Empowering MSPs:
Business Models, Security
Roles, and Scalable Protection




What Are Managed Service Providers (MSPs)?

Managed Service Providers (MSPs) are third-party companies that remotely manage the IT infrastructure and

systems for other businesses. They typically serve small and mid-sized businesses (SMBs), and enterprises

by taking care of day-to-day IT operations so those organizations can focus on their core business . An MSP'’s

services often include:

Aﬂ
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Network and Infrastructure
Management

Help Desk Support

Acting as the IT help desk for client

employees handling everything from
password resets to troubleshooting

outages .

Keeping client networks, servers, and cloud
services running smoothly.

Ee

Data Backup and Disaster
Recovery

&

Software and Patch
Management

Keeping client software up-to-date with
the latest patches and updates to fix bugs
and security vulnerabilities.

Ensuring client data is backed up and can
be restored in emergencies.

Ce

Cybersecurity and
Monitoring

Providing security services like managing
firewalls, antivirus, intrusion detection, and
monitoring systems for threats.

B

Strategic IT Consulting

Advising clients on technology planning,
compliance, or new projects (sometimes
including cloud migration, compliance
audits, etc.).

MSPs often perform these tasks remotely via the internet. Some MSPs focus on specific niches, for example,

Managed Security Service Providers (MSSPs) specialize in security-as-a-service (like 24/7 threat monitoring

or incident response), while others might specialize in vertical markets like healthcare or finance . In all cases,

the MSP acts as an outsourced IT department, responsible for maintaining uptime and security for their

clients.

The MSP Business Model: Recurring Revenue and Margins

What drives MSP margins? Efficiency is key. Because MSPs charge a fixed
rate, they make money by delivering services at a lower cost than what
they charge. High profit margins come from standardizing and automating
processes across many clients. Many MSPs invest in tools like Remote
Monitoring and Management (RMM) software to automate tasks (e.g.
monitoring systems) and Professional Services Automation (PSA)
software to track tickets and time. The more clients an MSP can handle
per technician, the better the margins. Industry benchmarks suggest
healthy MSPs aim for gross profit margins around 50-60% and net profit
margins of 20-30% . Achieving these margins requires keeping the cost
of service (labor, tool licenses, etc.) efficient and avoiding scope creep or

over-servicing beyond contract terms.
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MSPs also generate revenue by reselling software/hardware and cloud services. For example, an MSP might
resell licenses for Microsoft 365 or cybersecurity suites at a markup, or include them in service bundles.
However, the highest margins usually come from the MSP's own services (like support and monitoring) rather

than product resales. To protect their margins, MSPs focus on:

Monthly recurring To protect margins, MSPs
revenue (MRR) focus on:

$ Automation Standardization
~
2 E
Proactive Scalability of
management services

« Automation: Reducing manual work lowers labor costs and improves consistency.

« Standardization: Using a standardized tech stack for all clients (same remote agent, security suite,
backup solution, etc.) streamlines management. “The more MSPs standardize services, the more efficient

they become,” notes one industry expert.

« Proactive Management: Preventing issues (through monitoring, patching, etc.) is more cost-effective than

repeatedly fixing problems. Fewer emergencies mean less unplanned labor.

 Scalability of Services: Designing services that can be scaled to many customers without a linear increase
in cost. This often involves cloud-based tools and multi-tenant platforms that let one engineer oversee
many environments at once.

MSP owners often reinvest profits into growth areas. Common investments include training staff on new
technologies, expanding service offerings (e.g. adding security operations, compliance consulting), and
purchasing better tools that automate more work. These investments aim to either boost revenue (new
services attracting new clients or upsells) or improve efficiency (protecting or widening profit margins). The
end goal is a sustainable business where recurring revenue grows, clients are retained for the long term, and
service delivery becomes increasingly cost-efficient.

