
IT LOSING CONFIDENCE 
OF THE BUSINESS 

Operations Leaders Weigh in on Impacts of 
Under-Resourced IT 
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OVERVIEW

Even though technology and IT play an inherent part 

of every organization (and nearly every business 

process is driven or supported by technology), there’s 

a significant rift developing between businesses and 

their IT department. Digital transformation is more than 

a trend or buzzword; it’s now considered essential to 

business success. That’s why businesses are making it 

a top priority, even if it means moving full throttle into 

modernization without the support of their already 

stretched IT team.

 

The ongoing tug-of-war between IT and operations 

isn’t new, but the drive to get next-generation 

technologies is impacting the business more than ever 

before. Operations executives need better 

technology; they manage hundreds of processes 

manually and, as a result, are seeing slower 

performance and increased costs. But because IT 

departments are overburdened and lack the 

resources needed to meet the quickly growing 

demands of digital transformation, operations 

executives aren’t going to IT, leaving the business with 

three ill-fated options.

 

First, leaders can give up on digitization e�orts and 

continue with the status quo: ine�cient manual 

processes that are prone to error, slow the company 

down, and maintain or increase costs. Second, they 

can make the e�ort to digitize with shadow IT, 

resulting in security and compliance concerns and the 

inability to access, use, and share data across 

departments. Or third, they can turn to o�-the-shelf 

solutions, which introduce disappointments, such as 

high professional services costs and a lack of 

customization to meet their unique needs. 

Digital transformation is more 

than a trend or buzzword; it’s 

now considered essential to 

business success. 
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say it takes another 6 months or 

longer for IT to develop, test, and 

deploy their application 

say they’ve wanted to submit a 
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say their core systems make it 

di�cult to digitize processes

say it takes 6 months or longer 

for IT to consider their request 

for an application

At TrackVia, we have long called this unmet need the “I Give Up Gap.” 

Operations leaders can’t turn to IT, can’t find o�-the-shelf tools that 

meet their needs, and can’t get rid of their manual processes. So, they 

give up. They plow forward with the status quo when they could be 

increasing the business’s performance and better controlling costs, not 

to mention decreasing compliance risks, and improving quality.  

TrackVia recently conducted a survey of over 200 operations 

executives to examine this challenge more closely.
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share the data

90%

58%

62%

2

3

4

5

6

8

9

10

11

12

Overview

Key Findings

Lengthy Time Required for

Applications

Roadblocks to Working with IT

Impact of Manual Processes

Risks of Going It Alone

O�-the-Shelf Software Doesn’t

Close the Gap

Challenges of Legacy Systems

Where We Go From Here 

Methodology



SECTION 1: 

LENGTHY TIME REQUIRED FOR 
APPLICATIONS
One of the primary challenges business operations executives face when working with IT to build applications is 

the time required for IT to process requests, and then build, test, and deploy. Overburdened IT departments simply 

don’t have the resources to keep pace with demand.
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OVER HALF SAY GOING THROUGH IT TAKES A YEAR OR MORE TO CONSIDER 
OR BUILD AN APP

say it takes another 6 months 
or longer for IT to develop, test, 
and deploy an application 

say it takes 6 months or 
longer for IT to consider their 
request for an application

50%

say changes take 
several months27% say changes are made 

the same day4%

58%

52%
say it takes several weeks for IT to 
make changes to an application 
that’s currently in production

ONLY
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SECTION 2: 

ROADBLOCKS TO WORKING WITH IT
Because going through internal IT departments to develop applications can take a year or more, it’s causing 

operations executives to avoid submitting IT requests altogether. Operations leaders know that IT departments 

simply don’t have the resources to e�ectively digitize all business processes. 
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OPERATIONS LEADERS OPTING OUT OF GOING TO IT:

say they’ve wanted to submit a request 
to IT but have decided against it. 

Of those :

62%
say it would 

take too long

45%

say they knew IT didn’t 
have the resources

39%



SECTION 3:

IMPACT OF MANUAL PROCESSES
When operations leaders aren’t able to work with IT or aren’t willing to try due to IT resource constraints, the result is 

continued use of ine�cient, outdated manual processes that are prone to errors. 
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MANUAL PROCESSES PERSIST WHEN IT CAN’T HELP 

58%
say that when they have decided against 
working with internal IT on digitization, they 
have continued with manual processes 
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When processes are manual, the biggest risks to businesses include: 

MANUAL PROCESSES POSE BIG RISKS 

Continuing with manual processes in the absence of IT’s help to 

digitize them has much bigger implications than stalled process 

improvement. Operations executives cite major risks to their 

businesses when their processes are manual, including slower 

performance and higher costs.

increasing 
compliance risk 

slowing down 
performance

increasing costs

62%

48%

38%
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SECTION 4:

RISKS OF GOING IT ALONE  
When working with IT is prohibitive, 46 percent of operations executives also cited working with external IT developers 

to build applications. But similar to the use of manual processes, digitizing without internal IT exposes businesses to a 

host of problems, including compromised security.. 

