2026 IT Confidence Index
Q1: SIMPLIFY IT

A quarterly intelligence briefing for leaders who want
clarity, control, and confidence in their IT.
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Jll CEO Foreword: Naveen Rajkumar - CEO, ISOutsource

Business leaders are being asked to operate with tighter margins for

error. Compliance expectations are increasing. Cybersecurity pressure is
constant. Clients and partners expect stability and responsiveness, with no
excuses. In essence, leaders of Small and Medium sized organizations need
PREDICTABILITY from their IT infrastructure. Leaders often make the
mistake of assuming IT will quietly keep up with their business needs, until
an unexpected event derails their plans.

In this environment, confidence is not a feeling. It is the ability to answer
hard operational questions with evidence.

* Can we prove our controls are enforced today, not just documented?
¢ Can we recover quickly if something fails?

* Do we know what is happening in the environment right now?

* Do we have one accountable partner who can act?

Do we know that we will not have unpredictable expenses due to
failing IT?

We have seen a consistent pattern across the organizations we support.
Confidence starts when the environment is simplified and standardized.
Not because simplicity is a nice idea. Because disciplined operations require
disciplined inputs.

When an environment is simplified, leaders gain the ability to govern.
Decisions get faster. Accountability gets clearer. Risk becomes visible.
Outcomes become more predictable.

This Index reflects what our teams see every day. It is intended to help
leaders benchmark where they are today and identify what needs to
change to gain more control and fewer surprises.

We are a locally embedded partner serving organizations across the
region. We know the operational realities leaders face because we are

in them with our clients. Our commitment is straightforward: disciplined
thought, disciplined action, and disciplined processes that hold up when it
matters.
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Executive Summary:

Regulated and compliance-driven organizations do not fail because leaders do not
care about IT. They fail because their environment becomes hard to see, difficult to
control, and slow to operate.

Complexity usually shows up in predictable ways:

Too many tools are doing overlapping work

Too many vendors with unclear accountability

Exceptions made for teams, sites, or legacy systems that never get retired
Documentation that does not match reality

Risk decisions made without current evidence

When leaders cannot see what is happening, they cannot govern it. That is the
confidence gap. Predictability is what closes that gap. Predictability is what allows
leaders to stay focused on growth, customers, and strategy instead of operational
uncertainty. When IT behaves consistently, leaders stop spending time managing
surprises and can focus on running the business.
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THIS QUARTER'S INDEX ASKS ONE QUESTION

Do you have confidence in your IT infrastructure’s
ability to meet your business goals?

Across ISOutsource-managed client environments, one pattern holds:
Simplified and standardized environments are easier to run, secure, and prove
compliance.

They also create fewer operational surprises. That is what executives actually want.
What simplification changes in practice:

Fewer recurring incidents because variability is removed

Faster diagnosis because fewer exceptions exist

More reliable prevention work because inputs are consistent

Cleaner evidence due to consistent control implementation across systems
Better decision-making because reporting reflects reality
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Why This Matters In 2026

Many organizations are facing rising expectations from auditors, insurers, and partners.
The shift is not just “pass the audit.” The shift is “prove you are in control year-round.”

THIS IS THE EXECUTIVE REALITY:

A mature control environment creates business value that leaders can feel:

Lower risk of disruption tied to avoidable failure modes
Faster time to answer when clients, insurers, or auditors ask for proof You are judged by outcomes, not intent.
Fewer last-minute scrambles that pull executives into operational firefighting

More trust from stakeholders who care about data handling, uptime, and
governance

In regulated environments, that means you need evidence
that operations and controls hold up under pressure.

One of the most common leadership mistakes is assuming
stability because nothing has broken recently.

Predictability is what keeps leaders out of reactive decision-making and focused on
the business instead of IT interruptions.

Leaders often overestimate the stability of
environments that have never been tested.

That is not a technology issue. That is a governance gap.

°®
:1SOutsource ISOutsource.com 2026 IT CONFIDENCE INDEX | 4


https://www.isoutsource.com/

What IT Confidence Looks Like in Real Operations

This section is not a scorecard yet. It is a set of signals. Leaders can use these signals
to pressure-test whether their environment is governable.

