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1. Introduction

Implementing dedicated processes for your MSP business is the key to increasing profitability and
customer satisfaction. Without a proper framework in place, you cannot create repeatable or scalable
results using these processes.

Using the pricing models developed by truMethods™, we have created this step-by-step guide to assist
you in creating the contracts and billing automation in support of your business.
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2. Setting Up Roles

Roles are used by employees to classify the work time billed to customers.
e Each role has a defined default billing rate.
e Roles are applied when entering labor time on tickets or project tasks.
e Roles are assigned to employees.

e Employees who are assigned multiple roles can select any of their roles when working a task or
ticket.

e In Projects, the project manager can lock down the role when assigning a task to an employee.

e You can override role rates by creating a Time and Material Contract for a specific customer.
Based upon the three pricing methods (FFF, PFF, POC), there will be five defined roles:

e Helpdesk support

e Centralized services

e Network administration

e VClO

e Professional services

e Administration (This role comes as default in the system and is used when no billing is needed to
track time.)

1. GotoAdmin module > My Company > Finance > Roles.

2. Click on New to create your role(s).

Home S CRM  Finance  Projects  Reports  HR  Inventory  Admin New Ticket O @ & ichele [«

Q Search Roles

Role Name

ERET

Total Records: €) Views: | System Default e

Role Name. Description Billing Rate

Help Desk Support Help Desk Support $10000
Centralized Services Centralized Services $150.00

Network Administration Network Administra tion $175.00

BeE6}

Administration Day to day admin tasks s0.00

3. Fillin the required fields indicated by the *. You will see the role name when you add time.

4. Clickthe Save button

5.  When you click Save, you will then see an additional tab below where you can add the role to the
employees who can use this role in time entry. Click on Add.



Home  ServiceDesk  CRM  Finance  Projects  Reports  HR  Inventory  Admin New Ticket O @ % vcee [

ThHome | Manage Roles / Edit Role: vCIO

[+ s | = swemdrsinen J o cocie | % odee | S reesniw |

Role Name:* Description:* Billng Rate:*
veI0 w0 5250.00

status:

*E=n

[ espLovee Name EMARL ADGRESS. oErART

# service Dask

B imvencory

Select the employee(s) who can use the role and click on OK.

B Search and Select X

Records Found: G Show: | soitems € | < Page 1 of1 > >
[ userName FullName EmailAddress Branch Name
[] newsso NEWSS0 NEWSS0 newsso@bmsad2 onmicrosoft.com Headquarters
michele.eagle Michele Eagle michele eagle@bmsad2. onmicrosoft com Headquarters
r emp-withoutermail employee withouternail emp-withoutemail@bmsadZ onmicrosaoft.com Headquarters
[ eliernitril elie mitri eliemitri1@bmsad2.onmicrosoft.com Headquarters
[]  apiuser Api User apifkaseya.com Headquarters
EI meagle Michele Eagle michele eagle@kaseya.com Headquarters

6. Click on Save and Add New to create the rest of your roles and to assign to the appropriate
employees.

Moms  SeviceDesk  CAM  Frace  Prejects  Reputs  HR  Invemary

.
==

McraeExgle ke cagegtmest2 sumerosstL o




Home  ServiceDesk  CRM  Finance

THome / Manage Roles

Q Search Roles

Role Name

Projects  Reports  HR  lnventory  Admin

Description

Bl

Total Records: ()
Role Name

[£3 Professional Services
@ veio
@ Help Desk Suppert
@ Centralized Services
@ Network Administration
=3 Adeministration

Description
Professional Services - Projects
vCI0

Help Desk Support

Centralized Services

Network Administration

Day to day admin tasks

Billing Rate

§200,00
§250.00
£100.00
§150.00
§175.00

$0.00

Views:

o e

System Default

BeEEEA!

&) michele [
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3. Setting Up Work Types

The Work Type page maintains a list used to classify the work performed on tickets and tasks. You can
optionally specify a custom billing rate by work type that overrides the billing rate specified by a user's
selected role on a ticket or task.

e Work types are used for tracking and reporting purposes.
e  Work types assign the correct general ledger codes for your accounting system.

e You can create additional work types to apply a custom rate to labor time entries on a ticket.

1. Goto Admin module >My Company > Finance >Work Type.

Q Work Types

a
a
° it
o
-
a

o o sanhin | o cersencic [ 2 ppot -]

o Views: | ystem Defaut e o

ek T

]
60608

TIP: There are pre-built work types created for your use. Keep them as they are or rename them
to the recommended ones shown here:

e Onsite Support
e Remote Support
e Non-billable labor hours

e Non-supported user

2. Edit one of the existing work types or click on New.
3. Fillin required fields indicated by the *.

Work Type Name *

Description *

Status — Active or Inactive

Income Account — Select the correct income account for this work type based upon your accounting
system integration. If none is integrated, you can leave this blank.

Expense Account — Select the correct expense account for this work type based upon your
accounting system integration. If none is integrated, you can leave this blank.

Invoice

e Non-billable do not show on invoice. These will not present in Billing Review in Finance
module
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e Non-billable show on invoice. These will present in Billing Review in Finance module as 0.00
billing rate

o Billable. These will present in Billing Review in Finance module using correct role rate

Overtime Multiplier Rate - Multiplies the hourly billing rate for overtime. Defaults to 1.

TIP: Overtime is calculated based upon the employee entering the time and their shift hours. In
the Employee record you set their working hours. If the Allow Overtime Box is checked, the
system will then calculate overtime rates using their working hours.

Billing
e Use Role Rate - Billing uses the hourly rate specified for the role the user selects in a ticket

or task.

e Use Custom Rate - If selected, the Custom Rate field displays. Enter a custom hourly billing

rate for this work type.

