Sawyer
" Solutions

The IT Provider Trap

How to Spot Danger Signs Before Your
Business Pays the Price

© Sawyer Solutions LLC. All rights reserved.
SawyerSolutionsLLC.com | ContactUs@SawyerSolutionsLLC.com | 844-448-7767



SawyerSolutionsLLC.com ContactUs@SawyerSolutionsLLC.com 844-448-7767

Table of Contents

Executive Summary page 3
Introduction: Why Choosing the Wrong Provider Hurts page 4
Section 1: Long-Term Contracts and Hidden Fees page 5
Section 2: Surprise Charges That Blow Your Budget page 7/
Section 3: When Support Leaves You Hanging page 9
Section 4: Security & Compliance Risks page 11
Section 5: How Poor Support Impacts Your Team page 13
Section 6: Strategy, Competence, and Leadership Gaps page 15
Section 7: When No One Takes Ownership page 17
Section 8: Documentation Failures page 19
Section 9: Cultural and Staffing Red Flags page 21
Section 10: When IT Stops Supporting Growth page 23
Section 11: More Red Flags You Can't Afford to Ignore page 25
Section 12: What the Right Partner Actually Looks Like page 27
Wrap Page: Let's Talk page 28
© 2025 Sawyer Solutions LLC. All rights reserved. 2



SawyerSolutionsLLC.com ContactUs@SawyerSolutionsLLC.com 844-448-7767

The IT Provider Trap

How to Spot Danger Signs Before Your Business Pays the Price

Executive Summary

A bad IT provider doesn't just frustrate your team—they can quietly stall your growth, create
unexpected costs, and expose your business to serious risks. And most Small and Mid-Sized Businesses
(SMB) don't realize it until the damage is done.

This guide pulls back the curtain on the most common (and costly) IT mistakes we see businesses
make—so you can avoid them:

Contracts with no way out

o "Flat-rate” pricing that's full of hidden fees

« Unresponsive support that leaves your team hanging

o Weak security and compliance practices that put your business at risk

« Technical shortcuts and missing documentation that cause long-term headaches
o Blame games and defensiveness instead of accountability

o High staff turnover, poor communication, and zero follow-through

o Atotal lack of strategy, leaving your business stuck in reactive mode

You'll also learn how to spot the warning signs early, ask the right questions, and choose a provider who
supports your growth—instead of holding it back.

Whether you're evaluating your current provider or choosing a new one, this guide will help you spot red
flags early—and give you the insight to choose a partner who earns your trust, supports your growth,
and keeps your business running smoothly.

© 2025 Sawyer Solutions LLC. All rights reserved. 3
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Introduction

Let's be blunt: choosing the wrong IT provider can wreck your business—sometimes slowly, sometimes
overnight. One missed patch, one failed backup, one bad decision, and everything comes to a standstill.

Most small and midsize businesses don't have the time or expertise to fully vet an IT provider—and
unfortunately, some of the worst offenders look perfectly polished on the surface. Behind the curtain?
Confusion, shortcuts, and no real partnership.

That's why we made this guide.

We'll show you the most common IT provider mistakes that cost businesses time, money, and
momentum—plus the warning signs to watch for before things go sideways.

Whether you're actively shopping or just wondering if your current provider is good enough, this guide
will help you ask smarter questions, spot hidden risks, and make more confident decisions.

We're not here to scare you. We're here to help you protect what you've built—and find the kind of
support that actually supports you.

Because you don't need someone who just keeps the lights on. You need a partner who listens, solves
problems, and actually cares about your business.

And when you have that kind of partner? IT stops being a source of stress—and starts becoming
something you can finally count on.

How to Use This Guide

You don't need to be an IT expert—you just need to know what to watch out for. This guide gives you
the inside track on the biggest IT provider mistakes, what they really cost, and how to stay in control.

We'll walk through the key problem areas—contracts, pricing, support, security, and strategy—and
show you how to spot red flags before they turn into business risks.

Use it to pressure-test your current provider or as a smarter starting point if you're choosing a new one.
Either way, you'll walk away better prepared—and less likely to get burned.

© 2025 Sawyer Solutions LLC. All rights reserved. 4



SawyerSolutionsLLC.com

ContactUs@SawyerSolutionsLLC.com

844-448-7767

How to Avoid Getting Trapped by
Long-Term Contracts and Hidden Fees

SECTION

Some IT providers set the trap before you ever
log your first support ticket—with contracts
designed to protect them, not you. In this
section, we'll expose the fine print and pricing
games that turn “predictable IT" into a financial
headache.

1.1 LONG-TERM CONTRACTS WITH NO
ESCAPE

The promise: stability. The reality: a trap.

We've seen contracts so one-sided they'd

be laughable—if they weren't locking real
businesses into years of bad service. Some IT
providers load their agreements with protections
for themselves and give you almost nothing in
return.

