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Breakups are rarely neat and logical.
They're messy, emotional, and usually uncomfortable.

It might be the end of a long relationship, drifting away
from a friend, or finally admitting that something which
once worked, doesn’t anymore.

Even when you know it’s the right decision,
there’s hesitation. Doubt. That quiet voice asking
whether it’s worth the upheaval.

Breaking up with an IT support provider
can feel surprisingly similar

Most organisations don't actively go disastrous. Just not quite as reassuring
looking for a new IT partner. They as it used to be.

choose one at a particular moment
in time, often when the school or
business looked very different.

You might notice you no longer really
understand what you're paying for.
Conversations about security feel
Back then, it felt like a good fit. And vague or rushed. Projects drag on.

for a while, it probably was. Things You're not sure who's thinking about
worked. Problems got fixed. Life the bigger picture, or whether anyone

moved on. is at all.

Schools and businesses continue to And because IT isn't your focus —
grow and change. whether you're leading a school, trust,
or business — it's easy to brush those
feelings aside. You might tell yourself
you're over thinking it. Or that this is
just how IT support works. Or that
changing would be more trouble than
it's worth.

With that growth comes more risk,
more responsibility, and dependence
on technology becomes greater.

Somewhere along the way, the
relationship with IT support can start
to feel a little... off. Not broken or So you stay.

From the outside, everything looks
fine. Systems are running. People are
working. Nothing is on fire.

But from your side, there’s a growing
lack of confidence. Not panic,
uncertainty.

You shouldn’t have to wonder whether
your organisation is properly protected.
You shouldn’t feel awkward asking
what something means. And you
shouldn't feel like clarity is something
you have to fight for.
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Good IT support doesn’t expect you to
understand technical detail. It should
take responsibility for explaining what
matters, when it matters, in a way that
helps you make sensible decisions. You
need guidance you can trust.

When that stops happening, it's worth
pausing. Ask yourself, are they helping
us plan ahead, or simply reacting to
problems? Do we feel supported, or
just serviced? What matters is how the
relationship works today, not how well
it worked years ago.

What your IT support partner

should be doing

When IT support is working well, you
barely think about it.

People get on with their jobs. Systems
are available when they're needed.
There’s a general sense that someone
competent is on it, even if you couldn't
explain exactly what “it"” is.

That feeling isn’t accidental. It
comes from an IT support partner
quietly doing the right things in the
background.

An IT support provider reacts when
something breaks. An IT support
partner takes ongoing responsibility for
making sure problems don’t become
your problem in the first place.

At its core, their job isn’t just to fix
things when they break. It's to take
responsibility for the technology your
organisation depends on, so you don’t
have to carry that mental load.

That starts with reliability.

Your systems should be stable enough
that work isn’t constantly interrupted
by glitches, slowdowns, or surprise
outages.

Problems will happen sometimes, but
they shouldn’t feel routine. If small
issues keep popping up, deeper causes
probably aren’t being addressed.

Alongside reliability sits protection.
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Modern organisations rely on technology
for almost everything. That makes
technology one of the biggest areas of risk
for both schools and businesses.

Security should never feel like an optional
extra or something that only gets discussed
after something goes wrong. It should sit at
the heart of everyday IT support.

Good security doesn't mean living in fear or
being buried under warnings. It's sensible
protections in place, risks explained clearly,
and a plan for what happens if something
unexpected does occur.

You don’t need to understand every
technical detail. You do need confidence
that someone capable is thinking ahead on
your behalf.

A good IT support partner helps your
people work effectively.

That might mean making sure remote
access works properly, systems don’t slow
everyone down, and tools are set up in a
way that supports how your team works.

When support is doing its job well,
technology fades into the background
instead of becoming a daily frustration.

And then there’s planning.

Some support is purely reactive: Something
breaks, a ticket is logged, it gets fixed.

On the surface, that can look fine.

But over time, it creates pressure.
Issues repeat. Temporary fixes become
permanent. Everything starts to feel
slightly last-minute.

When an IT relationship breaks down, it's usually obvious. Systems fail. Work grinds
to a halt. Everyone knows there’s a problem. But most of the time, it doesn’t look

like that.

What leaders in schools and businesses experience instead is a slow build-up of
small frustrations. Nothing dramatic enough to trigger a big decision, but enough to

create doubt in the background.

One common sign is that contact only
happens when something goes wrong.

Support exists, but it's always reactive.
You log a ticket, it gets fixed, and then
everything goes quiet again.

There's no sense of regular check-ins, no
wider conversation about how things
are running, and no clear view of what's
coming next.

Another sign is confusion around cost and
value.

You might know what you pay each
month, but not really what that covers
anymore. Reports (if you get them) feel
technical and hard to relate back to the
business. You're told things are fine,
but you don’t know what that means in
practice.

Security doubts often creep in too.

You hear the word mentioned occasionally,
usually in passing. But it's not explained in

a way that helps you understand your own
risk. You're left hoping everything is under
control, rather than knowing it is.

Projects can be another clue.

Upgrades and improvements take longer
than expected. Timelines slip. The original
goal gets blurry. Eventually things are

“good enough” and everyone moves on,
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even if the outcome isn’'t what you were
hoping for.

And perhaps the most telling sign is how
comfortable you feel asking questions.

If you hesitate because you don't want to
sound ignorant, or you worry the answer will
be full of jargon, that's important. IT support
should reduce uncertainty, not create to it.