L sewmena w ] ©_ cocc)

s Daserption: st
Ote Support 3
Exgensa Account Tasatie
= . oEme
Billing Info
neaice Ovortime Muliphr Rote Biting
[ s | o0 L vse s s |

4. Click on Save.

Rename and/or build your work types. When completed, you are ready to build your contracts.
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4. Setting Up Services

The Services page maintains a list of standard services as part of a recurring services contract. A flat fee is
specified for each type of device or service that is supported in your client’s environment. These services
are available in a drop-down list when building recurring services contracts using the Finance module >
Contracts page.

The services you offer are your “company way” truMethods™ and would differ from MSP to MSP. In our
example, we focus on the AISP and on having standard services across all customers. Our “company way”
includes anti-virus and backup services as part of the monthly fee for all example variations (FFF, PFF,
POC).

The AISP includes:
e Helpdesk support
e Centralized services
e Anti-virus deployment
e Backup upto 1 TBincluded

1. Goto Admin module >My Company > Finance > Services.

2. No services are pre-defined. You can export them from QuickBooks Online/Desktop and Xero or you
can build them. To create one manually, click on New.
= BMS Home  ServiceDesk ~ CRM  Finance  Projects  Reports  HR  Inventory  Admin New Ticket A @ % mcee [

@ Admin Dashboard #Home / Services

2 My Company Q Search Services

@ Business Process

Service Name Description

& HR

& crm

8 securty s Views:  System Default v e m

[8): Eioarve: Service Name Description Unit Price Unit Cost

[r4 Back-up and data recover - Add On Back-up and data recover $50.00 $0.00

Monthly Server Backup Maintenance and

@ Server Backup - Add On
Support

$125.00 $0.00

BEB}

@ Anti-Virus Support Per User - Add On Monthly Anti-Virus management per device $50.00 $0.00

All Inclusive Monthly Maintenance - Includes
service desk tickets ~ includes desktop
support - includes Anti-Virus Deployment and
support

@ Monthly Support Maintenance per user $110.00 $0.00

3. Fillin required fields indicated by the *.
Service Name *— Name of the service that is shown on contract and invoice (if desired).

Description *— Description is shown on contract and invoice. This description is the default and
modifiable on the contract to meet specific customer needs.

Unit Price® — Your retail price. This price can be modified in the contract but should be built here
as your default retail price.

Unit Cost *— This is for reporting purposes only but is a required field. If you have not calculated
your costs, leave them at 0.0.

Status — Active or Inactive

Category — In support of the sales automation, you can categorize your services to group them
together.
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Sub-Category — Sub-category for the sales automation dashboard.
Unit of Measure — Select the correct unit measure for the sales automation dashboard.
Income Account - Select general ledger account to record postings.

Expense Account - Select general ledger account to record postings.

Taxable — Taxable or Non Taxable

= BMS Home  ServiceDesk CRM  Finance  Projects  Reports  HR  Inventory  Admin

New Ticket A @ % wmcee B
@ Admin Dashboard #Home vices | New Services
5 sweand aidtien | © canci©) | x osse0) | O roresniw |
Service Name: * Unit Price:* Unit Cost:*
Monthly Support (FFF) $110.00 $0.00
Category. Sub-Category: Unit of Measure:
Managed Networking v v
Income Account Expense Account Status:
400 - Sales v v Ll Acive |
Description:* Taxable:
This description is what is shown on the invoice. This is the default language and can be modified when added to the contract to best meet the | vaxsie IO}
individual customers information.

Monthly Support includes the following on a per user basis
~ Support Tickets (Remote and Onsite Included)

- Deskiop Support

- Anth-Virus Installation and Support

4. Click on Save. Build all services required for recurring services billing and your customer contracts.
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5. Contacts — Bill By User (Contact)

The Bill By User (Contact) feature enables billing managers to bill accounts for recurring services by the
number of supported users. Managers can choose exactly which contacts are billable. The contacts billed
are detailed in Billing Review and can appear on the invoice.

Proration is automatically applied for recurring services, whether you bill at the beginning or the end of
the billing period. If a billable item is introduced in the middle of the period, a partial service charge is
applied. If a billable item is removed in the middle of the billing period, a service credit is applied in the
form of a negative partial charge.

For each contact that should be considered billable, you will need to enable its billing flag.
There are two methods:

e Batch Actions
e Individual Contacts

Update Via Batch Actions

1. Goto CRM >Contacts.

2. Search for the data and list of contacts you want to update. Select Batch Actions > All Pages (max
500).

£ Home / Contacts

Q, Search Contacts

Contact Mame Account Email
eagle

Phone Has Client Portal Access Receive Invoices

POC Location Active
v v

Current Page
Total Records: () 2 Views: f R
All Pages(maz 500) : | System Defauk

Contact Name Account Job Title Email Phane MFA Referral

Eagle Consulting Home

rs Son1 Owner
Impravement

sonlowner@eaglehomeimpnotreal.com 415-694-5700

Eagle Consulting Home:

#  TwoOwner
Improvement

twoowner@eaglehomeimpnotreal.com 415-694-5700

Eagle Consulting Home

#  OneOwner
Improvement

coneowner @eaglehomeimpnotreal.com 4156745700

g Michele Eagle Michele Eagle michele.eagle@kaseya.com 415-694-5700

3. The next screen shown is the confirmation screen where you select the contacts you want to be
updated. Check the contacts desired or click the top box to select all and click Next Step.
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& Home / Batch Contacts / Batch Contact Actions

Bulk Operation

Choose Contacts Choose Operation Operation Details Confirmation
Previous Step Next Step

Choose Contact(s) you want to perform action on.

CONTACT NAME ACCOUNT J08 TITLE EMAL

O PHONE [
Eagle Consulting Home

One Owner oneowner@eaglehomelmpnotreal com 4156745700
Improvement

O Michele Eagle Michele Eagle michele.eagle@kaseya.com 415-694-5700

4. Select Update Contacts and click Next Step.

& Home / BatchContacts / Batch Contact Actions

Bulk Operation

Choose Contacts Choose Operation Operation Details Confirmation
Previous Step Next Step

Choose the action you wish to perform on the selected Contact(s).

