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T H E  O P P O R T U N I T Y

The Next Frontier for MSPs: Adding Voice
AI Agents to Their Service Offering

Your customers are already talking to AI — the question is, are they talking

to yours?

Recent market data shows that the global voice AI agents market is expected to grow from

about $2.4 billion in 2024 to roughly $47.5 billion by 2034, a 34.8% compound annual growth rate,

with North America already accounting for just over 40% of that spend.

For Managed Service Providers (MSPs), this is a massive opportunity — a chance to add a new,

high-margin service that builds on what you already do best: helping SMBs communicate more

effectively. Don’t miss out. Be ready to provide your customers with the right voice AI agent to

grow their business.

The good news? You don’t need a team of programmers or complex infrastructure to get

started. With modern tools like the Agent Studio platform, any MSP can create, deploy, and

manage powerful voice agents in minutes — not months.

Jump to page 5 for the five use cases your customers will pay for.

This guide will show you:

What makes a great voice AI agent platform.✓

Identify where a voice agent can deliver the most value for your customers.✓

Design an agent that sounds natural and performs reliably.✓

Understand how prompting and knowledge (RAG) shape performance.✓

Choose the right platform for long-term success.✓
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F U N D A M E N TA L S

What Makes a Great Voice Agent
(and Why It’s Different from a Chatbot)

Chat AI and voice AI operate under very different expectations. In text-based

conversations, pauses and ambiguity are normal. People read, think, type, and wait.

Even delayed or unclear responses are usually tolerated because text is asynchronous

by design.

Voice conversations are different. Silence feels broken almost immediately. Talking over

someone feels rude. Even small delays or interruptions create instant friction. Humans are highly

sensitive to timing, turn-taking, and conversational flow — which means voice AI must make

decisions in real time, not after the fact.

Best-in-class voice AI systems are designed specifically for these real-time constraints.

Different than most voice AI agent platforms that treat speech as text input, they continuously

listen for conversational signals — when a caller is speaking, when they pause, when they’re

finished, and when it’s appropriate to respond. This is enabled by voice activity detection (VAD)

and real-time audio processing that allow the system to manage turn-taking naturally, avoid

interruptions, and minimize awkward silence.

Beyond timing, truly effective voice AI maintains context and intent throughout the call. It

doesn’t treat each sentence as a stand-alone request. It understands follow-up questions,

recognizes confusion or hesitation, and adapts based on how the conversation is unfolding.

When a caller is frustrated or better served by a human, the system hands the call off smoothly

— without dropping context or forcing them to start over.

The result is a voice AI experience that feels responsive, natural, and reliable under

real-call conditions — not just in demos. This is the modern voice standard that AI

must meet. Agent Studio was built to deliver exactly this kind of experience, and

you can hear the difference the moment you try it.
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G E T T I N G  S TA R T E D

Finding the Right First Use Case

You don’t need to start with a complex workflow or custom integration. The best

first projects focus on clear, repetitive, and measurable tasks your customers

are already performing.

This is supported by research on small business customer behavior, which shows that about

60% of customers prefer to call local small businesses on the phone when they’re ready to book

a service or make a purchase. That means the first, highest-impact wins for a voice agent

usually come from the phone calls your customers are already handling all day.

Start where the phone already rings. The calls your customer’s staff answers most

often are the calls a voice AI agent can take over first — and the ones whose results are

easiest to show back to them.
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T H E  F I V E

Here are the top SMB voice agent use cases:

Receptionist Who Answers & Transfers Calls

“Thank you for calling ABC Plumbing — how can I help today?”

Answers, captures the purpose of the call, and transfers it to the right person.

Discovery question: “Which types of calls take up the most staff time?”

Appointment Scheduling Agent

“Would you like to schedule a service appointment? I can help with that.”

Reads calendars, schedules appointments, and sends confirmations.

Discovery question: “How do customers currently book appointments?”

Customer Service Agent

“I can check that for you — what’s your order number?”

Perfect for retail, logistics, or service-based businesses.

Discovery question: “What kinds of customer requests require someone to look something up or

follow-up before responding?”

Tech Support Agent

“I can open a support ticket or check on your existing one.”

Verifies issues, collects details, and updates tickets.

Discovery question: “How do support requests come in today, and what slows down the process of

logging or routing them correctly?”

After Hours Auto Attendant Agent

“You have called outside of our normal business hours — can I take a message and relay it to

the team?”

Captures customer details, summarizes the message, and logs it into the CRM.

Discovery question: “What happens to customer calls that come in after hours or when no

one answers?”
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With Agent Studio, you can quickly build and test each of these use

cases and many others, so you can launch a customized voice AI

agent based on your customer’s unique situation — sold under your

brand and managed by you.

