State of IT in 2021
IT teams tend to be overworked and undervalued—but in reality, they are an integral
part of achieving an organization’s goals. Automation appears to be the next step
forward to save IT staff hours and boost productivity. With organizations increasing
their levels of IT service automation, are decision-makers seeing the benefits?

Pulse and Ivanti surveyed 250 IT and security decision-makers to understand
how IT is evolving and what challenges the IT department faces.

Most don’t have high levels of IT maturity and spend
under 6 hours resolving each service ticket
89% of respondents say that an IT Infrastructure Library ITIL is relevant to their
organization today.
Do you find that an IT Infrastructure
Library (ITIL) is relevant to your
organization today?

89%

11%

Yes

No

Only 8% of decision-makers have reached a high level of IT maturity in the adoption of
best practices.
How would you rate your IT organization’s
maturity in the adoption of best practices
(according to ITIL or other standards)?

22%

70%

8%

Low maturity

Medium maturity

High maturity

80% of respondents say their IT department spends between 1 and 6 hours to resolve
a service ticket.
What is the average time that
the IT department spends to
resolve a service ticket?

32%
3-4 hours

30%

18%

1-2 hours

5-6 hours

3%

10%

7-8 hours

Less than an hour

1%

4%

More than a week

9-24 hours

2%
More than a day

Many have automated IT services that saves their IT
department time
Two-thirds 67% of decision-makers said they either accelerated their plans or
increased their rate of adoption of automated IT service offerings due to the pandemic.
Did the pandemic speed up your organization’s
adoption of automated IT service offerings?

46%
Yes, we accelerated our
plans to adopt automated
service offerings

22%
No, we continued
adoption of
automated service
offerings at the
same rate

21%

1%

Yes, we increased our
rate of adoption of
automated service offerings

No, we already completed
our adoption of automated
service offerings

7%

3%

No, but we do plan to adopt
automated service offerings

No, we do not plan to adopt automated
service offerings

65% of respondents say they have automated 30% or less of their IT service offerings.
30%

About what percentage of your IT
service offerings are automated?

16-30%

23%
31-50%

33%
1-15%

8%
51-70%

2%

4%

0%

71-90%

Even with moderate levels of automation, decision-makers are saving time. The
majority of respondents 55% say their IT department saves 1 8 hours per service
request by automating processes. 12% say automation saves them an equivalent of 1 to
2 days FTE .
How much time does automating processes
save the IT department per service request?

55%
1-8 hours

12%
23%

9-16 hours

4%

Less than
an hour

17-24 hours

3%

3%

It does not
save time

More than
24 hours

For those who have over 50% of their IT services automated, 32% of
respondents say their IT department saves more than 16 hours per request.

And most offer or plan to offer self-service tools for
IT support and other employee services
Decision-makers say that employees at their organization access IT services and
support through email 82% , collaboration tools 68% , and phone 60% .
How do employees at your organization
access IT services and support?

82%
68%
60%

48%
40%
24%

Email Collaboration Phone
tools

Chat

In person

18%

Mobile
app

Chatbot

(e.g. Slack, Teams)

Only 3% of decision-makers say they have no plans to offer self-service for IT and
other employee services.
Do you offer self-service for IT
and/or other employee services
(HR, Facilities, etc.)?

34%

63%

No, but we plan
to in the future

Yes

3%
No, this is not
in our plans

For those who currently offer self-service tools, respondents say they use it for IT
91% and HR 65% .
Which line of business functions have
you extended self-service tools to?*
IT

91%

HR

65%

Facilities

44%

Customer Support

43%

Procurement

26%

Legal

21%

* The results of this question are calculated from 159 responses

The IT department is critical to the organization—
but teams can be overworked
Most respondents say the executive team views the IT department as critical to the
organization’s growth and business strategy 61% and a source of value to employees
56% . However, 47% believe their executive team views the IT department as only
around to troubleshoot hardware or software issues.
In your opinion, how does the executive
team view the IT department?
We are critical to the
organization’s growth
and business strategy

61%

We provide value to
employees

56%

We are only around to
troubleshoot hardware
or software issues

47%

The executive team is
very involved in our key
IT decisions

29%
25%

We are just a cost center

We enable dependable customer service 20%,
We are just there to reset their password 19%,
We are critical for future proofing the organization 19%

For those whose organizations have over 50% of IT services automated,
74% feel the IT department is viewed as critical to the organization’s growth
and business strategy, while only 32% feel it is viewed as only around to
troubleshoot hardware or software issues.
Respondents say they have lost IT team members due to high workloads 41% ,
unrealistic expectations placed on the team 34% , and lack of executive support 32% .
Have you lost anyone on the IT team due
to any of the following reasons:

41%

Workload was too much

Unrealistic expectations
placed on the team

34%

Lack of executive
support

32%

Remote work was not a
possibility

28%

No, we have not lost
anyone on the IT team
for any of these reasons

28%

Executive hesitancy to
adopt automation

26%

Lack of critical
technology to effectively
do their job

24%

Faced with the challenge of digital transformation
and keeping talent, IT teams may be further
impacted when transitioning back into the office

Decision-makers feel that keeping up with digital transformation 32% and
keeping talent in technical roles 26% are the biggest IT challenges their organization
faces today.
In your opinion, what is the biggest IT
challenge your organization faces today?
Not having a clear view of all the devices that
are connecting to the company network 3%,
Shadow IT 3%, Losing devices 1%, Other 1%

32%

Keeping up with
digital transformation

26%

Keeping talent in
technical roles

18%

16%

Departments not
Hesitancy to adopt
involving IT soon
new technologies
enough in
technology decisions

Almost half 46% of decision-makers say the most challenging aspects of employees
returning to the office will be setting employees back up in the office. Respondents are
also concerned with lost productivity due to in-person employee interaction rather
than a ticket submission 22% and loss of schedule flexibility 20% .
For the IT department, what will be the most challenging
aspect of employees returning to the office?

22%

46%

Lost productivity due to inperson employee
interaction rather than a
ticket submission

Setting employees back up
in the office

20%
Loss of schedule
flexibility

11%

1%

Recruiting for team members is
harder for roles that are not remote

Other

Respondent Breakdown
Region

51%
North
America

24%

25%

APAC

EMEA

Title

Company size

Director

50%

<1,001
employees
Manager

C-Suite

17%

VP

23%

40%
60%

1,001 - 5,000
employees

10%

Data collection: August 20 - October 12, 2021
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