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Driving MSP Success

FUEL GROWTH =g

AND EFFICIENCY
THROUGH
OFFSHORING

What to Expect

In this e-book, we explore how
Managed Service Providers (MSPs) can
drive growth and efficiency through
offshore solutions. Offshore strategies
empower MSPs to overcome local talent
shortages, enhance service delivery,
and meet increasing client demands
with 24/7 support. By leveraging global
expertise, MSPs can achieve scalabillity,
optimise costs, and unlock new

growth opportunities while maintaining
exceptional service quality.

We will address critical areas to
understand the challenges MSP
companies face and explore offshore
solutions as a strategic advantage.
Discover how Staff Domain empowers
MSP success by learning more from
success stories and case studies that
will help you outline the next steps to
chart a path for sustainable growth.



Understanding the Challenges MSPs Face

Managed Service Providers (MSPs) face a variety of challenges in today’'s competitive IT landscape. Rapidly advancing technologies, increasing client demands, and a chronic
shortage of skilled IT professionals are some of the most pressing issues. Many MSPs struggle to scale their operations while maintaining high service quality, often finding themselves
stretched thin trying to meet client expectations with limited resources. Balancing cost management with the need for innovation adds another layer of complexity. Additionally, the
pressure to provide 24/7 support in a globalised market can strain internal teams and impact overall efficiency. Addressing these challenges is critical for MSPs to remain competitive

and achieve long-term success.

General Challenges Faced by MSPs

Talent Shortages
Difficulty finding skilled IT professionals locally.

Cost Pressures

Rising salaries and operational expenses limit MSPs’ profitability.

Service Scalability Issues

Businesses today expect their MSP partners to be more than service providers—
they want strategic partners who can provide guidance, innovation, and tailored
solutions. Meeting these heightened expectations requires MSPs to continually

upskill, adopt cutting-edge technologies, and offer value-added services.

Cybersecurity Demands

Evolving threats require continuous investment in advanced security measures.

Time Zone Limitations

Challenges in providing 24/7 support for clients.

Keeping Up with Technology Trends
Emerging technologies such as artificial intelligence (Al), Internet of Things (loT),

and edge computing are reshaping the IT landscape.

Client Retention Challenges
The IT services market is highly competitive, with many MSPs struggling to

retain clients who are lured away by competitors promising cheaper or more

Innovative solutions.

Downtime and Productivity Loss

IT system failures lead to significant downtime, hurting operational efficiency

and customer satisfaction.

Difficulty Scaling IT Operations

Fast-growing businesses often find it hard to scale IT resources to match growth.

Regulatory Compliance Challenges
With stricter data protection and privacy laws like Australia’s Privacy Act and

GDPR in Europe, businesses must ensure they remain compliant.

Fragmentation of Tools and Solutions
Increasing number of IT management and security tools creates complexity for
MSPs, who must integrate these solutions into their service stack. Managing

multiple tools, training staff to use them, and ensuring compatibility across client

environments is a growing pain.
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Harnessing Offshore |T Solutions to Tackle MSP Challenges

In this chapter, we'll explore comprehensive outsourcing solutions MSPs can use to overcome operational and IT challenges. By leveraging strategic and innovative outsourcing methods to address talent shortages, cost pressures, scalability issues, and client

relationship challenges, MSPs can build resilient businesses while delivering exceptional value to their customers.

Staffing

Access to Global Talent
Offshore IT teams offer access to a broader
pool of certified professionals.

Niche Specialisation

Outsourcing can help MSPs develop niche
services (e.g., cybersecurity for healthcare or
loT management) to differentiate themselves
INn the market.

Cost-Effective Operations

Offshore partnerships provide affordable,
high-quality services without compromising
standards.

24/7 Operations
Offshore teams in complementary time
zones ensure around-the-clock support.

Customisable Teams
Tailored solutions to fit the exact needs of the
MSP and its clients.

ok

Technical

Enhanced Cybersecurity:
Offshore providers specialise in advanced
threat monitoring and compliance.

Technology Evolution:

Expertise in emerging technologies so MSPs
stay ahead of trends, offering services like Al
integration, blockchain implementation, or loT
management.

Remote IT Infrastructure Management:
Offloading daily infrastructure monitoring and
maintenance.

Cloud Operations Support:
Migration, optimisation, and management of
cloud environments from offshore teams.