One contract we reviewed? Five-year term. 180
days’ written notice required to cancel. Miss

the window, and you're automatically locked

in for another full term—no matter how badly
they're performing. Oh, and even if you do leave?
You still owe them an extra month of pay for
"transition assistance.”

These contracts often say very little about what
the provider is actually accountable for. No
service benchmarks. No meaningful remedies if

© 2025 Sawyer Solutions LLC. All rights reserved.

they fail. Just vague promises and airtight clauses
that put all the risk on you.

A long-term agreement isn't automatically bad.
But if it's written to benefit one side only, it's not
a partnership. It's a straitjacket.

1.2 SNEAKY TERMS THAT DON'T COVER WHAT
YOU NEED

“All-inclusive” doesn’t always mean all-included.

Some providers offer flat-fee packages that
sound great on paper—until you find out the
essentials aren't actually covered. Moving a
computer? Extra. Resetting a password? Extra.
Onboarding a new hire? You guessed it—extra.

These exclusions are deliberate—and they show
up when it hurts most. The things your team
depends on every week? Suddenly they're “not
included.”

Even worse, some contracts skip critical
protections entirely. We've seen providers
exclude basic cybersecurity tools or include
outdated software that offers no real defense.
Backups might be “included,” but no one'’s
checking if they actually run. Patching might be
listed, but verification costs extra. Email not being
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backed up? That's on you—unless you paid for the upgrade.

And “antivirus included” doesn't mean you're protected. We
saw one provider bundle a free version anyone could download
online. No monitoring. No response plan. No updates.

That's not protection—it's just checking a box.

If your provider's contract hides what matters most, you're not
getting value—you're getting nickel-and-dimed on the stuff
that actually keeps your business safe.

1.3 FEAR-BASED SELLING TACTICS

When fear is the sales strategy, your business becomes the
leverage.

Some providers lead with worst-case scenarios like, “What

if you get hacked tomorrow?"—not to inform you, but to
pressure you into long-term contracts before you can ask the
tough questions.

Let's be clear—cyber threats are real. A good provider will walk
you through the risks calmly and clearly, showing where your
protections stand today and what you might need to shore up.

But if someone skips the explanation and jumps straight to
panic—"Russia is coming for YOU (specifically)"—that’s not
protection. That's manipulation.

That tactic has a name: FUD—fear, uncertainty, and doubt.
And it's designed to get you to sign fast, not think clearly.

A trustworthy provider will explain the risks, show you the
gaps, and give you options. A shady one just wants you scared

enough to stop asking questions.

If someone tries to win your business by making you panic, ask
yourself:

Are they protecting your future—or just protecting their
close rate?

© 2025 Sawyer Solutions LLC. All rights reserved.
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Questions to Ask
Before You Sign

Don’t wait until you're
locked in to find out
how a provider really
operates.

Ask these during the sales
process:

o Do they share
response targets—or
just hope you won't
ask?

o What qualifies as a
“critical” issue—and is
that documented?

o Will they provide a
technology roadmap
and budgeting
support?

o How do they verify
backups actually
work?

o What's their plan
for onboarding and
getting to know your
business?

If they dodge these now,
imagine what happens
after the contract is
signed.
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How Surprise Charges Can
Blow Your IT Budget

Flat-rate pricing should mean predictability—
not a pile of surprise invoices.

Some providers lure you in with a low monthly
cost, but once you're in, the extra charges start
showing up everywhere. Need help adding a new
user? That's extra. Want someone to check your
internet connection? That's extra.

This isn't about fine print exclusions—it's about
nickel-and-diming you for the everyday things
that should already be part of the service.

2.1 SURPRISE CHARGES EVERYWHERE

That $99/month price tag? It balloons when
you add in user support, on-site visits, or actual
cybersecurity. “Flat rate” often means “flat out
misleading.”

Some providers advertise a low monthly cost,
but the moment you ask for anything more than
plugging in a cable, the meter starts running.
Suddenly, your $99/month becomes $2,000/
month—and you're still under contract.

Need someone to check your router? That's
extra. Want help setting up a scanner or
reconnecting to Wi-Fi? Also extra. Ask for an on-
site visit? You're on the clock.

© 2025 Sawyer Solutions LLC. All rights reserved.

It's like buying a sandwich and finding out bread
is a $5 add-on.

2.2 NOT-SO-UNLIMITED SUPPORT

“Unlimited support” shouldn't come with
asterisks.

Some providers claim everything's covered—until
you actually need help. Then suddenly, it's “usage
limits,” “not covered,” or “only if the whole system

crashes.”

You don't find out what's really included until your
team starts submitting tickets—and the invoices
start stacking up.

And when you do reach out, they might delay,
deflect, or point you to a self-help article—
hoping you'll give up.

That's not unlimited—it’s a maze of roadblocks
meant to wear you down.
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2.3 NO REAL VISIBILITY INTO YOUR COSTS

If your IT bill feels like a mystery, that’s a problem.

Too many businesses don't realize what they're actually paying for until they dig into months of
invoices—buried in vague line items, unexplained fees, and quiet add-ons that were never mentioned
during onboarding.

