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48%

43%
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27%

24%

23%

9%

Security breaches

Hiring and retaining talent

Having more influence in

the organization

Staff burnout

Helping the company incorporate

AI/machine learning effectively

Implementing or maintaining privacy

protections like GDPR

Not meeting SLAs

Other*
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18% ConnectWise

ServiceNow

In house system

None

Autotask

BMC

All Other
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23%

22%
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7%
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Scheduler included in

incident alert platform*

Outlook

Scheduler included in

our ticketing platforms

Other

Paper-based calendar

We don’t offer 24x7 support

Don’t know



69%

66%

44%

31%

9%

1%



78%

69%

59%

57%

35%

33%

9%

3%

Ticketing

system

Email

Phone call

Chat/IM

Text/SMS

Conference

calls

Pager or incident alert

smartphone app

Other
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Other

We don't use automation, we keep calling

someone on the team until there's a

response

We don't escalate alerts and wait until the

tech responds

We use an alerting tool that automatically

sends it to the next tech or to a group of

techs
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