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About Kilpatrick IT Solutions, LLC: 
Kilpatrick IT Solutions specializes in 
wide range of services, including tai-
lored IT services and solutions for 
small and medium businesses and 
their owners. We are committed to 
providing each and every one of our 
clients with high quality service and 
support. Our unique IT team is incred-
ibly friendly and can help you every 
step of the way in growing your busi-
ness. 
 

Interview conducted by: 
Lynn Fosse, Senior Editor 

CEOCFO Magazine 
 
CEOCFO: Mr. Kilpatrick, would you 
give us a bit of history about Kilpatrick 
IT? 
Mr. Kilpatrick: We are six years old. 
We have been in business in Merri-
mack, New Hampshire for that period. 
Our primary business is managed 
service, a fixed monthly rate service 
for small and medium business 
clients. We are also a cloud services 
hosting provider, we host complete 
networks, desktops, and so forth in 
the cloud for our client base. 
 
CEOCFO: In addition to small busi-
ness, are there particular industries or 
particular types of businesses that 
you focus on, or that are most preva-
lent in your customer base? 
Mr. Kilpatrick: Most prevalent are 
professional services firms such as 
law firms, CPAs, a few medical prac-
tices, and construction firms are the 
four largest verticals for us. 
 
CEOCFO: What are some of the chal-
lenges in providing IT for small busi-
nesses that perhaps people don't real-
ize? 
Mr. Kilpatrick: The bottom line is that 
the modern tools that we use to sup-
port a small business allow much eas-
ier support and issue resolution than 
in the past. As far as challenges for 
the small businesses themselves, I 
think that many small business own-
ers are unaware of some of the risks 
that are involved in maintaining their 
own IT. So for us the challenge to ex-
plain to the small business owner 
what those risks are and how they 
should best be mitigated. 
 

CEOCFO: Is there a particular aha 
moment when potential clients under-
stand one that they should be using 
Kilpatrick? 
Mr. Kilpatrick: Typically, for us, the 
aha moment is when something bad 
happened on their network. A data 
loss incident of some kind, some sort 
of disaster or even a minor issue that 
was not able to be resolved quickly, 
resulting in downtime for a number of 
users. Once they realize how expen-
sive it is to have people down, they 
realize that having a professional on 
contract to maintain those systems 
and keep them up is less expensive 
than unproductive employees. 
 
The reason clients choose Kilpatrick 
IT is that we offer a comprehensive 
plan for our clients. We offer a single 
plan that includes everything required 
to maintain a network including back-
up and antivirus software, off-site sto-
rage of their backups, monitoring, site 
visits, and pretty much anything 
needed to maintain the performance 
of their systems.  
 
CEOCFO: Do you have a particular 
software that you like or do you work 
with a system that it's already in-
stalled? 
Mr. Kilpatrick: For our remote moni-
toring, we use a product from Level 
Platforms, which was recently ac-
quired by AVG. We have a ticketing 
system by Autotask. Those are the 
two primary tools, for backups we use 
ShadowProtect, which is an imaged 
based backup, it allows us restore 
much more quickly than the traditional 
backup method. Then for anti-virus, 
we use the AVG CloudCare product. 
It's important for us to standardize the 
products that we install across our 
client base. We service many clients. 
It is important for us to standardize 
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software, so that we can be most effi-
cient. 
 
CEOCFO: Your website indicates that 
Kilpatrick has a unique IT team that is 
incredibly friendly. What are you look-
ing for in your people outside of the 
technical skills?  
 Mr. Kilpatrick: We like to tell our 
clients that we are all bilingual here. 
We speak tech and English, so we 
can translate those things easily to 
our client. It is very difficult for us to 
find the correct people because we're 
looking for someone that can easily 
get along with people, that is out-
going, friendly and has a vast amount 
of patience. When we deal with our 
clients, they never feel that we are 
rushing them. We don't want them to 
feel that we're talking down to them or 
that we're being condescending. It is 
difficult to find a technician with good 
technical skills who also has those 
people skills. 
 
CEOCFO: How do find these 
people? 
Mr. Kilpatrick: We have an 
outsourced HR person who 
places an ad and reviews re-
sumes. After review, we nar-
row it down to a few and we'll 
interview four or five, and then I'll nar-
row it down to two or three that get 
interviewed by the entire staff. 
 
After an initial interview, my entire 
staff will interview those people to 
make sure, they are a good fit, that 
they can handle stressful situations 
and be outgoing and gregarious. So 
far, we have been successful in find-
ing the right people. A few mistakes 
here and there, but for the most part it 
worked out very well and I'm lucky to 
have the team I have. 
 