MSP Leadership Priorities: Growth, Efficiency, and Scalability

The executives and owners leading MSPs juggle a lot of responsibilities. They wear many hats, part business
strategist, part technologist, and often even part firefighter when major client issues arise. Key priorities for
MSP leadership typically include:
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3|]|] Business Growth

Expanding the client base and service offerings is a constant focus. Leaders monitor the sales
pipeline for new opportunities and look for ways to upsell or cross-sell existing clients . For
example, if an MSP has been providing basic IT support, the leadership might plan to add advanced
cybersecurity services that existing clients could adopt. Growth isn't just about new revenue, but
also about increasing the value provided to clients.

@; Operational Efficiency

Because profitability hinges on efficiency, MSP executives pay close attention to service delivery
metrics. They analyze help desk ticket volumes and trends — e.g. “Who are the top five clients
submitting the most tickets? Who's using the most time? That's where MSPs lose money,” as one
MSP leader explains . If one client's old hardware or software is causing excessive support hours, it
might be more profitable to replace it (even at the MSP's expense) than to keep fixing it repeatedly.
Leaders strive to streamline workflows and eliminate waste, whether by improving processes or
leveraging technology.

2 Scalability
Tied closely to efficiency, scalability is about growing revenue faster than costs. MSP executives
aim to scale up without a proportional increase in headcount. This means creating repeatable
processes and using tools that allow a small team to manage a large number of clients.
Standardizing the tech stack across clients, as mentioned, is one way to achieve this. “Offering the
same tech stack across clients reduces complexity and increases profit margins,” notes the MSP
leader . Scalability also involves smart hiring for instance, adding automation or self-service
options for simpler tasks before hiring additional staff.

*,3\* Client Satisfaction & Retention

MSP leaders know that recurring revenue depends on keeping clients happy. They prioritize
communication and proactive service. Regular check-in meetings to review reports, discuss
improvements, and plan upgrades are common. As one veteran put it, clients ultimately “don’t care
about the tech you use, they care that their business runs” . Executives encourage a customer-
centric culture where issues are prevented or addressed quickly, and where clients feel the MSP is
a trusted partner in their success. High client retention (low churn) is a key indicator of an MSP's
health.

Q Service Expansion and Innovation

Leading MSPs constantly seek new revenue streams by expanding their services. “"MSPs must
constantly look for new services to offer whether cybersecurity, compliance, or specialized
consulting... Security, compliance, and cloud services are massive opportunities,” says one industry
expert . In practice, this means MSP execs keep an eye on industry trends (e.g. the rise of cloud
computing, or increasing compliance requirements) and build capabilities in those areas. By
innovating their service portfolio, MSPs can differentiate themselves and avoid falling behind
competitors . For example, many traditional IT MSPs in recent years have invested in building a
security operations center (SOC) to also act as an MSSP, responding to the growing cybersecurity
needs of clients.
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MSP decision-makers are focused on sustainable growth. They balance immediate operational demands

(resolving today's issues efficiently) with strategic planning for tomorrow (what new services or optimizations

will keep the business thriving). It's a constant effort to improve internal efficiency while also enhancing the

value delivered to clients.

The MSP CISO Perspective: Protecting the Provider and Its
Clients

Many MSPs, especially larger ones, have a Chief Information Security Officer (CISO) or security leader who is

responsible for the cybersecurity posture of the MSP and, by extension, the security of client environments

under the MSP's care. This role is critical because MSPs are high-value targets for cyber attackers. If an

attacker compromises an MSP’s systems or tools, they could gain entry into many client networks at once . In

fact, government agencies from the U.S. have warned that threat actors are increasingly targeting MSPs as a

way to attack multiple victims through one breach . The MSP CISO's job is to prevent such scenarios and

ensure trust in the services provided.

