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INDUSTRY SOLUTIONS

Operational Al for
Managed Services

A workflow-first guide to identifying, governing, and measuring
Al across MSP and MSSP operations.

I

A practical reference for managed service leaders deciding where Al is worth building and where it is
not.

247 L1-L2 1 workflow

service demand that does not support workflows with high selected, governed, and
stop after business hours augmentation potential measured before expansion

lllustrative operating priorities for MSP and MSSP organizations.

WORKFLOW SELECTION - ARCHITECTURE - INTEGRATION - GOVERNANCE - BUSINESS CASE
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01 - WHERE THE VALUE LEAKS 6.°D

Start with the workflow, not the technology.

A surprising amount of managed service margin is won or lost in the work around the technical fix —
intake, client research, escalation, scheduling, documentation, remediation, reporting, and billing. When
those steps depend on manual interpretation and disconnected systems, service slows, skilled capacity
is consumed, and the cost only becomes visible after an SLA slips, a queue grows, or completed work
waits to be billed.

Four recurring patterns appear across managed service operations:

Ticket volume grows faster than Skilled people spend time rebuilding
capacity context

Tier 1 requests, alert queues, and repetitive Technicians and analysts search prior tickets,
follow-up absorb technician and analyst time. client documentation, device records, logs,
As clients, users, devices, and tools grow, policies, and emails before they can begin
service demand rises faster than the team can resolving the issue.

scale.

Work stalls between systems and Nonbillable work quietly erodes
teams margin

Requests move across email, phone, PSA, Scheduling, ticket updates, closeout checks,
RMM, documentation, security, project, and client reporting, and billing handoffs consume
financial systems. Every handoff creates time that could go to complex resolution,
delay, re-entry, and the chance that context security analysis, or higher-value client work.
gets lost.

How a governed workflow responds

The workflow keeps moving while accountable people remain in control.

& 3 =23 m—
Works 1 Takes ¢ Routes

Monitoi .ons
defined workflow approved client and authorized actions and exceptions to
service records the right owner

A governed Operational Al workflow follows the same operating loop.

4 )
Understands Grounds You approve Acts /[ writes back Logs
the request or the decision in where policy or inside authorized what happened
operational trigger client context risk requires it systems and who approved
it
NG J
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What a governed managed services workflow

lllustrative workflow example: a Tier 1 request resolved without the service-desk
bottleneck

[ ANATOMY OF A GOVERNED WORKFLOW tier-1 service agent - ticket 4821

(s/ SYSTEM OF RECORD> (\/ CLIENT CONTEXT APPLIED)

TRIGGER
Service request - after hours - Client 036

“My account is locked and | cannot access Outlook.”
Common issue, no technician assigned; user needs access before the next business day.

Ticket #4821 - Account lockout / Outlook access —

SERVICE CHECK

Identity verified - entitlement active cited: identity record - service agreement verified
Lockout matched to approved reset SOP cited: client SOP - prior ticket history procedure matched

Credential reset + session revocation

proposed cited: client policy low-risk action

Status ready to execute

TECHNICIAN DECISION

- EWETL RGO NISEL M  edit - override - escalate, all logged

WRITE-BACK

resolved

Ticket updated - action recorded - user notified - resolution verified - timestamped

‘ EXCEPTION

Authentication failed or the client policy is unclear? The action is held, and the case is routed to the service
desk instead of being executed.

(\/ HUMAN IN THE LOOP) (\/ ACTS ONLY WITHIN POLICY) (\/ MEASURED TO A BASELINE)

Success metric: Mean time to resolution and manual touches per ticket improve while
service controls remain in place.
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02 - WHAT METACTO BUILDS 609

The same architecture,
across the workflows that run managed
services.

Each workflow is deliberately narrow: it monitors one repeated process, uses approved client
records, acts through authorized tools, and routes decisions to an accountable owner.

4 )
Intake, authentication, common
Tier 1 Service Support troubleshooting, approved Cost per ticket & MTTR
remediation, ticket updates, and
escalation.

Assembles client, user, device, ticket,
Escalation Briefing and knowledge context before Tier 2/3
begins.

Research time & resolution
speed

Enriches security alerts, gathers

Alert Triage gndpomt Sl |q§nt|ty context,_flags 42 alerts - 6 escalated Triage time & analyst capacity
likely false positives, routes priority
incidents.

Uses approved scripts and tools to
resolve recurring endpoint, identity, Resolution rate & technician

Remediation . . .
patching, config, or backup issues. touches

Appointment Manages outreach, follow-up, calendar

g availability, phone escalation, reminders, Site visit - confirmed Ceciegientest project
Coordination : . velocity
and appointment creation.