CEOCFO: Do many of your clients 
want to understand what going on, or 
do they just want the problem fixed? 
Mr. Kilpatrick: For the most part, I 
would say 80% of our client base just 
wants it fixed. When I first started out, 
I would send reports, graphs, and 
charts, and reports. Many of them just 
said, "Kevin, I don't need all of these 
stuff. Just make it works and we're 
good." We do have a few accounts 
interested in the details of what goes 

on inside their network, and for those 
folks we provide whatever it is they 
need and more. However, for most of 
our client base, they just want it to 
work. 
 
CEOCFO: What have you learned 
over the six years that makes Kilpa-
trick better today? 
Mr. Kilpatrick: We have learned how 
streamline our support services. In the 
past we would go on-site much more 
than we do now. We still go on-site on 
a regular basis, and of course, we 
schedule reviews with our clients. 
Nevertheless, on the technical side, 
we do not go on-site nearly as often 
as we once did. From a technology 
standpoint, I don't think there has 
been a period of time that has had this 
much change in such a short period of 
time. Cloud services, the support 
tools we use and all the other remote 
control features that we have access 
to today.  

 
I think the biggest single change right 
now in our industry is the cloud. How 
does it benefit our clients? It's very 
confusing for clients because they 
hear about it from so many different 
angles. We spend a lot of time talking 
to our clients about what is the cloud 
and how it can help them. Most impor-
tantly, is it a good fit for their organiza-
tion? 
 

CEOCFO: Where might it not be a 
good fit? 
Mr. Kilpatrick: There are some or-
ganizations that have security re-
quirements that made them a little 
leery about being in the cloud; they 
would prefer to have all their informa-
tion locally controlled and that's fine. 
Some organizations, such as archi-
tects that use very resource intensive 
applications, like AutoCAD, which re-
quires heavy duty video processing, 
are not a good fit either. 
 
There are some clients where it's just 
not a good fit, and then there's others 

where it's really terrific, or where we 
could do a hybrid arrangement; which 
may include moving their e-mail to the 
cloud but their servers and worksta-
tions are all still local. 
 
CEOCFO: Do you see a trend toward 
hybrid solutions?  
Mr. Kilpatrick: It is interesting, talking 
to business owners regarding the 
cloud, and they ask, "Okay, so what is 
this cloud thing really?" Most business 
owners are probably already using the 
cloud in some manner, it was just 
never called that. If you have a Gmail 
account, you're using a cloud. If you 
have a Dropbox account, you're using 
the cloud. All of these things are cloud 
services, but they're not a part of a 
comprehensive package for that 
client. 
 
Hybrid solutions are already quite 
common and will, in my opinion be-
come more so.  

 
CEOCFO: Would you address 
the backup and recovery ser-
vice you provide? 
Mr. Kilpatrick: We realized 
after a year or so of doing busi-
ness that we needed to include 
the backup software that I 

wanted to use in my plan. We use a 
product from StorageCraft called 
ShadowProtect, it's imaged based 
backup software. So, we can take a 
picture of the drives and restore them 
in a couple of hours. We also realized 
that we needed to include off-site sto-
rage of those backups on our sys-
tems, and have spare servers on the 
shelf. So if one of our clients expe-
riences a catastrophic failure, we can 
restore that backup to one of our loner 
servers in a couple of hours, deliver it 
to their location, plug it in and turn it 
on. 
 
Compared to traditional backup sys-
tems which backup files and data, this 
is a much faster restore operation. 
Because we can restore all of the 
software, all of the programs, the da-
ta, everything in one operation without 
having to reinstall the operating sys-
tem, and all of the software, it saves 
at least a day on the restore side. 
Most other providers do not include 
the backup software and most do not 

“We are very quickly growing. We offer 
products and services that many IT service 
providers do not. For medium sized firms, 
we can offer IT augmentation services.”  
                                           – Kevin Kilpatrick 
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include off-site storage of the back-
ups. That is an extra charge with most 
other providers, and can be quite ex-
pensive. 
 
We include it because, many busi-
ness owners, think it will never hap-
pen them. They'll say, "Yes, my data 
is the most important thing in the 
world." "Okay, well this backup soft-
ware cost a thousand dollars." "Really? 
Can't we do something different?" 
 
We are the IT experts, and it's our job 
to know what's best, it's also our job to 
make sure that that client is protected 
no matter what. We have had issues 
where clients lost servers and we 
were able to get them back up and 
running in a very short period. 
 