Backup and Disaster Recovery:
Ensuring continuous business operations
through offshore disaster recovery plans.
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STEP 1

OUTSOUVGmQ [dentify Core Challenges
S’[epg for MSP and Gaps How Staff Domain Helps

Staff Domain provides MSPs with expert consultations to help

Outsourcing can be a transformative strategy for

The first stepistoidentify challenges that negatively impact operational
efficiency. Pinpoint gaps that need to be filled, like processes or roles
that can be outsourced. Sit down with a partner to uncover areas
where outsourcing can drive immediate and long-term value.

them assess operational bottlenecks, skill shortages, and
scalability issues. We then offer tailored solutions to ensure

the outsourcing strategy aligns with your business goals.

MSPs. It will help them scale operations, overcome
resource constraints, and deliver exceptional services
to their clients. In this section, we'll walk you through

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

a practical, step-by-step guide on how you can

leverage outsourcing effectively, with a specific

focus on partnering with Staff Domain, a leading

outsourcing firm that specialises in helping Australian Key QU@STIOHS tO ASK

businesses get access to global talent to increase
capacity, enhance efficiency, and bolster growth.

Which internal Are there Do you heed
functions are skill gaps in scalable support
resource- your current for tasks like 24/7
INntensive or team, such as IT monitoring
costly to maintain cybersecurity or or helpdesk
INn-house”? cloud expertise”? services?

-
i

§ Ie =

AA Staff Domain

The smart place to grow.

staffdomain.com | 1300 00 22 22

‘9.’3*««(.:
Teecd™




STEP 2

Select Tasks and Roles to Outsource

Not all functions within an MSP can or should be outsourced. Strategic outsourcing involves focusing on non-core or time-consuming tasks,
allowing your internal team to focus on high-value work, such as client relationship management and strategic growth.

Secondary Offshore
Roles for MSPs

Outsourceable Roles with Staff Domain:

L2/L3 Service/Help Desk Engineer

Staff Domain offers highly trained Level 1and Level

2 Helpdesk Support Agents to manage tickets,
troubleshoot issues, and ensure fast response times for
your clients.

L2/L3 Service Desk Analyst

Staff Domain provides highly skilled L2 and L3 Service
Desk Analysts to help MSPs address their most
critical challenges by bringing expertise in advanced
troubleshooting, escalations, and maintaining service
reliability.

L3 System/Network Admin

Staff Domain offers expert L3 System and Network
Administrators to help MSPs meet the demands

of their clients while ensuring their infrastructure
operates seamlessly. These highly skilled professionals
specialise in advanced system troubleshooting, network
configuration, and infrastructure optimisation.

Network Engineers and Cybersecurity Specialists

Access specialised IT professionals to handle critical
areas like infrastructure management and threat
detection.

24/7 Monitoring and Maintenance

With global teams located in different time zones,
Staff Domain ensures round-the-clock system
monitoring to minimise downtime and improve
service reliability.

Cloud Migration Experts / Cloud Engineer

Staff Domain’s IT talent pool includes certified cloud
specialists, ensuring your clients experience seamless
cloud transitions.

~A Staff Domain
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Customer Service Representatives
CSRs handle client enquiries, resolve
tickets, and maintain customer
satisfaction with professionalism and
efficiency.

Administrative and Back-Office
Support

Streamline operations by managing
tasks such as data entry, reporting, and
documentation, enabling MSPs to focus
on strategic initiatives.

Project Managers

Project Managers ensure the successful
delivery of IT projects through
meticulous planning, coordination,

and execution aligned with business
objectives.

staffdomain.com | 1300 00 22 22




STEP 3

Choose the Right Outsourcing Parther

Selecting the right outsourcing partner is crucial for the success of your strategy. With Staff Domain, MSPs
benefit from a company that specialises in helping Australian businesses overcome local challenges like
talent shortages, high operational costs, and scalability constraints.

1. Book a consultation with Staff Domain to

Why Staff Domain Stands Out:

outline your needs.

Focus on Australian Enterprises
Staff Domain is uniquely positioned to understand the challenges faced by Australian
businesses, from time zone constraints to compliance with local data protection regulations.