What do MSP CISOs care about most? First and foremost, risk management across a multi-tenant

environment. They need to secure the MSP's own infrastructure (office networks, data centers, cloud

platforms, RMM/PSA software, etc.) and often also guide security practices for client-facing services. Some

top priorities include:

&,

Securing Privileged Access

MSPs hold the “keys to the kingdom” for client systems (admin credentials, remote access tools). A
CISO ensures strict controls on these, such as enforcing multi-factor authentication for all MSP
staff when accessing client systems and using robust credential vaults. They treat MSP admin
accounts as highly sensitive, since misuse or compromise could be devastating .

Patching and Vulnerability Management

The CISO oversees policies to keep both internal MSP systems and client systems (as per
contracts) up to date with security patches. They are acutely aware of emerging threats; for
example, when a critical vulnerability (zero-day exploit) hits the news, an MSP's CISO will make it a
top priority to identify which client systems are affected and ensure mitigations or patches are
applied quickly . A day might involve reviewing vulnerability scan reports and pushing the
operations teams for timely remediation.

Monitoring and Incident Response

Many MSPs offer security monitoring for clients or at least need to monitor their own
infrastructure. The CISO makes sure there's a SOC or security procedures in place to detect
intrusions. If suspicious activity occurs (whether in the MSP’s network or a managed client’s
network), the CISO coordinates incident response. This includes communication to affected clients,
containment steps, and forensic analysis after the fact. Rapid response and transparency are key to
maintaining client trust during incidents.
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I;:S Compliance and Policies

The MSP CISO often establishes the security policies (acceptable use, data protection, etc.) that
both MSP staff and sometimes clients follow. They also ensure the MSP complies with any
regulations or standards needed, for instance, achieving certifications like SOC 2 or cyber
insurance requirements. Clients may ask MSPs for proof of strong security practices, so the CISO
cares about passing audits and demonstrating due diligence.

o -
@ Education and Culture

Internally, the CISO promotes a security-first culture. Regular training for MSP employees (like
phishing awareness, secure handling of data) is on their agenda. Externally, some MSP CISOs even
act as virtual CISO advisors for clients, guiding client executives on security best practices if that's
part of the service.

A typical day for an MSP CISO might start with reviewing a dashboard of security metrics: overnight alerts,
patch status across all managed systems, any new vulnerabilities disclosed, etc. They prioritize any critical
issues (for example, if a major client had an overnight malware alert or if a new patch came out to fix a severe
vulnerability in a widely used software). They likely meet with other executives to discuss risk and resource
needs, and with operations teams to align on security tasks. The CISO must balance being proactive
(hardening systems, preparing for potential attacks) and reactive (quickly handling the fires that do break
out). In essence, they are the guardian of both the MSP’s fortress and the extended realm of client IT
environments under the MSP’s watch.

IT and Security Admins: Frontline MSP Operations

While the CISO sets strategy and policies, the day-to-day work of keeping systems running and secure falls
to the MSP's IT administrators, engineers, and security analysts. These are the frontline professionals who
interact with tickets, alerts, and client requests every day. What do they care about? Practical efficiency,

reducing frustration, and having the right tools to do their jobs across many client environments.

A typical morning for an MSP technician or security admin starts with triage. They log into the MSP’s
ticketing system to see what came in overnight and check the status of ongoing issues . It's common to find a
queue of requests or alerts from various clients, perhaps one client had an after-hours server issue, another
has new employees who need accounts set up, and others have routine alerts (e.g. an out-of-date antivirus
signature or a failed backup notification). The admin will prioritize these and start working through the urgent
items.

Throughout the day, MSP admins perform a mix of reactive and proactive tasks:

F,:D Responding to Tickets

This could be troubleshooting a user's computer problem, resolving network outages, fixing email
issues, etc. They may remote into user machines or servers to resolve issues. Level 1 technicians
handle simpler issues and escalate complex problems to Level 2/3 engineers if needed.
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(%, Routine Maintenance

Admins also have scheduled tasks like applying patches, updating software, checking backup
restores, and running health checks on systems. Most days include conducting routine
maintenance on customer systems and backups, as one MSP technician describes . They might
use automation tools to push patches or scripts to multiple machines at once, but they often must
verify success and handle any exceptions (e.g. a server that didn't reboot properly after updates).

