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Assessment Overview

"If partners know where they want to go, and they have a plan and will execute it,
the odds of getting there are high."

- Arlin Sorensen, VP, Ecosystem Evangelism, ConnectWise

Congratulations on completing the ConnectWise Modes Theory Assessment, your first step
in a new discovery process. Modes Theory™ (aka Modes) begins by helping partners
cultivate and develop a growth mindset. Then through interrelated concepts, tools, and
benchmarks, business owners and their teams engineer a resilient and profitable business
while still navigating uncertainty and continuous change. At ConnectWise, we believe in a
partnership that seeks to understand your most ambitious vision of success and enable
sound decision-making along the journey. Modes helps you clarify that vision, align your
team, and chart your course to get there.

Developing a deeper understanding of your current and future "mode" helps you take
advantage of purpose-built training, peer groups, solutions, and ecosystem resources. As
your business model, culture, strategy, and leadership approach come into alignment with
behaviors and actions that are best practices for your Mode, you'll see exciting results. You
may use the assessment as a self-guided tool or with other resources to help guide your
path.

Startup

Empire Modes Balance
Builder Theory” Builder
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YOUR RESULTS

Modes Mindset™ and Journey Responses
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o Educate yourself about exiting the business when the time is right. (Excellence in operations, due diligence, tax
planning, and proactive deal conversations)

Commonly Heard Things You May Regret Later
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Your OML Score 3.33

The OML scale looks at the operational characteristics of TSPs and rates them on a scale
of 1-5 on their ability to operate their businesses in an optimal way, ultimately reflected by
their profitability. The OML scale is detailed in the Appendix.
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PART 3: OPERATIONAL MATURITY LEVEL TRAITS
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Next Steps: Where to Go from Here
There are two main options for moving forward:

1. Self-guided journey: Use the resources in this report and on the Modes Theory webpage in a self-
service approach to your journey as a business and within the ConnectWise ecosystem.

2. Guided journey: Let us share and teach what we've learned working with other partners. We'll
match you with the right colleagues, share our tools and frameworks, and provide decision
support.

In either case, you must decide to start. Here are key activities to help you take the next step and
maximize your value:

1. Understand your Modes Theory Assessment.
2. Discuss the results with your partners, teams, and peers.
3. Plan IT Nation activities for you and your team through 2022-2023.
1. Conferences (IT Nation Connect, IT Nation Secure)
2. Community Groups (IT Nation Share)
3. 1T Nation Evolve Peer Groups (Owners, Service Executives, M&A, CFO, other)
4. Leadership Development (University, additional resources)
4. Investigate opportunities with Service Leadership Inc.'s SLIQ and Report Bundles.
5. Consider sharing parts of your Modes Assessment with ConnectWise colleagues to improve
understanding and guidance related to your Mode.

We know you have many reasons to be proud of your accomplishments. Ultimately, the Modes Theory
Assessment may expand your awareness of the uniqueness, health, and future of your mindset and your
business. The goalis to help you understand yourself better through your eyes and through the eyes of
your partners, team, and peers.

We also know the world has changed and continues to change rapidly. The agility of TSPs is being
tested. In the past, you moved a few key levers to run your business. Today you’re more like a sound
engineer adjusting the many channels on the equalizer to produce the quality experience people expect.

You know business models change, and superior business models win. You, your team, your peers, and
ConnectWise can help you determine what success looks like and plan a path to get there. We encourage
you to choose the best journey to your destination.

“Dream big, start small, but most of all, start.”

— Simon Sinek
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Appendix

Modes Assessment Overview

What is a Mode?
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Partner Mode Interview Videos (See Modes Resources website for full list.)

Startup: Build the right foundation(3:29); Eull interview with Partner (42:08)

Balance Builder: |s there another path? (1:05); What's most important?(1:49); Full interview with
Partners (47:36)

Value Builder: Building value in the company, (3:46); Journey: Start Up, Value Builder, Empire Builder
(3:40); Eull interview with Partners (59:55)

Empire Builder: |mportance of velocity (1:14); Innovating for faster acquisition (1:01); Eull interview with
Partner (38:34)

View a higher resolution version of the Modes Mindset Profile here.
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"Regardless of what Mode you are in, knowing your Operational Maturity Level
and increasing your Operational Maturity Level will help you get to the destination
for that Mode. And it will even help you more easily move from Mode to Mode as
your goals change over time."

- Paul Dippell, VR, Ecosystem Evangelism, ConnectWise

Since 2005, Service Leadership, using the Service Leadership Index®, has benchmarked the IT industry
worldwide every quarter and it is the largest, most detailed, and most accurate benchmark database in
the industry. Service Leadership developed the Operational Maturity Level (OML) rating scale based on:

« Benchmarking thousands of IT solution providers (TSPs).