If every bill feels like a surprise, your provider isn't being transparent.

And if it takes forensic accounting to figure out what you're paying for—something’s wrong.

© 2025 Sawyer Solutions LLC. All rights reserved. 8
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When “Support” Leaves
You Hanging

Support is supposed to be the safety net—not
another mess to manage.

Some providers treat support like a checkbox.
Tickets are “closed,” but nothing really gets fixed.
Your team stops asking for help. Productivity
tanks. And now people are working around tech
problems instead of solving them.

When support is slow, inconsistent, or robotic, it
doesn't solve problems—it creates new ones.

3.1 SLOW, UNRELIABLE, AND REACTIVE

When support goes silent, your business pays
forit.

Calls go unanswered. Emails sit in a queue.
Tickets stall out for days. And when something
breaks, your team is stuck waiting while the clock
keeps ticking.

And sometimes, what they call a “response” is
just an automated email saying your ticket was
received—no action, no update, no one actually
looking at the problem.

That's not a response. That's a delay disguised as
progress.

© 2025 Sawyer Solutions LLC. All rights reserved.

Deals fall through. Projects miss deadlines. Staff
waste hours troubleshooting instead of working.

That's not support—it’s silent failure that chips
away at your bottom line.

3.2 MISSED APPOINTMENTS, MISSED
EXPECTATIONS

Support without follow-through is just more
disruption.

"We'll call you back” isn't scheduling—it's stalling.
And sometimes, they don't show up at all. No
update. No accountability. Just wasted time your
team doesn't get back.

When they do show up, they're unprepared,
unclear on the issue, or in a rush to leave. That's
not support—it's chaos in khakis.

The result? Projects stall. Trust erodes. And your
team starts wondering if anyone on the other end
actually cares.

3.3 JUST CLOSING TICKETS, NOT SOLVING
PROBLEMS

If the ticket's closed but the problem’s still there,
that's not support—it's box-checking.
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Some providers chase metrics, not outcomes.
They'll leave a voicemail—or just claim they
called—and mark the ticket “resolved” without
confirming that anything was actually fixed.

We've experienced it firsthand when dealing with
a major vendor on behalf of a client. They logged
a call attempt (that never came through), closed
the case without resolving the issue, and left us
chasing the problem all over again. No follow-
up. No fix. Just a closed ticket and more wasted
time.

A closed ticket means nothing if your team’s still
stuck. When people stop feeling heard, they stop
reaching out—and that's when risky workarounds
start creeping in.

3.4 THE HELP DESK TRAP

If you're explaining the same issue over and
over, that's not support—it's a system failure.

You talk to one person. Then another. Every
“escalation” resets the clock, wastes time, and
leaves no one clearly responsible.

Some providers may not design it that way on
purpose—but they clearly don't care enough to
fix it. The delays don't hurt them. They hurt you.

ContactUs@SawyerSolutionsLLC.com
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And without solid documentation or internal
communication? You're stuck repeating yourself
while tickets bounce from person to person with
no accountability.

Support isn't just about fast response—it's about
ownership. If no one owns the problem, you'll be
explaining it forever.

3.5 NO ACCOUNTABILITY WHEN THINGS GO
WRONG

When something breaks, you don't just need a
fix—you need ownership.

A good provider steps up, takes responsibility,
and figures out how to prevent it from happening
again. A bad one? They get defensive, dodge
blame, or rewrite the story to protect themselves.

That kind of behavior doesn't just waste time—it
erodes trust. And if they can't admit a mistake,
they can't improve. Which means the same
problems are coming back—on your time and
your dime.

A real partner doesn't make excuses. They own
the outcome—and earn your trust by doing
better next time.

© 2025 Sawyer Solutions LLC. All rights reserved.
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How Lack of Security and Compliance
Can Put Your Business at Risk

No provider gets everything right. But if yours

is cutting corners on security or treating
compliance like an afterthought, that's not a slip-
up—it’s a business risk.

Most breaches don't happen because of
sophisticated hackers. They happen because
of basics left undone: weak passwords, missed
updates, backups that silently failed.

Security doesn't have to be perfect. But it does
have to be taken seriously. If your provider

isn't doing that, they're not protecting your
business—they're gambling with it.

4.1 POOR CYBER HYGIENE

Cybersecurity isn't just about checking off
the basics anymore. The threat landscape has
changed—and if your provider hasn't, you're
exposed.

Yes, the fundamentals still matter: patching
systems, using strong passwords, enabling MFA.
But that's just table stakes. Today, real protection
means layers—user training, monitored backups,
endpoint detection, email filtering, and a plan for
when (not if) something goes wrong.

© 2025 Sawyer Solutions LLC. All rights reserved.

Too many providers still treat security like it's
2015. We've seen networks with wide-open
firewalls, unpatched servers, no MFA, and zero
monitoring—Dbecause the provider either didn't
know or didn't bother.

