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Intro 
Many retail stores are small, family-owned businesses. They don’t have the best marketing 
agency in town on retainer and they don’t have in-house technical staff. However, many 
understand the market is advancing. Seeing their top competitors install digital signage 
and iPads at the checkout counter reminds them their facilities are falling behind the 
times. But they’re too busy keeping the shelves stocked and lights on to turn this notion 
into action.

This is an open opportunity for resellers willing to put in a little leg work. These retailers 
aren’t going to beg you to install the biggest and best point-of-sale system on the market, 
but they want it. They’re mentally salivating for top-of-the-line systems with dedicated 
external support, but they’re concerned the return on investment simply isn’t there. 

In this eBook, find out how the retailers of yesteryear are evolving into Modern Retailers—
and what this means for your business. We’ll show you how to build a compelling value 
proposition and discuss new ways to increase your stickiness with customers and earn 
more revenue solving their problems.
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? How much opportunity  
is out there?
One study predicts the managed technology service provider 
industry to increase by more than $100 billion in annual 
revenue within the next 5 years.1  

You don’t have to do it all. If you’re not ready to be a complete 
retail solutions provider, then partner with third parties in the 
background to deliver those services on your behalf. Clients 
just want a single point of contact: you. They don’t care how 
you get to that point. 

Positioning yourself as the one-stop shop for all technology 
needs fills a huge gap in the market and creates an opportunity 
for you to secure recurring revenue. Searching for a platform 
to help you effectively manage recurring services? ConnectWise  
is a single platform that contains everything you need to  
successfully manage recurring revenue opportunities—from 
time tracking, to agreement management, to invoicing.

What is
The Modern Retailer is the new standard retail setting, redefined and evolved to take full advantage 
of the wide array of modern technologies that enable them to serve customers better. The Modern 
Retailer represents the opportunity for you to go beyond the front counter and further establish 
yourself into clients’ workflows. Get as many anchor points in the Modern Retailer as you  
can and watch your profits soar.

Click here to see the Modern Retailer diagram on page 8.

“Retail is ripe for recurring revenue opportunities because customers are tired of having  
multiple technology service providers to manage—one for digital signage, another for Internet, 
and so forth. It’s a nightmare to manage. They want proactive monitoring and a single point of 
contact to resolve all IT woes. We get their business because we can be that for them.” 

                       – Chris Rumpf, Owner, Rumpf Computer Solutions, a retail solutions provider

Retailer
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1
The market is changing, and we’re going to enable you to become the Modern Retailer’s technology 
provider of choice. Remember the days of high, double-digit hardware margins? Back in the heyday 
of hardware, few could have predicted that software and service-based solutions would become the 
new profit centers. In many cases, installation and maintenance services were thrown into hardware 
sales as no-cost value ads to close deals. All this has changed, and seemingly overnight. 

Rest assured; you aren’t the first to have gone through something like this. This same evolution 
happened not too long ago in the IT space. There was a movement in the early 2000s where 
software/hardware sales were under attack. Companies like Dell came in and started selling direct, 
severely diminishing the profit margins IT companies had relied on. Many resellers who didn’t add 
services disappeared. 

IT solution providers had to evolve. Knowing they couldn’t make a profit strictly selling technology 
anymore, they had to look for services to provide in support of technology. Instead of doing break/
fix or project work and waiting for the phone to ring when something went wrong, they came up 
with the concept of the managed services provider.

It wasn’t well received at first, but slowly it grew into something small business owners came to 
expect. They wanted an internal IT guy, but they couldn’t afford one. The managed services offering 
was the game-changer the market had been waiting for. Technology providers could bring the level 
of service of an internal IT provider, using a recurring revenue model that benefitted all. 

Déjà vu: Parallels Between 
Technology & Retail Resellers

Quick Tip
If you’re pitching the recurring revenue model to a retailer whose 
objection is “I buy directly from the vendor,” ask them what 
real value they’re getting from the vendor. To a vendor, they’re 
just a number. What you can offer is a true partnership with 
personalized service and ongoing support.
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Having successfully transitioned from a break/fix point-of-sale provider to a managed services provider, Chris Rumpf, owner of Rumpf 
Computer Solutions, speaks from first-hand experience. “I’ve watched many small and medium-sized tech companies go out of 
business—or drastically change their model—because the margins on hardware fell from 60-70 to 5-10 points. Today, peaks and valleys 
experienced in the break/fix model are painful. You can sell 100 systems one month, then none the next month. The managed services 
model provides more peace of mind for not only you, but also your customer,” explains Rumpf. 2

Sound familiar? The same thing is happening in the retail technology space today. The good news is there is a proven business 
model that your business can evolve to before it’s too late. Over the last few years, ConnectWise has helped thousands of IT Solution 
providers and VARs make that difficult transition from a product-focused model to a service model, increasing their profit margins 
and cementing a lasting legacy for their families—and you can too.

The retail technology market has evolved as it’s matured. As illustrated by the chart, most of the profit to be made today in your 
line of work is in managed services.3 Break/fix services, in general, are more widely available and, therefore, more competitive on 
price. It’s all about the value-added services. Anyone can buy a PC, but that’s all they’ll get. It needs to be installed, configured to 
work in the existing environment, and supported by automated updates at low-traffic times; that’s where you come in.