DIGITIZING WITHOUT INTERNAL IT LEADS TO ADDITIONAL PROBLEMS
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of executives digitized 
processes without IT. 

Of those:

46%

say it resulted in 
security concerns

30%
say it resulted in an 
inability to integrate 
with other systems

29%

 say it resulted in an 
inability to access, use, 
and share data across 

departments

29%



SECTION 5:

OFF-THE-SHELF 
SOFTWARE DOESN’T 
CLOSE THE GAP
In addition to digitizing without internal IT, business operations 

executives looking to avoid manual processes often turn to 

o�-the-shelf software solutions. Over a quarter of respondents (26%) 

say they go this route, and when asked about the result, they cited a 

number of sacrifices that are common with o�-the-shelf solutions. 

it couldn’t meet their 
mobile requirements

it couldn’t deliver the 
customization they needed
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it required additional 
professional services

OFF-THE-SHELF REQUIRES BIG COMPROMISES

When executives bought o�-the-shelf solutions:

31% 

36% 31% 



SECTION 6:

CHALLENGES OF LEGACY SYSTEMS
In addition to the challenges of manual processes, oversubscribed IT departments, and limitations of o�-the-shelf 

software, operations leaders are also struggling with inflexible legacy systems. Their work arounds for legacy 

systems typically compound the manual process issue with 90 percent downloading system data to a spreadsheet 

and emailing it around.
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INFLEXIBLE LEGACY SYSTEMS COMPOUND THE PROBLEM

TO WORK AROUND LEGACY SYSTEMS:

62%
of executives say their core systems 
make it di�cult to digitize processes

of those say it is because those 
systems are too inflexible to 
make changes

56%

download system data to a 
spreadsheet in order to 

manipulate, analyze, and 
share the data

90% 

build or buy o�-the-shelf 
integratable software 

solutions

80% 

use manual, paper-based 
processes

54% 



WHERE WE GO
FROM HERE

IT leaders have lost the confidence of the business, as they are 

seen to be unresponsive in delivering the infrastructure and 

applications the business needs. But if businesses want to move 

digital transformation to the top of their agenda, IT leaders must be 

involved in the digital strategy decision-making process. Almost half 

(46 percent) of operations executives digitized without IT, and it 

resulted in a host of problems.

 

Digital transformation requires all parties to have a deeper breadth 

of understanding of each other’s disciplines. Operations teams 

manage hundreds of manual processes because of outdated 

systems, and IT struggles with limited resources, sta�, and 

budget—a solution for both parties must be established.

 

Closing the “I Give Up Gap” requires solutions that also solve for 

legacy system integrations. Rather than shifting processes and 

business to meet the needs of technology, IT needs a software 

solution that enables other teams to easily build and modify 

applications that address their unique processes and systems. 

Furthermore, they need to be able to do so quickly, cost e�ectively, 

and without compromising data security. 

 

IT leaders recognize they cannot stand as technology gatekeepers 

anymore, which is why many look to solutions like low-code 

workflow platforms, which aim to change the paradigm of enterprise 

software by making it easier and faster to build customized 

applications that support complex workflows and operations in a 

scalable way. 

 

IT and operations leaders understand the business advantages of 

using low-code workflow platforms like TrackVia to close the gaps of 

technology without impacting IT or replacing entire legacy systems. 

Low-code gives the teams who do the work the ability to build their 

IT and operations 
leaders understand 
the business 
advantages of using 
low-code workflow 
platforms like 
TrackVia to close the 
gaps of technology 
without impacting IT 
or replacing entire 
legacy systems.
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ABOUT TRACKVIA® 

TrackVia, the leading low-code workflow platform for operations, helps companies build applications that improve 

on-time performance and reduce costs. TrackVia o�ers operations leaders the fastest and easiest way to build 

powerful applications that are business led and IT approved. Companies like Stearns Lending, Honeywell, and 

Brinks rely on TrackVia to digitize their operations. Learn more at: www.trackvia.com.

720-625-3460  |  sales@trackvia.com  |  trackvia.com

own applications and make work easier, whether they’re a non-programmer or citizen developer. IT-approved 

platforms like TrackVia help IT be more reactive and supportive to the business users’ needs and saves operations 

executives from reverting to manual processes. With a fully customizable solution that integrates with legacy 

systems, executives can steer clear of a technological void and focus instead on scalable growth. 

METHODOLOGY

TrackVia surveyed over 200 enterprise operations executives in March 2019. This survey was completed online and 

responses were random, voluntary, and completely anonymous.