When those shortcuts catch up with you, it's
not just IT that goes down. It's operations. It's
revenue. It's customer trust. And the worst part?
You may not even know you're unprotected until
it's too late.

Most breaches don't happen because hackers
are brilliant. They happen because someone got
lazy—and no one was watching.

4.2 FALSE SENSE OF COMPLIANCE

Some providers talk a big game about
compliance—HIPAA, PCI, CMMC, take your pick.
But when you ask for details, it falls apart. No
risk assessment. No real policies. Just recycled
templates and vague reassurances.

True compliance isn't a checkbox. It's a process:
documented policies, layered security, staff
training, and regular reviews to keep up with
change. It requires both technical controls and

"
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operational discipline. If your provider isn't driving that, they're
just pretending.

We've seen providers tell clients “you're covered” with no How to Tell If Your
backups for email, no device tracking, and no incident Current Provider Is
response plan. That's not compliance—it's wishful thinking. FaIIing Short

The danger? You think you're safe. Then an audit hits. Or a
breach. Or your cyber insurance carrier asks for proof of
protections you assumed were in place. And suddenly you're
the one answering to regulators, clients, or lawyers—because
your provider made promises they never backed up.

Some problems don’t
show up until it's too late.
These signs show up
early—if you know what
to watch for.

4.3 SHADY PRACTICES THAT EXPOSE YOU
Ask yourself:

If your IT provider is cutting corners behind the scenes, it's not

just bad service—it’s a hidden liability. re Issues getting

fixed—or just marked

. . “closed"?
We've seen it all:

o Do you feel in control
of your IT plan, orin
the dark?

o Unlicensed software installed to save a buck

o Used hardware passed off as new

« Security settings disabled because “they slow things down” « Arereviews and
check-ins happening,

« Backups set up once and never tested again or falling through the
cracks?

You think your systems are protected—until something breaks,

and suddenly you're in damage-control mode with no good + Areyour team

options and no one taking responsibility. members hesitant to

reach out for help?
Whether it's negligence or deception, the result is the same:
your data, operations, and reputation are left exposed. And « Do surprises keep

you're the one stuck cleaning it up. showing up—in your
inbox or your invoice?

If more than one of
these sounds familiar, it
might be time for a real
conversation.

© 2025 Sawyer Solutions LLC. All rights reserved. 12
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How Poor Support Impacts Your Team
and Bottom Line

When IT support feels slow, dismissive, or
robotic, your team doesn't just get frustrated—
they stop reaching out. And when that happens,
small issues turn into major disruptions.

People start working around problems instead

of solving them. Unresolved IT issues pile up.
Productivity drops. Trust erodes. Before long,
your team is wasting hours dealing with problems
your provider should’'ve handled.

Support is supposed to be your safety net.
If it feels like another problem to manage,
something’s broken—and it's not just your
technology.

5.1 DISMISSIVENESS AND TECH ELITISM
If your team dreads calling IT, something’s wrong.

Support shouldn't feel like a lecture. But too
often, users get talked down to, brushed off, or
made to feel like they should've known better. A
snippy tone, a sigh over the phone, or a jargon-
filled half-answer—it all adds up.

The result? People stop asking for help. They wait.

They work around issues. And that moment of
hesitation can make a bad situation worse. Maybe

© 2025 Sawyer Solutions LLC. All rights reserved.

someone clicks a suspicious link and doesn't say
anything—»because they “didn’t want to deal
with IT.” Now the damage isn't just done—it's far
worse than it had to be.

Respectful, patient support isn't just good
service—it's a business safeguard. If your
provider makes people feel dumb for asking
questions, they're not protecting your team.
They're teaching them to stay silent—and that’s
dangerous.

5.2 IGNORING SMALL ISSUES THAT MATTER
TO YOU

Slow computers. Constant pop-ups. That one
printer that always drops off the network. These
may seem like minor issues to your IT provider—
but to your team, they're daily friction points that
drain time and energy.

When those problems get brushed off or

pushed to the bottom of the queue, people stop
believing anyone's really listening. And when your
team stops trusting support, they stop reporting
issues altogether.

The little things matter. Not just because they
impact productivity, but because they shape how

13



your employees feel about technology—and
about asking for help.

Over time, it sends a clear message: small issues
don't matter. And that message quietly chips
away at trust, productivity, and morale.

5.3 NO COMMUNICATION WHEN THINGS
CHANGE

You come in one morning and something's
different. A tool moved. A feature disappeared.
Something that used to work... doesn't. No
warning, no explanation—just confusion.

Your team shouldn't have to guess what
changed or why. Whether it's a software update,
security setting, or new platform rollout, change
management is part of support. When your
provider makes changes without communicating
them clearly, they're not saving you time—
they're creating chaos.

And when people feel blindsided, they push
back. They find workarounds. They avoid using
tools properly—or at all. That's how shadow IT
creeps in, how security gets bypassed, and how
technology investments quietly go to waste.

