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Comprehensive, integrated, action-oriented
service delivery platform for modern IT operations.



In the dynamic realm of managed service providers (MSPs), the professional
services automation (PSA) platform is the foundation of a seamlessly connected
MSP ecosystem. This eBook unveils the PSA's role as the driving force behind
streamlined operations, heightened efficiency and unprecedented customer
satisfaction.

In this eBook, you will discover how a comprehensive PSA transcends
conventional expectations, reshaping critical business facets — finance,
marketing, HR and more — into a unified blend of operational excellence. Drawing
inspiration from enterprise strategies, your PSA should mirror the transformative
role of exclusive tools, now accessible for SMBs.

This eBook is your invitation to reshape your MSP operations, centralize success
and elevate customer satisfaction. Break free from siloed tools and embrace
your PSA as the central hub, where customers become the focal point, driving
collaboration and synergy among sales, service and marketing.

Ready to unlock the full potential of your PSA? Join us on this journey to discover
the transformative possibilities that await within your MSP ecosystem.
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CHAPTER 1:

BEYOND TICKETING -
UNLOCKING THE
PSA'S POTENTIAL
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Welcome to an insightful journey into the PSA platform, where we debunk the myth
that it's merely a ticketing tool. PSAs are a versatile solution with capabilities that
might surprise you. Unfortunately, many MSPs are only scratching the surface of their
PSA's potential. It's time to shift our perspective and recognize the PSA for what it truly

is — a multifaceted platform that can significantly enhance efficiency across various

critical business functions. From project management to resource optimization,

Autotask PSA emerges as a comprehensive platform that redefines how you manage

professional services.

Here are just a few key business functions your PSA should assist you with:

Full request, change, incident and problem management: Easily adopt and
enforce ITSM best practices for all types of service desk requests, ensuring that
each type of request is handled efficiently and accurately.

Automation to expedite and reduce workflow errors: Powerful automation to
meet or exceed your end users’ expectations with speedy and accurate resolution.

Project management: Leverage a PSA platform to streamline project workflows,
from initiation to completion. Assign tasks, set milestones and track progress
seamlessly within the platform.

Resource allocation: Optimize your workforce with robust resource management
tools. Efficiently assign tasks based on skillsets, availability and workload, ensuring
optimal resource utilization.

Client relationship enhancement: Elevate client interactions by centralizing
communication within the PSA. Maintain a comprehensive client history, from
tickets to project updates, fostering stronger and more informed client relationships.
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» Sales opportunity tracking: Manage revenue opportunities from new and
existing customers.

+ Onboarding streamlining: Expedite customer and end-user onboarding with
templates and automation. Ensure a consistent and efficient onboarding process,
reducing manual efforts and minimizing errors.

« Billing and invoicing integration: Automate your billing processes with integrated
invoicing features. Easily generate accurate invoices based on one-time services
such as physical products, project milestones, time entries and expenses, or on
recurring items including service, software or consumption-based products,
ensuring timely and transparent billing.

« Performance analytics: Gain actionable insights into your IT department with
analytical tools. Track key performance indicators, measure profitability and make
data-driven decisions to enhance overall business performance.

« Comprehensive reporting capabilities: Unlock the power of reporting tools to
create custom reports tailored to your business needs. Analyze trends, monitor
performance and make informed decisions based on real-time data.

+ Integration with third-party tools: Integrate the PSA seamlessly with other
essential tools in your MSP toolkit, enhancing overall operational efficiency. From
CRM systems to cybersecurity tools, Autotask becomes the central hub for your
MSP operations.

In conclusion, a PSA goes beyond the basics, offering a strategic partnership for your
IT department. Dispelling the notion of a mere ticketing tool, Autotask stands ready to
enhance efficiency and drive success in your operations.
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CHAPTER 2: In the competitive MSP landscape, efficiency is the currency of success. The pressure
to be more efficient has never been more palpable, with competition increasing at
BREAKING THROUGH break rk IT t hvrdfth rpl\FjISP Wlt ’cplII I r blfl
reakneck pace. To stay ahead of the game, s must not only recognize but also
THE COM'PETITION embrace their PSA as the cornerstone of an efficient and streamlined end-to-end
THE PSA'S ROLE business operating system. But what sets Autotask PSA apart, and why does it propel
IT professionals above the competition?