OPERATIONAL STABILITY

Operational stability is not only uptime in normal conditions. It is resilience when
something fails. Predictability comes from knowing what will happen when failure
occurs, not hoping it will not.

This reinforces leadership mindset, not technology.

ISOutsource Service Delivery teams see the same root causes when stability breaks:

Fragmented systems across sites or departments
Undocumented dependencies

Legacy configurations that no one owns

Recovery plans that exist on paper but have not been tested

Standardization improves reliability because the environment behaves more
consistently. It also makes continuity planning easier to design, test, and trust.

Operational stability should include:

Uptime and service reliability

Failover planning where appropriate

Backup integrity and recovery readiness

Documented restoration procedures that match the real environment
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LEADERSHIP QUESTION

If a critical system fails, do we know how we wiill
restore it and how long it will take to restore it?

How Simplification Helps:

Standardized on-premises Windows servers typically operate in the
99%-999% uptime range when maintained consistently.

Highly standardized and redundant environments can reach higher
availability targets, including 99999% for critical systems, when designed
intentionally.

The difference moves average downtime from 8.7 Hours per year to 5 Minutes.
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PROACTIVE PREVENTION

Prevention work is where stable environments are built. Patch cycles, updates,
verifications, monitoring hygiene, and recurring maintenance are the work that keeps
issues from becoming incidents.

Service Delivery teams at ISOutsource have noted a consistent operational advantage
in simplified environments:

Proactive work is more effective when there are fewer variables to manage. When
environments are unreliable, prevention becomes fragile. Teams spend time handling
exceptions rather than performing consistent maintenance.

/

"Many clients start with us in a mostly reactive state. Over
time, as the ISOutsource team puts structure, standards, and
regular maintenance in place, we work to shift that balance.
In a well-run, mature environment, a 70—75% proactive and
25-30% reactive mix is a realistic and healthy target.”

John Dively
Director of Engineering Services
ISOutsource

LEADERSHIP QUESTION

How much of our IT spend is on preventing
breakages vs addressing breakages?

How Simplification Helps.

ISOutsource teams consistently observe that preventive work is more reliable
and effective in standardized environments because fewer exceptions interrupt
execution.

Across managed environments, preventive work occurs at scale and with regular
cadence. Monthly activity typically includes hundreds to thousands of preventive
tasks depending on environment size, including patching, verification, monitoring
checks, and backup validation.
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3) COMPLIANCE CONFIDENCE

Compliance confidence is the ability to produce evidence quickly and consistently.

ISOutsource GRC and vCIO leadership have emphasized that simplified If an auditor or insurer asked today could we prove

environments tend to produce better compliance outcomes because: . 2
controls are enforced without a scramble?

* Controls are implemented consistently
* Documentation aligns with the real environment
* Evidence is easier to collect and verify

* Audits create fewer last-minute contradictions How Simplification Helps.
GRC and vCISO teams report that simplified environments routinely reduce audit
This is not about “passing an audit or assessment.” Strong controls create business preparation effort from weeks to days, because documentation aligns with reality
value. They reduce risk, protect client data, and signal operational maturity to and evidence can be produced without reconciliation work.

partners and insurers.

4 )

“Confidence does not come from adding more tools
or dashboards. [t comes from environments that
are understandable, governable, and supported by
disciplined operations.”

Jason Lathrop
VP of Technology & Operations
ISOutsource
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4) RESPONSIVENESS AND ISSUE HANDLING

Executives do not judge IT responsiveness by the politeness of a ticket reply.
They judge it by whether the right person starts working on the problem fast.

ISOutsource is rolling out the 30 Minute Action Initiative, focused on issue-

based tickets tied to operational impact, such as system -monitoring alerts or
active incidents. This initiative sets a clear standard that a qualified engineer

begins meaningful action within 30 minutes. Separately, critical events, including
total outages, active cybersecurity incidents, and other high-impact issues, are
treated as critical by design and are acted on immediately, often far faster than the
30-minute standard. Together, these approaches reinforce accountability while
ensuring the most serious issues receive the highest urgency.