Communication isn't just a courtesy. It's what
makes change stick—and what keeps your team
from losing trust in the process. Without it, even
good changes backfire—and security, adoption,
and ROl all take the hit.
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When Your IT Provider Falls Short on
Competence and Strategy

Good support solves problems. Great IT prevents
them—and positions your business to grow.

But if your provider lacks the technical depth or
strategic mindset to guide you forward, you're
stuck reacting while your competition moves
ahead.

You may not notice it at first. Things seem fine on
the surface. But under the hood, shortcuts pile
up, tools go unused, and no one’s thinking about
what your business will need six months from
now—let alone three years down the road.

Technology is always changing. If your provider
isn't helping you stay ahead of that change,
they're not protecting you. They're quietly
holding you back.

6.1 SELLING WHAT THEY DON'T UNDERSTAND

Some providers push tools because they sound
impressive—not because they're the right fit
for your business. Maybe a vendor pitched them
something new, and now they're trying to resell
it—without understanding what it does, how it
integrates, or whether it solves a real problem.

We've seen providers recommend complex
networking solutions to small offices that didn't
need them. It looked great on paper, but added

© 2025 Sawyer Solutions LLC. All rights reserved.

unnecessary cost, complexity, and support
overhead.

Even when the tool itself is solid, execution still
matters. Was it set up properly? Customized for
your environment? Tested and explained to your
team? If not, all you got was another thing to
manage—and probably a few new headaches.

And even when it was set up right on day one,
technology evolves. Tools change. Best practices
shift. What was secure or efficient two years ago
might now be a liability—but is anyone going
back to check?

A real IT partner doesn't just throw new tools
at you and move on. They revisit, review, and
realign—so your systems evolve with your
business, instead of dragging it down.

6.2 "WE'VE GOT A GUY"” SYNDROME

It's great to have a go-to tech—until they're out
sick, burned out, or gone. If your provider relies
on one person to handle everything, your entire
business is one absence away from disaster.

We've seen it firsthand: critical passwords

missing. Server settings no one can explain. A
configuration so customized that no one else can

15
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support it. And the one person who knew how it
all worked? Gone without documentation.

The result? Outages take longer. Fixes stall.
Projects get delayed. And suddenly, your
business is bleeding time and money while your
provider scrambles to play catch-up.

If your provider can't support you without a
specific person involved, you don't have a service
model—you have a single point of failure. And
eventually, that failure becomes yours to deal
with.

6.3 CONSTANT TOOL SWAPPING TO CUT
COSTS

You rely on your IT systems to be stable,
consistent, and well-managed. But behind the
scenes, some providers are constantly changing
the tools they use—chasing rebates, bulk
discounts, or cheaper licenses to cut their own
costs.

On the surface, nothing looks different. But
under the hood, it creates chaos: monitoring
breaks, alerts go unnoticed, backups silently fail,
documentation goes out of date. And no one
tells you what changed—until something goes
wrong.

Those internal swaps might save the provider
money, but the risk is yours to carry. And the
cost of failure—missed alerts, bad data, hours of
downtime—can far outweigh the savings.

If your provider keeps switching tools without
validating the impact, they're not optimizing.

They're gambling—with your infrastructure.

6.4 NO INVESTMENT IN STAFF SKILLS OR
DOCUMENTATION

Technology doesn't stand still. If your IT provider

© 2025 Sawyer Solutions LLC. All rights reserved.
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isn't actively investing in their team'’s training and
knowledge-sharing, their service gets stale—and
your business pays the price.

We've seen it before: techs stuck doing things
“the way they've always done it,” using outdated
tools, missing new threats, or skipping better
solutions simply because no one took the time to
learn them.

And it's not just about skills. Without proper
documentation and internal communication, all
that knowledge stays locked in a few people’s
heads. If someone leaves, gets promoted, or
takes a vacation, their replacements are left
guessing.

That's not a process. That's a liability.

A smart provider builds systems that outlast any
one person. They train, they document, and they
don't leave you exposed just because someone’s
on vacation.

A

Seeing Some of These Red
Flags?

We've helped a lot of business owners
clean up after bad IT relationships—and
it's always easier when you catch the
problems early.

If you're wondering how your current
provider stacks up, we're happy to
review your setup and flag any risks. No
pressure, no hard pitch—just a clear
picture of where you stand.
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How Accountability Gaps
Leave You Stuck

When something breaks, you don't just need a
fix—you need someone to take ownership. But
too often, IT providers dodge responsibility, point
fingers, or stall instead of solving the problem.

They blame the software vendor, the internet
provider, or your team. And while they argue over
who's at fault, your business is the one stuck in
limbo—Ilosing time, money, and momentum.

Great providers don't just fix problems. They own
them. They coordinate with third parties, follow
through, and stay accountable until it's resolved.

If your provider disappears when things get
messy, they're not a partner. They're a liability.

