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Introduction: The MSP 
Growth Imperative 
Scaling profitably in a competitive MSP landscape is crucial but 
challenging, with inefficiencies, manual processes, and rising 
compliance demands straining resources.  

POPX, powered by ServiceNow, simplifies digital transformation through 
automation, enabling MSPs to scale efficiently while maintaining profitability 
and service excellence.  

This ebook equips MSPs with essential tools and strategies for unlocking 
growth, optimising resources, and achieving sustainable success. 

Let’s get started on building the future of your MSP business.  

www.popx.co.uk
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Chapter 1:

Understanding the MSP 
Scalability Challenge  
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Common painpoints for MSPs   
Scaling an MSP business comes with unique challenges. Key obstacles 
include operational inefficiencies, rising costs, and the constant demand 
to deliver high-quality services.  

www.popx.co.uk
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Manual processes

Managing tasks like service 
tickets, IT asset tracking, 
and compliance manually 

consumes time, introduces 
errors, and slows 

operations.  

High client expectations  

Clients today expect faster 
responses, proactive 

solutions, and tailored 
offerings. Failure to meet 
these demands can hurt 
your reputation and lead 

to client loss. 

Rising costs  

Labour-intensive work and 
outdated systems increase 

expenses. Expanding to 
new markets or clients 

often means hiring more 
staff, tipping the cost-

benefit scale unfavourably.

Compliance demands    

MSPs face growing 
regulatory requirements, 
such as GDPR and ISO 
certifications. Ensuring 

compliance is crucial but 
resource-heavy, with 

non-compliance carrying 
steep penalties.



Why scaling profitably is hard     
Profitable growth involves more than onboarding new clients. 
It requires rethinking core operations to overcome bottlenecks 
like limited talent, outdated systems, and reactive processes.    

www.popx.co.uk
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Talent shortages  

Finding and retaining 
skilled staff is challenging, 
making human resource 

dependency a major 
growth barrier.  

Reactive operations    

MSPs stuck in break-fix 
cycles and manual tasks 
lack the time to focus on 
strategic growth, leaving 

them stagnant.  

Legacy systems    

Outdated, siloed tools limit 
visibility and efficiency. 

Upgrading these systems 
often feels costly and 

disruptive.

Customisation at scale      

Balancing tailored services 
with efficiency is tough 
without automation and 
streamlined processes.  



The path forward      
Scaling isn’t about doing more with less; it’s 
about working smarter. Tools like ServiceNow, 
paired with expert guidance from POPX, help 
MSPs optimise operations, automate workflows, 
and meet client demands profitably. 

By addressing inefficiencies and leveraging the right 
technology, MSPs can simplify scaling, drive growth, 
and stay ahead in a competitive market. 

www.popx.co.uk
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Scaling isn’t about doing 
more with less; it’s about 
working smarter.



Chapter 2:

Driving operational efficiency 
through automation  

www.popx.co.uk
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The case for automation in MSPs   
Automation is vital for MSPs aiming to scale sustainably. It eliminates 
manual tasks, reduces errors, and frees up resources for strategic efforts. 
For example, automated ticket handling streamlines routing, prioritisation, 
and tracking, saving time and boosting accuracy.    

Consistency is another benefit. Automated workflows ensure tasks like compliance 
reporting and data logging are performed uniformly, reducing risks and costs. By cutting 
repetitive tasks, MSPs can operate with leaner teams and reinvest savings in growth.  

Automation also supports scalability. Tasks like client onboarding and audits can be 
handled efficiently at scale, removing growth bottlenecks. Additionally, it enables 
proactive services like planned maintenance and IT consulting, positioning MSPs 
as high-value partners.  

Platforms like ServiceNow and POPX simplify the integration of automation, 
empowering MSPs to enhance operations seamlessly.  

www.popx.co.uk
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How ServiceNow 
drives efficiency     
ServiceNow’s automation capabilities address key 
MSP challenges while boosting service quality. Its 
workflow engine automates processes like incident 
management and asset tracking. For example, 
support requests can be categorized, assigned, and 
resolved with minimal human input. 

With real-time dashboards and analytics, ServiceNow enables 
data collection, reporting, and analysis without manual effort. 
These insights help MSPs refine operations and make data-
driven decisions. Not only that but ServiceNow’s scalability 
also ensures smooth operations as workloads grow, with 
features like predictive analytics and resource automation.  

