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Executive
Summary

In today’s fast-evolving IT environment, Managed Service Providers
(MSPs) face mounting pressure to grow their business without
sacrificing the excellent service that clients expect. Escalating
complexity, market competition, and shifting client needs

all demand a smarter approach: operational maturity.

This playbook presents “The MSP Maturity Blueprint”—a strategic
framework designed to help MSPs achieve sustainable growth and
long-term profitability by focusing on three foundational pillars:
Operational Maturity, Recurring Revenue, and Long-Term Profitability.
By leveraging proven strategies within these pillars, MSPs can shift
from a reactive posture to a proactive, resilient business model that
enables continuous evolution and unlocks enduring value.
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Introduction: Charting the
Course for Sustainable Growth
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The Challenge for Modern MSPs

As IT services become increasingly
complex, MSPs are expected to scale
operations seamlessly, balancing
reliability, efficiency, and profitability.
The risk: rapid growth can undermine
service gquality, erode client trust, and
diminish competitive advantage.
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The Solution: Operational Maturity

Operational maturity is not a matter
of years in business—it's a measure
of how effectively an MSP harnesses
data, best practices, and technology to
adapt, deliver, and consistently improve.
Mature MSPs achieve scalable growth
while maintaining excellence, outpacing
market competitors with agility.
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Playbook Objective

This blueprint distills essential strategies
across operational maturity, recurring
revenue, and long-term profitability.
Designed for MSPs at any growth
stage, it offers practical guidance to
strengthen infrastructure, streamline
operations, and lay the foundation
for scalable success. For even more
information on MSP maturity, visit the


https://www.logmein.com/resources/msp-maturity-hub
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Pillar.d

Operational
Maturity - Building a
Scalable Foundation
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Defining MISP Maturity

Operational maturity centers not on how long an MSP has existed,
but on how well it utilizes data, resources, and best practices
to realize business goals and continually optimize.

Mature MSPs benefit from:

4' Enhanced efficiency in daily operations

o O—Ol Stronger client relationships built on trust

@_I! Empowered, data-driven decisions
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The Four Stages of MISP Growth

2
1 Stable

Current state: Over-
reliance on manual
effort, unclear roles and
responsibilities

Reactive

Current state: Ad-hoc
firefighting, lack of
documented processes,

technician burnout )
Focus on: Clear service

3 4

Scalable

Proactive

Current state: Stagnation
in technology investments,

complacency in customer
feedback

Focus on: Predictive
maintenance, smart
automation, regular

Focus on: Building standard
operating procedures,
basic documentation,
better issue tracking
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agreements, consistent
monitoring, defined ticket
workflows

Need help identifying your MSP’s current growth stage? Check out the

client reviews

on the LogMeln Maturity Hub.

Current state: Rigid
services, inability to
onboard clients efficiently

Focus on: Automated
onboarding, integrated
platforms, data-led service
refinement


https://edge.sitecorecloud.io/gototechnol00e8-mktglobalxm07e7-mktglobalpr9498-b870/media/project-global/global/url/resources/msp-maturity-hub/establishing-long-term-profitability/msp-maturity-assessment.xlsx
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Metrics That Drive Mature MSPs

To begin maturing your MSP, there are critical KPIs that need to be measured. Mature MSPs track
key metrics to stay profit-focused and foster loyalty:

Service Metrics Business Metrics

SLA adherence, ticket resolution time, Monthly Recurring Revenue (MRR),

customer satisfaction (CSAT) Customer Lifetime Value (CLTV), client
churn rate

Keeping a close eye on these metrics helps MSPs prioritize initiatives, and provides the data
necessary to continue making positive business decisions. More detail about these KPIs can
be found here.
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https://logmein.com/

From Reactive to
Proactive: The Role
of Technology

Modern platforms and process automation are the levers
for transformation. Key tactics include:

Automation:
Automate routine tasks (patch management, reporting, backups)
to elevate technician expertise

RMM Solutions:
Deploy robust Remote Monitoring and Management for scalable
service delivery and faster onboarding

Mobile Device Management (MDM):
Secure endpoints in an increasingly BYOD landscape, adding
a premium service offering to your portfolio

Evaluate your tech stack today, and honestly assess whether these
solutions are setting you up for scalable growth.
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Pillar.2

Recurring Revenue -
Securing Long-Term

Stability
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Protecting Your MIRR

Recurring revenue (MRR) is the lifeblood of any MSP. Market
saturation, economic shifts, and volatile client demands
threaten stability. Proactive steps to reinforce MRR include:

* Deliver exceptional, visible value through transparent
reporting and swift support

e Bundle recession-resistant offerings into clear, outcome-
driven packages (i.e. Essential, Pro, Premium tiers)

* Monitor and optimize operational capacity—grow
revenue without unnecessary headcount
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Creating Add-On
Revenue Opportunities

Existing clients represent fertile ground:

e Forbes reports clients are 50% more likely to invest in new
offerings. This is a big opportunity for MSPs who can leverage trust
to expand services

Strategic Upselling The QBR as a Strategic Sales \Weapon

Present new, high-demand services as solutions—not products: The Quarterly Business Review (QBR) transforms client meetings into

: : . : sales accelerators:
* Promote Security, Compliance, Resiliency, and Al advisory

as strategic outcomes  Use data-rich insights to quantify ROI
* Show RMM-driven endpoint hardening at scale for * Deepen client trust and uncover upsell opportunities through
measurable impact strategic discussions

» Structure QBRs to elicit feedback, align technology roadmaps,
and identify further investments
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Building Trust Through
Agility and Adaptability

The MSPs that thrive continue to evolve:
e Stay ahead of technological trends and client needs

* Modernize your own tech stack first—demonstrate leadership
and maintain credibility

Disaster-Proofing Your
Operations

Resilience is no longer optional. Engage with:
e Comprehensive business continuity planning
* Regular backup tests and validation

* Layered, multi-factor cybersecurity protocols
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From VVendor to Trusted Partner

Evolving from transactional support to strategic partnership is key.

Three Pillars of Credibility

e Customer Success: Guide clients as an advisor, not just
a troubleshooter

* Customer Support: Deliver fast, standardized, reliable service

* Transparency: Share recommendations, performance reports, and
insights proactively

Choosing the Right Tech Stack with
LogMeln Resolve

Unified platforms amplify growth and efficiency. LogMeln Resolve
supports MSPs with unified endpoint management (UEM) that includes:

Advanced RMM for intelligent monitoring and automation
* MDM to secure today’s hybrid workforce

* Robust, easy-to-use remote access and support with multi-platform
coverage

e Zero-trust architecture to protect you and your customers like
no other RMM can

* Integrated ticketing, asset management, and workflow management

* Guided onboarding with a dedicated customer success
manager (CSM)
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Conclusion: Your Path
to Strategic Growth

Operational maturity is a journey—an ongoing mindset that strengthens every facet of your
business. When MSPs master operational excellence, secure robust recurring revenue, and build trust
as indispensable partners, they lay the groundwork for strategic scaling and sustained profitability.

Take Action:

Evaluate your current maturity level. Use the strategies in this blueprint and the MSP Maturity Hub
to chart deliberate paths toward operational excellence and deeper client relationships.

Experience Growth Firsthand:

Start a free trial of LogMeln Resolve today and discover how a unified IT management platform
accelerates your journey toward smarter, more profitable MSP operations.
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