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Ninety Percent Of IT Execs 

Say Their End Users 

Struggle With Business 

Technology Problems That 

They Have No Way To 

Detect 

Introduction 

IT infrastructures are more complex than ever before, and application 

services stretch wider across regions and deeper into technology silos. What 

you may not know is that your tools for detecting business technology issues 

and proactively fixing them are having a bigger impact on employees than 

you think. Sixty percent of IT decision-makers admitted that end users often 

experience performance issues and disruptions in IT services that affect their 

work. Yet 90% said that they deal with technology issues from end users with 

no faults or alerts from their existing applications or infrastructure monitoring 

tools. Ninety-one percent have difficulty accurately categorizing an incident as 

a PC, network, or IT service issue when an incident is first reported, and 83% 

feel their technology silos get in the way of troubleshooting an issue. 

In July 2014, Nexthink commissioned a profile of 105 IT decision-makers in 

the US and UK to evaluate how business technology problems are affecting 

end users and their organizations. The study captured three key findings: 

› The service desk is usually the last to know about a performance issue or 
disruption in IT service affecting employees because back-end monitoring 

tools cannot detect most of these issues. As a result, end users are more 

likely to seek help from peers or troubleshoot the issue themselves.  

› The increasing complexity of IT service portfolios and a variety of 
applications crossing multiple technology silos are making it harder to solve 

business technology problems.  

› The missing link is visibility into all of the performance issues and 
disruptions in IT services from the end user’s perspective, which requires 

new tools and better analytics. 
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IT Struggles To Keep Service Levels 
High Due To Variety Of Applications 
And Portfolio Complexity  

Business technology decision-makers are stuck: They have 

to manage more complex IT service portfolios while 

increasing service quality at the same time — all while more 

“stuff” finds its way onto their organization’s aging 

infrastructure. It’s no wonder they’re struggling. Their back-

end, silo-based monitoring systems simply aren’t up to the 

task. What is the result? End users experience performance 

problems and disruptions in IT services and take a 

productivity hit, which makes it harder for them to win, 

serve, and retain customers. And this is happening with IT 

executives having no way to detect or know the full extent of 

their end users’ business technology problems, which is 

why end users are increasingly seeking answers elsewhere. 

To understand what’s really happening, Forrester fielded a 

custom study of 105 organizations from the US and UK with 

more than 1,000 employees. It comes as no surprise that 

almost half (43%) of business technology decision-makers 

cited complexity of the IT service portfolio and the lack of 

visibility into IT service performance from an end-to-end 

perspective as the most important barriers to better IT 

service quality. They said that:  

› Complex IT services prevent higher levels of service 

for end users. More than half (55%) of business 

technology decision-makers told us that complex IT 

services, especially services requiring advanced skills, is 

one of the three most significant barriers they face to 

providing higher levels of service quality (see Figure 1). 

› Business technology decision-makers lack end-to-

end visibility. The survey also reveals that business 

technology decision-makers lack end-to-end visibility of IT 

services that span multiple parts of their infrastructure. 

This ranks as the fourth most significant barrier in 

providing higher levels of quality service (36%). While 

existing tools do provide insight into business service 

availability and performance from the infrastructure 

perspective, these tools don’t allow decision-makers to 

see what business users are actually experiencing. 

› Troubleshooting complex services consumes 

enormous support staff time. Business technology 

decision-makers reported that their support staff spends 

73% of their time troubleshooting back-end infrastructure, 

with the biggest chunk spent on issues that rely on 

multiple parts of the IT infrastructure. Business technology 

support spends nearly equal time troubleshooting 

infrastructure performance as they do problems with the 

end user PC experience.  

Surprisingly, business decision-makers in the US and UK do 

not believe the IT staff’s skills or their control over end user 

devices are significant barriers to better IT service 

performance.  

 

FIGURE 1 

Complex IT Services Portfolios Are Preventing 

High Levels Of Service Quality For End Users  

Base: 105 business technology decision-makers from US/UK organizations 

with more than 1,000 employees 

Source: A commissioned study conducted by Forrester Consulting on 

behalf of Nexthink, July 2014 

 

“Please select the three factors you believe prevent your

IT support organization from providing higher levels of

service quality to your end users.”