This is why we stay above our compe-
tition; we won't let the client make a 
poor decision while they're our client. 
For really serious things like backup 
we're just going to do it and include it. 
 

CEOCFO: Is there much competition 
in your geographic area?  
Mr. Kilpatrick: There are a number of 
providers in our area. There are a 
number of larger providers and also 
many smaller providers. We do have 
a fair amount of competition; however, 
most of us all get along because there 
seems to be plenty of business out 
there for all of us. 
 

CEOCFO: How could you a business 
owner trust IT to one person? That is 
important business decision, after all, 
if something happens to that person, 
where are you? 
Mr. Kilpatrick: Exactly! Some of 
those people tend to under charge 
and are not able to provide the proper 
service. I found over the years, either 
business owners get it or they don’t. 
So, potential clients ask me, "What's 
your hourly rate?" I say, "Well, I don't 
really have an hourly rate. We have 
fixed monthly rate plans. We bill eve-
rything, guaranteed fixed rate pricing." 
The hourly rate is really irrelevant. If I 
have a highly qualified technician that 
can do this job in an hour and a half 
and I charge $100 an hour, but the 

unqualified tech is going to take four 
hours to get that job done and he 
charges $50 an hour, who's cheap-
er?" 
 

CEOCFO: How is business these 
days? 
Mr. Kilpatrick: Picking up! It has 
been very good. We started in 2007, 
and I used to joke, how smart am I 
starting a new company in the face of 
worldwide economic collapse. But 
we've done pretty well, we've picked 
up quite a lot of business and it seems 
to be growing even faster now. I think 
there are quite a few of companies 
starting to poke their heads up out of 
the sand, and looking around to make 
sure that they have their ducks in a 
row preparing for future growth. Be-
cause they notice their business is 
beginning to improve as well. 
 

CEOCFO: How do you reach poten-
tial customers? 
Mr. Kilpatrick: For us, a large portion 
of what we do is by referral. Our cus-
tomers are all happy with our service 
and they refer us to others. Beyond 
that, we participate in many business 
organizations such as the Chambers 
of Commerce and that sort of thing. 
Then, we do some local advertising 
as well in a business publication. 
 

CEOCFO: What is the geographic 
reach in which you would like to see 
expansion 
Mr. Kilpatrick: For our cloud servic-
es, I would like to expand it nationally. 
However, we're starting regionally. 
Currently, we work within a 100 mile 
radius of Merrimack, New Hamp-
shire which is our headquarters. We 
cover south to the Boston, and then 
parts of Massachusetts as well. With 
our cloud services however, we can 
really expand our reach and grow re-
gionally and possibly nationally. 
 
For managed clients we cover a com-
pany in Ohio. We just added a client 
in Washington State. So I don't think 
national is out of the question, but 
we're going to focus regionally for 
now. 
 

CEOCFO: Is there a plan in place for 
growth or is it more opportunistic?  
Mr. Kilpatrick: We are just starting a 
new marketing experience with a se-
ries of direct communication via e-mail 
and direct mail and so on. We are 
also starting a series of local semi-
nars, just to educate people on the 
cloud. We have also collaborated with 
a CPA, who is going to participate in 
those seminars with us to aim toward 
small business, and educate them a 
about the need to properly setup their 
accounting, and their IT. Also, the 
things they need to have in place 
going forward. Our goal is to acquire 
smaller firms that are in growth mode 
and are interested in how to manage 
that in the best way. 
 
CEOCFO: Why should people pay 
attention to Kilpatrick IT? 
Mr. Kilpatrick: We are very quickly 
growing. We offer products and ser-
vices that many IT service providers 
do not. For medium sized firms, we 
can offer IT augmentation services. 
We have brought on quite a few 
clients who in the downturn needed to 
lay off staff and hired us. We are 
much less expensive than hiring in-
ternal staff for a medium sized ac-
count, and we can augment that inter-
nal staff with level two and level three 
IT support. 
 
In addition, on the cloud side, we offer 
complete hosted solutions that most 
other providers don't. You can go by a 
hosted desktop, sure. But we'll host 
your desktops and all of your line of 
business applications, your complete 
corporate network as it is now we can 
move to the cloud and it can be ac-
cessed from any device, anywhere, 
anytime which is pretty big advantage 
for quite a few companies that we've 
seen that are located in disparate lo-
cations. They have satellite offices, 
sales people on the road, that sort of 
thing. It's a really great fit for compa-
nies like that. 
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