Service Delivery teams at ISOutsource emphasized a practical truth:

4 )

“Early progress matters early, even
before full resolution. Visible action and clear
communication reduce anxiety and build trust, even
before full resolution.”

Juliette Young
Client Care Manager, Service Delivery
ISOutsource

When an operational issue occurs, do we have confidence

in our team’s availability, ability, and skills to resolve the
issue quickly and effectively?

How Simplification Helps.

In simplified environments, time-to-diagnosis and time-to-action are often
measured in tens of minutes rather than hours, because configurations, ownership,
and escalation paths are consistent.
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FINANCIAL PREDICTABILITY

Financial predictability is correlated with operational maturity. Unplanned spend
usually follows operational instability: unexpected failures, rushed replacements,
emergency labor, and tool sprawl.

ISOutsource leaders have emphasized that structured planning reduces mid-year
disruption and allows spend to be governed like any other business investment.

“Simplification does not guarantee savings.
It creates the conditions for predictable spending,
which is the prerequisite for executive confidence.”

Kenny Gluck
Managing Consultant
ISOutsource

LEADERSHIP QUESTION

If a critical system fails, do we know how we will
restore it and how long it will take to restore it?

How Simplification Helps.
In simplified environments, ISOutsource teams observe that financial planning
improves because:

Fewer platforms require separate licensing and renewal cycles

Hardware and software lifecycles are easier to track and schedule

Reactive labor tied to inconsistent systems declines

Budget discussions shift from emergency approval to planned prioritization

Sy

' »

H ‘
oy, - :

._:..

— r——————

°®
:1SOutsource ISOutsource.com 2026 IT CONFIDENCE INDEX | 9



https://www.isoutsource.com/

1 Why Simplification Drives Executive Confidence

Complexity is a risk factor, not a guarantee. Some organizations carry complexity
well. Many do not.

What ISOutsource teams see repeatedly is that unmanaged complexity creates
predictable failure modes:

* Troubleshooting slows because systems do not behave consistently

* Documentation fragments because exceptions pile up

* Security coverage becomes uneven because controls are implemented
differently across tools

* Leaders lose visibility because reporting reflects only parts of the
environment

ISOutsource Consulting leadership, including Kenny Gluck, has observed that many
environments grow incrementally rather than strategically. Tools are introduced for
immediate needs. Exceptions are made for teams. Vendors are layered over time.
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Without disciplined oversight, this accumulation erodes visibility and control.
Leaders then struggle to answer basic questions:

* What are our real risks

* What is driving recurring issues

* Which tools are essential versus redundant
* Where do we lack enforceable standards

Simplification reverses that trend by establishing a disciplined structure:

* Fewer moving parts

¢ Clear ownership

* Consistent standards

* Asingle source of truth for documentation and reporting

* A foundation that can support reliable operations and reliable evidence

This is why simplification is a leadership advantage. It makes the environment
governable. Governable environments behave predictably, which is what allows
leaders to focus on the business with confidence in IT.
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What Do ISOutsource Teams See
in Simplified IT Environments?

This section stays close to operational reality. It is based on patterns and
observations from ISOutsource Service Delivery, Consulting, GRC, vCISO,
and Innovation leadership.

VARIABILITY DRIVES RECURRING INCIDENTS

Service Delivery leadership has emphasized that recurring issues often stem
from inconsistency. Different versions. Different configurations. Different
exceptions. Different “special cases.”

Individually, none of these conditions guarantees instability. Collectively, they
increase the likelihood that leaders will lack visibility when it matters most.

When those differences are removed, many repeat incidents disappear
because systems behave predictably.

KEY SIGNAL

I' l' Recurring incidents drop when environments are
standardized, and exceptions are reduced.
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Where Unmanaged Complexity Shows Up Operationally

In regulated environments, complexity rarely fails all at once. It shows up through
repeatable operational patterns that increase risk over time. ISOutsource teams
consistently observe the following categories of issues in environments that have
grown without disciplined simplification:

Identity and Access Inconsistency

Multiple identity systems, legacy group structures, or undocumented exceptions
often result in unclear access ownership. Over time, this creates gaps between
intended access controls and actual permissions, increasing audit friction and security
exposure.

