh has become such a supporter and be-
liever in OnPage that they have joined OnPage’s 
network, reselling incident alert management 
solutions to their healthcare customers and 
gaining a new source of revenue. 

OnPage’s award-winning incident alert man-
agement system for MSP professionals provides 
the industry’s only ALERT-UNTIL-READ noti-
fication capabilities. Built around the incident 
resolution lifecycle, OnPage helps MSPs and 
their clients get the most out of their digital 
investments, ensuring that sensors, monitor-
ing systems, and people have a reliable way 
to escalate critical alerts to the right person, 
immediately. 

OnPage’s escalation, redundancy, and sched-
uling features ensure that a critical message 
is never missed. Infinitely more reliable and 
secure than emails, text messages, and phone 
calls, OnPage shrinks incident resolution time 
by automating the notification process, re-
ducing human error, and streamlining op-
erations. As part of IT service management, 
the solution tracks alert delivery, ticket status, 
and responses, delivering complete audit trail 
report during and after each incident. 

OnPage is fully integrated with Datto  
Autotask, allowing teams to initiate and man-
ager alerts and escalation teams for any tick-
eting platform. 

MSPs rely on OnPage to streamline oper-
ations, keep their teams motivated, reduce 
costs, and add new revenue streams to grow 
their business. Onpage.com

“ EVERY CUSTOMER 
INTERACTION IS  
TREATED LIKE OPENING 
NIGHT AT A BROADWAY 
SHOW – EVERY MEETING, 
EVERY PHONE CALL,  
EVERY EMAIL.” 
 
Scott Gingold 

President and Chief Visionary Officer, 
Lehigh Valley Technology Company



$4,300

$46,800

Average 
Ransom 

Average Cost  
of Downtime

The cost of downtime is 

10x higher 
than the ransom requested 
(per incident).

Datto’s State of the Channel  

Ransomware Report

Cost of Downtime 
Significantly Outweighs 
Ransom Requested
*All survey respondents answered in U.S. dollars.

Ransomware Will 
Creep into the Cloud
28% of MSPs have seen
ransomware attacks in SaaS 
applications (up 2% from last year). 

500% Increase in MSPs 
Reporting Apple OS Attacks

49% Report  
O365 Infections 
(up 17% from last year)

22% Report  
G Suite Infections  
(up 1% from last year)

92% of MSPs  
predict the number of ransomware attacks 
will continue at current, or worse, rates.

Without BCDR, Only 60% 
of MSPs report clients  
were able to do the same.

With BCDR*†, 90%  
of MSPs report clients  
fully recovered from an  
attack in 24 hours or fewer.
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Healthcare 25%

Legal 21%

Non-Profit 20%

Real Estate 15%

Government 8% Retail 15% 
Consumer Products 10% Education 11%

Travel/Transportation 10%

Professional  
Services 35%

Finance/ 
Insurance 27%Architecture/ 

Design 10%

Construction/ 
Manufacturing 38%

Of the 28%:

Our report is comprised of statistics pulled from a survey of 2,400+ MSPs around the world.  
Check out these 5 facts from the report.

1

2

Top Industries Targeted by Ransomware
Percentage of MSPs who report ransomware attacks by industry.3

4

5

Grab the full report at datto.com/ransomware-mag

*BCDR: Business Continuity and Disaster Recovery
† Refers to Datto devices

Media/Entertainment 6%
High Technology 5%
Energy/Utilities 5%
Telecom 3%
Agriculture 1%
Other 0.11%
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Cloud Space Inc. is an MSP located in Toronto, 
Ontario, offering their clients a hands-on 
approach to delivering end-to-end managed 
services including business continuity, net-
working, and full infrastructure management. 

Steve Radonic, chief operations officer of 
Cloud Space Inc., has been in business for 
over 25 years, protecting over 100 customers 
ranging from small to enterprise businesses 
in a variety of verticals including publishing, 
multimedia, entertainment, real estate, legal, 
and pharmaceutical. 

