to Elevate

Performance Using
Experience Data

For MSPs providing next-generation IT and enterprise services.
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EVOLVE FROM SLA

DEFENSE TO EXPERIENCE
LEADERSHIP

Modern clients care less about SLAs—and more about
how services impact their productivity and satisfaction.

Here’'s how MSPs can shift their narrative:
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MOVE BEYOND TICKET METRICS

 Shift from SLA Defense to Experience Storytelling
in QBRs

e Show how user sentiment, lost time, and friction
points improved over the quarter.

e Tie metrics to business outcomes: “20% fewer
password resets = 3,000 hours saved/month.” g

PR TELL EXPERIENCE STORIES

« Highlight a specific journey (e.g., onboarding, VPN issues).
e Share before vs after views: sentiment scores, resolution
time, satisfaction.

LAUNCH VOICE OF USER’ HEATMAPS

e Aggregate and visualize experience data to show clients a?
what’s working and what's broken across different 3
business units or geographies.

OFFER QUARTERLY ‘EXPERIENCE PULSE’ WORKSHOPS

Facilitate experience review sessions—not just governance calls—
with client stakeholders to jointly reflect and realign priorities.

POSITION YOURSELF AS A BUSINESS ENABLER, NOT
JUST A SUPPCRT PROVIDER.




USE EXPERIENCE DATA TO DRIVE
PROACTIVE SERVICE INNOVATION

Proactivity is the new differentiator. Your contract may
not demand it—but your client expects it.
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CREATE EXPERIENCE-DRIVEN IMPROVEMENT ROADMAPS

Use sentiment and lost time insights to proactively propose
a quarterly improvement plan—even if not contractually
obligated.

USE DATA TO PREDICT AND PREVENT ESCALATIONS

Identify consistent low-experience hotspots and solve
them before clients raise concerns—positioning yourself
as a proactive partner.

ALIGN AGENT AND TEAM KPIS WITH EXPERIENCE METRICS

Internally align your team'’s performance to outcomes that
matter to the client, not just operational metrics.

Use poor experience areas as training opportunities—not
just escalation alerts.

FROM “FIXING ISSUES™ TO “REMOVING FRICTION": THAT'S THE

MINDSET SHIFT.



MONETIZE, MARKET &
MULTIPLY THE EXPERIENCE
EDGE

When experience becomes a differentiator, MSPs win

bigger deals, retain better clients, and attract top talent. L T —
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BUNDLE EXPERIENCE METRICS INTC PREMIUM SERVICE TIERS c
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» Offer enhanced support packages where : r
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sentiment/NPS scores unlock proactive support, VIP
Q PARTNER WITH CLIENTS ON CO-BRANDED

treatment, or early issue detection.
SUCCESS STORIES

When experience scores go up, collaborate on
internal/external case studies to showcase success—
turning great delivery into great marketing.

TURN EXPERIENCE DATA INTO A COMPETITIVE EDGE

e Show prospects how your delivery improves user
satisfaction.

e Share anonymized benchmarks to demonstrate your
market leadership.

GREAT DELIVERY CREATES GREAT MARKETING
—=IF YOU PACKAGE IT RIGHT.

Prashant Arora

@ Let’'s connect on LinkedIn to continue the conversation


https://www.linkedin.com/in/parora6/