® Update Contacts Update Fields of one or muttiple contacts

Delete Contacts Delete one or more of the selected contacts

5. Update the following fields and click Next Step.
e Change Bill By Contact to Yes
o Change Billable Effective Date: Change Billable Date is the date that billing should begin. For

dates that occur in the middle of the billing period, the system will prorate the account
automatically.

@ Home / Batch Contacts / Batch Contact Actions

Bulk Operation

Choose Contacts Choose Operation Operation Details Confirmation

Choose the bulk action(s) you wish to perform on the selected Contact(s).

Enable Client Portal Access: Change External Auth Type: Change Security Role:

v v v
Disable MFA: Change Receive Invocies: Change Point of Contact:

v v v
Change Active Status: Change Bill By Contact: Change Billable Effective Date:

v Yes v 040172022

10
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6. Confirm you want to continue to run the job. Click Confirm.

& Home / BatchContacts / Batch Contact Actions

Bulk Operation

Choose Contacts Chogse Operation Gperation Details

Updated Fields

Field Name Field Action Field Value
Billable Change To Yes
Effective Date Change To 04/01/2022

Chosen Contact(s) to perform action on.

CONTACTMAME  ACCOUNT ISBILABLE  BILLABLE EFFECTIVEDATE Poc RECEIVE INVDIGES HAS GLIENT PORTAL ACGESS EXTERNAL AUTHTYPE SECURITY ROLE

acTive ra
Eagle Consulting Home

Son1 Owi 04/01/2022

ont Guner Improvemeant [~ [~ il

Eagle Consulting Home

Two Ouner 04/01/2022
Improvement = [~
Eagle Consulting Home

One Owner v~ | [ve: | 04/01/2022

Improverment

BELIHER

7. The job runs and you will receive a completed status where you can then review logs by clicking on
Show Transaction Logs. Once reviewed, you can close the screen by clicking on Acknowledge.

Bulk Operation

+ (Job#17347776) - Your requested job was completed. Please check the logs for more information.

| Show Transaction Logs |

£ Home | Batch Contacts / Batch Contact Actions

Bulk Operation

+ (Job#17347208) - Your requested job was completed. Please check the logs for more information

Acknowledge
Date/Time Message

(Job#17347203) - Job transaction logs.
11:04:48 AM Contact One Owner was successfully updated.
11:04:48 AM Contact Two Owner was successfully updated.
11:04:48 AM Contact Son1 Owner was successfully updated.

11
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Update Individual Contacts

1. Goto CRM >Contacts.
2. Search for the contact name and edit that contact.
3. Contact Info Tab: Update the following two fields:

e Update Bill By Contact: Click on Enable and the Billing Effective Date pop-up will appear. Billing
Effective Date is the date that billing should begin. For dates that occur in the middle of the billing
period, the system will prorate the account automatically. Update the date and click on Save.

m_
First Name:* Middle Name:
John 6]
Last Name: Job Title:
Doe
Account¥ Location*
HealthCare Central v Main v
Status: [[ETY Created On:
04/13/2022 02:47 PM
Azure AD Domain: RillBwContact:
Receive Invoices: iing ve Date:
[ ves JU
Paint of Contact:
[ ves U
B Add/Edit b4

# Enable Bill By Contact

Billing Effective Date: *
04/01/2022| m

@ Cancel (C)

Once your services are built and your contacts are marked as billable, you are ready to create your
contracts.

12



Kaseya BMS: Billing Setup Guide — Best Practices

6. Building Contracts

In this section, you will see how contracts are built based upon the three pricing models identified above
(FFF, PFF and POC). The way you differentiate among the three types of pricing is by using exclusions.

The Contracts page registers billing agreements between you and your clients. The selected contract
type determines how billing is processed. There are five contract types.

e Time and Material - The customer is charged for all of hours of work performed, any direct
expenses incurred, and all materials purchased to support the resolution of tickets and the
completion of projects. Time entered on tickets and tasks generate billable amounts for labor on
invoices. The role assigned on a labor time entry determines the rate charged for that labor.
Default rates for roles can be adjusted on a per contract basis.

e Recurring Services - Services are billed on a contract length, weekly, monthly, quarterly, or yearly
basis.

o Fixed Price - A fixed priced contract is not subject to any adjustment on the basis of the provider’s
cost experience in performing the contract. A fixed price contract is typically tied to a single
project. In many contracts, the fixed price is divided into smaller milestone payments.

e Retainer by Amount - The total price of the contract is prepaid. Clients schedule services when
needed. Billings decrement the contract amount purchased based upon hours worked and the
role/work type (rate) applied. It does not decrement product or employees expenses from the
prepaid amount.

e Retainer by Hours - Hours of service are prepaid. Clients schedule services when needed. Labor
time entries decrement the retainer hours purchased. The total price of contract is calculated by
multiplying the number of contract hours purchased by an average rate.

Additional guidelines:

e A customer can have multiple contracts.

e You can pick a default contract for service tickets for a client, thus eliminating the guess work if
something is covered or not.

e You can link a service level agreement (SLA) to a contract.

13
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Scenario 1 - FFF (Full Fixed Fee)

In this scenario, we add an exclusion for professional services hours. Any service desk ticket or project that
includes hours with a role of professional services will be billable.

