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5 Signs Your IT Support 
Isn’t Keeping Up With

Your Business

• Your IT support feels reactive instead 
of proactive

• Costs keep creeping up without clear 
value

• You’re not confident your business is 
fully protected

This Report Is For You If :



Introduction

Most business owners aren't losing sleep over their IT support. Things seem to be working. The 
computers are on, email is flowing, and nobody's called with a crisis lately. That's usually 
enough.

The problem is that's also exactly when the gaps go unnoticed.

In my experience working with small and mid-sized businesses across New Mexico, the issues 
that end up costing the most — in downtime, lost data, and unexpected expense — rarely 
announce themselves in advance. They build quietly, in the space between what a business 
assumes is happening and what's actually happening.

This report isn't about worst-case scenarios. It's about giving you a clearer way to evaluate what 
you have — so you're not the last one to find out something isn't working the way you think it is.
If any of the five signs that follow resonate, it's worth a closer look.
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Most businesses don't realize there's a problem with their IT 
support until something goes wrong. By then, they've already 
been overpaying, underserved, or both.

It usually shows up in two ways. First, the billing is 
unpredictable — you're on a "time and materials" model 
where every unexpected issue adds to the tab. When IT is 
billed hourly, there's no incentive to prevent problems. In fact, 
more problems means more billable time. 

Second, even when work is being done, you have no real 
visibility into it — you're not sure how issues are being 
tracked, communication is inconsistent, and you find yourself 
following up more than you should.
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#1 Their Pricing and Communication Are Both a Black Box

1. How is pricing structured, and what's actually included?

2. How are issues tracked, and how will I be kept updated?

3. Is there a clear escalation process when something isn't resolved?

If you're getting vague answers to any of those, that's a sign the relationship will cost you more 
than money.

A well-run IT provider gives you both: predictable monthly costs and clear, consistent 
communication about what's happening with your systems. Before committing to anyone, make 
sure you can answer these three questions



Unclear expectations are behind more failed IT projects than bad 
technology ever will be. When the scope of work isn't defined at the start 
— what's included, what it will cost, when it will be done — both sides 
end up working from different assumptions. That gap doesn't stay 
invisible for long.

A well-structured IT provider should be able to tell you exactly what 
they're doing, why they're doing it, and what your environment should 
look like when the work is complete. If they can't explain it clearly 
before the work begins, that's not a communication style — it's a 
warning sign.

Before committing to any project or ongoing support agreement, make 
sure you have clear answers to these three things in writing:
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#2 There’s No Clear Scope or Defined Expectations

✓ Scope: What's included — and just as importantly, what isn't. 

✓ Deliverables: What does the finished result look like? How will your systems function once the 

work is done? 

✓ Timeline: When will it be completed, and what are the phases along the way?

A provider who hesitates to put these things in writing isn't being casual — they're leaving 
themselves room to move. Don't give them that room.

A lot of businesses rely on a single technician — and that works fine, 
right up until it doesn't. When one person is your entire IT department, 
you're one vacation, one emergency, or one overloaded schedule away 
from being on your own. And without a team behind the scenes, 
response times become a guessing game rather than a guarantee.

A reliable IT partner has shared documentation, defined escalation 
paths, and enough depth on the bench to handle your issues without 
making you wait. Before you commit to any provider, get straight 
answers to these four questions:

#3 There’s No Real Team Behind Your Support

1. Who is actually responsible for my environment day to day?

2. What happens when that person isn't available?

3. How are support requests tracked and prioritized?

4. What response and resolution times can I realistically expect — in writing?

If they can't answer all four cleanly, that's your answer. Problems will still happen — but with 
the right support structure in place, they get handled fast, transparently, and without 
disrupting your whole operation.
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Even when support seems responsive, there’s a bigger question 
underneath it: how your IT is being managed overall. If issues keep 
coming up—and you’re constantly reacting to them—it may be a sign 
that your IT environment isn’t being managed proactively. 