Cloud Space Inc. customers know them 
for providing white glove service, where they 
handle absolutely everything IT related so the 
client never has the need to leave their office 
or worry about their technology stack. 

“We’re the ‘personal shoppers’ of IT—we come 
to you, size your environment, implement the 
appropriate technology to meet your needs, 
and monitor everything with a hands-on ap-
proach. We take care of everything to ensure 
our clients can experience the way IT should 
be—when everything just works,” said Radonic. 

Cloud Space Inc. saved the day (multiple 
days that is) for a client in full swing of an 
exclusive traveling art exhibit in Toronto. The 
Art of Banksy hired Radonic’s firm to provide 
full infrastructure design, development, and 
managed services throughout the exhibit for 
production, POS, network connectivity, and 
guest WiFi. Working around the clock for 20 
days straight, Cloud Space Inc. transformed 
a 10,000 square foot empty warehouse into a 
fully functioning canvas for the exhibit. 

They supervised, installed, and managed the 
entire IT infrastructure of the exhibit, includ-
ing network connectivity and WiFi using Datto 
Networking solutions. They implemented 
five Datto Access Points, one Datto Switch, 
and one Datto Networking Appliance (DNA), 
providing 4G LTE failover. They also installed 
31 CCTV cameras around the architectural 

schemes to monitor the exhibits from any-
where at anytime. 

The finished product supported over 30 staff 
running POS for ticket sales, gift shop, conces-
sions, and food and beverage, in addition to 
the production crew, main WiFi for executives, 
and public WiFi for 250 guests per hour from 
June to September. As if this isn’t impressive 
enough, hear what happens next. 

Each night, the Cloud Space Inc. team logs 
in to the systems for a proactive health check. 
Radonic immediately noticed the network was 
running on 4G LTE failover, which the DNA 
had kicked on automatically. The fiber line 
to the exhibit had gone dead and the modem 
reset to factory settings. 

The DNA kept everything up and running 
for three days using 12.4 GB LTE data, until 
the fiber line and modem were repaired. The 
speeds were about 15 Down and 10 Up which 
allowed the exhibit to keep the box office doors 
open and production in full swing. The Art of 
Banksy was in Toronto for a limited time, as the 
exhibit tours around North America, which is 
why it was crucial that the show must go on! 

“I consider those speeds pretty amazing in 
Canada, especially since the DNA was located 
in a solid brick building covered by 12-inch 
thick walls, under a metal staircase. The DNA 
was rock solid and performed exactly as it was 
supposed to. Clients typically feel they don’t 
always need to take extra precautions, but I tell 
them it’s not if—but when—and you’re going 
to thank me later,” said Radonic. 

Cloud Space Inc. chose Datto Network-
ing and the DNA in particular, because it’s 
perfect for clients, like The Art of Banksy 
who require constant up time and rely on 
Internet for sales and phone services. Datto 
Networking is a unified solution designed 
specifically for Managed Services Provid-
ers who need reliable products, ease of use, 
and management in one centralized portal. 

“    WHEN MY CLIENTS  
ASK ME WHAT  
KIND OF MAGIC  
I’M DOING TO  
KEEP THEM UP  
AND RUNNING—  
I KNOW I’VE  
DONE MY JOB.” 
 
Steve Radonic 
Chief Operations Officer,  
Cloud Space Inc. 

SUCCESS STORY

The Show  
Must Go on!

“When my clients ask me what kind of 
magic I’m doing to keep them up and run-
ning— I know I’ve done my job,” said Radonic. 

Disasters happen, there’s no way around 
it. However, what we can do, and what Cloud 
Space Inc. excels at, is being prepared for them 
to happen. The Art of Banksy had the best kind 
of disaster happen, one that didn’t impact busi-
ness or the experience of staff and customers. 
The show must always go on, and Cloud Space 
Inc. allowed this to happen for one happy client. 