Complexity of our IT services portfolio,
especially services that require
advanced skills and specialized

internal systems

55%

Variety of infrastructure that
our IT services rely on

39%

Variety of applications that
employees are using

38%

Lack of visibility into IT service
performance from end to end

36%

Variety of locations that employees
are working from

31%

IT groups aren’t working together
enough to resolve incidents

and problems
30%

Variety of IT services that we
provide to employees

30%

Lack of governance or control over
end user devices and configuration

20%

Insufficient skills or training
of IT staff

20%
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IT Support Is Reactive Rather Than 
Proactive 

The study also asked respondents about how IT learns of a 

performance/availability issue. It turns out that in over one-

third (35%) of cases, IT support learns about the issue from 

the end users themselves, i.e., when the end users raise a 

help desk ticket (see Figure 2). This further highlights that 

existing IT processes and tools are ineffective in detecting 

problems before they create further disruption for the 

worker.  
 

In addition, the custom survey revealed that only 2% of 

respondents actually have any end user endpoint 

monitoring tools to detect downtime or failures. Without an 

end user monitoring tool, they can’t see the effects on 

employees, customers, or partners, and they can’t analyze 

what the downstream impacts are on revenue, employee 

productivity, or customer satisfaction.  

End Users Lack Faith In IT Support  

When end users experience performance/availability issues, 

50% of the time they either had a bad past experience with 

IT support, they don’t think their IT department can solve the 

issues, or IT sends them somewhere else. Not surprisingly, 

there’s a clear lack of faith in IT to help resolve issues. 

Forrester’s workforce data reveals that:  

› Workers take a productivity hit when they have to 

solve issues themselves. Forrester’s Devices And 

Security Workforce Survey, Q2 2013, indicated that 

almost 45% of workers try to solve problems on their own 

before asking for help (see Figure 3).  

› Workers don’t think their IT department can help. In 

the same survey, 17% of information workers did not 

believe that IT support could solve their problems or 

answer their technical questions. Sixteen percent turn to 

search engines to find a solution, and 14% resort to 

calling manufacturers of hardware/software technical 

support lines to resolve issues on their own.  

› Workers seek help elsewhere — mostly from peers. 

Employees are more likely to seek help from non-IT 

sources. Thirty-percent of employees approach workers 

(who do not work in IT) to help solve their issue/problem, 

further showcasing the lack of IT support effectiveness.  

FIGURE 2 

IT Relies On Employees To Report Issues 

Base: 105 business technology decision-makers from US/UK organizations 

with more than 1,000 employees 

Source: A commissioned study conducted by Forrester Consulting on 

behalf of Nexthink, July 2014 

“When an application performance or availability issue

arises, how is IT support usually alerted?”

Relevant support tickets are
automatically generated in our help/

service desk by monitoring/
management technologies

45%

By business employees contacting the
help/service desk

35%

Via one or more event consoles/
dashboards linked to management/

monitoring technologies
15%

By external customers contacting
business employees

3%

Specifically, via an end
user experience monitoring

capability or tool
2%

FIGURE 3 

Employees Try To Solve Problems On Their Own  

 

Base: 281 information workers who have relied on support from outside of 

IT at US organizations with more than 1,000 employees 

Source: Forrsights Devices And Security Workforce Survey, Q2 2013, 

Forrester Research, Inc. 

“Why did you choose to seek support with someone

outside of your company’s IT department?”

I try to solve problems on my own
before asking for help

45%

My IT department suggested an
external source

20%

I didn’t think my IT department could
answer my question/issue

17%

My previous experience with my
IT department has been unsatisfactory 13%

My company’s policy states that for
certain types of problems I should seek

external help before contacting our
internal department

11%

I didn’t have time or didn’t think the
IT department could solve this

quickly enough

9%

Other reason 9%

A colleague or boss (not in IT)
suggested an external source instead

of our own IT support
9%

I wasn’t sure how or who to contact in
my IT department

6%
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Improving Business Technology 
Service Quality Requires More End 
User Visibility 

Respondents were also asked about how often IT deals 

with a number of different scenarios (see Figure 4). Almost 

all (98%) of business technology decision-makers surveyed 

told us that they either always, very often, often, or 

sometimes faced situations where end users experience 

problems that rely on several parts of the IT infrastructure. A 

further 91% said they have difficulty accurately categorizing 

an incident as a PC, end user, network, service, or 

application issue when an incident is first reported. Also, 

90% of business technology decision-makers deal with 

performance problems with IT services from the end user 

perspective with no faults or alerts from their existing 

applications or infrastructure monitoring tools.  