Reactive support focuses on fixing problems after they occur. While 
this is necessary at times, relying on it as the primary approach often 
leads to recurring issues, downtime, and ongoing disruption.

A more effective approach is proactive management—where systems 
are continuously monitored, maintained, and updated to prevent 
problems before they impact your business.

The key question is whether your IT is being managed—or simply 
repaired.

A proactive approach doesn’t eliminate every issue, but it 
significantly reduces disruptions and creates a more stable, 
predictable IT environment.

#4 IT Support Is Reactive Instead of Proactive

Most small businesses assume they're protected because they have antivirus software and 
their IT person hasn't said anything alarming. That's not protection — that's silence.

A proactive IT partner brings security to you. They're regularly reviewing your exposure, 
talking to you about ransomware risks, testing your backups, and making sure you're not 
one phishing email away from a crisis. If your IT provider hasn't had that conversation 
with you in the last six months, that's a problem.

Here's what that conversation should cover:

#5 They Never Talk to You About Security

➢ Are your backups actually tested? A backup that's never been 

restored is just an assumption.

➢ Do you have multi-factor authentication across your critical 

systems?

➢ Are your employees getting any security awareness training?

➢ Do you have a response plan if ransomware hits tomorrow?

The businesses that survive a ransomware attack are the ones who 
had a plan. The ones who don't usually find out too late that their IT 
provider was just keeping the lights on.



We Provide Rapid Response to Network Emergencies
When your network goes down during a busy workday, every minute matters. 
Delays can disrupt productivity and create unnecessary downtime. We prioritize 
rapid response to critical issues, with clear response time targets in place to restore 
systems and keep your business moving. For critical issues requiring on-site 
support, we prioritize rapid response and aim to be on-site as quickly as possible—
often within an hour.

100% Satisfaction
We stand behind our commitment to your satisfaction. We aim to deliver a high 
level of service across all aspects of our managed IT support.

Our approach is built on taking the time upfront to understand your environment 
and align on expectations. If something isn’t right, we’ll work with you to make it 
right. If we’re unable to resolve the issue to your satisfaction, we will refund the 
service in question.

Predictable, Transparent Costs

We aim to provide clear and predictable costs for your computer and network 
support.

Our approach includes outlining costs upfront, so you understand what to expect 
each month, without hidden fees or unexpected charges. This allows you to plan 
more effectively and maintain better control over your IT budget.

Skilled Technicians You Can Rely On
You can expect your network to be supported by a knowledgeable and experienced 
team. Our technicians bring practical, hands-on experience across a wide range of 
systems and environments.

We also invest in ongoing training to ensure our team stays current with evolving 
technologies and best practices. This allows us to provide consistent, reliable 
support as your business and technology needs change over time.

No Long-Term Contracts
You are not locked into a long-term managed IT services agreement if it’s not the 
right fit for your business.

If you’re not satisfied with the service you’re receiving, you have the flexibility to 
make a change. This approach helps ensure we remain focused on delivering 
consistent value and maintaining a strong working relationship.
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5 Guarantees We Make To Our Clients
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Not Sure Where You Stand? Let’s Take a Look

If you have questions about what you’ve read, we’re happy to talk through 
your current setup and help you make sense of it.

In a short conversation, we can review your environment, discuss any 
concerns you may have, and help identify potential risks or gaps. If it makes 
sense to go further, we can also walk you through what a more detailed 
assessment would look like.

This can typically be done remotely and is designed to give you a clearer 
understanding of the security, stability, and overall efficiency of your IT 
systems. At the end of the process, you’ll have a better sense of where you 
may be overpaying or under-supported, how well your systems are protected, 
and whether there are opportunities to improve performance or reduce risk.

A fresh perspective can often uncover things that aren’t immediately visible—
and give you more confidence in how your IT is being managed.

To start the conversation, visit 

https://lddconsulting.com/contact-us
Or call our office at 505-792-2375

https://lddconsulting.com/contact-us
https://lddconsulting.com/contact-us
https://lddconsulting.com/contact-us
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