By Samantha Ciaccia  
Partner Marketing Manager 
Questions? sciaccia@datto.com

STRATEGIC MICRO SYSTEMS AND DATTO 
PROVIDE NETWORKING FOR RACING SERIES: 
The North American Ferrari Challenge is a 
highly competitive racing series. The racing 
teams require state-of-the-art technology 
to deliver instant results and stay ahead of 
the competition. Learn more

datto.com/strategic-mag

ADDITIONAL STORIES

SUBSCRIBE 
TO THE 
BLOG

Get the latest 
channel news, 
insights, and  

updates at the 
Datto blog

Have new content 
delivered directly to your 
inbox by subscribing to 

the Datto blog today.

Go to datto.com/blog-mag
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“    WORKING WITH AURA  
HAS MADE A BIG 
DIFFERENCE TO THE 
BUSINESS AND THEIR 
POSITIVE, PROACTIVE 
APPROACH TO MANAGED 
SERVICES REALLY IS A 
BREATH OF FRESH AIR.” 
 
Chris Hill 
Chief Executive Officer, Spinlock

SUCCESS STORY

Aura and Datto Save 
Client from Downtime

MORE STORIES  
WITH DATTO PARTNERS

Spinlock Ltd is an award-winning company 
designing and manufacturing sail control 
devices and personal safety equipment for 
leisure and commercial marine users. They 
have provided the finest quality products for 
over 50 years in the UK, and their staff con-
tinues to grow on a yearly basis. Currently, 
they have roughly 60 staff members, and fully 
outsource their IT through Aura Technology 
who are based in Southampton, UK. 

Chris Hill is the Chief Executive Officer at 
Spinlock, and couldn’t be happier with their 
current MSP. “We had a limited offering from 
our previous supplier and high expectations 
to deliver to our clients. We knew it was time 
for a change. Aura offers a more proactive 
approach rather than reactive,” said Hill. 

Before bringing Aura on board (no pun in-
tended), Spinlock was using unreliable tape 
backup. As an industry-leading innovator, 
Spinlock relies on their IT systems to improve 
efficiency and grow their business, therefore 
they knew they needed someone who would 
implement a strong IT strategy. 

Being a global company means that the risks 
are high and system efficiency is crucial. Any 
downtime would create huge losses for the 
business as well as damage their reputation. 
Now, data is backed up to their MSP, so if 
anything happens, there is an immediate re-
sponse and there’s no chance their data will 
be at risk. Partnering with Aura has proven to 
be a great move for Spinlock, as they are now 
able to manage their IT systems remotely and 
keep their business up and running throughout 
every eventuality. 

During the beginning stages of their partner-
ship, Aura conducted a full strategic review of 
Spinlock’s current IT infrastructure, assessing 

both their current and future needs. 
“Working with Aura has made a big dif-

ference to the business and their positive, 
proactive approach to managed services really 
is a breath of fresh air,” said Hill. 

Prior to partnering with Aura, Spinlock was 
unfortunately hit with ransomware which 
came through a phishing email. The attack put 
a stop to all business operations. They were 
unable to run transactions, and they couldn’t 
process anything. “As a process-led business 
we couldn’t complete any transactions or place 
sales orders. It halted everything,” explained 
Hill. Due to the unforeseen attack, Spinlock 
were victims to one day of complete downtime. 
Although they were able to restore from their 
tape backups and get everything back up and 
running the following day, they knew they 
needed to change the way the back up their 
data. No MSP has the time to play catch up, 
but when disaster strikes and your systems 
are targeted, the consequences can be huge. 

Aura partners with Datto because Datto 
provides a top-notch solution that makes it 
simple to avoid downtime. 

