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MSP GROWTH PLAYBOOK

Scaling XaaS with Automation and ITTRackNap

The MSP landscape is rapidly evolving—from break-fix support to delivering Al-powered,

automated solutions as-a-service. Customers now expect scalable, transparent, and

outcome-focused offerings, while vendors push for subscription-first models. ITTRackNap

empowers MSPs to meet these expectations, helping them shift from reactive service

providers to proactive growth partners.

Why Now?

Timing is everything in business, and for MSPs, the time to evolve into full-fledged XaaS

providers is now. Several forces are driving this urgency:
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Rising Customer Expectations CSP Benchmarks
Customers have grown accustomed to Cloud Service Providers (CSPs) like Microsoft,
consumer-grade digital experiences in their AWS, and Google are setting high benchmarks in
personal lives instant purchases, automated terms of scalability, automation, and billing
renewals, and Al-driven personalization. They now accuracy. To remain competitive, MSPs must
expect the same from their MSPs. Delivering match these standards. That means adopting
services manually or with fragmented tools is no Al-Powered billing automation, compliance
longer acceptable. An Al-Powered MSP platform management, and partner orchestration.
ensures these expectations are met with seamless
delivery, predictive insights, and real-time support.
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A! and Al;ltomatlon He The “why now” is simple: the
Differentiators . .
The next decade of MSP growth will be shaped by future of MSPs will be defined
the ability to integrate Al-Powered automation by Al-Powered XaaS de“very.
into every process. From provisioning cloud .
services instantly, to predicting customer churn, ThOSG WhO act now WI” lead'
to automating renewals — Al is no longer Those who delay will risk
optional. It's the differentiator that separates
fast-growing MSPs from stagnating ones. irrelevance.
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Growth Levers for MSPs

To scale effectively, MSPs need a clear set of levers that can drive measurable outcomes.

Here are the five most critical:

Marketplace Enablement

Customers want choice. A well-structured Al-Powered marketplace allows
@ MSPs to offer a unified catalog of Saas, l1aaS, PaaS, and other XaaS solutions
Ilv from multiple vendors. By integrating with ITTRackNap, MSPs can provide

partners and customers with a self-service portal, intelligent recommmendations,
and bundled offerings — all under a single pane of glass.

Automated Provisioning

° Q ° Speed is everything. Manual provisioning not only delays customer onboarding
5 but also creates errors. With Al-Powered automated provisioning, MSPs can
@ deliver services in minutes instead of days, while ensuring accuracy and

compliance. ITTRackNap streamlines multi-vendor provisioning so MSPs can
focus on customer value rather than backend operations.

Simplified Billing
Billing complexity has been the Achilles’ heel of many MSPs. Managing multiple
vendors, currencies, and taxation models manually often leads to errors and
revenue leakage. Al-Powered billing automation solves this by ensuring

— accurate invoicing, automated taxation, and recurring billing at scale.
ITTRackNap helps MSPs eliminate billing headaches while freeing up resources
for growth.

Bundled Offerings

MSPs that simply resell vendor solutions are easily commoditized. The real
value lies in creating Al-Powered bundled offerings — packaging cloud
solutions, managed services, and support into one integrated experience.
ITTRackNap makes it easy to design, price, and deliver bundles that are
attractive to customers and profitable for MSPs.
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Analytics and Insights

M Growth is impossible without visibility. Al-Powered analytics provide MSPs with

".'l insights into usage trends, renewal risks, upsell opportunities, and partner
performance. With RackNap, MSPs can transform raw data into actionable
intelligence, driving smarter decisions and stronger customer relationships.

These growth levers, when powered by Al and automation, enable MSPs to not just scale

but to scale profitably.

Example Playbooks

The MSP industry is full of examples of organizations that have embraced automation and

Al to scale successfully.

s N
* Born-in-Cloud Distributors like Pax8 and Sherweb

These companies built their businesses entirely around cloud services, creating
Al-Powered marketplaces that make it easy for partners to provision, bill, and
manage Xaas. Their ability to simplify complexity has made them role models
for the industry.

* MSPs like Rackspace, Insight, and SHI

These established players successfully reinvented themselves by adopting
Al-Powered automation and focusing on bundled solutions. Rackspace, for
example, moved from being just a hosting provider to becoming a global leader in
multi-cloud managed services. Insight and SHI leveraged automation to scale

partner ecosystems and improve customer retention.
\ Y,

The lesson is clear: whether you are born in the cloud or adapting from a legacy model,

Al-Powered platforms like ITTRackNap are critical to success.
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Common Pitfalls to Avoid

While the opportunity is immense, many MSPs fall into traps that limit growth. The most

common pitfalls include:

* Manual Billing: Relying on spreadsheets or fragmented billing systems leads to errors,
disputes, and lost revenue. Customers expect accuracy, transparency, and speed — all of

which require Al-Powered billing automation.

* Fragmented Portals: Some MSPs use multiple, disconnected portals for different services,
forcing customers and partners to juggle multiple logins and interfaces. This creates
frustration and churn. The solution is a unified, Al-Powered marketplace like ITTRackNap that

centralizes everything.

* Neglecting Renewals: Many MSPs focus heavily on new sales while ignoring renewals. This
leads to revenue leakage and misses upsell opportunities. With Al-Powered renewal
automation and churn prediction models, MSPs can ensure high retention and recurring

growth.

Avoiding these pitfalls is just as important as pursuing growth levers.

MSP Success Metrics

Scaling XaaS is not just about adding services — it's about driving measurable outcomes. The

following metrics define success for modern MSPs:

O s Revenue per Customer
A= A higher average revenue per customer indicates success in bundling solutions
and driving upsells. Al-Powered analytics can help track and improve this metric.

%

‘\P/ Renewal Rate

Renewals are the lifeblood of XaaS. An MSP with strong Al-Powered renewal

K

automation ensures predictable, recurring revenue.
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Billing Error Reduction
A Reducing billing errors improves cash flow and customer satisfaction. Al-Powered
billing automation can cut errors by up to 90%.

—,,  Faster Onboarding
The ability to provision new services instantly translates into faster revenue
realization. Al-Powered automated provisioning helps MSPs achieve this

consistently.

By measuring these success metrics, MSPs can ensure they are not just growing

but growing sustainably.

THE MESSAGE IS CLEAR

MSPs that invest in Al-Powered automation
today will define the future of IT services tomorrow.
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