Endpoint Configuration Drift

Endpoints that are deployed with varying standards or modified ad hoc tend to drift
from baseline configurations. This leads to inconsistent performance, unpredictable
troubleshooting, and difficulty verifying compliance with security and patching
requirements.

Patch and Update Inconsistency

When systems are not standardized, patching becomes uneven. Some platforms
remain current while others lag due to compatibility concerns or unclear ownership.
This creates uneven risk exposure and complicates vulnerability management
reporting.

Legacy Application Dependencies

Older applications often rely on undocumented integrations, outdated operating systems,
or custom configurations. These dependencies are frequently rediscovered only during
incidents, audits, or upgrade attempts, increasing downtime and project risk.

Tool and Vendor Overlap

Over time, tools are added to solve immediate problems without removing older
solutions. This results in overlapping functionality, fragmented monitoring, and
unclear accountability when issues arise.
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SPEED IMPROVES WHEN THE ENVIRONMENT IS CONSISTENT
Service Delivery has been direct about what slows response: variability.

When technicians encounter a different configuration at each site or
department, diagnosis takes longer. Escalations increase. Communication
becomes more difficult because the environment cannot be consistently
described.

Standardization improves:

Troubleshooting speed

Escalation accuracy
Documentation quality

Hand-off efficiency between teams

ISOutsource teams observe that simplified environments with consistent
configurations, documented baselines, and clearly defined ownership
enable faster time-to-resolution, often measured in tens of minutes rather
than hours, because fewer variables and undocumented exceptions need
to be evaluated before work begins.

KEY SIGNAL
|| I I ¥ Time-to-diagnosis improves when there
are fewer exceptions.
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PREVENTION BECOMES RELIABLE WHEN INPUTS ARE DISCIPLINED

ISOutsource innovation and operations leaders consistently see that prevention only
works when the environment is structured to support it. Consistent execution does
not come from intent or tooling alone. It comes from disciplined inputs.

In practical terms, when environments are unstable or poorly documented,
automated and repeatable processes either fail outright or produce unreliable
results. Teams spend time reconciling exceptions instead of preventing issues.

A well-structured environment supports the fundamentals that keep operations
reliable under pressure:

Reliable patching and maintenance cycles that are planned, verified, and
repeatable

Performance monitoring that detects degradation before users are impacted
Backup and recovery processes that are regularly validated, not assumed
Security audits and control checks that confirm configurations remain intact
Consistent reporting inputs drawn from documented, trusted sources

Clear ownership, escalation paths, and up-to-date documentation, including
current network and dependency maps

These elements reduce uncertainty. They allow teams to diagnose issues
quickly, prove controls when asked, and recover with confidence when
something fails. Prevention is not visible day to day, but it is what limits
disruption and avoids operational surprises when conditions change.

KEY SIGNAL
I'I" Prevention work becomes measurable and repeatable
when the environment is structured.
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SAVE

Simplifying the environment provides clear visibility, giving leaders

2GR W LGS I e R HE SE T e 2 OB confidence that security and compliance standards are being met.

This report is focused on Simplify. Financial outcomes are a downstream
effect. The Q2 Confidence Index will explore how leaders can improve
IT Confidence by saving within their environment.

This report is focused on Simplify.

For QI, the point is clear: standardized environments simplify planning.
They simplify forecasting and simplify execution, which means leaders

face fewer mid-year surprises because:

For Q1, the point is operational:

Visibility improves when environments are consistent
Controls are easier to enforce when standards are uniform
Evidence is easier to produce when tools and documentation align

The environment is easier to maintain
Tool sprawl is easier to control

Infrastructure decisions can be made earlier, not under pressure ‘ .
ISOutsource's CISO and GRC leadership have emphasized that unnecessary

complexity creates blind spots. Blind spots are where risk hides.
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Scaling Secure, Compliant IT Operations