A HOLISTIC APPROACH TO EFFICIENCY

Autotask goes beyond being just a ticketing tool. It becomes the center of your
operations, seamlessly integrating critical business functions, such as finance,
marketing and HR, into a unified, efficient system. This holistic approach transforms
MSPs into not just IT support providers but end-to-end business solutions architects.

OPERATIONAL SUCCESS AND MARKET APPEAL

Efficiency isn't just about internal operations; it's also a key factor in external
perception. The PSA's role extends to enhancing the attractiveness of MSPs for
potential acquisitions, a pivotal consideration for those eyeing future growth. By
consolidating various business facets, Autotask positions MSPs for operational
success, making them not just competitive entities but attractive partners in the
rapidly evolving tech landscape.
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CHAPTER 3: LESSONS FROM THE ENTERPRISE: TRICKLE-DOWN INNOVATION

OPERATIONAL Drawing inspiration from the enterprise playbook, IT professionals can glean insights
EXCELLENCE IN MSPS - from the transformative journey of tools like EDR, SOC/SIEM, and, more notably,
ALESSON FROM ERP systems. The enterprise sector has been a breeding ground for groundbreaking
THE ENTERPRISE innovations. Traditionally, tools like EDR and SOC/SIEM were exclusive to large

corporations. However, the tide has shifted. In the pursuit of operational excellence,

these once-exclusive security solutions have become accessible even to Small to
Medium-sized Businesses (SMBs). This democratization of advanced tools sets the
stage for MSPs to rethink and redefine their operational strategies.

ERP SYSTEMS: PIONEERING OPERATIONAL HUBS

In the early 2000s, large corporations recognized the importance of managing various
aspects of their business cohesively. This realization led to the widespread adoption
of Enterprise Resource Planning (ERP) systems. Serving as operational hubs, ERP
systems seamlessly integrated functions such as supply chain, finance, e-commerce,
manufacturing and logistics into a unified and efficient system. The lesson here is
clear: operational excellence is achieved through comprehensive integration.

THE PSA AS AN OPERATIONAL HUB FOR IT PROFESSIONALS

Fast forward to the present, and MSPs find themselves at a similar crossroads. The need
for a comprehensive approach to managing diverse business functions has given rise
to tools like Autotask PSA. Much like ERP systems revolutionized large corporations,
PSAs play a transformative role for MSPs. Acting as an operational hub, Autotask
unifies critical business functions, enabling MSPs to efficiently manage services and
operations. From project management to resource allocation, client relationships and

beyond, Autotask streamlines these aspects, fostering operational excellence.
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CHAPTER 4: OVERCOMING PITFALLS OF SILOED TOOLS WITH
BREAKING FREE AUTOTASK'S UNIFIED APPROACH

FROM SILOS - The conventional model, where sales, service and the back office operate in isolated
THE UNIFIED silos, is no longer sustainable. A paradigm shift is needed, and embracing a “flywheel”
APPROACH approach is the answer. This interconnected model places customers at the core,
becoming the hub around which sales, service and marketing converge. More than
just customer-centricity, the flywheel approach ensures a continuous cycle of

delight, engagement and attraction, turning strangers into prospects, prospects into

In today’s business landscape,

operating with siloed tools presents customers, and customers into promoters.

a myriad of challenges. The era of

L . . The significance of this approach becomes particularly evident in the realm of MSP
the “swivel chair interface” breeds ) o

) . operations. Autotask, positioned as the central hub, places customers at the heart of
inefficiency, manual data entry ) ] ) ] )

. . the operational wheel. Seamlessly integrating sales, service and marketing, Autotask
introduces errors, overlapping ) ) )
. . becomes the catalyst for collaboration and synergy. The outcome is a unified force
functionalities lead to unnecessary ] ] ) o ]

where disparate functions align toward common objectives. Customers, situated at

spending, and a lack of visibility
results in misinformed decisions.
For businesses, particularly MSPs,
the time has come to break free
from these pitfalls.

the epicenter of this business flywheel, not only receive exceptional service but also
actively contribute to the organic growth of the MSP.

AUTOTASK: THE CENTRAL HUB FOR COLLABORATION AND SYNERGY

Autotask’s role as the central hub is pivotal. By unifying sales, service and marketing,
Autotask transforms the operational landscape. Silos dissipate, replaced by a
collaborative ecosystem where information flows seamlessly, decisions are
well-informed, and customer satisfaction takes precedence.