 

Business Technology Decision-
Makers Should Leverage Data And 
Analytics To Improve Service Quality 

Forrester’s Business Technographics Global Priorities And 

Journey Survey, 2014 revealed that over half (57%) of US 

and UK business and technology decision-makers see the 

improved use of data and analytics to improve business 

decisions and outcomes as a high or critical priority for the 

next 12 months (see Figure 5). In addition, 37% of 

respondents want to connect products/assets to monitor 

and analyze their identity, location, and condition. For 

business technology support professionals, this points to the 

need for increased sophistication in monitoring and 

analytics tools that can detect end user experience 

problems. Further, end user analytics allow business 

technology support staff to proactively and predictively 

understand and address end user experience issues. 

 

FIGURE 4 

IT Doesn’t Have The Right Tools For The Job 

 

Base: 105 business technology decision-makers from US/UK organizations 

with more than 1,000 employees 

Source: A commissioned study conducted by Forrester Consulting on 

behalf of Nexthink, July 2014 

 

“How often does your IT support organization deal with

the following situations?”

(Respondents who answered always, very often,

often, or sometimes)

End users are experiencing problems
with an application that relies on

several parts of our IT infrastructure
98%

We have difficulty accurately
categorizing an incident as a PC, end
user, network, service, or application

issue when the incident is (first) reported

91%

We have difficulty ruling out probable
causes that are specific to the PC or

device from those related to
IT infrastructure

90%

Performance problems with IT services
from the end user perspective with no

faults or alerts from our existing
application or infrastructure

monitoring tools

90%

Intermittent IT infrastructure faults that
cause IT service performance or

quality problems

89%

We have difficulty diagnosing the
probable cause of IT service

performance or quality problems
because our IT silos get in the way

83%

We lack the tools to diagnose the
probable cause of IT service

performance or quality problems
78%

FIGURE 5 

Monitor, Improve, And Optimize Service 

Base: 3,199 business and technology decision-makers at US and UK 

organizations with more than 1,000 employees 

Source: Business Technographics Global Priorities And Journey Survey, 

2014, Forrester Research, Inc. 

 

 

“Which of the following technology initiatives is your

IT organization prioritizing over the next 12 months?”

(High priority or critical priority)

Improve the use of data and
analytics to improve business

decisions and outcomes
57%

Upgrade or replace
legacy systems

50%

Create a comprehensive mobile
and tablet strategy

43%

Create a comprehensive strategy and
implementation plan for public cloud

and other as-a-service offerings
41%

Connect our products/assets to monitor
and analyze their identity,
location, and condition

37%

Shift spending from core systems like
accounting or ERP to applications that

help us engage with customers or
business partners

34%

Implement a bring-your-own PC,
smartphone, and/or tablet strategy

29%
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The use of end user analytics is the best place for IT 

organizations to start to improve business technology 

services. It provides insight into whether service quality is 

meeting the needs of the end user and provides actionable 

intelligence that enables IT to be more proactive as well as 

identify and resolve problems faster. End user analytics that 

deliver operational intelligence help IT be more effective and 

efficient, allowing IT project delivery and budget allocation to 

focus on service improvements that are most important to 

improve worker productivity. 

Wrap-Up: Consider End User IT 
Analytics To Improve Business 
Technology Decisions  

This custom Technology Adoption Profile commissioned by 

Nexthink yielded three key points:  

› Business technology decision-makers admit that their end 
users are experiencing problems that they have no way to 

detect, and end users lack faith in IT support and are not 

calling the help desk.  

› IT struggles to keep service levels high due to variety of 
applications and IT service portfolio complexity. IT is 

missing visibility from the end user perspective for end-to-

end visibility to bridge IT silos and diagnose and improve 

IT service quality.  

› Analytics is a top priority for leaders wanting to make 
better business decisions. End user IT analytics provide 

the missing link for end-to-end visibility to make better 

business technology decisions and be more proactive. 

 

Methodology 

This Technology Adoption Profile was commissioned by Nexthink. To create this profile, Forrester leveraged data from its 

Business Technographics Global Priorities And Journey Survey, 2014 and Forrsights Devices And Security Workforce 

Survey, Q2 2013. Forrester Consulting supplemented this data with custom survey questions asked of IT decision-makers. 

Forrester screened all participants for knowledge of IT infrastructure and support within their organization. The auxiliary 

custom survey was conducted in July 2014. For more information on Forrester’s data panel and Tech Industry Consulting 

services, visit www.forrester.com. 
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