1. Goto Finance module >Contracts.

Home  ServiceDesk  CRM Projects  Reports MR lnventory  Admin New Ticket A @ HSwue B
@Hor
Q Search Account Contracts@®
ontract Contract Typ
v
Start Date End Date n b
From: ® To -] From: B To ®
a ntract N Biling Cy:
v v
Total Records: ) Views:  System Defoul vem
Contract Reference Default
» Account Contract Contract Type  From To SLA Nor Billing Cycle Contract Price Status.
Compass Compass Health  Recurring
z 4 ) 12731 Monthi 1
Conts Health Systems il by User Services 0m/2022 2002 onthly his.o [owe s’
Novant Monthly MSP Help  Recurring
Z Cont3 Healtare Desk Pt 10/01/2021 09/30/2025 Monthly $5400.00  ves | =
Monthly MSP
7 com2 s +Server BAcuTRY 10/0172021 09/30/2024 Monthly $5375.00 [ ves | [ Acove |
Partners Services
Backup+Anti-Virus
Acme Monthly MSP Recurring
z
Cont1 ardae e | St Btk pivay 10/01/2021 09/30/2023 Monthly $1,825.00  vos | =
2. Click on New and select Recurring Services.
Home  ServiceDesk CRM  Finance  Projects  Reports  HR  Inventory  Admin New Ticket L @ 6 Michele n
B Home | Contracts
Q Search Account Contracts@
Contract Account Contract Type
v
Reference M
m T ® m| To ®
8ifing Cycie
v v
ZicaandMaisals
Recurring Services Vi System Default ve o
Fxed Price P
Retainer By Amount  Jer  Account Contract ContractType  From T SLA “:.nb:“ Billing Cycle Contract Price  Default Contract ~ Status
Retainer By Hours
, . Compass Health __ Compass Health Bll _ Recurring . N _— - — v

3. Fillin required fields indicated by the *.

Contract Information Tab

Contract Number - Only displays when editing a contract.
Contract Name *

Account *

Start Date *

End Date * - End date is required. If you do not have a specific end date, set this date to
something in the future where you know it’s not a true end date and one that will remind you
to review in the future for price changes.

SLA - A contract associated with an SLA overrides the default SLA when the ticket is linked to
the contract.

Reference Number

14
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Billing Cycle * - Contract Length, Weekly, Monthly, Quarterly, Yearly
Issue Invoice on * — Beginning of Billing Cycle, End of Billing Cycle

Default Contract for Service Desk — Yes or No — If default is set to Yes, the contract will
automatically attach to Service Desk ticket for appropriate billing.

Billing Periods based on Calendar Year — Yes or No— For example, if you want to start a
contract mid-month and pro-rate then you can select Yes. (I am using the calendar dates for
billing). If you want a contract to start mid-month and have mid-month billing dates, you
should set that to No.

TIP: Billing entries are not generated for hours reported on tickets and tasks linked to a recurring
service contract except for exclusions. To prevent generating billing lines for labor hours
independently, set the Default Contract option to Yes for that contract. When a new ticket or task
is created, the default contract is linked to the ticket or task automatically.

Contract Description Tab

Enter contract description if desired.

The contract header would look like this:

Home  SeviceDesk  CRM  Finance  Projects  Reports  HR  Iventory  Admin New Ticket

@ Finance Dashbosed @ Home | Contracts / New Contract

& comnen L
& st s consact o [

O siling)
Contract Name: *

Monthiy Managed Services - FFF

Account* Start Datert End Datact
Eagle Consulting Home Improvernent v 040172022 ® 12172023 ]
1 Payments s Billing Cycler Iasua Invoice or;
8 ursemants
Reference Number: Default Contract for Service Desk: Billing Pericds based on Calendar Year: @
$ v Bils LY ves | LY ves |
2 x
L QuickBooks Custom Fields:

No Records Found

4. Click on Save. Once saved, the contract details are presented in the second half of the screen.

Home  ServiceDesk  CRM  Finance  Projects Reports ~ HR  Inventory  Admin New Ticket O @ %) michele ﬂ

@ Finance Dashboard & Home / Contracts / Edit Contract: Monthly Managed Services - FFF [

< e ] o omeo ] x e ] o s ] e o] =
e YL S Conuract Description

13 Billing Review

Contract Number Contract Name: [ NTey *
Cont s Monthly Managed Services - FFF
Account* Start Date:* End Date*
Eagle Consulting Home Improvement v 04/01/2022 2] 12/31/2023 m
SLA Billing Cycle:* Issue Invoice on:
& Reimbusomerts Company Standard SLA v Monthiy v Beginning of Biling Cycle v
Reference Number: Default Contract for Service Desk: Billing Periods based on Calendar Year: @
S Vendor Bills ] O]
& Xero
2 QuickBooks v P ECUN  contract History  Exclusions  CustomFields  Attachments (0 Notifications

Contract Billing Price: *

$0.00
[ soecenae oEscapTION esvECTVEOATE NS DA U CoST unTcosT TOTAL COST  DESRULY NI PRICE uneRace ToTaL pRcE SoT oRvER:

15
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5. In the Billing Information Tab, click on Add.

6. The Add Service pop-up window is presented. This is where you add your billing items into your

contract based upon the name of the service and in our example the automated billing.

Add Service

Setup automated billing for this service

None

Service Info

Service *

Effective Date *

04/01/2022

Description *

Rilline Infn

‘Service Name *

Sort Order *

ar

ceneel “

Click in the Setup automated billing for this service* box. You will see several methods for automated

unit billing.

Select Contact Count. For information on how to configure Bill By User, refer to this KB article:
https://helpdesk.kaseya.com/hc/en-gb/articles/360010696337-Bill-By-User.

Add Service

Setup automated billing for this service *

None

» Mone

RMM Agent Count
® Contact Count
@ Device Count

® T Glue Flexible Assets

New

When contact count is selected, you will then be able to select a location. If it is left blank, this will

bring in contact counts for ALL locations for this account. In our example, we are leaving blank to

bring in all contacts from all locations. (We bill the same for everyone in all locations.)

16
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Location

Cantact Count Filter & < Update Unis

ttttttttttttt

04/01/2022

Click on Update Units. This will pull in the counts as of now. Once contract is activated, the system

will increase/decrease unit count and pro-rate the amount +/- each day.

Fill out the rest of the fields:

Service Info

Service * - Service name you build in Admin module > Finance > Services.
Service Name * — Description of service.

Effective Date *

Sort Order * - How you want presented on the invoice.

Description * - Description built in Admin module > Finance > Services that can be modified
to be specific to each account.

