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[bookmark: _Toc230125540][bookmark: _Toc231228056]Executive Summary
Nexon Asia Pacific is a large, enterprise-scale managed services and consulting organisation with deep capabilities across CRM, ERP, ServiceNow, cloud, and contact centre operations. They manage a substantial environment of approximately 100,000 endpoints and handle up to 700,000 service tickets annually, supported by several hundred ServiceNow users. Over the past few years, they have made significant investments in AI and automation, embedding capabilities into platforms such as ServiceNow and LogicMonitor, while also expanding into broader enterprise use cases including back-office automation and M365-driven workflows. Their strategic focus is on leveraging AI to improve service efficiency, enhance customer outcomes, and drive long-term profitability, supported by a clear roadmap that includes both workforce transformation and continued investment in AI development expertise.
As the AI program continues to scale, the focus is on ensuring the right balance between capability, cost, and governance. Key priorities include maintaining compliance with Australian data residency requirements, managing the rising costs associated with multiple AI models, and ensuring consistent quality across different automation approaches. With a strong understanding of their current environment and a well-defined view of potential automation opportunities, Nexon is seeking solutions that deliver clear, measurable outcomes and integrate seamlessly into their existing ServiceNow-centric ecosystem. Any future initiatives will be assessed based on their ability to enhance existing workflows, optimise costs, and deliver tangible business value aligned to their broader transformation goals.
ConnectWise proposes to support Nexon through existing AI capabilities that can relieve the development and back end costs associated with developing and maintaining complex AI agents.  This will allow Nexon to focus on bespoke, higher value opportunities.
[bookmark: _Toc230125541][bookmark: _Toc231228057]Current State
· The customer company operates as a MSP and a large consulting business with hundreds of consultants.
· The tool set used span CRM, ERP, ServiceNow, cloud, and Genesis businesses.
· They have an active AI workstream, recruiting a team of five, and plan to replace 25 roles with AI in the next 12 months, 15 of which are in core MSP service delivery.
· Their MSP business is significantly larger than their MSSP business, managing approximately 100,000 endpoints.
· They handle 600,000 to 700,000 tickets annually and have 300-400 licensed users for ServiceNow.

Key Challenges:
· [bookmark: _Toc230125542][bookmark: _Toc231228058]Australian data residency and processing for AI solutions present challenges.
· Managing cost and capability distribution across different AI models, including frontier models, Claude, and Copilot, is a struggle due to rapidly increasing token bills with cloud providers.
Proposed Outcome
· [bookmark: _Toc230125543][bookmark: _Toc231228059]Eliminate cost volatility
· Shift from token-based pricing to predictable per-ticket cost model
· Reduce exposure to escalating LLM/token costs across multiple providers
· Simplify AI stack and reduce complexity
· Consolidate multiple AI models into a single MSP-optimised platform
· Remove overhead of managing capability vs cost trade-offs across models
· Improve cost-to-performance ratio
· Leverage MSP-trained AI for higher accuracy in service workflows
· Achieve better outcomes without relying on expensive frontier models
· Drive measurable operational efficiency
· Automate high-volume service desk functions (triage, routing, resolution)
· Reduce manual effort and improve service margins
· Enable seamless change adoption
· Embed AI directly into existing tools (e.g. ServiceNow) – no major workflow disruption
· Minimise retraining and accelerate time to value
· Support controlled AI transformation
· Align automation to defined ROI and workforce transformation goals
· Enable phased adoption with clear performance metrics
· Ensure governance and compliance
· Maintain alignment with Australian data residency requirements
· Provide greater control over how AI is deployed and scaled
· Scale automation sustainably
· Deliver consistent, repeatable outcomes across service delivery
· Allow the business to grow automation without increasing cost complexity
Current State Assessment
[bookmark: _Toc230111520][bookmark: _Toc231228060]AI Operating Model
· [bookmark: _Toc227738629][bookmark: _Toc230125544][bookmark: _Toc231228061]Established and Scaled AI Adoption
· Well-developed AI strategy in place, actively executed over multiple years 
· AI embedded across core service delivery platforms (ServiceNow, LogicMonitor)
· Significant investment in both tooling and internal AI capability
· Multi-Model, Multi-Vendor AI Ecosystem
· Use of multiple LLM providers including Claude, Copilot, and Anthropic models via AWS
· AI capabilities distributed across several platforms rather than centralised
· Increasing reliance on external AI providers for different use cases
· Operationalised AI in Core Workflows
· ServiceNow AI applied to ticket triage, routing, and summarisation
· LogicMonitor AI used for alert suppression, correlation, and diagnostics 
· Early adoption of agent-based automation (Langsmith Fleet) for enterprise workflows
· Expanding into Enterprise-Wide Automation
· AI use cases extending beyond service desk into back-office and M365 automations
· Active development of internal AI team to scale capabilities
· Fragmentation and Orchestration Gaps
· No unified control layer for model selection, orchestration, or cost optimisation
· AI implementations operating in silos across different platforms and vendors
· Cost Pressure and Commercial Complexity
· Rising token-based costs across multiple AI providers creating budget pressure [ConnectWis...ia Pacific | Word]
· Difficulty balancing performance vs cost across different model tiers
· Governance and Compliance Constraints
· Strong requirement for Australian data residency and local processing of AI workloads
· Need for tighter control over how AI models are deployed and scaled
· Measured View on Automation Potential
· Realistic internal expectation of partial (not full) automation of service desk activities 
· Focus on achievable efficiency gains rather than aggressive transformation claims
· Transformation Already in Motion
· Defined plan to replace or repurpose 25 roles through AI adoption
· AI positioned as a core lever for margin improvement and long-term competitiveness
Why ConnectWise
*** this is the same ****
ConnectWise is uniquely positioned to support Nexon’s transformation because our platform and operating model have been purpose-built for MSPs from the ground up.
Unlike vendors approaching this from a traditional enterprise software perspective, we are aligned to the realities of running an MSP business; including margin pressure, tool sprawl, scalability challenges, resource constraints, and the need to deliver consistent outcomes across increasingly complex customer environments.
Today, ConnectWise enables MSPs to manage and secure millions of endpoints globally, providing proven scale, automation, and deep operational visibility. This allows Nexon to leverage a mature platform and operating model that supports growth and efficiency without requiring linear increases in headcount or cost.
Importantly, our focus extends beyond tooling. ConnectWise continues to invest heavily in security, automation, and AI capabilities, recognising that MSPs are being challenged to deliver more - faster, more efficiently, and with greater intelligence - while maintaining high service quality and security outcomes.
Through this continued innovation, Nexon is positioned to transition toward more proactive service delivery, improved operational intelligence, and greater automation at scale.
Ultimately, this enables Nexon to strengthen customer retention, reduce churn risk, and unlock new opportunities to expand higher-value managed and security services over time.