Fé Project Work

In between urgent issues, MSP teams work on larger projects. For example, migrating a client to a
new firewall, deploying new cloud services, or onboarding a new client altogether. One technician
noted that besides tickets, they spend time on projects like setting up PCs, configuring servers, or
planning a client’s SharePoint file structure. This project work is crucial for long-term
improvements and is usually scheduled carefully to avoid disrupting client operations.

@ On-Site Visits
While much is done remotely, sometimes technicians go on-site at client offices for scheduled
tasks (installing hardware, running network cables, etc.) or to resolve issues that require a physical
presence. Many MSPs rotate an on-call technician as well, in case an emergency occurs outside
normal hours.

(-2 Security Monitoring

If the MSP provides security services, some admins might specifically handle reviewing security
alerts (from a SIEM or endpoint security tool). They investigate suspicious events, follow playbooks
to contain threats, and fine-tune security systems to reduce false alarms. Even if there's a
dedicated security team, general IT admins are mindful of security in every change they make
(ensuring systems are patched, properly configured, and so on).

These IT and security professionals care about workflow efficiency because they often manage dozens of
tasks across multiple clients in a single day. Jumping between different customer environments and tools can
be cumbersome. They value tools that give them a “single pane of glass” to see many systems at once, or at
least reduce the number of separate logins and screens they deal with. They also appreciate automation — for
example, scripting a common task once and running it for all clients is much preferred to doing it manually 50
times. Repetitive, manual processes not only slow them down but also introduce the risk of error, which can

lead to client downtime or security gaps.

From a security admin’'s viewpoint, noise reduction is a big concern. With limited time, they don't want to be
overwhelmed by hundreds of vulnerability alerts or false positives. They care about prioritization: which
vulnerabilities or alerts actually matter the most right now? Tools that highlight the truly critical issues (eg. a
vulnerability actively being exploited in the wild on a key server) help them focus and be effective. They also
need easy ways to remediate those issues — whether it's deploying a patch or applying a configuration

change - ideally without a lot of tedious manual steps.
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Ultimately, the daily workflow of MSP admins is about keeping many plates spinning. They strive to prevent
problems through maintenance and automation, quickly resolve the issues that do occur, and implement
improvements that benefit both the MSP (operationally) and the clients (reliability and security). Time is their
most precious resource, so any solution that saves time or simplifies multi-client management is highly

valued.

How MSPs Purchase Security Solutions: Decision Factors and
ROI

When an MSP decides to invest in a new security tool or platform, the decision is typically a collaborative one
involving both business and technical stakeholders. For example, the MSP's security team might identify the
need for a better vulnerability management tool, the technical lead will evaluate options, and the MSP owner
or executives will consider the business case (cost and return on investment). Here's how MSPs tend to
approach buying security solutions and what factors they weigh:

ﬁ Multi-Tenancy and Central Management

MSPs manage multiple clients, so any tool must handle multi-tenant environments gracefully.
Solutions that provide a single dashboard with segregated views for each client are preferred, as
they allow the MSP to oversee all customers while keeping data isolated . If a product isn't
designed for MSP use (for example, if it only allows one customer per account or lacks role-based
sub-accounts), MSPs often rule it out. A multi-tenant dashboard is "an important aspect of a well-
designed security platform, as it allows an MSP to deliver to multiple clients” efficiently .

[

Ease of Deployment and Integration

MSPs care about how easily a new solution can be rolled out across dozens or hundreds of client
environments. Cloud-based solutions that deploy agents or connect via API can be simpler than
those requiring complex on-premises setup at each client . Additionally, integration with the MSP’s
existing tools is a big plus. For instance, can the new security platform integrate with their RMM
software or PSA/ticketing system? Integration means alerts from the tool could automatically
generate tickets, or the MSP can run scripts via their RMM. These integrations save time and
create a more seamless workflow.