Billing Info

When completed, it will look like this (1 line item added. See picture below). Continue to add all your

Units — This will be pulled in based upon our billable contact count.
Original Unit Cost — Cost created in the Admin module > Finance > Services.

Unit Cost * - Default is the cost created in the Admin module > Finance > Services but can
be modified.

Total Cost — Calculated.
Original Unit Price — Price created in the Admin module > Finance > Services.

Unit Price * - Default is the price created in the Admin module > Finance > Services but can
be modified.

Total Price — Calculated.

recurring services and go to the next step when completed.
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Home Service Dask  [GRM Finance  Projects Reports  HR Inventory  Admin New Ticket O @ %) michele n

4 Finance Dashbosrd @tome | Contracts / Edit Contract: Monthly Managed Services - FFF [
8 carncs ERETTN =D | —

L p—

Contract Information  [ESUENERa AT

a
Contract Number+

Contract Name: [Ty
Billing Cont 5 Monthly Managed Services - FFF
Account* Start Date* End Date:*
Eagle Consulting Home Improvement v o4mr2022 m 1273172023 m
P SLA Billing Cycle:* Issue Invoice on:
& s Company Standard SLA v Monthly v Beginning of Billing Cycle v
Reference Number: Default Contract for Service Desk: Billing Periods based on Calendar Year: @
Voror Bils o v ]
2 Yo
2 quickBosks CIECTUUSt I Contract History  Exclusions  Custom Fields o e
Contract Billing Price: =
$0.00
[0 x| o ouee ]
sennce nane oscaeTON eFvEcTvE DaTE TS DEmuT T cosT wercosT TOTALCOST  DEFALATUNIT PRCE e o prcE souT aRveR

7. Click on Exclusions Tab.

Billing Infermation Contract History I Exclusions Custom Fields Attachments (0 Netifications

Default Fallback Contract:

Excluded Roles

[] RoLENamE HOLE BESCRIPTION

Excluded Work Types

(] WORKTYPENAME WORK TYPE DESCRIPTION

Exclusions are used to define conditions in a contract. You can use this when you want to have a
specialized service and bill it out of the contract.

e When you add roles and work types under exclusions in a contract, entries using these types
will not be billed under this contract.

e You can choose to either define a fallback contract or leave it blank to use rates defined in
Admin > Finance > Roles. These items will show up to be posted under the billing review.

e The fallback contract can be any other type of contract. The Default Fallback Contract drop-
down will list all contracts for the account it is associated with.

e Exclusions will be applied when you are posting the hours in billing.
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To exclude a role (i.e. Professional Services), click on Add under the Excluded Roles Section. Select
Professional Services from the list and click on OK.

O search and Select
| Q Search Roles

= 0] x_cwaw [ @ seumn9 | o oesanio]

. Records FOllﬂdiO Show: | soiems & < Page 1 of1 >
EI Role Nama Description Billing Rate Active

I r Administration Day to day admin tasks 50.00 Iﬂ

L [l centralized Services Centralized Services $150.00 [ ve: |
r Help Desk Support Help Desk Support £100.00 Iﬂ
El Metwork Administration Network Administration $175.00 m
Professional Services Professional Services - Projects $200.00 [ ve: |
O | vcio veio $250.00 [ ves |

Once it is added, your exclusions tab will look like this:

Conirast Infarmatian

Contract Deseription

Cantract Number-s
Conts
Asoount*
Eaghe Consulling Horme Impravement
SLA
Company Standard SLA
Reference Number.

Custom Fiekds

Dafautt Fallback Contract

Excluded Roles

Professional Services

Excluded Work Types

| rvwe e

el = ———
Marhly Managed Services - FFF
Start Date: End Date*
v s ® 1
Billing Cycle:® Tssue Ivoice on:
v Monthly v Baginning of Biling Cycle
Default Contract for Service Desk: Biling Periods based on Calendar Year: @
*&@3 *

Attachments (8 Notifications.

Professional Services - rojects

8. Review contract and click on Activate.
happen.

Now, the contract is in effect. If it is not activated, nothing will
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Scenario 2 — PFF (Partial Fixed Fee)

In this scenario, we exclude Onsite Support & Professional Services hours. Any hours incurred for Onsite
Support and Professional Services in tickets will be billable based upon the exclusion.

Follow Steps 1 — 6 previously shown above in Scenario 1 — FFF (Full Fixed Fee) and then continue with the
below steps.

1. Click on Exclusions Tab.

Attachments (0 Notifications

Billing Information

Contract History

Default Fallback Contract

Excluded Roles

) sou e

Excluded Work Types

[ ] woRkTvPENAME

Stage 1
To exclude a role (i.e. Professional Services), click on Add under the Excluded Roles Section. Select

Professional Services from the list and click on OK.

O Search and Select x
Q Search Rales

| x 3 sy

Records Found: () Show: | siems w| € < Page 1 ofl > 3

>
g

[  Rale Name Description Billing Rate

[ | Administration Day to day admin tasks 5000

[ Gentralized Services Centralized Services $15000 [+~]

[ Help Desk Support Help Desk Support $10000 m

[ Network Administration Network Administration $175.00

Professional Services Professional Services - Projects $20000

O w0 weio $25000 [ v=]
Stage 2

We are also excluding a work type (Onsite Support) and will need to add that work type to our
exclusions. To exclude a work type, click on Add under the Excluded Work Types section. Select
Onsite Support from the list and click on OK.
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O Search and Select
Q Search Work Types

D Work Type Description

[[] Do Mot Bill nor Show On Inveice Do Not Bill

[J  Non-Billable Labor Hours Mon Billable Labor Hours
Onsite Support Onsite Labor Hours

D Remote Support Labor Hours

sOlterns W L3

Billable

< Page

Active

1 of1 > 3

Default

Once it is added, your exclusions tab will look like this:

Billing Information Contract History Exclusions Custom Fields Attachments (@ Notifications

Default Fallback Contract:

Excluded Roles

o i ] 0 s

[7] moLEMamE

HOLE DESCAIPTION
] Professional Services Professional Services - Projects
Excluded Work Types
(o s ] 0 ouse]
[] woRk rvpENAME WORKTYPE DESCRIPTION

[] onsite Support Onsite Labor Hours
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2. Review contract and click on Activate. Now, the contract is in effect. If it is not activated, nothing will

happen.

