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Intro

As we enter the era of Al-powered transformation, Managed Service
Providers (MSPs) stand at a pivotal crossroads

The emergence of Al agents—autonomous digital problems they solve, monetisation strategies,
assistants capable of executing tasks, reasoning, and the benefits for both providers and their SMB
and adapting—offers MSPs a unique opportunity customers. It also introduces the concept of the
to redefine their value proposition. Frontier Firm and outlines how MSPs can become

“Customer Zero” by deploying agents internally
This whitepaper explores the transformative to showcase their value.

potential of Al agents for MSPs, detailing the
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Understanding Microsoft 365 Copilot Agents

Al agents differ fundamentally from traditional automation. While automation follows predefined rules,
agents operate with autonomy.

Microsoft 365 Copilot Agents are designed to From automating email management to

work silently in the background, seamlessly optimising CRM data, Copilot Agents are versatile
integrating into various business processes. They tools that can be customised to meet the specific
interpret context, make decisions, and execute requirements of different industries - all without
multi-step tasks across systems like Outlook, human prompting. Their versatility makes them
SharePoint, Teams, and CRM platforms. They suitable for a wide range of industries and

adapt to the unigue needs of each organisation, departments, from marketing and sales to finance,
providing tailored solutions that enhance compliance, and technical support.

productivity and precision.
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The Problems Al Agents Solve

The Capacity Crisis

According to Microsoft’s 2025 Work Trend Index,
53% of business leaders say productivity must
increase, yet 80% of employees report lacking the
time or energy to meet expectations. The average
worker is interrupted every two minutes by
emails, meetings, or pings, creating a fragmented
workday that leaves little room for strategic
thinking.

Operational Inefficiencies

Manual processes remain a significant bottleneck
for MSPs and their customers. Whether it’s
logging support tickets, updating CRM entries,
processing invoices, or tracking compliance, these

The Infinite Workday

With remote and hybrid work blurring the
boundaries between professional and personal
time, employees are working longer hours without
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Al agents address this capacity crisis by taking on
the repetitive, low-value tasks that drain time and
energy. They offer “intelligence on tap,” allowing
employees to focus on high-impact work while
agents handle the rest.

tasks are time-consuming and error prone. Al
agents automate these workflows with precision,
reducing errors and accelerating outcomes.

corresponding gains in productivity. Al agents
help restore balance by reducing administrative
burden and enabling smarter, more focused work.
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Real-Life Scenarios
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To illustrate the value of Copilot Agents, consider the following real-life scenarios:

Marketing Team

A marketing team can use Copilot Agents to
automate the scheduling and distribution of
email campaigns and social media posts. This
ensures timely and accurate communication with
customers, allowing the team to focus on creating
engaging content and strategies.

Sales Team

For a sales team, maintaining accurate CRM data
is crucial. Copilot Agents can automatically update
and manage CRM entries, reducing the time spent
on data entry and ensuring that the information is
always up-to-date. This enables the sales team to
focus on building relationships and closing deals.

Technical Support

In a technical support department, Copilot Agents
can significantly enhance efficiency and accuracy.
For instance, they can automate the process of
logging and categorising support tickets, ensuring
that each issue is accurately recorded and
prioritised. This allows support agents to focus on
resolving issues rather than administrative tasks.
Additionally, Copilot Agents can provide instant
access to a knowledge base, offering solutions to
common problems and reducing the time spent
on troubleshooting.

Finance

For a finance department, Copilot Agents

can automate routine tasks such as invoice
processing, expense tracking, and financial
reporting. By automatically categorising and
recording transactions, Copilot Agents reduce
the risk of errors and ensure that financial data is
always up-to-date. This not only saves time but
also enhances the accuracy of financial reports,
allowing finance professionals to focus

on strategic financial planning and analysis.

Compliance

In a compliance department, Copilot Agents

can help ensure that the organisation adheres to
regulatory requirements. They can automate the
monitoring of compliance-related activities, such
as tracking policy adherence and conducting
regular audits. Copilot Agents can also generate
compliance reports, highlighting any areas of
concern and ensuring that the organisation
remains compliant with industry standards. This
reduces the administrative burden on compliance
officers and allows them to focus on addressing
any potential issues.
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Monetisation Strategies for MSPs: Building Sustainable Revenue

with Al Agents

The monetisation potential of Al agents for MSPs is vast, but unlocking it requires more than simply

reselling a product

It demands a strategic approach that aligns with
customer needs, operational realities, and the
evolving expectations of the market. Al agents,
particularly those built on Microsoft 365 Copilot,

Subscription-Based Services

One of the most straightforward monetisation
models is bundling Al agents into existing service
tiers or creating new subscription packages. MSPs
can offer tiered plans that include varying levels
of agent functionality, from basic automation

to advanced workflow orchestration. These
subscriptions provide predictable recurring
revenue and allow MSPs to scale their offerings

as customer needs evolve.

