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Introduction 
If you’re only solving the problems your clients bring to you, 
you’re playing small. 
Right now, your SME clients are dealing with issues that go way beyond tickets and 
downtime. They’re stuck in inefficiencies, bleeding cash, and quietly worrying about 
risks —without ever picking up the phone to call you. Not because they don’t need help. 
But because they haven’t thought to connect those issues to their MSP. 

That’s where the opportunity lies. 
The moment you start solving the problems your clients didn’t think to mention, 
you stop being “the IT guy”—and start being the partner they can’t imagine working 
without.  

This eBook gives you 3 ways to 
step into that role—and lock in 

a partnership that lasts. 
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Problem 1: 
Employees are stuck doing everything manually 

What’s really happening 
Your client’s team is buried in repetitive admin. Copying data 
between tools. Chasing unpaid invoices. Manually sending emails 
that should’ve been automated months ago. None of it is technically 
broken, but it’s draining their time, their patience, and their profits. 
These are the kinds of inefficiencies that don’t show up in a 
helpdesk ticket—but they show up in every part of the business. 

Why they won’t ask you to fix it 
Because it doesn’t look like a tech problem. It is “just the way things 
are.” Most SMEs assume automation is complicated, expensive, or out of 
reach for a business their size.  
So they keep doing it the long way. 

What you can do 
Start small. Show them what’s possible. Whether it’s automating 
invoice reminders, streamlining client onboarding, or connecting 
their CRM with their billing 
system—this is where you prove 
that you don’t just solve problems. 
You make things work better. 
And once you’ve made one part 
of the business run smoother, 
they’ll start asking what else you 
can help with. 
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Problem 2: 
Clients are stressed about security risks 

Why they won’t ask you 
to fix it 
Because they assume this 
is out of your hands. “It’s 
a people problem.” Or 
worse—they think the only 
fix is an expensive security 
overhaul they can’t afford. 
So they hope for the best. 

What you can do 
This is where you turn 
quiet anxiety into clear 
action. Introduce simple, 
low-friction solutions: 
phishing simulations (for 
employee enablement), 
cybersecurity training, 
multi-factor authentication. 
Show them that protecting 
their business doesn’t have 
to be overwhelming—or 
expensive. 
This isn’t about upselling. It’s 
about helping them sleep at 
night. And when you’re the 
one who does that, you earn 
real trust. 

What’s really 
happening 
Your client might not 
talk about it, but they’re 
worried. They’ve heard the 
headlines, seen the stories, 
and deep down, they know 
it could happen to them. 
All it takes is one employee 
clicking one dodgy link, and 
suddenly client data is gone, 
operations are frozen, or 
reputations are on the line. 
They’re not worried about 
sophisticated breaches or 
zero-days. They’re worried 
about Steve in finance 
clicking a fake invoice. 
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Problem 3: 
The client experience is broken in places they can’t see 
What’s really happening 

Your clients are losing 
customers—not because of 

price, or product, or service—
but because the experience 
is falling short. Clients don’t 
get follow-ups. They don’t 

know who to speak to. Simple 
things take too long. No one’s 

complaining directly, but 
loyalty is fading. 

The business doesn’t notice 
until it shows up in the 

numbers. 

Why they won’t ask you 
to fix it 

Because they think it’s a 
customer service issue—or 
worse, just the cost of doing 
business. They don’t realise 
that clunky processes and 
disjointed systems are part 
of the problem. And they 
definitely don’t think their 

MSP has anything to do with it. 

What you can do 
Look for friction. Spot where 

things drop off—where 
emails go unanswered, where 
handovers break down, where 

clients hit dead ends. You’re 
not fixing service; you’re 
fixing flow. A few process 

tweaks, a better way to 
track interactions, a cleaner 
workflow—and suddenly, 

things feel smoother. 
Clients stick around when it’s 
easy to work with a business. 

You can help make it easy. 
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Conclusion 
The best MSPs don’t wait to be asked. 

By spotting the business-level struggles your clients haven’t 
raised—can’t raise—you position yourself as more than a 
provider. You become a long-term partner. Someone who sees 
the bigger picture, solves the real problems, and brings clarity 
where there’s been friction.  
These 3 problems are a starting point. But if you start solving 
problems proactively, you’ll earn the kind of trust and loyalty 
that no competitor can touch. 
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