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Purpose

• Provide insight into how you can use our Business Management 
products to optimize your processes and improve your client 
experience in your cybersecurity business

• Share real life experiences to help you on your journey

• Offer suggestions on where to start and templates to get you going 
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James Riley
• Founder and CEO – JNR Networks

• Engineering CEO

• 30 Years in IT

• CW Systems Consultant to MSPs

• CW Partner for 13+ years

• CW Stack: Manage, Sell, Automate, Control

• james@jnrnet.com

• Facebook.com/rileyjd

• Linkedin/in/jnrjamesriley

mailto:james@jnrnet.com


• ConnectWise colleague for over 17 years

• Current role: Vice President of Product 
Management, Business Management products

• Industry honors: CRN Channel Chief (2015), 
selection as one of CRN's Women of the Channel 
(2017, 2018, 2020) and inclusion on the 
MSPMentor 250 list (2014)

• MBA (University of South Florida)

April Taylor 
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Why standardize?
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Importance of standardization

• Business benefits
• Increased productivity and customer satisfaction

• Decreased ambiguity

• Critical to your cybersecurity business, especially with the constant 
changes

• Need to innovate and ensure your processes are evolving as changes 
happen

How do you make standardization a part of your business?
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Part of your culture

• Standards & innovation are connected

• Once your team realizes the impact,  they 
will become champions of standardization

• Colleagues are empowered and are the 
voice for change in standards
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Impact

90% of proposals convert just 
based on Order Porter 

Average time to work on a 
new ticket is under 5 minutes

6 months to ramp up a new 
tech 
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Integrity in your process
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Integrity is a part of our culture
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Integrity between systems
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Ensure integrity between

SALES SERVICE BILLING
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Starts in CPQ

• Remove friction for the client

• Create the detail in the proposal to push to a project  

• Leverage tabs in the quote to bucketize the project work
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Quote – Inside (1/3)
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Quote – Order Porter Web (2/3)
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Quote – Order Porter PDF (3/3)
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CPQ Tips

• Create cybersecurity quote templates for consistent proposals
• Ensure your product catalog is setup correctly in ConnectWise PSA™

• Develop good product descriptions to make it easy for client to understand

• Same easy transition to onboarding
• Create different agreements based on the cybersecurity offering purchased (ex. 

incident response, monthly security agreement, etc.)

• Ensure you consistently have the appropriate detail and verbiage for 
security with the right messaging
• Help your sales team deliver what is needed, legally

• Ensure it is there every time with templates
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Projects

• CPQ scopes to pay it forward to projects
• Project matches quote which matches invoice
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Project Work Plan (1/2)
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Project Products (2/2)
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Projects Tips

• Transition from sales to 
onboarding smoothly

• Create project templates for 
onboarding and incident response 
to ensure consistent processes 
across your team

• Check out our templates in the 
Partner Exchange
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Ongoing Support

• Same team for ConnectWise Help Desk Services™ and security 

• Tip: Be cautious when creating new service boards

• Hot ticket: Some is always on the ticket
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Ongoing Support Tips

• Setup right at the beginning = better analytics in the long run

• Categorize your tickets with types, subtypes & items (check out the 
service types examples spreadsheet in the University.  Link on next page)

• Service ticket templates can be auto-applied with key content for that 
ticket



#ITNation

Type, Subtype, and Item Examples
Not sure where to start? We’ve got you covered:

https://university.connectwise.com/University/content/User_Document
s/ServiceTypeExamples.xlsx

https://university.connectwise.com/University/content/User_Documents/ServiceTypeExamples.xlsx
https://university.connectwise.com/University/content/User_Documents/ServiceTypeExamples.xlsx
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Ongoing Support Tips

Check out the Security Alerts service board and the change 
Management service board 
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Documentation Tips
• Create efficiencies by 

ensuring your team 
follows consistent 
processes

• Develop your standard 
operating procedures 
(SOPs)

• ITBoost is here to help 
with SOPs AND 
templates to get you 
going
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Billing

• Consistent information from proposal to project to billing

• Reduces questions and time to get paid
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Billing
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Create invoice
in ConnectWise PSA

Email Invoice from 
ConnectWise PSA 
with Pay Now Link

Automate surcharges with 
fee-free options

Easily and dynamically charge 
the cost of the surcharge 

(with separate invoice created 
automatically).

Get paid faster with 
WisePay for PSA

Automatic Invoice 
Notifications
Set up custom event 
notifications inside of Wise-
Pay

Invoice Marked Paid in 
ConnectWise PSA

*WisePay for PSA available in Canada, USA, New Zealand and Australia
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Business Management Packages

Essentials

Pro

Premium

Streamline your business with ConnectWise PSA, BrightGauge, and 
WisePay for PSA

Standardize your business with ConnectWise PSA, BrightGauge, WisePay 
for PSA, SmileBack, and ITBoost (plus 2 hours of virtual consulting per 
month!)

Operationalize your business with ConnectWise PSA, ConnectWise CPQ, 
BrightGauge, WisePay for PSA, SmileBack, and ITBoost (plus 4 hours of 
virtual consulting per month!)

Contact your account manager today!

*WisePay for PSA available in Canada, USA, New Zealand and Australia
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Security Services Solution Set
Solution sets are collections of pre-configured 
assets that can be imported directly into 
ConnectWise PSA.
Assets can and should be customized after 
importing to match the partner’s specific needs.
This solution set empowers partners with:
• Standardized incident response plan.
• Detailed onboarding process for new 

customers.
• Central location to capture and classify 

security alerts from various cybersecurity 
tools.

• And more!
Import in templates: PSA desktop client to access Marketplace > Partner 
Exchange
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Takeaway

• Standardization and innovation are connected. Once your team 
realizes the impact, they will become champions of standardization.

• Identify opportunities to standardize your process and pick one to 
start with.

• Look at the Partner Exchange for ideas of what is possible.
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