()

MSP-Friendly Pricing Model

The economics have to make sense. MSPs favor vendors that offer flexible, pay-as-you-go pricing
aligned with how MSPs charge their clients. This often means subscription pricing per endpoint or
per client, with volume discounts. A good MSP vendor program will avoid large upfront costs and
instead enable the MSP to grow the usage as they add clients. Also, margins are critical, MSPs will
look for a solution that they can resell or bundle at a profit. Vendors that offer wholesale pricing or
discounts for MSPs, allowing room for markup, get attention . An ideal scenario is a high-margin,
recurring revenue model (e.g. the MSP pays the vendor monthly per device at a low rate and
packages it into their service for a higher flat fee). Some vendors even allow white-labeling, so the
MSP can present the portal or reports under their own brand , reinforcing the MSP’s value to
clients.
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@ Proven Effectiveness and Track Record

Before investing, MSPs will research whether a security solution actually delivers on its promises.
They often seek case studies or peer testimonials relevant to MSP use. For example, they might
ask: does this vulnerability management tool really reduce the workload for our technicians? If a
vendor can show that other MSPs or IT teams have saved significant time or prevented breaches
thanks to the platform, that strongly supports the business case. Proven track record of working
with MSPs is reassuring . Many MSPs leverage their professional networks or communities (like
MSP forums or peer groups) to get frank opinions on a product’s pros and cons before buying.

0|]|] ROI and Key Metrics

Ultimately, MSPs justify purchases by how it impacts either the bottom line or service quality
(which in turn affects client retention and top line). Some metrics and questions an MSP might
evaluate:

« Time Savings: Does the tool save engineer hours? For instance, if a patch management process
that used to take 10 hours a week is largely automated by the new software, that's 10 hours
that can be spent on other billable work or supporting more clients. This directly improves
profit margins and scalability.

« Risk Reduction: Will the platform materially reduce the risk of security incidents for clients?
Avoiding even one major breach or downtime incident can justify the cost, given how expensive
incident response or lost client trust can be. MSPs may consider metrics like reduction in
unpatched critical vulnerabilities or quicker response times to threats.

« Client Value and Retention: Does the solution enable new services or improved reporting that
could impress clients? For example, providing clients with a monthly security report showing all
the vulnerabilities remediated adds value to the MSP's service. Satisfied clients are likely to
renew contracts and possibly purchase additional services.

 Scalability: Can adopting this solution allow the MSP to take on more clients without
proportional headcount growth? If yes, the revenue expansion can be significant. A tool that
automates a lot of work might mean each technician can manage, say, 5 more customer

environments than before — that translates into growth capacity.

The buying process usually involves trials or pilots. MSP tech teams will often test a short-listed product in-
house or on a subset of clients to verify claims about ease-of-use and functionality. They might measure how
many tickets the tool helps resolve or how it fits into workflows during the trial. Meanwhile, the MSP
executives will run the numbers on cost vs. expected savings or new revenue potential. Only if both technical
and business stakeholders are satisfied will the MSP move forward to make the purchase part of their

standard stack offered to all clients.

MSPs choose security vendors with a careful eye on multi-client efficiency and ROI. They favor solutions that
integrate well, scale across many customers, improve their service quality, and of course come at a
sustainable cost. When those boxes are ticked, MSPs can confidently adopt the tool, knowing it will help them

deliver stronger security to clients while supporting their business objectives.
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Achieving MSP Goals with Vicarius vRx (Vulnerability
Management & Patch Automation)

For MSPs looking to enhance security services and operational efficiency, Vicarius's vRx platform presents a

compelling solution. Vicarius vRx is a unified vulnerability management, prioritization, and remediation

platform designed with modern MSP needs in mind. It aligns closely with the goals MSPs pursue - increased

security efficiency, automation to reduce manual workload, protection of profit margins, and scalability to

support more clients. Here's how vRx helps MSPs reach those targets:

-

L

Unified Vulnerability Discovery, Prioritization, and Remediation

Vicarius VRx combines what often takes multiple tools into one platform. It continuously scans and
identifies vulnerabilities across Windows, macOS, Linux, and third-party applications. Instead of
just dumping a long list of flaws, it helps prioritize them by risk. For instance, vRx correlates
vulnerabilities with the required patches or mitigations, effectively linking IT and security tasks in
one step . This means an MSP's team doesn't have to manually cross-reference a vulnerability scan
with separate patch catalogs — vRx provides a “single pane of glass” view of what needs fixing and
helps initiate that fix.