[bookmark: _Toc230125545][bookmark: _Toc231228062]Current State Observations

· [bookmark: _Toc227738636]Fragmented AI ecosystem
· Multiple AI tools, platforms, and models operating independently (ServiceNow, LogicMonitor, Langsmith, AWS models)
· No single orchestration layer to standardise decision-making or execution 
· Uncontrolled and rising cost structure
· Heavy reliance on token-based pricing across multiple LLM providers
· Limited cost predictability with rapidly increasing consumption and spend
· Duplicated capabilities across platforms
· Similar AI use cases (triage, diagnostics, automation) being solved in multiple tools
· Risk of inefficiency and overlapping investment across vendors 
· Lack of centralised governance
· No unified control over model selection, usage policies, or optimisation of workloads
· Creates challenges in enforcing consistency, compliance, and cost management
· Complexity in balancing cost vs performance
· Ongoing trade-offs between high-cost frontier models and lower-cost alternatives
· No clear optimisation strategy across workloads and use cases
· Integration gaps across AI use cases
· AI embedded in individual tools but not fully orchestrated end-to-end across workflows
· Limits ability to drive full service desk or operational automation at scale
· Incremental rather than transformational impact
· AI currently improving specific processes (triage, alerting)
· But not yet delivering holistic, standardised automation across service delivery
· High operational overhead
· Managing multiple platforms, models, and integrations increases technical and financial complexity
· Requires internal effort to maintain, tune, and scale AI initiatives
· Governance and compliance pressure
· Data residency requirements introduce additional constraints on where and how AI can be deployed
· Expectation vs reality gap on automation
· Internal view that only a portion of workloads can realistically be automated
· Indicates current solutions may not yet meet desired automation outcomes

[bookmark: _Toc227740354][bookmark: _Toc230125546][bookmark: _Toc231228063]

Problem Statement

[bookmark: _Toc227738638]The current AI landscape is overly fragmented, inefficient, and economically unsustainable at scale. AI capabilities are spread across multiple platforms (ServiceNow, LogicMonitor, Langsmith, and various LLM providers), resulting in duplicated functionality, inconsistent execution, and no centralised control over how AI is deployed or optimised.  This lack of orchestration is preventing the business from achieving end-to-end automation across service delivery, limiting impact to isolated improvements rather than driving meaningful transformation.

At the same time, the organisation is operating under increasing cost pressure driven by uncontrolled, token-based AI consumption models, creating unpredictable and rapidly escalating spend with limited visibility or optimisation.  Combined with the complexity of managing multiple model types and strict Australian data residency constraints, the current approach introduces significant operational overhead, governance risk, and architectural complexity.

As a result, despite significant investment, the business is not realising the full value of its AI.
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Proposed Solution
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· Needs Info

Detailed Pricing Breakdown
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Commercial Pathway from PoV to Scale
[bookmark: _Toc230111529][bookmark: _Toc231228071]Commercial Assumptions
	
	

	

	
	

	
	

	
	

	
	

	

	
	

	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	

	
	

	
	

	
	

	
	


[bookmark: _Toc227738704][bookmark: _Toc227740184][bookmark: _Toc227740361][bookmark: _Toc230125551][bookmark: _Toc231228072]Phased Implementation Plan
Info 
[bookmark: _Toc227738735][bookmark: _Toc227740186][bookmark: _Toc227740363][bookmark: _Toc230125552][bookmark: _Toc231228077]Solution Resources
	Info
	

	
	

	
	







[bookmark: _Toc209620128]





Page 2 of 2