Aura has been supplying Spinlock with Dat-
to’s business continuity products for just over 
a year and they have not looked back since. 
They have not experienced any recent attacks 
or downtime since investing in solutions which 
fully support their IT infrastructure. On prem-
ises, Spinlock look after ~3.5 TB over a number 
of Windows Servers, including ERP solution 
that is critical to the function of the business, 
and data in Office 365 that is protected by 
Datto SaaS protection. 

Through the Datto and Aura partnership, 
Spinlock has been able to quickly implement 
long-term changes which have not only im-

proved the efficiency of their business, but also 
helped their business grow. Aura was able to 
identify the need for a backup solution which 
would give Spinlock peace of mind.

Hill states that Aura’s specialists are encour-
aging and challenging them to make sure they 
review and assess their needs going forward. 
“They have completely shifted the way we think 
about IT,” he said.  

By Annie Stroud 
Content Marketing Executive, Datto 
Questions? astroud@datto.com

POLARVERSE AND DATTO PREVENT 
ENGINEERING FIRM FROM GETTING STUCK 
IN THE MUD: Polarverse is an MSP located 
in Waterloo, Ontario, taking a personal 
and proactive approach to providing fully 
managed IT services and ransomware 
prevention to clients. Servicing small 
to midsize clients in the healthcare, 
manufacturing, and retail space. 

datto.com/polarverse-mag

DATTO AND INTERPLAY SAVE CLIENT FROM 
RANSOMWARE: Interplay IT is an MSP located 
in Seattle, Washington, offering their 
clients a hands-on experience to deliver a 
full stack of IT services including desktop 
support, networking infrastructure, backup 
and disaster recovery, virtual CIO, and more. 

datto.com/interplay-mag

MORE AT DATTO.COM

Why Datto & KPInterface Were 
a Match Made in Heaven

KPInterface partnered with Datto for many 

reasons, but above all, it was the relationship 

that sealed the deal. It’s more than just a 

business transaction, it’s a partnership that’s 

built to last. datto.com/kpiinterface-mag

The Datto Partner Program 2018

Learn about the benefits of the Datto Partner 

Program directly from our MSP partners. 

datto.com/partner-mag

Datto Partner Discusses the  
Benefits of MarketNow

In this video, Patrick Murphy, President of 

Results Technology, discusses the ease of 

launching social and marketing campaigns 

through MarketNow. datto.com/results-mag

masterIT Keeps Flight Training Compa-
ny Soaring During Ransomware Attack

When Crew Training International was hit with a 

ransomware attack, their MSP, masterIT sprang 

in to action and avoided downtime. 

datto.com/masterit-mag

NatureFresh Farms Avoids Down-
time Thanks to Datto and Xylotek 

NatureFresh™ partnered with Xylotek Solutions 

Inc., an MSP and Datto partner located in Cam-

bridge, Ontario to implement the right recipe 

of technology solutions to fit their business 

continuity needs. datto.com/xylotek-mag

Synoptek Anticipates a 30% Effi-
ciency Gain with Unified PSA-RMM

Eric Westrom recognized almost immediately 

after beginning his new role as CTO of Synoptek, 

Inc. that there were inefficiencies with the plat-

forms the company used to manage data and 

execute daily tasks. datto.com/synoptek-mag
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Our resource library features the 
latest and greatest content, ranging 
from eBooks to videos, and more!

Partner Resources  
at Your Fingertips

Datto’s Global State of the Channel 
Ransomware Report 
Datto surveyed more than 2,400 MSPs around the 
world about ransomware and published the key 
takeaways in this report. Download the report 
today to unlock new trends and statistics on the 
biggest threat facing the Channel, and what your 
peers are doing to prepare.

datto.com/ransomware-mag

Header of slide goes here
Report

Datto’s State of the Channel  

Ransomware Report

Follow us on Twitter: @Datto

Visit our Blog: www.datto.com/blog 1   | datto.com

MSPeasy Series

Lead Generation  Made MSPeasy
Tips and Tricks to Fill Your MSP Pipeline

MarketNow
Your Personal Marketing 
Automation Platform to 
communicate with your clients 
and prospects at the right time, 
with the right message.