In this unified approach, Autotask empowers MSPs to go beyond the limitations of
isolated functions by creating a dynamic, customer-centric operational environment.
Autotask becomes the driving force, steering MSPs towards a future where

collaboration, synergy and customer satisfaction propel organic growth.
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CHAPTER 5: The benefits of designating Autotask as the central hub of IT operations are
ORCHESTRATING far-reaching and include:
SEAMLESS ( A A A
WORKFLOWS WITH — ( . [ meroved

Efficiency gains A single data set decision-making
AUTOTASK through streamlined for an indisputable by visualizing the

workflows. source of truth. entire operational

L L landscape.
- J J J

Consider a streamlined workflow example within Autotask. Rather than navigating
through various disparate tools, Autotask enables MSPs to execute an end-to-end
process within a single system:

1. A CRM opportunity seamlessly transitions to a proposal.

2. Autotask facilitates one-click quote creation.

3. Upon quote acceptance, the system not only wins a CRM opportunity but also
converts quote line items into a contract.

4. Automating hardware procurement becomes a seamless part of the process.

5. Simultaneously, the creation of projects or tickets, intricately linked to every aspect
of the workflow, ensures that technicians have a comprehensive view of the entire
process, aiding in documentation — a crucial component for MSPs.

Strategies for making Autotask the central hub involve auditing existing point solutions
for overlapping tools. Identifying the ideal streamlined process, planning the required
changes and consolidating data and processes into Autotask constitute a holistic
approach toward achieving operational excellence.

Mastering the PSA Ecosystem: More than Ticketing

eBook 8



CHAPTER 6: RECOGNIZING THE NEED FOR SPECIALIZED TOOLS
EMBRACING THE ALONGSIDE A PSA

ECOSYSTEM EFFECT - Autotask, while powerful on its own, acknowledges that certain functions demand
ESSENTIAL PSA specialized tools. Tailoring solutions to meet specific needs ensures a holistic
INTEGRATIONS approach to PSA operations. This acknowledgment sets the stage for what we call the

ecosystem effect, where Autotask takes on the role of coordinating various tools for

optimal efficiency.

THE SIGNIFICANCE OF API INTEGRATIONS IN AN
AUTOMATED LANDSCAPE

In the era of automation, API integrations play a crucial role, acting as the backbone
that keeps things seamlessly connected. A PSA is the central hub where these
integrations converge, harmonizing diverse functions such as accounting automation,
marketing automation, customer relationship management (CRM), VoIP, employee
performance, cloud service delivery, IT documentation, network infrastructure, audit
and compliance, security, backup and remote monitoring and management (RMM).
This convergence ensures a fluid, interconnected and automated workflow that
transcends conventional functionalities.
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ITCOMPLETE PLATFORM: UNIFYING EVERY
ASPECT OF IT OPERATIONS

In the pursuit of a seamless end-to-end business process, the IT Complete platform
emerges as a holistic solution within the Autotask ecosystem. Covering crucial
aspects like IT documentation, network infrastructure, audit and compliance, security,
backup and RMM, this platform unifies every facet of MSP operations. Autotask, in
tandem with the IT Complete platform, doesn't just streamline processes; it crafts an
ecosystem where efficiency and integration coalesce, empowering MSPs to navigate
the complexities of the modern business landscape.

NAVIGATING THE DYNAMIC NEEDS OF MODERN BUSINESS

The essence of Autotask’s integrations lies in their ability to align every facet of MSP
operations with the dynamic needs of the modern business landscape. This chapter

(CH< Q<N

explores how recognizing the need for specialized tools, embracing API integrations
and leveraging the IT Complete platform contribute to the ecosystem effect. Autotask,
in this role, becomes the epicenter of an interconnected, efficient and future-ready
PSA environment.
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CHAPTER 7: In conclusion, Autotask transcends its initial ticketing tool label, evolving into a

CRAETING SUCCESS strategic, centralized ecosystem for MSPs. It goes beyond managing tickets; it
orchestrates cross-functional collaboration, streamlines processes and facilitates an

WITH YOUR PSA - end-to-end business approach. Autotask becomes the driving force behind your MSP’s

14
YOUR MSP’S CENTRAL success, shaping an operational landscape where efficiency, collaboration and growth
OPERATING SYSTEM are not just goals but the very fabric of your thriving MSP business.

READY TO RESHAPE YOUR MSP OPERATIONS,
centralize success and heighten customer satisfaction?

BOOK AN AUTOTASK DEMO

with one of our product experts to learn more.
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