And once your team gets comfortable, the same architecture scales easily to enterprise use

cases with complex workflows and multi-agent orchestration.
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C R A F T

The Art of Prompting: Teaching
Your Agent to Talk Smart

Every voice agent starts with a prompt — the difference between exceptional

voice AI agents and frustrating ones often comes down to a single factor:

the prompt.

A few best practices:

Start with a clearly defined goal.

Define exactly what you want the agent to do — answer calls, schedule, route, or record.

“You are a helpful receptionist for a plumbing company. Greet every caller
politely and direct them to the right department.”

Create clear instructions with direct, action-oriented commands.

For example, if you want your agent to collect a caller’s information and details around their

request, consider providing explicit instructions on what information to obtain and the order to

collect that information.

Collect in order:
1. Full name
2. Phone number
3. Email address
4. Reason for call (one sentence)
5. Preferred callback method (phone or email)

Ensure that you have a well-structured prompt.

Effective voice-AI prompts require a complete framework that defines the agent’s role,

communication style, context, and safety guidelines. Unlike text chat, voice interactions

demand explicit handling of interruptions, audio variability, and latency. Clear constraints and

properly configured tools ensure the agent stays accurate, avoids hallucinations, and delivers

a trustworthy user experience.

If all that sounds hard, don’t worry. We have a tool that can help you create great

prompts in minutes: Voice AI Agent Prompt Builder | Create Effective AI Prompts.

Prompt Builder provides user-friendly, step-by-step instructions that allow partners to

build, edit, and test prompts in minutes — without needing to code.

Verify link before publishing — /voice-ai-agent-prompt-builder is a placeholder path; the February PDF

carried no href. Delete this line once confirmed.
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K N O W L E D G E

Giving Your Agent Knowledge:
Understanding RAG (without the Jargon)

Every great conversation depends on context. A human receptionist knows your

products, policies, and tone. Your AI agent needs the same — that’s where Retrieval-

Augmented Generation (RAG) comes in.

Think of RAG as giving your AI access to binders full of information regarding your customer’s

operating procedures, products and services, and more. RAG enables your voice AI agent to

find the right answer from the right knowledge sources — instead of making up answers.

Without the use of a RAG system, hallucinations are much more likely to occur. Hallucinations

aren’t just a theoretical problem: for example, one Stanford HAI study in the legal domain found

that popular chatbots produced incorrect or fabricated answers on 58–82% of benchmark

questions when they answered from memory alone, underscoring how often ungrounded

models can sound confident and still be wrong.
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Those knowledge sources can include:

Agent Studio supports tenant-scoped Retrieval Augmented Generation (RAG) with approved

content indexed per tenant. During the call, relevant excerpts are retrieved and injected into

context at response time, so answers align with documented policies and processes.

How it works:

1

Customer speaks

2

AI understands

intent

3

Searches relevant

knowledge

4

Responds naturally

The result? Fewer hallucinations, better accuracy, and on-brand responses that

reflect the customer’s real business.

URLs: websites, FAQs, KBs, etc.

Docs/Guides: PDF, DOC, DOCX, TXT, MD, PPT, PPTX

Advanced: external vector DB via tools
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S E L E C T I O N

Choosing the Right Platform: Why Agent Studio

Not every AI platform is built for real-time voice. The wrong choice can lead to

long pauses, wrong answers, or frustrated customers.

When selecting a platform, MSPs should look for:

E D I TO R I A L  N OT E  —  R E M OV E  B E F O R E  P U B L I S H I N G

The remaining platform-selection criteria did not survive text extraction from the February PDF (they

appear to be set as graphics). Restore the full list from the source design file before this page ships —

only one of the criteria is recoverable from the text layer.

The Agent Studio platform checks every one of these boxes. It’s built for MSPs, trusted by service

providers, and integrated with business applications, even UCaaS and PBXs. You can deploy

your first agent quickly, customize it for your customer, and know it will perform.

“Built to listen better, answer smarter, and have conversations that make sense.”

That’s not just a tagline — it’s our design philosophy.

The experience lives in the PBX, keeping provisioning and support consistent with

your current environment.

✓
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A C T

Your First Step to Success

You don’t need to be an AI expert — you just need to start with one customer

problem worth solving. Within hours, you can have a working voice AI agent

live and ready to impress your customer.

1 Pick a customer with repetitive call patterns.

2 Identify what they wish their phone system could do automatically.

3 Build a simple voice AI agent around that need.

4 Test it, refine it, and show them the results.

Book a Demo
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Take the Next Step: Book a Demo

See how fast you can deploy your first voice AI agent — no coding, no AI degree, no

long setup cycles.

Agent Studio is:

Book a Demo and see why the Agent Studio platform is the easiest way to build AI-powered

conversations that actually make sense.

Book a Demo

Native to NetSapiens

Low-latency, multimodal LLM for natural real-time conversations

Designed for SMBs but scalable to enterprise

Ready to connect to your customer’s systems and workflows
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