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The Next Evolution of Managed Services

Managed service providers (MSPs) are entering a new phase of
operational and economic transformation. Customer environments are
becoming more complex, cybersecurity demands continue to increase,
and expectations for faster response times, proactive support, and
measurable business outcomes are reshaping how MSPs deliver
services. At the same time, rising labor costs, growing software
expenses, and operational inefficiencies are placing increasing
pressure on profitability and scalability.

Many MSPs built their operating environments incrementally over time
by adding specialized tools to solve immediate business needs. While
this approach created flexibility and expanded service capabilities, it
also resulted in fragmented technology stacks, disconnected
workflows, overlapping functionality, and rising administrative
overhead. For many MSPs, these legacy operating models are
becoming increasingly difficult to manage efficiently and profitably.

The emergence of MSP platforms reflects a broader shift in how
service providers are approaching operational management. Rather
than relying on large collections of disconnected tools, MSPs are
increasingly looking toward integrated platform environments that unify
workflows, operational data, automation, reporting, and service
management into more coordinated operational frameworks.

This shift is being accelerated by artificial intelligence and automation.
Al-driven operations depend on connected systems, centralized data,
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and workflow consistency to deliver meaningful value. Platforms
provide the operational foundation that enables MSPs to improve
visibility, automate processes, reduce operational friction, and respond
more quickly to customer needs while creating more scalable and
efficient service delivery models.

For MSPs, platforms are becoming more than technology
consolidation initiatives. They represent a strategic operational
evolution designed to improve efficiency, reduce complexity, lower cost
to serve, and position organizations to adapt to future market and
technology changes.

This guide explores the economic, operational, and strategic drivers
behind MSP platforms, the challenges created by fragmented
operating environments, the growing role of Al, and the practical
considerations MSPs should evaluate as they modernize their
operational models for the next generation of managed services.
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MSP Operating Models
Are Under Pressure

Managed-service providers are facing growing economic and operational pressure as costs, customer expectations, and operational complexity
increase. Many MSPs built their operating infrastructure and software stacks incrementally over time, resulting in bloated portfolios, disconnected
workflows, and rising administrative overhead — all increasingly difficult to sustain.

~N

MARKET PRESSURE IMPACT ON MSPs /m CURRENT MSP MARKET REALITY ~
@ Rising labor and Reduced profitability and margin
/\} software costs compression ° One-third of MSPs today are unprofitable.*
‘ Bloated tech Higher licensing, management, 0 One-third of MSPs operate on slim margins and low growth.*
stacks and training costs
.. Poor systems Operational inefficiencies and 0 Rising labor and licensing costs are eroding profitability.
w -‘ integration workflow friction
0 Many MSPs have overly complex technology stacks.
Q Increasing service More administrative and technical
complexity overhead 0 Disconnected systems create inefficient workflows.
:&0‘ Changing customer Pressure to improve service ) ] ]
e expectations quality and outcomes 0 Customers are expecting faster, better service delivery.
- J J
THE OPERATIONAL CHALLENGE
Legacy MSP operating models weren’t designed for today’s market demands and customer expectations. As
service environments become more complex, MSPs are being forced to rethink how they manage workflows,
systems, automation, and operational visibility to improve efficiency, scalability, growth, and profitability.

* Based on Channelnomics analyses of MSP

‘ HAN N E L N O M I‘ s performance across multiple vendors compared © 2112 Enterprises LLC — Distribution Prohibited Without Express Permission
® to an amalgamation of analyst reports.
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The Hidden Cost of Fragmented Stacks

Many MSPs have built their technology environments over time, adding point solutions to solve immediate needs or provide
customers with flexible pricing options. This incremental development has resulted in fragmented tool stacks that create hidden and
escalating costs, operational inefficiencies, and barriers to profitability and growth.