Contract Number

cont &

& Home / Contracts / Edit Contract: Monthly Managed Services (PFF) [Z2I¥3
v save(s) | © cancel(c) ] X Deleten) | © Refresh(R)

Cantract Informatien Contract Description

Contract Name: TR0y

Monthly Managed Services (PFF)

Contract Billing Price: =

— per user includes desktop support—
includes Anti-Virus
Deployment and support

Account* Start Date:* End Date:*
HealthCare Central v 04/01/2022 m 12/31/2023 m
sLA: Billing Cycle Issue Invoice on:
Company Standard SLA v Monthly v Beginning of Billing Cyele v
Reference Number: Detault Contract for Service Desk: Billing Periods based on Calendar Year: @
O ve: | L v |
Billing Information Contract History Exclusions CustomFields  Attachments (0 Notifications

$180.00
o s
0 SERVICE NAME DESCRTION EFFECTVEDATE UNTS  DEFAULT UNTT COST UNT E0sT TOTALCOST  DEFAULTUNITPRICE UNIT FRICE TOTALFRICE SORT ORDER
Al Inglusive Monthly
Maintenance - Includes
Monthly Support Maintenance  service desk tickets —
O v sappes 04/01/2022 2 $0.00 50.00 5000 $110.00 $90.00 $180.00 1

Scenario 3 — POC (Named Point of Contact)

In this scenario you only support designated contacts at your customers. Any hours incurred for Non-
Supported User, Onsite Support and Professional Services in tickets and projects will be billable based
upon the exclusion. The contract itself is similar to the PFF contract. The difference is that only contacts in
your Contacts list in the account will get service and you will be required to use another work type called

Non-Supported User.

This scenario requires you to pre-build all contacts that are supported and which have not set up email

domain on the account. When an email comes in from an unsupported contact, it will go into the

Unknown Ticket bucket for your review.

Follow Steps 1 — 6 previously shown above in Scenario 1 — FFF (Full Fixed Fee).
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Default Fallback Contract:

Excluded Roles

) nouname RoLE DESCRIPTION

Excluded Work Types

) wonkTvpeNaME wor TYPE DESCAIPTION

Stage 1

To exclude a role (i.e. Professional Services), click on Add under the Excluded Roles Section. Select
Professional Services from the list and click on OK.

O Search and Select
Q, Search Roles

x ccsty | 3 _sewn9) | & cewsernco ]

Records Found: )

[  Rale Name Description

[ Administration Day to day admin tasks

[ Centralized Services Centralized Services

[] | Help Desk Support Help Desk Support

[ Network Administration Netwark Administration
Professional Services Professional Services - Projects
O |voio vCIO

Show:

sohems v

€ <

Billing Rate

Page 1 of1 >

$0.00
$150.00
5100.00
§175.00
$200.00
$250.00

>
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Stage 2

We are also excluding two work types (Onsite Support and Non-Supported User) and will need to
add those work types to our exclusions. To exclude a work type, click on Add under the Excluded
Work Types section. Select Onsite Support and Non-Supported User from the list and click on OK.

O Search and Select x

Q Search Work Types v

x oo 0

Records Found: £) Show: | sowems v & < Page 1 ofl > >

D Work Type Description Billable Active Default
I:\ Do Net Bill nor Show On Invoice Do Not Bill m

[]  Non-Billable Labor Hours Non Billable Labor Hours [ ves |

Non-Supported User Non-Supported User m m

Onsite Support Onsite Laber Hours  ves | [ vas |

[]  Remote Support Labor Hours =3 [ ves | [ ves |

Once it is added, your Exclusions tab will look like this:

Default Fallback Contract:

Excluded Roles

(o sl o e

[ eowename AoLE pEsCRPTION

[ Professional Services Professional Services - Projects

Excluded Work Types

[ womkTvpENAME WORK TYPE DESCRIPTION

[]  onsite Support Onsite Labor Hours

[ NonSupported User Non-Supported User
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Review contract and click on Activate. Now, the contract is in effect. If it is not activated, nothing will
happen.
BMS Home Service Desk CRM Finance Projects Reports HR Inventory Admin New Ticket ﬂ @ ‘,;-“ ) Michele

@ Finance Dashboard &Home / Contracts / Edit Contract: Monthly Managed Recurring Services (POC) [EZIE]

PR CET ERE

4 Billing Automation

Contract Information Contract Description

13 Billing Review

Contract Number:* Contract Name: [[EEFF Ty *

@ Billing Cont_7 Monthly Managed Recurring Services (POC)

Account* Start Date:* End Date:*
$ Involces

Berkshire Bank v 04/01/2022 12/31/2023

(0] Gy SLA: Billing Cycle* Issue Invoice on:
=) g Company Standard SLA v Monthly v Beginning of Billing Cycle v

Reference Number: Default Contract for Service Desk: Billing Perieds based on Calendar Year: @
$ Vendor Bills B Ve o v |
2. xero
2. QuickBooks Billing Information Contract History Exclusions Custom Fields Attachments (@ Notifications

Contract Billing Price: *
$0.00

© Add | ©  Delete

— EFFECTIVE DEFAULT UNIT DEFAULT UNIT
SERVIGE NAME DESGRIPTION NS UNTGOST  TOTAL GOST UNITPRIGE  TOTALPRIGE  SORT ORDER
— DATE cosT PRICE
All Inclusive Monithly
Maintenance ~
Includes service desk
Monthly Support tickets - includes
= v suee 04/22/2022 0 $0.00 $0.00 $0.00 $110.00 $60.00 $0.00 1

Maintenance per user ~ desktop support -
includes Anti-Virus
a

TIP: If a contact is unsupported and sends an email, that email goes into an unknown ticket. Based
upon your agreement with the customer, do you support the customer and then bill for the work
or do you send a notification? You would handle the situation depending on your agreement.