‘;q Automated Patch Management (Including Third-Party Apps)

Patching is one of the most labor-intensive tasks for IT admins, especially across many clients.
Vicarius VRx streamlines this with automation. It can automatically deploy patches for operating
systems and a wide range of third-party software, according to schedules or policies an MSP sets.
Real-world users have seen dramatic improvements: one IT operations lead reported “automated
third-party patching... improving efficiency by 80%" , and another noted their Windows server
patching went from a 3-hour process to under 1 hour (a 60% faster remediation) after switching to
VRx . For an MSP, such time savings per client per month add up significantly. Technicians reclaim
hours that were once spent babysitting updates and can redirect that time to higher-value projects
or supporting more clients — directly protecting and improving the MSP’s margins.

Patchless Protection for Zero-Day Vulnerabilities

A standout feature of Vicarius is its Patchless Protection. This is essentially a compensating control
that shields vulnerable applications even before a formal patch is available or applied. It works by
securing the application in memory and preventing common exploit techniques . For MSPs,
Patchless Protection is a game-changer when facing critical zero-day threats or dealing with
software that clients cannot easily take offline to patch immediately. It means the MSP can quickly
reduce risk for customers without waiting on or forcing an immediate patch cycle. This capability
helps MSPs uphold strong security for clients (mitigating exposure to new exploits) while giving
flexibility in scheduling proper patch rollouts in a controlled manner. It's an extra layer of assurance
that protects both the MSP and its clients from emergency scrambles.
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E5) Multi-Tenant Architecture and Role-Based Access

Vicarius VRx was built to accommodate MSP/MSSP use cases. MSPs can manage all their clients
within one platform, using multi-tenant structures that isolate each client's data while still allowing
centralized oversight . For example, an MSP admin can log into vRx and easily toggle between
Client A, Client B, Client C views — or even see an aggregated dashboard — all from one account.
This beats logging in and out of separate portals for each customer. Moreover, vRx supports
granular role-based access control, including the option to grant a client limited access to see or
manage their own environment . That means if a client’s internal IT staff wants to co-manage, the
MSP can accommodate that securely. The multi-tenant design and flexible access not only make
management more efficient but also enable better service: MSPs can generate client-specific
reports and allow transparency, which can enhance client trust.

%% Workflow Automation and Scripting

In addition to out-of-the-box patch automation, vRx allows custom scripting and automation of
remediation steps . If an MSP has a unique fix or configuration change needed on endpoints, they
can use the platform’s scripting feature to execute it across all affected systems. This is crucial for
scalability, it's the “write once, run everywhere” approach that MSPs love for handling repetitive
tasks. Routine updates (like browser updates, or tweaking settings across many devices) can be
pushed with minimal human intervention . By letting automation handle the busy-work, MSP teams
stay focused on critical issues and strategic improvements.

o2

Improved Security Posture with Less Effort

The net effect of using Vicarius for an MSP is a stronger security posture delivered efficiently.
Vulnerabilities are not only found faster, but they're fixed faster — often automatically. Consistent,
automated patching reduces the window of exposure for client systems, which in turn reduces the
likelihood of incidents. One testimonial noted “vRx has saved us an incredible amount of time... It's
a huge time saver” . Another user highlighted that their clients using vRx haven't had any incidents
from missed patches (implying that the proactive remediation paid off) . For MSPs, this means
fewer emergency calls about breaches or outages, less firefighting, and more predictable service
delivery.