LEGACY TOOL STACK CHALLENGE IMPACT ON MSP OPERATIONS

MSPs often rely on multiple disconnected tools across WORKFLOW INEFFICIENCIES
their operations and service delivery infrastructure. Technicians waste valuable time switching between tools Lower tech
i re-entering data, and stitching together information. pTOdUCtIVIty
(B) ] fm® OPERATIONAL OVERHEAD
\ = )\ rmwm / | m ) : : : L Reduced
\ \_"’5’* W ~S—7 DOSUMthét'ON Managing multiple tools requires more administration, fi ili
// — 3 e updates, training, and vendor coordination. profitabi ity
\ NEY\;VORK / :’/ @ k,
MONITORING \ sAckup / HIGHER RISK EXPOSURE Frustrated
Mgt @ Disjointed tools create gaps in visibility and policy
II \ P @ enforcement, increasing security and compliance risk. customers
( =% ) { \
b \ SEcuRITY / SCALABILITY CHALLENGES Slower
TP Sl ET S As MSPs add more tools and more complexity, it becomes h
a 3 O ‘ harder to standardize and scale profitability. growt
\ PASSWORD / ( J \ ENDPOINT /
MANAGEMENT ‘\TICKETIN?, PRQ];EEUON INCREASED COST
Di . s % Redundant features, overlapping licenses, and inefficiencies ngh risk
isparate systems. Manual handoffs. Limited visibility. drive up the total cost of operations exposure
More complexity. Higher costs. P P :
- AN J
Fragmented tool stacks create complexity that drains resources, hides risks, and limits MSPs’
ability to deliver high-quality service at scale.
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The Power of MSP Platforms ([ig

MSP platforms bring together the people, processes, applications, and data that MSPs need into a single, integrated framework

that delivers operational visibility, drives efficiency, and enables better service outcomes and customer experiences.

MSP PLATFORMS DEFINED
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PLATFORMS IMPROVE VISIBILITY

\ efficiency under a single pane of glass.

Managed-service platforms are the consolidation of
common applications and resources to create
a single, integrated framework that creates more

The Bottom Line

0 0 O

Platforms consolidate not only
applications and functions but
also data.

MSP staff can quickly collect,
analyze, and act on data without
switching screens or
workstations.

Everything is connected,
contextualized, and made
actionable.

/

-

WHY OPERATIONAL DATA MATTERS
O
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Simplify workflows and
reduce time to action.

Create higher levels of efficiency
and faster time to resolution.

Improve decision-making with
real-time operational insights.

Lower operating costs related
to staffing and enablement.

)

MSP platforms unify tools and data to give teams the visibility and efficiency they
need to deliver better service, accelerate growth, and drive more profitable outcomes.
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Al: Accelerating Operational Maturity

Al and automation are transforming how MSPs deliver services, enabling faster insights, proactivity, and continuous improvement. For
MSPs to realize the full power of Al, they need connected data, unified workflows, and operational maturity provided by platforms.

HOW Al IMPROVES MSP OPERATIONS

FASTER, EASIER ANALYSIS
Al is making the analysis of customer data more
: efficient and effective.

EARLY ISSUE DETECTION
Al can recognize issues that need addressing
before they become operational problems.

ANTICIPATORY ACTIONS
Al is enabling anticipatory actions so customers
don’t experience problems or downtime.

S DISCOVERY OF HIDDEN INSIGHTS
Q Al is uncovering unknown issues and opportunities to improve the
quality of services and customer experiences.

9, SUCCESS DRIVEN BY DATA + CONTEXT
i Al is making the analysis of customer data more
efficient and effective.
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UNIFIED DATA ACCESS
Unified Data Access ',

| Automated
| Workflows

Lower Costs &
Greater Efficiency ||

PREDICTIVE COST 4 I’.‘;':\ Al-ORCHESTRATED

OPTIMIZATION _,‘l ‘ WORKFLOWS
Adaptive Resource + Autonomous Process
Allocation CONNECTED Self-Healing

\ PLATFORM  /
\| ENVIRONMENT /

Better Customer ||
Outcomes |

PROACTIVE "~ PRESCRIPTIVE
CUSTOMER SUCCESS ANALYTICS

Al-Powered Churn Prediction Actionable Insights Engine

Al and automation, infused in MSP platforms, are creating new opportunities for managed-service providers. By
combining connected data, workflows, and operational intelligence, Al enables MSPs to operate more efficiently
while delivering the higher-value services and customer experiences that modern businesses expect.
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The Economics of MSP Platforms

Legacy open stacks and overlapping licenses create hidden costs and operational drag that dampens MSP fiscal health and profitability.
MSP platforms unify applications, data, and workflows to reduce costs, improve productivity, and drive higher margins.