Checks signoff, vendor documents,
Project Closeout completion records, required files,
and billing readiness.

Closeout cycle & time to
invoice

Summarizes service, security, SLA,

. . i inci ivi Reporting time & client
Client Reportin prOJeC.t, and incident activity for QBRs 8-account rollup read . s
p < and client updates. 0 Y visibility

Discovers Al agents, service

Agent Governhance accounts, permissions, integrations, 4 agents - 1 overprivilaged Risk visibility & control
Monitoring and anomalous activity in client coverage
environments.
- J

Any workflow that recurs across clients, tickets, alerts, projects, or service agreements and carries
material capacity, margin, service, revenue, or security risk may be a candidate. Before funding a build,
evaluate it against the Five Conditions of a Fundable Al Workflow:

THE FIVE CONDITIONS OF A FUNDABLE Al WORKFLOW

Workflow
repeatability

Implementation

Business impact
path

Source readiness Decision
ownershin

Do not automate everything at once. Fund the first workflow with a credible baseline, a
clear owner, and a measurable outcome.
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Operational Al should work inside the systems

you already run.

Operational Al should not create another destination for technicians or analysts. It should
read and write at the record level within approved systems, using tenant-aware access,
explicit approval gates, and controlled execution.

Common system categories and representative examples

SERVICE DELIVERY &

SECURITY & INFRASTRUCTURE

COMMUNICATIONS & BUSINESS

KNOWLEDGE OPERATIONS
Kaseya / Autotask | SIEM / XDR / EDR Microsoft 365 / Teams
Eﬁlli(r?;& clients, agreements, time, alerts, incidents, endpoint activity email, chat, files, approvals

ConnectWise

service requests, projects,
agreements, configs

Microsoft Azure / Entra
identity, access, devices, policies

Teams Voice / Cisco

calls, scheduling, outreach,
transcripts

IT Glue

client documentation, procedures,
assets

Email Security
messages, threats, sender context

NetSuite
invoices, projects, AR, AP, revenue

RMM Platforms

devices, alerts, scripts, health,
remediation

Backup Platforms
jobs, failures, recovery status

CRM / Project Tools

opportunities, tasks, owners,
deadlines

Examples only. Feasibility depends on APl access, permissions, tenant architecture, data quality, and execution requirements.

Governance & risk controls

Production Al requires explicit boundaries: what the system may read, what it may recommend, which actions it
may execute, who must approve, where results are written, and how every action is recorded.

(

Your records

tickets - alerts -
devices - client docs -
agreements

Permissions
only the tenants, >
? systems, and tools

assigned

Your rules

SLAs - security
controls - approvals -
exceptions

-

The agent

understands - grounds - acts - verifies

~

J

Your team
approves

people decide where
risk requires it

Your service &
security systems

approved work
executed or written

Audit log

what was accessed,
proposed, changed,
escalated

(0 Workflow-first ) CO Human—approved) (0 Measured to a baseline)

metacto.com

Approved environments. Bounded, tenant-
aware identities. Role-based access.
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04 - VALUE 6(}9
Establish value before you build.

The business case should begin with the workflow baseline, not a generic
estimate of Al ROL.

Value shows up at the workflow level

Each workflow targets a specific operational lever: speed, capacity, margin, service quality, revenue, or
risk control.

TIER 1 SUPPORT Common requests resolved faster, with fewer technician touches,
consistent documentation, and approved recurring fixes handled
through controlled actions.

ESCALATION PREPARATION Tier 2/3 begin with client history, device context, prior actions, and
likely next steps already assembled.

SECURITY TRIAGE More alerts enriched and prioritized before analyst review, with high-
risk cases surfaced sooner.

PROJECT CLOSEOUT Required documents validated sooner, reducing administrative delay
and accelerating billing.

CLIENT REPORTING Less time building reports, more visibility into the work and value
delivered.

The stakes are concrete, per event

A Tier 1 ticket costs more than troubleshooting minutes — it carries intake, authentication,
research, communication, documentation, and closure. An unresolved alert delays investigation
while risk stays active; a project waiting on signoff or vendor docs delays invoicing and cash. The
question is not whether Al can answer a question. It is whether the workflow completes the work
faster, with the right context, controls, and a measurable outcome.

How the value case is built

During Opportunity Mapping, Metacto baselines the selected workflow using measures such as
workflow volume, cycle time, manual touches, loaded labor cost, escalation rate, rework, SLA
impact, billing delay, and risk exposure. That baseline supports a build-or-no-build decision
before implementation budget is committed and remains in place after launch.