Vicarius vRx directly supports MSP goals: it drives efficiency by automating vulnerability management tasks,
it enhances security by closing gaps quickly (and even shielding against unpatchable threats), and it improves
scalability by enabling one engineer to safely manage patching and vulnerabilities across many clients from
one system. All of this contributes to protecting MSP margins — when your team can do more in less time,
your profitability goes up. It also opens doors for service expansion: MSPs can confidently offer managed
vulnerability assessment and patch management as a service to clients, knowing they have a robust platform

to deliver it. This added value can differentiate an MSP in a crowded market.
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Case Study: Streamlining Patching for an MSP with Vicarius vRx

To illustrate how an MSP can transform its operations with Vicarius, let's consider a realistic scenario:

BACKGROUND

ACME MSP is a mid-sized provider serving 50 clients across various industries. ACME's promise to clients is
to keep their IT systems running securely with minimal downtime. However, as the business grew, ACME's
team found it increasingly challenging to keep up with the deluge of software updates and security patches
across all client environments. Their technicians were spending hours every week manually checking for
patches, testing updates, and deploying them client by client. Important security patches sometimes took
weeks to roll out everywhere, and on a few occasions, vulnerabilities slipped through the cracks — resulting in
rushed emergency updates to avoid potential breaches. The MSP’s leadership knew that to continue scaling
and to protect their slim margins, they needed a more efficient way to handle vulnerability and patch
management.

SOLUTION IMPLEMENTATION
ACME MSP adopted Vicarius vRx to overhaul their patching and vulnerability workflow. After a smooth

deployment of vRx's agents across client systems, the MSP consolidated all vulnerability scanning and patch

management into this single platform. Their daily workflow dramatically improved:

Morning Dashboard Review: Each morning, ACME's security admin opens the vRx dashboard and
sees a unified view of all clients’ security postures. Instead of juggling separate scanners and
spreadsheets, they now get a clear list of newly discovered vulnerabilities across all managed
assets, already prioritized by risk level. For example, if a critical Microsoft Windows flaw is detected
on 200 machines across 10 clients, it appears at the top of the priority list with details on severity

and any known active exploits.

One-Click Remediation Actions: Using VRx, the admin selects the high-risk Windows flaw and with a
few clicks schedules a patch deployment to all 200 affected machines — all within the vRx platform.
They choose a policy to install the patches after business hours for each respective client to avoid
disruption. Formerly, this coordination would have involved writing a complex script in the RMM or
manually kicking off updates per client. Now it's centralized and consistent. The platform’s multi-
tenant scope means the admin can execute this across all clients in one go, but still be assured that
each client’s environment is isolated during the process.
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Automatic and Reliable Patching: That night, vRx automatically executes the patch jobs. It not only
deploys the updates but also monitors their success. By the next day, ACME team receives reports
indicating the patch success rate. Let's say 98% of those 200 machines patched successfully, while
a few had issues (perhaps a device was offline). The system flags the few failures so the team can
follow up. Compared to their old process, where they might not even know if every machine got the
update without manually checking, this is a revelation. The reliability is higher; one user of vRx
noted, “I've never seen a patch that failed or had to be rolled back. We're saving quite a bit of time”
with this tool.

Handling Zero-Day Threats: A week later, news breaks of a zero-day vulnerability in a popular web
browser. In the past, ACME's CISO and team would scramble: the vendor hasn't issued a patch yet,
but the clock is ticking on potential exploits. With Vicarius, they activate Patchless Protection for
that browser across all client devices with a simple policy change. This essentially “virtually patches”
the flaw by locking down the browser's vulnerable operations in memory . The MSP then
communicates to clients that they have proactively shielded them from the new threat. When the
official patch arrives days later, ACME uses vRx to deploy it broadly. Throughout this drama, none of
their clients suffered compromise, a fact the CISO later highlights in quarterly business reviews as

a win for the MSP's security program.