On their own, any of these issues might
seem minor. But together, they often point
to a deeper issue: The relationship is no
longer centred around the needs of
your school or business.

Sometimes, these things can be improved
with an open conversation. A good partner
will listen, explain, and adjust.

But if nothing changes — if the same patterns
repeat — it may simply mean yur organisation
has moved forward, while your IT support
has not.
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Communication matters more

than you think

Most frustrations between organisations
and IT support don't start with technology.
They start with communication.

When the relationship is healthy,
communication feels natural.

You don’t need constant updates, but
when something important changes,
you're informed.

When decisions need to be made, you
understand what'’s being asked of you.

There's a sense that nothing significant is
being hidden behind technical language.

When communication weakens, everything
else starts to feel harder.

You might still get answers, but they're
rushed or overly technical.

You're told something is recommended,
without being told why.

Over time, that creates distance.

Instead of feeling supported, you feel
managed. Instead of feeling informed, you
feel dependent. And that’s an uncomfortable
place for any leader responsible for staff,
students, operations or growth.

Good communication comes down to
translating expertise into something useful.

It required understanding organisational
priorities, not just the technology. It means
knowing when a detail matters, and when it
doesn’t. And it means recognising your time
is limited, so conversations should be clear
and purposeful.

Clarity builds confidence.

Poor communication does the opposite.
It leaves gaps that the mind fills with
worry. And that uncertainty is often
more stressful than the problems
themselves.
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Deciding it's time to move on

Reaching the point where you
question an IT relationship doesn’t

mean you've already decided to leave.

More often, it means you're trying to
make sense of a feeling that's been
building for a while.

That starts with being honest about
how the relationship feels day to day.

Some issues can be resolved with
a straightforward conversation. If
concerns are raised and met with
openness, clear explanations, and
visible changes, that’s a positive sign.

But it's also important to notice what
happens after that conversation.

If explanations remain unclear, if
communication doesn’t improve,
or if the same frustrations keep
resurfacing, it suggests the support
model itself may no longer be right
for your organisation.

Staying out of loyalty, habit, or fear
of disruption is understandable.
Technology sits at the centre of how
schools and businesses operate, so
change can feel risky.

But staying in a relationship that
doesn’t give you confidence carries
its own risks too. Uncertainty about
security, lack of clarity around
responsibility, and the constant sense
that you're reacting rather than
planning.

Many organisations reach this point
not because something has gone
wrong, but because they want more
certainty, more transparency, and
more forward thinking.

That’s not unreasonable.

It’s responsible.
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Choosing a better IT
support partner

Many IT support providers sound very
similar at the start.

Fast response times. Experienced
engineers. Modern tools. Strong security.

That's ok, but it doesn’t tell you how the
relationship will feel six months or three
years down the line.

A better approach is to pay attention
to how they think and how they
communicate.

In the early conversations, notice
whether they explain things clearly,
whether they're curious about how your
organisation works, and whether they
talk about preventing problems as much
as fixing them.

Those signals tell you what the day-to-day
relationship is likely to feel like later.

Strong IT support partners are
comfortable talking about responsibilities,
boundaries, and expectations up front.

They don't pretend technology is
effortless and risk-free.

They help you understand risks in sensible
terms and guide you through decisions,
rather than glossing over uncomfortable
parts.

It also helps if they have structure.
Regular reviews. Planned conversations
about change. Clear ways of raising
concerns and making decisions. This is

what prevents the relationship drifting into
autopilot again.

Finally, pay attention to how you feel. You
don’t want to be impressed. You should
feel confident.

If you come away feeling clearer
about your organisation, your
risks, and your options, that’s a
good sign.

If you come away feeling
confused, rushed, or talked
down to, that feeling rarely
improves once the contract
is signed.
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The break-up checklist

Sometimes the simplest way to get clarity is to
stop thinking in circles and look at things plainly.

Read each point and answer honestly, without overthinking it.

Do | clearly understand what my IT support provider is responsible for, and
what they are not?

If something serious went wrong, would | know who is doing what?

When they explain something important, do | feel informed rather than
confused?

Do conversations about IT and security make me feel calmer?

Do | feel confident risks are being raised early, not after the fact?

Is there evidence of planning and looking ahead, not just fixing issues?

Do recurring problems get resolved?

Do | feel comfortable asking questions?

When decisions are needed, do | understand the options and trade-offs?

Do | trust they act in the best interests of the business?

Do | feel confident our IT support will grow with us?

If I'm honest, does this still feel like support or is it more like habit?

If several of these give you pause, that’s worth paying attention
to. Clarity rarely arrives all at once. More often, it shows up as a
pattern you can’t ignore anymore.
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What IT support feels like
when it’s working properly

« IT support isn't meant to feel confusing,
uncertain, or stressful in the background.
« It's meant to feel steady. Reassuring.
Boring, even (in the best possible way).
, When the relationship is right, you don't
Q spend time wondering whether things are
under control. You're not guessing what

you're paying for or worrying about what
hasn’t been mentioned yet.

« You feel informed enough to make
decisions, without needing to understand

every technical detail behind them.

If you'd like to talk it through with someone
who understands both technology and the
reality of running a school or business, we’d
love to help.

Get in touch.

www.breathetechnology.com
(live chat available)

London 0203519 0124
Cambridge 01223 209920

Sheffield 0114 349 8054 brea‘the’[echnobgy

Suffolk 0144 059 2163 support | cloud | security | infrastructure | comms
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