Premium Talent Pool
Staff Domain connects MSPs with highly skilled IT professionals from regions like the
Philippines and South Africa, ensuring cost-effective solutions without compromising quality. - s ‘ o)

“~
S

State-of-the-Art Infrastructure . Review the talent pool and select
Our offices are equipped with advanced IT tools, robust security systems, and high-speed candidates that align with your technical
connectivity to support your outsourced teams. requirements.

Dedicated Staff Model
Unlike traditional outsourcing, Staff Domain ensures you work with dedicated offshore teams
that feel like an extension of your in-house workforce.

3.E

Establish a clear Service Level

Accreditations and Certifications
Staff Domain has been recognised as a “Great Place to Work” for two consecutive years and
has achieved ISO 27001 certification.

Agreement (SLA) to ensure alignment on
expectations.
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STEP 4

How Staff Domain
Supports Integration

Integrate Outsourced Services Seamlessly

A common concern when outsourcing is ensuring that external teams integrate smoothly into
your operations. With the right processes in place, outsourcing through Staff Domain can feel like

a seamless extension of your business.

Onboarding Assistance

- . ff Domain helps with th

Best Practices for Integration: Staff Domain helps with the
recruitment, training, and

onboarding of outsourced staff

Provide Comprehensive Training {0 ensure a smooth transition

Collaborate with Staff Domain to onboard and train your outsourced team on
your internal processes, tools, and client expectations.

Use Collaboration Tools Customisable Office Setups

. . o Your outsourced team works
Platforms like Microsoft Teams, Slack, or Zoom allow seamless communication

. from state-of-the-art offices

between in-house and outsourced teams, _
with access to the same tools

and infrastructure as your in-

Establish Clear Communication Protocols house staff.

Define points of contact, escalation processes, and reporting structures to
ensure smooth collaboration.

Continuous Support

\ . Dedicated account managers
Set Performance Metrics Ve & & orovide ongoing support

Regularly review KPIs such as ticket resolution times, client satisfaction, and ] ' Nl to address any integration
system uptime to monitor the performance of your outsourced teams. 7% -8 ey challenges or adjust services as

your needs evolve.

~A Staff Domain

The smart place to grow.

NNNNN




1. Custom Talent Strategy 6. Offshore Team Onboarding

Turn to us for a custom recruitment strategy. We'll Your new team member is ready to start! Our internal
work with you to develop a custom job description and HR team will take them through a 360-degree induction.
cover all recruitment marketing. As well as background We can also help you organise your onboarding session
checks, skills testing and any other initial screening and get your team set-up with a welcome lunch or
required to ensure you find top talent. merch pack.

2. Business Processes & Systems Review

| | | 5. Onshore Team Training and Support
Our team wiill work with you to ensure your internal

Getting your onshore team ready is key to getting your
offshore team to work. Our team will provide you with
training resources and support to help you get buy-in

Resea rCh - BaC ked from local staff.
Approach To
Onboarding

processes and systems are set-up for success! This

iIncludes helping you auditing your workflows, making
sure you have online project management tools in place
and guiding you on best practices.

]
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3.IT & T Set-Up 4. Implementation of Safety & Security

Leave all IT & T set-up to us and focus on getting to Measures

work. We'll set your staff up with their PC, telephony, Staff Domain takes a rigorous 360-degree approach to

an email address and access to your local servers and security. This includes setting up new PCs and systems

systems. We'll also make sure they're enabled with any with the highest level of network security to protect

software, databases, and licenses you use. business data, IP and ensure business continuity.

Fe=J BOND
UNIVERSITY
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STEP 5

Monitor, Evaluate, and Optimise
Outsourcing Performance

Outsourcing is not a set-it-and-forget-it process. To maximise the benefits,
MSPs should continuously monitor performance, gather feedback, and make
Improvements where necessary.

Key Monitoring Metrics:

Service Quality
Are your outsourced teams meeting or exceeding SLA
benchmarks?

Client Satisfaction
Are your clients happy with the services provided, such
as ticket resolution times and IT system uptime?

Cost Savings
Are you achieving your outsourcing ROl goals, such as
reduced labour costs and improved profitability?

Employee Retention
Are your in-house teams benefiting from reduced
workloads and increased focus on strategic projects?

A Staff Domain
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How Staff Domain Ensures
Continuous Improvement

Performance Reviews

Staff Domain conducts regular
reviews to ensure outsourced
teams regularly meet
expectations.