datto.com/marketnow-mag

Datto Academy
The Datto Academy is a self-
service learning site designed 
to provide partners with all 
the product information 
and training certifications 
necessary to get the most 
value out of Datto.

datto.com/academy-mag

Datto Knowledge Base
Datto’s Knowledge Base is where all 
of the documentation lives for Datto 
products and technologies, giving you 
everything you need to know about  
how to manage Datto products.

datto.com/kb-mag

Community Forum
Connect directly with Datto 
employees and fellow partners on 
Datto’s exclusive Community Forum. 
Discuss technical questions, best 
practices, sales and marketing 
techniques, and get to know other 
MSPs just like you.

datto.com/forum-mag

Lead Generation Made MSPeasy
Lead generation is a major pain point for 
managed service providers (MSPs), who often 
lack the time and resources necessary to 
dedicate to marketing efforts. In this eBook,  
we highlight a wide variety of methods for  
driving solid prospects into your sales pipeline.

datto.com/leadgen-mag

Find more at 
datto.com/partners-mag
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Channel Events

Learn from Datto employees as they provide deep 
dives into our various products and technologies.

Topics include:

• Security Best Practices
• Why MSPs Need a PSA

TOOLS TO HELP MSPs  
REACH NEW HEIGHTS

To watch these videos,  
head to datto.com/resources-mag

Datto’s founder Austin McChord explains some  
of the great features Datto has to offer. 

First-hand knowledge on:

• Instantly Restorable Backups
• Autotask PSA LiveMobile App
• Datto SaaS Protection

05
MAY

MicroAge 
Montreal, Quebec

06 
MAY

Kaseya’s Connect IT
Las Vegas, NV

07
MAY

iTech
Toronto, Ontario

01
MAY

Auvik Roadshow
San Jose, CA

10
JUNE

ChannelNext Central
Alliston, Ontario

01
MAY

Channel Pro SMB Forum 
Chicago, IL

13
JUNE

Robin Robins Producer’s Club 
Franklin, TN

14
MAY

IoTSSA 
Columbus, OH 

• Datto Managed Power
• Datto SaaS Protection

The Datto Team attends over 80 events throughout the year and  
we want to meet you. Go to datto.com/events-mag for a full listing.

21
MAY

Sharepoint Conference 
Las Vegas, NV

30
MAY

Datto Roadshow
Reston, VA

24
JULY

ASCII
Denver, CO

30
MAY

Cloud Services Roadshow
Chicago, IL

09
MAY

Datto Roadshow
Edmonton, Alberta

14
MAY

Datto Roadshow
Houston, TX

07
MAY

Datto Roadshow
Calgary, Alberta

18
JUNE

iTech 
Ottawa, Ontario 

20
JUNE

Cloud Services Roadshow 
Boston, MA 

25
JUNE

IoTSSA 
Minneapolis, MN 

18
JULY

Cloud Services Roadshow 
New York, NY 

16
JULY

Datto Roadshow 
Portland, OR 

18
JULY

Datto Roadshow 
Chicago, IL 

20
JUNE

iTech
Montreal, Quebec

24
JUNE

LogicMonitor’s Level Up 
Austin, TX

26
JUNE

ASCII
Chicago, IL

16
JULY

Datto Roadshow
Detroit, MI

18
JULY

Datto Roadshow
Seattle, WA

23
JULY

Datto Roadshow
Long Beach, CA

16
MAY

Datto Roadshow
Dallas, TX

15
MAY

ASCII 
Charlotte, NC

29
JUNE

HTG
Denver, CO



Network with over 2,200 Datto Partners to learn 
their successful go-to-market strategies,  

pricing structures, and best practices.

Register today at datto.com/dc19-mag

June 17-19 
Manchester Grand Hyatt

San Diego, CA