7.1 SHIFTING BLAME INSTEAD OF SOLVING
PROBLEMS

Something breaks. You call your IT provider. They
say it's your internet. Or your phone system. Or
the software vendor. “Not our problem.”

That might be technically true—but it doesn't
help your business get moving again.

You don't care whose system caused the

issue. You just need someone to step in, take
ownership of the process, and help get it

© 2025 Sawyer Solutions LLC. All rights reserved.

resolved. Sometimes the provider can't fix it
directly—and that's fair. But too many don't even
try. They deflect, close the ticket, and leave you
to chase it down alone.

A good provider doesn't throw up their hands
when it's not their system. They advocate,
coordinate, and communicate until there's a path
forward—or a clear, documented reason why
there isn't.

That's the difference between a vendor and a
true partner.

7.2 NO OWNERSHIP MINDSET

Some providers treat support like a vending
machine: you submit a ticket, get a response, and
that's the end of it. But there's a big difference
between closing a ticket and actually solving the
problem.

Owning the outcome means following up,
confirming it's fixed, and helping your team
understand what went wrong—and how to avoid
it next time. It means digging deeper when issues
repeat, not just applying another quick fix and
moving on.

Without that mindset, the same problems keep

17
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coming back. Your team lose trust—and your business keeps
paying for the same issue again and again.

If your IT partner isn't asking, “What could we have done to
prevent this?"—they’re just patching potholes while the road
keeps crumbling.

7.3 COLLABORATION GAPS

Your business runs on a mix of systems, platforms, and
vendors—and your IT provider should be the glue that holds
them together. But some treat collaboration like it's beneath
them.

They won't call your software vendor. They won't talk to your
internet provider. They won't explain things to your non-
technical staff. Instead of solving problems, they create
bottlenecks.

No provider can fix everything a third party breaks. But they
should try. A great partner doesn't hide behind a policy or
shrug off responsibility—they advocate, coordinate, and push
until the problem is solved—or until it's absolutely clear the
roadblock is out of their control. And when that happens, they
communicate it honestly, document what was done, and help
you plan the next best step.

© 2025 Sawyer Solutions LLC. All rights reserved.
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Want a Great IT
Partner? Be a Great
Client.

IT works best when it's a
two-way street.

Here's how to help your
provider help you:

o Share your goals, not
just your issues

o Invite them into
planning conversations
early

o Expect
documentation,
roadmaps, and
accountability

o Ask questions—good
providers won't hide
behind jargon

e Speak up when
something feels off

Partnership doesn’t

happen by accident. Set
the tone.
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How Poor Documentation
Hurts Your Business

SECTION

Documentation isn't glamorous—but when it's
missing, your business feels it fast.

Every IT environment relies on dozens of logins,
system settings, hardware details, vendor
accounts, and recovery procedures. If your
provider isnt documenting those things clearly
and consistently, even small issues can spiral into
major disruptions.

It's not just about being organized—it's about
being operational. When something breaks or
someone leaves, your provider should be able to
act fast with confidence. If they're scrambling to
remember how things were set up, you're already
paying the price.

8.1 NO CENTRAL SOURCE OF TRUTH

Your IT setup includes a lot of moving parts:
passwords, network settings, licensing info,
hardware specs, cloud platforms, vendor
contacts—and it all needs to live somewhere.

If your provider doesn't maintain a clear,
centralized record of how your systems are
configured, support turns into guesswork. And
when something breaks, recovery is slower,
riskier, and more expensive than it should be.

© 2025 Sawyer Solutions LLC. All rights reserved.

When key information lives only in someone’s
head—or scattered across emails and sticky
notes—you're one absence or exit away from real
disruption.

Good documentation isn't extra credit. It's what
gets your business back up when everything
goes down.

8.2 POOR HANDOFF AND TRANSITION
PLANNING

People come and go. So do providers. But if
your IT provider hasn't built documentation that
supports a smooth handoff, every transition
becomes a fire drill.

Whether you're onboarding a new team member
or switching IT partners, your provider should
make it easy to transfer knowledge, access, and
responsibilities. If they can't—or won't—you're
left with delays, confusion, and preventable
downtime.

Strong documentation and handoff processes
aren't just about being organized. They're how
you keep your business moving when key players
change.
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8.3 INCOMPLETE OR OUTDATED INTERNAL NOTES

Not all documentation lives in a central file. A lot of it shows up in the day-to-day: ticket notes, case
updates, change logs. And when those are vague or missing, support becomes slower, less accurate,
and more frustrating for everyone involved.

We've seen tickets closed with notes like “fixed” or “user happy"—with no detail about what was actually
done. So, when the issue comes back, the next tech is starting from scratch. Again.

Bad notes create confusion. They waste time. And they make it more likely that problems get
repeated—or never fully fixed.

Your provider should treat ticket history like a service log for your business—not a post-it note.
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How Cultural and Staffing Problems
Affect Your IT Support

Culture isn't just an internal issue—it's a service
delivery system. How your IT provider treats their
own people will eventually show up in how they
treat yours.