Scalable Support

As your business grows,
Staff Domain can scale your
outsourced team to handle
Increased client demands or
new service offerings

Talent Retention Programs
Staff Domain focuses on
employee satisfaction and
retention, ensuring that your
outsourced teams remain
motivated and committed to
your SUCCESS.

Nstaffdomain.com | 800 00 22 22
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Customer Success Stories

Discover how Staff Domain’s tailored offshore solutions have transformed MSP operations and driven measurable success. In this chapter, we highlight real-world examples of how our approach has helped companies overcome critical challenges, achieve

scalability, and deliver superior service to their clients. These success stories showcase the tangible benefits of partnering with Staff Domain, providing insights into the transformative impact of our offshore solutions.

Swift Scalability During The COVID-19 Pandemic

Duringthe pandemic’s peak,an Australian MSP company experienced
an overwhelming surge in enquiries that exceeded local staff capacity:.
To tackle this, they partnered with Staff Domain, which provided
the necessary manpower, technology, and extensive training to
build an offshore tech support team in Manila, Philippines. This five-
member team offered multi-tiered support—Levels 1, 2, and 3—
tailored to varying client needs, while also performing back-of-house
monitoring and system checks to proactively resolve potential issues.

“Staff Domain delivered an offshore tech support team at a
time when we really struggled to do it locally. They provided
invaluable support to help get our new recruits up and running
quickly, including the facilitation of processes and training.”

This collaboration enabled the company to manage increased call
volumes efficiently, resolve issues swiftly, and offer comprehensive
after-hours support, thereby maintaining service quality and
expanding their capabilities with minimal overhead.

Carlos Da Conceicao
Director of Sales
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Attract and Retain The Right Talents With Ease

Facing challenges in sourcing skilled, cost-effective talent, an MSP turned
to Staff Domain for an offshore solution. A competitive job market and
rising demands made securing top-tier professionals difficult. Staff Domain
built a Manila-based team with the required expertise, robust training,
advanced technology, and secure infrastructure.

“It's very easy to manage and to see how people are performing.
And then from a cost perspective, it's obviously a lot cheaper
to be utilising people in the Philippines than in Australia, so
your margins can be far greater. But you can also use those
margins to pay them more and get them to be more loyal”

Data security and reliability were major concerns with offshore solutions.
Staff Domain mitigated these risks by enforcing strict data protection
measures that confined sensitive data to secure offices. Transparent
communication and consistent performance metrics further boosted
confidence, while reduced overhead and skilled professionals improved
service delivery, client satisfaction, and operational efficiency.

David Cohen
Owner g sl]Stemne ¢
Systemnet

Address Skill Shortage to Increase Capacity Quickly

After the pandemic, a top managed service provider struggled with a surge
In IT support demands due to a staff shortage. With traditional hiring failing,
they partnered with Staff Domain, which rapidly built an offshore team
tailored to their needs. The seamless integration improved response times
and customer satisfaction, offering essential relief during challenging times.

“We wanted to make sure that the agency we use is ethical and
treated our offshore team with the right sort of ethics and morals
we have as a business. We're originally a family business; it's very
important for us that we look after each other, our team,and our clients.”

Staff Domain enhanced efficiency and aligned with the company’s
family-first, ethical values. Their collaboration built strong local-offshore
bonds through regular, inclusive meetings. By meeting staffing needs
while upholding shared values, they empowered the company to deliver
exceptional service, maintain client trust, and thrive post-pandemic.

Carlo Richetti
Managing Director
Cititec
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FINANCIAL PLANNING ACCOUNTANTS

Download our Salary Matrix or book a chat with us today and learn how
mMuch you can save when you offshore your manpower.

For more information, visit

AUSTRALIA UNITED STATES HONG KONG PHILIPPINES SOUTH AFRICA
~N -~ 1300 00 22 22 (929) 552 4448 Suite 2 Level 12A 02 8 983 1828 Northlands Corner,
m q o m q I n Suite 43 (Ground Floor) 5830 E 2nd St Enterprise Building Level 36 Cyberscape Gamma Witkoppen Road &,
52 Parramatta Road STE 7000 #2475 Casper 228-238 Queen’s Topaz & Ruby Roads, Ortigas NewMarket Rd, Northriding,
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