Crucially, ServiceNow integrates seamlessly with existing 
tools, creating an interconnected operational ecosystem.  

   

www.popx.co.uk
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ServiceNow enables data 
collection, reporting, and 
analysis without manual effort



POPX and ServiceNow: 
A winning combination       
POPX enhances ServiceNow’s value by delivering MSP-
specific solutions. From onboarding to optimisation, POPX 
provides pre-built templates and expert support to automate 
workflows tailored to each MSP’s needs.   

As a Centre of Excellence for ServiceNow, POPX also helps MSPs 
stay compliant by streamlining reporting and audits while ensuring 
continuous operational improvement through proactive monitoring and 
new automation opportunities.  

By leveraging ServiceNow and POPX, MSPs turn inefficiencies into 
growth opportunities. Automated processes enable scalability, improve 
consistency, and drive profitability, transforming challenges into a clear 
path for sustainable success.  

www.popx.co.uk
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Chapter 3:

Navigating Digital Transformation 
without disruption  
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The risks of digital transformation     
For MSPs, digital transformation is no longer optional. To stay competitive, 
they must modernize operations, align with client demands, and adopt a 
digital-first approach. However, transforming comes with risks:  

www.popx.co.uk
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Operational disruption    

Adopting new systems 
can lead to downtime and 
workflow interruptions, 
eroding client trust and 

reputation.  

Cost and complexity      

Tight budgets and legacy 
systems complicate 

integration and require 
significant upfront 

investment.  

Resistance to change      

Employees may hesitate to 
adopt new tools, fearing 
change or obsolescence, 

hindering progress.  

Loss of focus        

  Transformation projects 
can divert attention from 
daily operations, risking 

missed deadlines 
and burnout.

Though the benefits are clear, these challenges often slow down or derail transformation efforts.  



How ServiceNow and POPX ensure success         
ServiceNow and POPX make digital transformation seamless by balancing innovation with stability.     

www.popx.co.uk
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ServiceNow’s role      
ServiceNow integrates with legacy 
systems, enabling incremental changes 
without major disruptions. It automates 
workflows in ticketing and compliance, 
minimising downtime and ensuring 
smooth operations. Tools for process 
testing and change approvals ensure 
implementation happens transparently 
and effectively.  

How POPX adds value       
POPX tailors ServiceNow 
implementations to MSP needs and 
provides pre-built configurations, 
training, and ongoing support. Its 
focus on workforce readiness helps 
ease resistance and drives adoption.  

POPX also uses predictive analytics to 
address issues before they escalate, 
keeping transformations on track. 
Compliance is streamlined, with 
automated regulatory reporting handled 
within ServiceNow configurations.  

The outcome         
Together, ServiceNow and POPX mitigate 
the risks of digital transformation. MSPs 
achieve better workflows, improved 
efficiency, and enhanced visibility, all 
while maintaining business continuity.

By transforming intelligently, MSPs turn 
challenges into opportunities for growth 
and client satisfaction.



Chapter 4:

Unlocking scalable growth 
with ServiceNow and POPX  

www.popx.co.uk
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The building blocks of scalable growth   
For MSPs, scalable growth means expanding efficiently and profitably 
without sacrificing performance. Three key elements are crucial to achieving 
this balance:  

www.popx.co.uk
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1. Automation        
Automation eliminates manual 
bottlenecks, reduces errors, and frees 
up resources for growth. For example, 
automating tasks like ticket handling 
and compliance improves efficiency 
and service quality. 

ServiceNow’s automation streamlines 
workflows, while POPX customises 
these tools to meet MSP-specific 
needs, enabling growth without 
overextending resources.  

 
2. Streamlined processes        
Growth can bring complexity, but 
structured workflows keep operations 
smooth. 

ServiceNow centralises and standardises 
processes across teams, enhancing client 
experiences and operational clarity. POPX 
tailors workflows to align with each MSP’s 
unique objectives, ensuring a seamless 
scaling process.  

 
3. Data-driven insights          
Sustainable growth demands strategic 
decisions driven by reliable data. 

ServiceNow’s analytics tools deliver 
actionable insights, helping MSPs optimise 
performance and address inefficiencies. 
POPX amplifies this with additional 
recommendations, ensuring MSPs can 
act efficiently on data to fuel growth.  



www.popx.co.uk
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Case Study 1  Case Study 2

CSI Ltd 

CSI modernised its operations by adopting 
the POPX MSP Platform powered by 
ServiceNow. They replaced a cumbersome 
legacy system with automated workflows 
and a streamlined CMDB, enhancing 
service delivery and reducing manual tasks.