LEGACY MSP: LOWER EFFICIENCY, HIGHER COSTS
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Multiple point Overlapping Disjointed High admin Integration & Rationalized Connected data Efficiency
solutions licenses workflows overhead unification licensing & workflows & scalability

l’ Higher tool & licensing costs Lower total cost of ownership

l’ More vendors to manage Fewer vendors & licenses to manage

l’ Complex integrations & maintenance Simplified operations & integrations

Lower
TCO

l’ Longer time to resolve issues Faster time to value & resolution Potential*

l’ Inconsistent data & visibility Unified data & real-time visibility

l’ Lower productivity & customer satisfaction HIGHER TCO Higher productivity, customer satisfaction

\-
MSP PLATFORMS*
Lower TCO Faster Resolutions Productivity Gains Lower Licensing Costs Lower Training Time

* MSP Platform economics is based on Channelnomics performance

‘ HAN N E L N O M I‘ s analysis of existing MSP platforms; the actual experience of MSPs © 2112 Enterprises LLC — Distribution Prohibited Without Express Permission
® using platforms may differ and these ranges are subject to change




The Path Forward to MSP Platforms

The right platform strategy, combined with a thoughtful approach to modernization, helps MSPs reduce risk, improve efficiency,

and build operational models that can scale and adapt to both anticipated and unknown technology and market changes.

—

MSPs NEED A NEW
PATHWAY FOR
EFFICIENCY
& PROFITABILITY.

/'
,://
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Evolving customer expectations
and rising costs demand a more

efficient, scalable, and intelligent
K operating model. /

PLATFORMS OFFER THE
MEANS TO CONSOLIDATE
APPLICATIONS TO IMPROVE
OUTCOMES.

A unified platform brings
together the tools, data,

and processes MSPs need
vnder a single pane of glass/

PLATFORMS CAN HELP

MSPs ADAPT QUICKLY

TO CHANGING MARKET
CONDITIONS.

A connected platform
provides the agility to adapt,

innovate, and lead in a rapidly
k changing market. /

—

PLATFORMS DRIVE
IMPROVEMENTS THAT
RESULT IN HIGHER
PRODUCTIVITY.

Platforms drive measurable
results across an MSP’s

operations and deliver better
vutcomes for end customers/

With platforms, MSPs can build more efficient, resilient, and productive operations — now and for the future.
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CHANNELNOMICS

~ INTELLIGENCE FOR CHANNEL SUCCESS

Channelnomics is a global analyst and research firm that helps technology vendors and service
providers fine-tune their channels, win customers, and sharpen their competitive edge.

The company offers a portfolio of best-in-class products and services, including research, market
analysis, thought-leadership content, and expert guidance. The innovative analysts

at Channelnomics leverage data to develop customized route-to-market strategies for any client

that wants to translate vision into value.

\. +1347 7702112 @ Channelnomics.com hd info@channelnomics.com in @channelnomics

Information contained in this publication has been obtained by sources and methodologies of 2112 Enterprises LLC, d/b/a Channelnomics, and is considered reliable but not warrantied. This publication
may contain the opinions of 2112 Enterprises LLC, which are subject to change from time to time. This publication is copyrighted by 2112 Enterprises LLC. Any infraction of the limited terms of reproduction
or redistribution of this publication, in whole or in part, whether in hard-copy format, electronically, or otherwise to persons not authorized to receive it, without the express consent of 2112 Enterprises LLC,
is in violation of U.S. copyright law and will be subject to an action for civil damages and, if applicable, criminal prosecution. Any questions should be directed to 2112 Enterprises LLC at (347) 770-2112

or info@channelnomics.com.
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