RECOMMENDATION: Have a default contact that is supported in this account, then attach it to
the ticket and add the person who emailed as a CC on the ticket. A CC on a ticket does not have to
be built as a contact but can receive notifications. Using workflow, send the email. Then, based
upon the response, bill for that contact or bill for the time on the ticket. If you are billing for the
time on the ticket, use the Non-Supported User work type.
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7. Billing Automation

You will have two billing automation jobs with the above billing scenarios - one job to run your recurring
services and one job to run your billable labor hours and any other product or employee billable expenses.

Prior to building your automation jobs, create your invoice template.

Creating Invoice Email Template

The emails you create and send to customers or employees are based on standard templates you maintain
using the Email Templates page. Email templates are classified by the module they apply to.

Email template examples include:

e Service Desk - Sending communications based on ticket creation, assignment, status changes,
requests for information and closure

e CRM - Sending quotations to prospects or customers

e HR - Welcoming new employees to logon for the first time.
e Inventory - Sending a purchase order to suppliers

e Finance - Sending invoice to your customers

e Client Portal - Sending new client portal user and reset client portal user password emails to
your customers.

Editable Header Fields

Email Template Name * - The name of the email template.
Description * - A longer description of the email template.
Module * - The module using this email template.

Status - If Active, this email template can be used.

Editable Email Template Details

From * - Defaults from the Admin > My Company > Company Settings > General > Business Email field.
CC - Additional recipients to copy.

BCC - Additional recipients to blind copy.

Subject * - The subject of the message.

Content * - The body text of the message.

Fields - Insert your cursor anywhere in the body text area of your message, then click any field listed in
the Fields list. A field placeholder will be inserted into the body text. When a message is sent, these field
placeholders are resolved to specific values. The list of fields available to select is based on the module
you select in the Module field in the header.

1. Go to Admin module >Business Process > Email Templates.
2. Click on New.
26



Kaseya BMS: Billing Setup Guide — Best Practices

= BMS Home  ServiceDesk CRM  Finance  Projects  Reports  HR Inumory New Ticket A ® % wcee

@ Admin Dashboard 2Home / Email Templates

© My Company Q Search Email Templates

@ Business Process -
om—

Total Records: )

Views:  ystem Defautt vem
Name Module Active
@ Invoice Email Template Invoice [ ves |
7 Manual Notification of New Note Ticket Note =
@ Notify Technician new note was added Service Desk.  Yes |
7 Notify Client When Ticket Note Is Created Service Desk  Yes |
rd Notify Client Ticket Closed Service Desk =2
Notify Client when response is Needed Service Desk [ ves |
@ Ticket Created Notify Resources Service Desk  Yes |
@ Ticket Created Notify Client Service Desk =

ServiceDesk  CRM  Finance  Projects  Reports MR Inventory  Admin New Ticket L ® % michee [

@ Asmi ard 2Home / Email Templates / Edit Email Templates: Invoice Email Template

Py — ERCT ERETT
@ Business Process v Email Template info

e Email Template Name: * Description: Module:*
Invoice Email Template Invoice v
Status:
L] e |
& HR
~ Email Template Details
& cm
Email Display Name: From:* €C: use semicolon to separate emails
a MSP Billing msp@kaseya.com
Subject* @ BCC: use semicolon to separate emails
Invoice # for services 1o [%invoice To%]
# Suvica Dask Content Fields:
] ZiE|AY Ov|Tmes v S|Wves Client Name
[p— Ol 1 u|=iE|ATO v Contace
Oue Date
_ Hi [%First Name®] [5Last Names, First Name
Q Legs
Attached to this email I ] for [%Totals). Grand Tgla‘
1nvoice Date
& impons Thank you for being a valued customer Invoice From
invoice Number
M ine. Invoice To
billng@mspmsp.com Last Name
Notes
Payment Due
PO Number
Status
Tax
Total
Customer Survey:
v
@ L @ provw « ZEZ

4. Click on Save.

Now that your email template has been created, you can now create your billing automation jobs.

Billing Automation Job One — Recurring Services

You should bill monthly managed recurring services in advance and the below scenarios reflect that billing
practice.

The most important areas of billing automation are Billable Date Range and the Job Schedule Date/Time.

These two settings work together to pull in the data for the invoice. If this selection is wrong, it will result in
the wrong data or no data being pulled into the invoice.
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1. Goto Finance module > Billing Automation. Click on the New button.

G Home / Billing Automation / New Billing Automation

s J & concaiic) | xveeen) | S retesniw | > munnowa |

2.

© Job Information

Narme: * Action Type:* Billing Type:*
Monthly Recurring - Include Pro-rations Generate Invoice v Recurring Services v
Template Type: Send Invoice To Customer Status:
@ ==3 *E3- LY Acive [
Invoice Template: Email Template: Generate Invoice By Project:
Detailed Invoice Without Employees v Invoice Email Template v Ol
Q Filters
Bill Zero Value ltems: Department: Time Sheet Status:
v v v
Expense Sheet Status Work Type: Role:
v v v
Expense Type: Tickets/Projects: Ticket Status
v v v
Project Status: Task Status Reimbursable:
v v v
Account Class:
None v
) Billable ltems Date Range
From Date:* R S o1 s teral | =
Month Before v Job Schedule Date
Tobater (et sttt dom seret g =
Month of w JobSchedule Date

Fill out the header as shown above. Click Save. Once saved, the detail section tabs at the bottom

will appear.

Job Schedule Contracts

Enable Scheduler:

CJ ve: |
Recurrence:

Repeats: Mortthly

Repeat every: 1 month(s)
Repeat on:

O Day 1

®The First v

Netifications Logs

~ of the month

Day ~ of the month

Time:

Time:*

05:00 AM

Job Schedule Tab

This job would run on the first day of the month bringing in the pro-rated Recurring Services
transactions incurred during previous month and this month’s contractual billing based upon the date
range criteria shown above.