You may not see what's happening behind the
scenes, but you feel it: delayed responses,
broken follow-through, new techs every time you
call, and support that feels rushed or checked
out. Those aren't random problems—they're
signs of a company that's struggling to take care
of its own team.

A healthy IT provider builds a strong, supported
staff that sticks around, communicates well, and
takes pride in solving problems. If that culture is
missing, you end up with confusion, slowdowns,
and a team that's quietly losing faith in the
support they rely on.

9.1 REVOLVING DOOR, ROTATING EXCUSES

If every time you call support it's someone new—
and they have no idea who you are or how your
systems work—you're not getting consistent
service. You're starting from scratch. Again.

High turnover behind the scenes often leads to
slow response times, repeated questions, missed

© 2025 Sawyer Solutions LLC. All rights reserved.

context, and wasted hours for your team. It's
frustrating—and it's a sign of a deeper problem.

Constant churn usually points to burnout, bad
leadership, or a culture people are trying to
escape. Whatever the cause, it leaves you stuck
dealing with the instability.

When no one sticks around, neither does your
confidence.

9.2 BROKEN CULTURE, BROKEN SERVICE

When the internal culture is toxic, support
doesn't just slip—it unravels.

Overworked, undertrained, or checked-out
technicians don't have the time or energy to care
about your team's experience. Communication
breaks down. Problems get rushed or ignored.
And your staff ends up paying the price in delays,
confusion, and do-it-yourself troubleshooting.

You don't need cheerleaders. But you do

need people who are supported, trained, and
motivated to help you succeed. That only
happens when the provider has a healthy culture
worth sticking around for.
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If the team behind your IT support is burned
out or disengaged, your business will feel the
impact—whether you realize it right away or not.

9.3 NO CULTURE OF ACCOUNTABILITY OR
IMPROVEMENT

Some IT providers operate in a fog. No
postmortems. No process reviews. No one
asking, “Why did this happen—and how do we
prevent it next time?”

Without a culture of accountability, mistakes
don't just repeat—they become normal. Root
causes get ignored. Sloppy becomes standard.
And while everything might look fine on the
surface, what's really building is risk—and one
day, it breaks.

And when something serious does go wrong,
there’s no learning—just blame, deflection, and
another rushed fix.

Continuous improvement isn't a buzzword. It's
what keeps small issues from turning into big
ones. If your provider isn't getting better behind
the scenes, they're slowly becoming your liability.
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9.4 THEY NEVER OWN IT

Every provider makes mistakes. The difference is
what they do next.

If no one on their team is willing to say, “That's
on us—we'll fix it,” you're in for a long, frustrating
relationship. Because when mistakes arent
acknowledged, they aren't corrected. And when
no one takes responsibility, nothing improves.

A culture that punishes errors creates a team
that hides them. And you're left dealing with the
fallout: repeat issues, lost trust, and mounting
frustration.

True accountability isn't about blame. It's about
ownership. It's about saying, “What went wrong,
and how do we make it right?”

If your provider cant—or won't—do that, they're
not just hard to work with. They're putting your
business at risk.

© 2025 Sawyer Solutions LLC. All rights reserved.
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SECTION

IT isn't just about keeping the lights on. It should
be helping you plan, grow, and adapt. But many
providers stop at basic support—and never lift
their head to look at the bigger picture.

If your provider isn't thinking ahead, you're left
making one-off decisions, reacting to problems,
and scrambling when technology no longer

fits your business. That's not support. That's
stagnation.

You need more than a ticket system. You need a
partner who understands where you're going—
and helps you get there.

10.1 NO LONG-TERM PLANNING

Some IT providers are so focused on day-to-

day support that they never stop to ask where
your business is headed. They fix tickets, install
updates, and troubleshoot problems—»but they're
not thinking about what's next.

Without long-term planning, your technology
just limps along behind you. Systems age out.
Platforms become obsolete. New tools never get
evaluated. And when something breaks or falls
behind, it feels like a surprise—because no one
was looking ahead.
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How Lack of Strategy in

IT Keeps Your Business
from Growing

A real IT partner helps you plan for growth, avoid
disruption, and make decisions before they
become emergencies. If your provider can't

talk strategy, they're not leading. They're just
reacting.

10.2 NO PROACTIVE ROADMAPPING OR
BUDGETING SUPPORT

Technology costs shouldn't feel like surprise

expenses. But if your provider isn't helping you
plan ahead, every upgrade, license renewal, or
equipment failure turns into a budget fire drill.

Without a roadmap, there's no visibility into
what's aging out, what needs replacing, or

what's coming next. You wind up making rushed
decisions under pressure—right when the stakes
are highest.

A strategic provider works with you to map out
what's next, what it'll cost, and when it needs to
happen. Not just to avoid surprises, but to help
you invest with intention.

If your IT provider can't talk about next quarter—

let alone next year—they're not supporting your
growth. They're just watching it happen.

