
Before You Talk to Any IT Provider 
The 15 question checklist every business owner 
should complete first.

 



This checklist is designed to give you an honest picture of where your IT support stands right now. 
Complete it in a team meeting, or hand it to a colleague and compare answers. Score each 
question out of 10, where 1 means "this is completely broken" and 10 means "this works exactly as 
it should." There are no trick questions. The answers are yours. Use them however you see fit. 

Company:

Completed by:

Date:

# Question Score Notes

A. Response and Resolution

1
How quickly does your IT provider respond when 
you report an issue? 
Think about the last 3 times you contacted them. Minutes? Hours? 
Days?

/10

2
When an issue is being worked on, do you receive 
clear updates without having to chase? 
Or do you have to follow up to find out what is happening?

/10

3
Are the same IT problems recurring, or do they get 
fixed properly the first time? 
Think about issues that have happened more than once in the last 6 
months.

/10

B. Communication and Clarity

4
Does your IT provider explain things in plain English 
that you can understand and act on? 
Or do they use jargon that leaves you nodding along without real 
understanding?

/10

5
Do you know the name of your account manager and 
when you last spoke to them? 
If you do not have a named account manager, score this 1.

/10

6
Does your provider show you regular reports on how 
your IT environment is performing? 
Scorecards, trend data, risk summaries. Not just a list of closed tickets.

/10

C. Proactive Management

7
Has your provider ever contacted you to prevent a 
problem before it affected your team? 
Not an automated alert. A real person calling to say "we spotted 
something."

/10

8
Does your provider have a technology roadmap for 
your business for the next 12 months? 
A plan that connects IT to where your business is going, not just what 
needs replacing.

/10

9
Is the number of IT issues your team experiences 
going down over time, or staying the same? 
If you do not know, that is an answer in itself.

/10

D. Security and Risk
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10
Has your provider completed a formal review of your 
security posture in the last 12 months? 
A documented assessment, not a conversation. With findings and 
recommendations.

/10

11
Do you have documented security policies and 
baselines that your provider manages? 
Not just tools installed. Policies, baselines, alerting, and regular 
reviews.

/10

12

If you face compliance requirements (DORA, ISO 
27001, client audits), can your provider support you 
through them? 
If compliance is not relevant to your business, score based on general 
security confidence.

/10

E. Value and Partnership

13
Do you understand exactly what your monthly IT fee 
covers and what it does not? 
Could you explain it to a colleague in two sentences?

/10

14
Does your IT provider treat technology as a business 
enabler, or just fix what breaks? 
Have they ever connected an IT recommendation to a business goal?

/10

15
If you polled your entire team right now, what would 
they rate IT support out of 10? 
Be honest. The gap between your score and theirs is where the real 
picture sits.

/10
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Your Score 

What To Do With This 

Share your completed checklist with your IT provider and ask them to respond to the areas where you 
scored lowest. A good provider will welcome the conversation. If they get defensive or dismissive, that tells 
you something too. 

If you are comparing providers, complete this checklist for each one. Ask them to answer questions 1, 3, 6, 
8, 10, and 12 with evidence, not promises. The provider who can show you data wins over the one who can 
only show you a brochure. 

If you completed this alone, try handing it to two or three colleagues and comparing scores. The gap 
between what leadership sees and what the team experiences is often where the real story sits. 

Total score (out of 150):

120 to 150 Your IT support is in good shape. You have a provider who is responsive, proactive, and 
connected to your business. Keep them honest with regular reviews.

75 to 119 There are gaps. Some areas are working, others are not. The low-scoring sections tell 
you exactly where to focus. Have a direct conversation with your provider about those 
areas. If they cannot improve them, it may be time to look elsewhere.

Below 75 Your IT support is significantly underperforming. The frustrations you are experiencing 
are not normal and you should not have to accept them. This score suggests it is time to 
evaluate your options seriously.

Want to talk through your results? 
At Spector, we help businesses in Dublin evaluate and improve their IT support. If your scores raised questions 
you are not sure how to answer, we are happy to have an honest conversation. No obligation. No pitch. Just 
clarity about what good looks like and whether your current setup is delivering it. 
spector.ie    |    sales@spector.ie    |    01 664 4190
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