Reporting and Value Demonstration: At month's end, ACME MSP generates vulnerability and patch
reports via vRx for each client. These reports show metrics like how many vulnerabilities were
detected and remediated, average time to patch critical issues, and the security baseline
improvement over the month. ACME's account managers present these to clients not only to prove
they are keeping the client safe, but also to quantify the value of the MSP’s work. One client notices
that “95% of our systems are now patched within 48 hours of a critical update release” whereas
before it used to take weeks, a testament to the MSP’s improved efficiency. This helps ACME
reinforce with their clients why their partnership is valuable.

RESULTS

In the months following the Vicarius implementation, ACME MSP saw major operational gains. The patch

management process that once consumed countless hours is largely automated, as reflected in outcomes

reported by other Vicarius users (e.g. third-party patching efficiency improved by 80% in one case) . ACME's

technicians can now manage more clients without an increase in overtime or burnout, directly contributing to

the MSP's scalability. In fact, analysis showed that each technician was able to handle about 20% more

endpoints on average, thanks to time saved on vulnerability management. This allowed ACME to take on

several new client contracts in the quarter without immediately needing to hire additional staff, clearly

boosting their revenue per employee.

@ vicarius info@vicarius.io @



Moreover, the MSP's CISO noted a reduction in open critical vulnerabilities across their client base by over
60% since deploying VRx, meaning risks are being mitigated faster than ever. There were also soft benefits:
technicians reported higher morale because they spent less time on repetitive patch chores and more on
interesting project work. Clients expressed greater confidence in ACME's services, seeing the MSP be so
responsive and proactive on security issues. One CIO of a client firm remarked that the monthly security
report “finally gives us visibility into IT security health, and it's reassuring to see nearly everything is up-to-
date. We no longer have to chase the MSP about patch status; they have it under control.” This kind of trust is

invaluable for client retention.

BUSINESS VALUE

The ACME case demonstrates how leveraging Vicarius VRx can deliver both operational and business value to
an MSP. Operationally, it drives efficiency (automation, less manual effort, faster remediation) and
effectiveness (better security outcomes). In business terms, those operational improvements translate into
higher profit margins (labor savings), capacity for growth (serving more clients with the same team), and
improved client satisfaction (leading to renewals and referrals). Essentially, the MSP was able to scale its

service quality and quantity at the same time, a recipe for a thriving managed services business.

The Road Ahead for MSPs and Security Automation

MSPs today stand at the intersection of business and technology, tasked with keeping their clients’ IT running
securely while also running a profitable enterprise themselves. Understanding the nuances of the MSP
business model, from recurring revenue streams and margin management to the daily grind of technicians
and the oversight of security executives, is crucial for anyone looking to serve or succeed in this space. The
pressure to do more with less is ever-present: more security threats to handle, more client devices to

manage, yet limited time and resources.

This is where smart investments in technology play a transformative role. A platform like Vicarius vRx
exemplifies the kind of solution that aligns with MSPs' dual objectives of improving service delivery and
protecting the bottom line. By automating vulnerability management and patching, providing multi-tenant
efficiencies, and equipping MSP teams with tools to respond faster to threats, such solutions allow MSPs to
elevate their service without breaking the bank or burning out their staff. The result is a win-win: clients get

better protection and value, while the MSP strengthens its reputation, profitability, and capacity to grow.

MSPs serving SMBs to enterprise clients alike, the message is clear, the future belongs to those who embrace
efficiency and security at scale. Whether you're an MSP executive aiming to boost margins and growth, a
CISO focused on safeguarding a sprawling client base, or an admin on the frontlines craving relief from
patching nightmares, leveraging modern vulnerability management and automation will be key to reaching
your goals. In the ever-evolving IT services landscape, adopting the right tools and strategies not only sets
you apart from the competition but also ensures you can deliver the resilient, scalable, and secure services
that today's clients demand. And as we've seen, when done right, everyone from the MSP to the end-

customer stands to benefit.
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