Job Schedule Contracts

Enable Scheduler:

O ves

Recurrence:

Repeats: Monthly ~

Repeat every: 1 month(s)
Repeat on:

O Day 1

®The First ~

Notifications Logs

~ of the month

Day ~ of the month

Time:
Time:*

05:00 AM
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3. Contracts Tab (Applies to all billing automation jobs)
Include all contracts.

You can specify contracts, but you have to remember to update each time you add a new contract
(not recommended).

Job Schedule Contracts Netifications Logs
Include
b sa comraes
"] accounr conTRACT NUMBER contRaCT nAuE conTmacTTVPE staoare o oare

4. Notifications Tab (Applies to all billing automation jobs)

Add your email address. Press Enter after each address if more than one is included. Not
recommended to set up notifications as the logs will show you all details but is available to
you.

Job Schedule Contracts Notifications Logs

Notified Email(s) On Success: @ Notified Email(s) On Failure: &

5. Logs Tab

Every time a job runs a detailed log is shown providing the details of all invoices created.

Billing Automation Job Two — Time Entries (Labor Hours), Employee
Billable Expenses and Product Charges

1. Go to Finance module >Billing Automation. Click on the New button.

ER —

@ Job Information

Name: * Action Type:* Billing Type:*
Monthly Billable Labor Hours, Expenses and Products Generate Invoice v Time Entries, Expense Entries, Charges v
Template Type: Send Invoice To Customer: Status:
il Claiols O ve: [ Ko Ll active JRY inkctive |
Invoice Template: Email Template: Generate Invoice By Project:
Detailed Invoice Sort By Date v Invoice Email Template v m L
Q Filters
Bill Zero Value Items: Department: Time Sheet Status:
v v v
Expense Sheet Status Work Type: Role:
v v v
Expense Type: Tickets/Projects: Ticket Status
v v v
Project Status: Task Status: Reimbursable:
v v v

Account Class:
None v

4 Billable Items Date Range

el © ECTIIE I T ©
Month Before v Job Schedule
Date
fopete? [ Strtf o ot ner JC Enotth et I Cederrs L]
Month Before v Job Schedule
Date

29



Kaseya BMS: Billing Setup Guide — Best Practices

Fill out the header as shown above. Click Save. Once saved, the detail section tabs at the bottom wiill
appear.

2. Job Schedule Tab

This job would run on the first day of the month bringing in the previous months’ unbilled labor hours,
expenses and product charges.

Job Schedule

Contracts Notifications Logs

Enable Scheduler:
Ol v-- [ o
Recurrence: Time:
Time:*

Repeats: Monthly v 05:00 AM @
Repeat every: 1 month(s)
Repeat on:
@ Day 1 ~ of the month
Ohe v Sunday of the month

3. Contracts Tab
Include all contracts.

You can specify contracts, but you have to remember to update each time you add a new contract
(not recommended).

Job Schedule Contracts Notifications Logs

Include

Notifications and Logs tabs are the same as in Job One.

TIP: Each customer can have up to at least two invoices monthly: Recurring Services & Billable
Labor Hours, Expenses and Product Charges.

You should always have at least two billing automation jobs scheduled to run to produce the
required invoices. If there are no billable hours, expenses or product charges, no invoice will be
generated. However, once you have set them up, you don’t need to worry about them. Let the
system do the work.
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8. Glossary of Terms

Role — Classifies the type of work performed for time entries on tickets and tasks. For example, Helpdesk,
vCIO.

Work Type — Classifies the work performed on tickets and tasks assigning the general ledger code. Was
this work performed remotely or on-site? Role plus Work Type is needed for all Time Entries.

Contract Billing Examples
FFF — Full Fixed Fee — All included pricing.
e Unlimited remote and onsite support
Centralized services
Network administration
vClO
Professional services (possibly included)

PFF — Partial Fixed Fee — Onsite and Professional Services not included.
e Unlimited Remote

Centralized Services

Network Administration

vClO

Professional services not included

POC - Point of Contact — Designated Point of Contact (Escalation Model)
e Unlimited remote (designated contact only)

Centralized services

Network administration

vClO

Professional services not included

AISP — All in Seat Price — Based upon people you support, not devices. How much you are charging for
your services per seat.

truMethods™ — A framework developed with software and strategy for a continuously evolving industry.
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Further Resources

Kaseya has a wealth of resources available to help you maximizeyour investment
in the Kaseya platform including:

The online Kaseya Learning Center includes a vast selection of computer-based
taining on all the Kaseya modules: http://university.kaseya.com

The Knowledge Base is a repository for our Kaseya processes and
troubleshooting recommendations: https://helpdesk.kaseya.com/home

We have a vibrant community within Forums where ideas are exchanged on how
to get more from the Kaseya platform:
http://community.kaseya.com/xsp/f/default.aspx

A large selection of Kaseya documentation can be found in the Resources section
of the Kaseya community:
http://community.kaseya.com/resources/m/docandguides/default.aspx

ABOUT KASEYA

Kaseya® is the leading provider of complete IT management solutions for Managed Service Providers and small to
midsized businesses. Kaseya allows organizations to efficiently manage and secure IT in order to drive IT service
and business success. Offered as both an industry-leading cloud solution and on-premise software, Kaseya
solutions empower businesses to command all of IT centrally, manage remote and distributed environments with
ease, and automate across IT management functions. Kaseyasolutions currently manage over 10 million endpoints
worldwide and are in use by customers in a wide variety of industries, including retail, manufacturing, healthcare,
education, government, media, technology,finance, and more. Kaseya, headquartered in Dublin, Ireland is privately
held with a presence in over 20 countries. To learn more, please visit www.kaseya.com

©2016 Kaseya Limited. All rights reserved. Kaseya and the Kaseya logo are among the trademarks or registered trademarks owned byor licensed to
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