Client: Saffire
Industry: Ticketing, Digital Experiences, Events & Destinations

The Business The Solution
Saffire is a premium service provider of ticketing, websites, and branding solutions Saffire partnered with ISOutsource to augment its internal capabilities with
serving fairs, festivals, destinations, venues, rodeos, and haunted attractions. The specialized IT, security, and compliance expertise.

company's business model depends heavily on the availability, performance, and

security of its online ticketing platforms. ISOutsource works closely with Saffire to support:

With approximately 45 employees, Saffire prioritizes customer success and General [T operations and endpoint management

operational excellence, positioning service quality as a key differentiator in the Cloud infrastructure oversight for platform services
markets it serves. Security governance and audit preparedness

Ongoing compliance execution aligned with SOC 2 requirements
The Challenge
While Saffire has deep experience in software development, the organization Rather than operating as a transactional vendor, ISOutsource functions as an
faced challenges outside its core competency. As the business grew, so did extension of Saffire’s internal team—providing technical guidance, operational
the complexity of its general IT operations, compliance obligations, and cloud discipline, and proactive risk management to support both current needs and
infrastructure management. future growth.

As regulatory and customer expectations increased—particularly around security
and audit readiness—>Saffire needed an IT partner with proven experience in
compliance frameworks and operational scale.
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The Results The Future

The partnership enables Saffire to strengthen its IT foundation while maintaining As Saffire continues to grow, its IT and security requirements are expected to
focus on its core business and customers. Saffire views the relationship with become increasingly complex. The organization plans to continue leveraging
ISOutsource as a collaborative partnership rather than a transactional service ISOutsource's expertise to strengthen its security posture, refine compliance
engagement. Clear communication around business needs, budget considerations, practices, and plan strategically for future needs.

and risk tolerance has been essential to aligning IT strategies with organizational

goals.

By combining internal innovation with external IT and security expertise, Saffire is

positioned to scale confidently—without compromising reliability, compliance, or
Key outcomes include: customer trust.

Consecutive years of successful SOC 2 audits, supported by structured
controls, documentation, and audit readiness processes

Reduced operational and compliance risk through proactive security
management and governance

/
2-3x cost savings compared to building and maintaining equivalent in-house . . .
IT, security, and compliance teams "From my experience working with ISOutsource, they are a

Improved operational efficiency, allowing internal teams to prioritize software great'partner and ar.e always considering yogr organization's
development and service delivery best interests..We will continue to partngr with ISOutsource
to strengthen our approach to security, challenge our
understanding of what we must do and help us plot a path
forward to achieving our goals.”

Chris Lugar
VP of Engineering
Saffire
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Q1 Executive Confidence Checklist:

Use this checklist to assess whether your [T environment is simplified to
allow for governance, predictability and CONFIDENCE.

Do we have a single, reliable view of system performance and operational risk? (-

"These are the questions leaders should

Do we have documented recovery steps for critical systems, and have they been tested?
be asking themselves, their IT teams, and

Is most IT effort focused on prevention rather than emergency response? their IT partners. Not after something
L .. ) breaks, but before. Pressure-testing
Are recurring incidents declining, or do the same failures repeat? the environment is the first step toward

simplification. Simplification is what
makes IT governable. And governable
environments are what give leaders real
confidence.”

When an issue hits, do we know that meaningful work begins quickly?
Are tools and vendors rationalized, or do we have overlapping systems with conflicting outputs?
Can we produce audit-ready documentation and evidence within 24 hours?

. . o . Naveen Rajkumar
Do we know which exceptions exist in the environment and who owns them?
CEO, ISOutsource

If you answered "no” or “unsure” to any item, your environment may not be as
governable as it needs to be.

Discuss how to simplify your IT environment and build confidence.
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ISOutsource:
Your Business-First IT Partner

For more than 30 years, ISOutsource has helped organizations
across Washington, Oregon, and Arizona operate with clarity,
stability, and confidence.

We simplify IT.
We help clients save.
We protect what matters.

Request an IT Simplification Consultation
Contact your local team

www.ISOutsource.com
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Where IT Means Business
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