Outcome-Based Pricing

Increasingly, customers are looking for value-
based outcomes rather than just tools. MSPs can
monetise agents by tying pricing to measurable
business results, such as time saved, errors
reduced, or revenue generated. This model aligns
incentives and demonstrates clear ROI, making it
easier to justify investment.

offer a flexible foundation for revenue generation,
enabling MSPs to build scalable, repeatable, and
high-margin services.

For example, a “Premium Productivity” tier might
include agents that automate CRM updates,
email triage, and meeting scheduling, while an
“Enterprise Intelligence” tier could offer agents
that handle compliance monitoring, financial
reporting, and predictive analytics.

According to Morgan Stanley1, Al-driven
productivity could add 30 basis points to net
margins for S&P 500 companies in 2025. MSPs
can mirror this approach by offering performance-
linked pricing, where clients pay based on the
efficiency gains or cost savings delivered by the
agent.
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Monetisation Strategies for MSPs: Building Sustainable Revenue

with Al Agents

Vertical and Industry-Specific Solutions

Customising agents for specific industries—such
as legal, retail, healthcare, or finance—allows MSPs
to create differentiated offerings with higher
perceived value. These vertical solutions can

be priced at a premium due to their specialised
functionality and relevance.

Integration and Enablement Services

For example, a retail-focused agent might
automate inventory alerts and customer
engagement workflows, while a legal agent could
handle document classification and compliance
tracking. MSPs can charge setup fees, monthly
retainers, and consulting rates for these tailored
deployments.

Beyond the agents themselves, MSPs can monetise the services required to deploy and optimise them.

This includes:

Initial scoping and solution design
Integration with existing systems
User training and onboarding

Ongoing performance tuning and support

These services not only generate revenue but also
deepen client relationships and increase stickiness.
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Strategies for Selling Copilot Agents

Vertical and Industry-Specific Solutions

Become “Customer Zero”

To effectively sell Al agents, MSPs must first

use them. By becoming “Customer Zero,” MSPs
gain firsthand experience of the benefits and
challenges of agent deployment. This internal
adoption builds credibility, accelerates learning,
and enables MSPs to showcase real-world value to
their customers.

Deploying agents internally allows MSPs to:

>  Streamline their own operations

> Improve collaboration and decision-making

> Refine their offerings based on lived
experience

> Create compelling demos and case studies

This approach transforms MSPs from resellers into
trusted advisors, capable of guiding customers
through their own Al journeys with confidence
and authenticity.

Highlight the Benefits

Emphasise the key benefits of Copilot Agents,
such as increased productivity, error reduction,
and time savings. Use real-life scenarios to
demonstrate how these benefits translate into
tangible results for end-customers.
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Tailored Solution

Showcase how Copilot Agents can be customised
to meet the specific needs of different industries.
Provide examples of how they can be integrated
into various business processes to enhance
efficiency and precision.

Offer Trials and Demos

Provide potential customers with the opportunity
to experience the benefits of Copilot Agents
firsthand through trials and demos. This allows
them to see the value of the solution in action and
understand how it can benefit their organisation.

Leverage Giacom’s Support

With Giacom’s support across presales, marketing,
training, MSPs can confidently sell and implement
Copilot Agents, delivering cutting-edge Al
solutions to their clients, reducing their own
workload, and opening new revenue streams,

all while elevating service delivery.
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Conclusion

Microsoft 365 Copilot Agents represent a powerful tool for MSPs to enhance their service offerings and
deliver exceptional value to their end-customers.

By automating routine tasks, reducing errors, and confidently sell and implement Copilot Agents,
freeing up valuable time, Copilot Agents enable opening new revenue streams and strengthening
organisations to focus on strategic initiatives and client retention.

core business functions.

Al agents are not just the future—they’re the
present. MSPs who act now will lead the next
wave of innovation, efficiency, and customer
success. With Giacom’s expert support, MSPs can

1 Al Monetization: The Race to ROl in 2025 | Morgan Stanle

Ready to explore how Al agents can transform your business? Reach out
to our team at Giacom today on 03304 333 888 for tailored guidance,
enablement support, and access to our Al specialists.
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