23



SawyerSolutionsLLC.com ContactUs@SawyerSolutionsLLC.com 844-448-7767

10.3 NO STRATEGIC INPUT ON BUSINESS INITIATIVES

When you're making big moves—opening a new location, adopting new software, shifting to remote
work—your IT provider should be at the table, not playing catch-up.

If they're not asking questions, offering insights, or flagging risks early, you're missing a critical voice in
your decision-making. And that silence can lead to costly mistakes: platforms that don't integrate, tools
that don't scale, or security gaps that get overlooked.

IT shouldn't just follow your business plans. It should help shape them.

The best providers don't wait to be asked. They bring strategic perspective—so you're not just chasing
efficiency, you're making smarter, faster business decisions with fewer surprises.
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SECTION

You don't need to be an IT expert to spot when
something’s wrong. You just need to know what
to look for.

These aren't minor annoyances—they're signals
that your provider may be putting your business
at risk. If you recognize more than one of these,
it's time to ask tougher questions—or start
looking for someone better.

1.1 THEY TREAT SECURITY LIKE A CHECKBOX

If their idea of security stops at “we do antivirus”,

you're not protected.

Real protection includes backups, MFA,
patching, and training—Iayered and monitored.

If they can’t explain what you have in place,
they're exposing your business.

11.2 THEY WON'T TALK ABOUT WHAT THEY
DONT COVER

Ask what's not included—and watch how they
respond.

If the answer is vague or evasive, that's a red flag.

Surprises and exclusions will hit your budget and
your operations when you least expect it.
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More Red Flags You Can't
Afford to Ignore

11.3 DEFENSIVE OR EVASIVE
COMMUNICATION

If basic questions get you jargon, attitude, or
vague answers, that's a problem.

A good provider welcomes questions and
explains things clearly.

If they get defensive now, imagine how they'll act
when something actually goes wrong.

11.4 THEY MAKE YOU FEEL DUMB

Your team should never feel embarrassed to ask
for help.

But when support talks down, sighs, or hides
behind jargon, people go silent.

And that silence? It turns small issues into
security risks and lost productivity.

11.5 THEY AVOID TALKING ABOUT
DOCUMENTATION

Ask how your systems are documented—and
who can access that info.

If the answer is fuzzy, outdated, or overly
restricted, that's a red flag.
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Good documentation protects your business when people

leave, or systems fail.
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11.6 THEY NEVER ASK ABOUT YOUR GOALS

If they only ask what's broken and never where your business

is headed, they're not strategic.

Great IT support starts with understanding your goals.

If they're not asking, they're not helping you move forward.

11.7 THEIR REFERENCES ARE TOO POLISHED

Everyone has glowing testimonials—but what happens when

things go wrong?

Talk directly to clients and ask how the provider handled real

problems.

You're not just looking for praise—you're looking for how they
show up under pressure.

A Quick Self-Check
— Are You at Risk?

You don't need to be an
IT expert to spot a red
flag.

[ ] Idon't really know
what's included in our
agreement

[ ] I get surprise bills for
“extras”

[ ] I'm not sure if our
backups work—or
what happens if they
fail

[ ] I have no idea who
documents our
systems

[ ] My team dreads calling
support

If more than one of these
hits home, it’s time to ask
tougher questions.
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SECTION

Now that you've seen what can go wrong, let's
talk about how to get it right.

Unlike providers who treat your team like a
number or a nuisance, the right partner is
genuinely invested in your success. You deserve
more than someone who just shows up when
something breaks. You deserve a partner who's
proactive, strategic, and actually cares about the
long-term health of your business.

Here's what to look for:

« Providers who explain things clearly and
welcome questions

o Contracts designed to support you—not trap
you

o Proactive communication, regular check-ins,
and forward planning

« A stable, accountable team that knows your
systems and owns their work

o Security that goes beyond the basics and
adapts as threats evolve

o Documentation that's thorough, current, and
easily shared
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How to Find the Right IT Partner
to Help Your Business Thrive

o A culture that values improvement, takes
responsibility, and actually cares

Ask hard questions. Watch how they respond.
Listen for honesty—and don't ignore what they
avoid.

Choosing the right IT partner isn't just about
preventing pain. It's about unlocking momentum.
When IT is done right, it doesn't just support your
business—it drives it forward.

You don't need someone who keeps the lights
on. You need someone who helps you build
what's next.

If you're ready for a change—and want a
provider who actually has your back—let's talk.

No pressure. No pushy pitch. Just a clear, honest
conversation about where your IT stands—and
what better could look like.
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Sawyer
Solutions

Ready for a Second Opinion on Your IT?

If this guide made you pause—even once—it might be time to take a closer look.

Whether you're already questioning your current provider or just want to avoid
expensive surprises, we're here to help you assess what's working, what's risky,
and what better could look like.

No pressure. No pushy sales pitch. Just straight answers.

D<A VEC
ContactUs@SawyerSolutionsLLC.com
844-448-7767
SawyerSolutionsLLC.com
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