“To wake up the next day  
and know you’re still getting  

checks from existing customers 
that month or that quarter for your 

services is the businessman’s dream. 
You know you don’t have to be in an 

ongoing fight for business.” 

– Mark Sokol,  
Director of Product  

Marketing,  
ConnectWise

P r o f i t s
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VoIP Increasing Retail 
Touchpoints
Modern Retailers are also looking to implement technology faster than ever before; in other 
words, they don’t want to wait for traditional break/fix resolution times.

If you want to thrive in the age of the Modern Retailer, start by helping clients build out and 
manage their ecosystems. There are different areas in the Modern Retail environment you can 
use as sticky points, or anchor points, to maintain and increase value to clients.

With the Modern Retailer, it’s all about taking charge of data and endpoints. Here is an in-depth 
look at three important relationships your business should seek to control as well as other sales 
opportunities in the managed services age.

1. Help Desk
Your business most likely already provides some sort of annual support to the point-of-sale 
system. Now, it is more important than ever to refine your help desk functions and strengthen 
your expertise. Because cloud offerings appear to have limited customer support, you need to 
ensure that your service team can step in to offer personal, responsive service when needed.

You can take control for clients by managing vendor relationships and taking care of all their 
trouble tickets. Be the client’s gateway to all things technology. Find ways to increase  
communication with your clients so your business is top of mind when they’re thinking about 
technology. Build your expertise, demonstrate value, and do what it takes to become the  
primary resource your clients turn to for help. Make sure you employ best practices for effective 
service delivery to boost success. 

2
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2. Vendor Management
If you’re like most technology providers, you have received phone calls for problems with equipment or 
services that aren’t in your support agreement. Improve your stickiness to clients and become the point 
person for all vendors. Let’s face it, customers want to deal with one person; take ownership of your 
clients’ data infrastructure and use best practices to document vendor information, help desk support, 
and proactive maintenance and management. Start with managing phone and broadband company 
relationships and add a consistent revenue stream to your business. For example, if you charge $99 a 
month to manage an account for your client, that’s $1,200 more per year for every customer. To help 
you demonstrate the value of this service to clients, a new study suggests businesses can save 30-40% 
on their technology service costs by hiring a managed services provider.1

3. VoIP Meets Cloud
Voice over IP (VoIP) is another source of recurring revenue. Similar to many other  
services in this industry, everything is going digital. Hosted voice presents another  
Internet opportunity with servers, data and endpoints you can manage and run on  
your network infrastructure. Seek to partner with vendors in the cloud to control phone  
relationships. You can help clients control monthly costs by introducing unified messaging  
services between email and voicemail.

These are just a few of the many opportunities open to resellers selling to the Modern Retailer.  
Stay tuned to learn about all the other service opportunities available.

 Lifetime Value of a Client
               It’s clear recurring revenue is an effective way to profitably grow— 
   and create stickiness with clients. But just how much can you expect out of a 
monthly service contract? “The average managed services deal is around $2,000  
 per month with an expected duration of 36 months. That’s $72,000,” says CEO    
    of CharTec Alex Rogers.4
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Additional
Touchpoints
In the past, technology provided giant enterprises  
There are numerous contact points that you can 
control with your client. Consider some of these 
new technologies and services that enable you 
to not only add recurring revenue, but also help 
further cement your business into clients’ overall 
technology picture. 

3

For more information about the strategies listed above, click here to download the Modern Retailer poster. 

QUICK TIP: 
EFFICIENTLY MANAGE 

YOUR MODERN RETAILERS

ConnectWise helps you be a part of the Modern 
Retailer Age. We offer software that helps manage 

all your clients in one system, ensuring dependable 
service delivery through streamlined processes. 

You’ll also have access to best practices and toolkits 
that help you sell additional services including 

vendor management, printer management,  
voice over IP, and more.
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Conclusion
Servicing the Modern Retail presents a huge opportunity for you. 
Though you might feel a sense of apprehension about transitioning 
to an as-a-service model, there are countless opportunities 
out there for you to start with. You don’t have to know and be 
all to your customers. Many successful technology providers 
partner with complementary third parties. Your role, as a retail 
solutions provider, is to aggregate and manage the total solution.  
And thanks to resources like ConnectWise University and CharTec 
Academy, you don’t have to go it alone. We’re always sharing best 
practices.

Successfully and confidently add new contact points into your 
client relationship with a Professional Services Automation (PSA) 
solution—such as ConnectWise. The functionality in a PSA solution 
will enable you to effectively manage your clients’ technology needs 
while effectively tracking time and billing for it. As you continue to 
offer your clients expert technology planning and assistance, your 
business will thrive in the age of the Modern Retailer.

About ConnectWise
Available anytime, anywhere, 24/7, ConnectWise is the leading business management solution designed exclusively for 
technology organizations. Created by technology professionals, ConnectWise provides industry-leading software for 
support and ticketing, CRM, project management, invoicing, time tracking, procurement, and sales quotes and proposals. 
But ConnectWise is much more than just software. ConnectWise offers access to discounted tech certifications, community, 
best practices, forums, a robust online university, and business and technical 
consulting. Over 70,000+ professionals, in 5,500+ companies, rely on ConnectWise 
to provide a 360 degree view of their technology driven organization.
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