« Years of experience building and running multiple best-in-class TSPs.

» Consulting with thousands of TSPs to improve their businesses.

« Analyzing which business practices are used by the high performers in the Service Leadership
Index and which are used by the low performers.

The OML scale looks at the operational characteristics of TSPs and rates them on a scale of 1-5 on their
ability to operate their businesses in an optimal way, ultimately reflected by their profitability, as shown in
Figure 1 below.

© 2022 ConnectWise, LLC. All rights reserved. Modes Theory™ and Modes Mindset™ and other trademarks are
trademarks of ConnectWise and may not be used without permission.
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in the bottom quartile have largely not mastered and may not even be aware of. Likewise, for VARSs, there
are 32 OML Traits, some shared with MSPs, and some unique to that PBM.

Here are some examples of OML Traits shared across all PBMs, and their low and high OML
characteristics. Please note these are simplified versions. Full versions that provide a more thorough
assessment of the TSP, as well as customized guidance on how to improve, is available in Service
Leadership’s OML coaching tool, SLIQ™. In an actual OML assessment, materially more detail and
precision are involved, such that one of five levels of maturity, and guidance on improvement, can be

assigned.
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How does OML improvement align with Modes mindset to benefit partners?

Your Mode defines what your goal or purpose is, in owning a TSP company. Are you just starting out?
Are you seeking a steady work/life balance? Are you trying to build stock value over time? Are you trying
to drive high growth in stock value over a shorter period of time?

© 2022 ConnectWise, LLC. All rights reserved. Modes Theory™ and Modes Mindset™ and other trademarks are
trademarks of ConnectWise and may not be used without permission.
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"The key here is the Modes aspect. You have to know where you are going. Just
the fact that you know where you are going, you've defined where you are going,
your people know, your planning is pointed that way, your attainment tracking is
pointed at that, your ConnectWise resources are pointed at where you want to
go, then you are much more likely to get there. Operational Maturity Level is the
step-by-step way todo it."

- Paul Dippell, VR, Ecosystem Evangelism, ConnectWise

© 2022 ConnectWise, LLC. All rights reserved. Modes Theory™ and Modes Mindset™ and other trademarks are
trademarks of ConnectWise and may not be used without permission.
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Modes Resources

Modes Theory™

e Mode Theory™ Assessment
e Modes Theory webpage
e Modes Theory Partner videos (showcasing all Modes)

Service Leadership

e Service Leadership Index 2021® Annual Report Bundles (Download a 10-page excerpt from the Annual Report.)
o Determine your Predominant Business Model (PBM)_and learn more about OML.
e Learn more about Predominant Business Models.

IT Nation

e [T Nation Evolve Peer Groups (designed for all Modes)
e [T Nation Share Groups (designed for all Modes)
e |T Nation Connect and |T Nation Secure events (designed for all Modes)

ConnectWise Partner Program/Cybersecurity

e ConnectWise Partner Program for Cybersecurity
e [T Nation Certify cybersecurity training

ConnectWise University

o Partner Kit: Security

o Partner Kit: Operational Maturity,

o Partner Kit: Mergers and Acquisitions
e Modes Webinars and Lessons

ConnectWise Colleague and Ecosystem Engagement

e ConnectWise Account Managers

e ConnectWise Partner Success Managers

e ConnectWise Business Consultants

« Align with Strategic Planning Methodologies (EOS, StratOp, Strategyzer)

© 2022 ConnectWise, LLC. All rights reserved. Modes Theory™ and Modes Mindset™ and other trademarks are
trademarks of ConnectWise and may not be used without permission.
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About Modes Theory

The Modes Theory Assessment is an ongoing tool for TSP owners, leaders, and ecosystem partners. The
assessment was launched at IT Nation Connect in November 2021 and is currently in its third revision.

The assessment currently produces four data points which are maintained by ConnectWise for use by
colleagues:

1. Assessment Date
2. Modes Mindset
3. OML Score

4. Opt-in Response

As you saw by completing the assessment, the Opt-in response included this note: “By taking the Modes
Theory™ Assessment ConnectWise will record your completion date, Modes Mindset, OML score, and
Opt-In response - not the full Modes Assessment Report you may download next. If you agree to share
your Assessment, ConnectWise may share your Assessment results with key colleagues for the reasons
described above and below.”

The full Modes Theory Assessment Report PDF is available to key colleagues for respondents who opt-in
to sharing.

Please contact Scott Scrogin (SScrogin@ConnectWise.com) if you have questions.

© 2022 ConnectWise, LLC. All rights reserved. Modes Theory™ and Modes Mindset™ and other trademarks are
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