A credible production workflow has to work for each stakeholder.

. CFO /PE sponsor: Measurable » Owner/CEO /COO: Operational
economics leverage
An explicit baseline, value model, and More tickets, clients, projects, and service
measurement plan before investment. hours handled without adding headcount at

the same rate.

& Service [ security leadership: © IT | Security: Access & governance
Process control Tenant-aware permissions, bounded
Clear workflow ownership, review gates, identities, audit logs, and controlled
escalation paths, and exception handling. execution inside existing systems.
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Build the first workflow worth funding.

Operational Al in managed services should begin with one repeated workflow where service capacity,
margin, client experience, revenue, or security risk still depends on manual interpretation and handoffs.
Select the workflow with the clearest economics, build it around the real process, govern it, and expand

from measured results.

What a first build has to answer

01

Where is value leaking?

|dentify the repeated reviews, searches,
coordination steps, and handoffs where
capacity, service levels, margin, revenue, or
risk are repeatedly affected.

03

What context and controls does it require?

Define the records, systems, permissions,
policies, approvals, authorized actions, and
exception paths required for reliable
operation.

02

Which workflow is most fundable?

Select the candidate with the strongest
combination of business impact,
repeatability, source readiness, decision
ownership, and implementation path.

04

How will value be measured?

Establish the baseline, success metric, risk
model, and financial value that will determine
whether the build is worth funding.

Estimate the opportunity with your own numbers

Use a small set of operating inputs to create a preliminary annual estimate. Metacto validates the
assumptions against your actual baseline during Opportunity Mapping.

Annual opportunity = eligible tickets x manual minutes saved x loaded labor rate + after-hours capacity

value

TIER 1 SUPPORT OPPORTUNITY -

YOUR INPUTS

Eligible Tier 1 tickets per year

Average manual minutes per ticket
minutes

Recoverable or automatable share %
(o]

Loaded technician cost

$ / hour
After-hours capacity value $
lllustrative gross annual opportunity $

WORKED EXAMPLE ILLUSTRATIVE

Eligible Tier 1 tickets per year

18,000
Average manual minutes per ticket 12 minutes
Recoverable or automatable share 45%

Loaded technician cost $48 per hour

After-hours capacity value $72,000

llustrative gross annual opportunity ~ $150K / yr

lllustrative gross opportunity before implementation and operating costs. Validate that benefit categories do not overlap before adding them together. The same
approach can be applied to alert triage, escalation preparation, scheduling, closeout, reporting, and billing.

metacto.com
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06 - IS THIS A FIT 6QD
Is this workflow ready for Operational Al? ’

Select one workflow and rate it from 1 to 5 against each condition. A total of 21 or above, with no factor below 3,

signals a workflow ready for Opportunity Mapping.

THE FIVE CONDITIONS OF A FUNDABLE Al WORKFLOW

Business impact materially affects capacity, margin, service levels, revenue, or risk /5

the same core steps recur across clients, tickets, alerts, or projectsin a

Workflow repeatabilit
P y repeatable sequence ___ I35

Source readiness the required records and client context exist in systems that can be integrated /5
Decision ownership one accountable role owns the workflow and signs off today /5
Implementation path a controlled destination for the approved action or record /5
Your total [ 25
21to 25 - Ready to map 15 to 20 - Needs discovery Below 15 - Prepare first
With no factor below 3, bring it to Worth mapping. Expect some source, Clarify the workflow, line up the
Opportunity Mapping. The operating and process, permission, or ownership records, assign an accountable owner,
economic case is likely there. work first. and then score it again.
Is this the right fit?

GOOD FIT NOT A FIT

You run recurring service or security workflows across You want a generic chatbot or a one-off prototype

tickets, alerts, devices, projects, clients, or contracts . . . .
There is no reliable source of client, service,

Capacity, margin, response speed, or service quality is security, or workflow context
constrained by manual intake, research, coordination, or
review

No one owns the workflow or the outcome it
affects
Your client, service, security, and financial data exist in

i The agent would require broad, undefined access
systems you can integrate

across client environments

A service manager, analyst, technician, or security leader . .
o You are not ready to measure impact against a
can remain in the approval loop baseline

You want a production system that runs on real client work

Map Managed Services Al Opportunities.

Tell us about the service, security, coordination, or

reporting workflow creating the most friction. We will

help you determine where Al could increase capacity, Map Managed Services Al Opportunities
improve response, protect margin, or reduce risk, and

whether the workflow is worth building.
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