This transformation improved customer 
satisfaction scores, simplified SLA 
management, and saved hours through 
automated reporting. With POPX’s tailored 
solutions, CSI achieved scalable, profitable 
growth while elevating client trust.  

M247

M247 revolutionised customer service and 
operations with POPX and ServiceNow, 
resolving over 3,000 cases monthly 
through automated workflows.

The fully integrated platform increased 
resource capacity by up to 20%, allowing 
engineers to focus on high-value client 
needs. A self-service portal improved 
efficiency and client interaction, while 
automated processes saved time and 
boosted overall productivity, setting the 
stage for exponential growth.  

20%
increased resource 
capacity



Chapter 5:

Building scalable 
profitability

www.popx.co.uk
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Pathways to long-term success     
For MSPs, achieving profitability and scalability requires a strategic focus on key 
metrics and a clear roadmap for growth. By leveraging ServiceNow’s technology and 
POPX’s tailored expertise, MSPs can drive efficiency, innovation, and adaptability 
while scaling confidently.  

Key strategies for sustainable profitability: 

1.
Continuous 
automation  

Optimising workflows with 
ServiceNow’s evolving 
tools and POPX’s proactive 
support keeps operations 
efficient and adaptable.  

3.
Service 
differentiation    

MSPs can stand out 
by offering value-
driven services. With 
customisation by POPX, 
ServiceNow enables 
unique offerings like 
strategic consulting to 
meet clients’ evolving 
demands.  

2.
Data-driven 
predictability    

Predictive analytics from 
ServiceNow improve 
service reliability by 
anticipating client needs, 
while insights from 
POPX transform those 
predictions into actionable 
strategies.  

4.
Team 
empowerment      

Regular training in 
ServiceNow’s tools 
ensures employees 
maximise its potential. 
With support from 
POPX, teams work more 
efficiently, enhancing 
both performance 
and satisfaction.  

5.
Agility and 
adaptability        

ServiceNow’s scalable 
platform and POPX’s 
expertise empower MSPs 
to pivot effectively, seizing 
new opportunities while 
managing challenges in a 
dynamic market.  



www.popx.co.uk
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The roadmap to profitable growth       
1. Evaluate operations          
Begin by identifying 
inefficiencies and areas needing 
improvement with guidance 
from POPX.  

4. Commit to continuous 
improvement            
Regular optimisation is 
essential. Use insights 
provided by ServiceNow’s 
analytics, coupled with POPX’s 
recommendations, to refine 
workflows and services.  

2. Leverage the right tools  
ServiceNow offers proven, 
scalable solutions to tackle both 
current challenges and future 
demands.  

5. Set measurable goals  
Clear, trackable objectives 
are indispensable. With 
ServiceNow’s analytics, MSPs 
can monitor progress and adjust 
their approach as needed.  

3. Work with experts  
POPX goes beyond deployment 
to enhance ServiceNow with 
customised strategies and 
hands-on support, ensuring 
maximum impact.

6. Scale incrementally  
Avoid overwhelming operations 
with sweeping changes. Instead, 
start small by automating 
key processes or improving 
reporting, then scale gradually 
using ServiceNow’s modular 
platform.  

7. Harness AI for advanced 
operations
Leverage POPX’s expertise to 
implement AI-driven solutions 
tailored to your needs. By 
automating repetitive tasks and 
uncovering valuable insights, 
AI can enhance efficiency, 
drive smarter decision- 
making, and strengthen 
your service delivery.

By combining these strategic 
approaches with a structured 
roadmap, MSPs can secure 
not just scalable growth but 
consistent profitability over 
the long term. 

ServiceNow delivers the 
technology backbone, while 
POPX provides vital support 
and expertise to guide MSPs 
every step of the way. This 
partnership ensures a seamless 
and confident journey toward 
enduring success.



The future of your MSP begins now. 
Take the first step toward profitable scalability today.
Gain unparalleled insight into your operations, eliminate service outages, resolve 
customer issues faster and reverse margin erosion and revenue leakage.

Modernise operations, identify unused infrastructure and intelligently automate 
business processes. Get to cloud fast and deliver a customer experience that 
outperforms rivals.

Best practice implementation of a fully managed platform to give you the best 
chance of success and support for your business through the transformation 
journey and beyond.

www.popx.co.uk
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