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The number of large Major Incident teams 
(41-100 or more staff) doubled since last 
year’s report, while the number of medium-
sized teams (11 to 40 staff) decreased.

69% of Major Incident Managers were either 
exceptionally happy or happy with their role 
- a 10% improvement since 2021.

Perhaps due to Covid, there was a 10% 
increase in Major Incident professionals 
who felt they don’t have a good work/life 
balance (62%).

To boost staff retention, the main three 
areas to focus on are salaries (33%),  
career progression (26%), and line 
management (25%).

37% of those surveyed felt they had not  
been given adequate Major Incident training 
and knowledge to fulfill their potential.

On the topic of whether companies invest 
enough money in their Major Incident 
functions, 65% said not at all or not enough.

47% of companies are planning to purchase 
training for their Major Incident team in 
2022. Of the 53% that aren’t, 18% say it’s 
because their staff are already good enough.

There’s a demand for skilled talent with  
45% of Major Incident Practices having  
open opportunities and actively looking  
for talent to join their Major Incident team.

While a large proportion of companies still 
don’t know the cost impact of their Major 
Incident downtime (57%), there was an 8% 
improvement in companies reducing the cost 
of downtime in the £20m or more range.

There was an even split as to what 
professionals felt their teams needed to 
improve: Relationships with other teams 
(34%), Leadership & people skills (33%),  
and use of tools and technology (33%).

Summary
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Welcome to your annual round-up of invaluable insights about 
the Major Incident industry. It’s your guide to the current trends, 
benchmark data, and analysis that will help support you in your  
career and decision-making.

Following the positive feedback to last year’s inaugural report, this year we went  
even bigger. Over the past few months, the team interviewed and surveyed over  
5,000 Major Incident professionals from around the world.

Covering every industry type, this sample is a true and full representation of today’s  
global Major Incident sector. Inside, you will discover valuable insights into:

• What really matters to Major Incident professionals
• The main challenges leaders are facing in their roles
• The latest thoughts on tools, technologies, and budgets
• Staff satisfaction and client/leadership team relationships 

Who is this report valuable for?

Introduction

See how your people 
feel about their role, 
skills and knowledge, 
longevity, work/
life balance, and 
investment into 
the Major Incident 
function.

You will find valuable 
information to 
help you baseline 
your company’s 
performance against 
the rest of the 
industry.

Get to know the 
industry on a deeper 
level, such as what 
end-users want and 
how they perceive 
their role and 
company.

CIOs, Heads of Service 
Management, Managers

Major Incident Managers 
and Heads of function

Suppliers and tool 
providers
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Major Incident 
Team Size

Whilst most Major Incident 
teams have between one  
and 10 Managers (78%),  
the number of large  
Major Incident practices  
(41-100 Managers) has 
doubled since the last 
report and the number of 
medium-sized teams (11 to 
40 Managers) has decreased.
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What size is your Major Incident Team (number of Major Incident Managers globally)?

70%

19%

7%

4%

66%

23%

9%

2%41-100 if more

21-40

11-20

1-10

How many new Major Incident Managers did your company hire in 2021? 

74%

18%

6%

2%

78%

16%

0%

6%More than 15

9 to 15

4 to 8

1 to 3

What are the main reasons for hiring Major Incident staff in 2021?

13%

57%

29%

1%Other

Increase capabilities

Replacing staff who left

Team expansion

2022 2021
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What is your current Major Incident hiring hiring status? 

45%

42%

9%

4%Other

Frozen hiring

Fully staffed

Have openings & looking

What was your main reason for leaving your last major incident role?

25%

16%

26%

33%Salary

Lack of progression

Company culture

Poor line management

45% of Major Incident Practices had open 
opportunities and were looking for talent 
to join their Major Incident team. 

This large percentage demonstrates the disparity 
between companies’ requirements for skilled staff 
and the number of Major Incident Practitioners  
in the market. 

If I were to speculate, I would say it is the 
same reason we have always experienced this 
challenge. The role is obscure and unknown by 

those who are not “in it” and the creation of  
new Major Incident Managers is substantially 
less than what the market actually requires.

Perhaps the most valuable takeaway from 
this section, at least for Heads of Major 
Incident Practices, is the reasons why talented 
people leave their roles: Salary (33%), lack of 
progression (26%), and poor line management 
(25%). Quite simply, it’s vital to provide great  
line management, market-rate salary,  
and opportunities for progression.

ADAM SAYS

2022 2021
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Performance
There were no significant 
changes in downtime 
since our previous report. 
It appears that most 
companies have either 
reduced it down to 5 to 10 
hours, or it has increased 
to over 50 hours. Everything 
in between was less than at 
the time of the last report.
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How many hours of downtime did you experience in 2021?

27%

14%

10%

49%

24%

16%

15%

45%More than 50 hours

21-50 hours

11-20 hours

5-10 hours

What was the total cost /cost impact of your company’s Major Incident downtime in 2021?

16%

17%

10%

57%

18%

7%

18%

57%I don’t know

More than £20m

£1.1 - £20m

Less than £1m

What is your average time to engage Technical Staff during Major Incidents?

59%

29%

10%

2%

9%

51%

34%

6%More than 30 minutes

20-30 minutes

15 minutes

10 minutes or less

2022 2021
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What was your team’s Meantime to resolve Major Incidents in 2021?  

10% 

32%

50%

8%

9%

51%

34%

6%I don’t know

2 hours or more

1 hour

Less than 30 minutes

What is your formal target for issuing initial comms for Major Incidents?  

19%

62%

7%

12%

15%

69%

6%

10%30 minutes or more

20 minutes

15 minutes

10 minutes

A large proportion of companies (57%)  
still don’t know the cost of their downtime. 

Of those that do, many of them (8%) have been 
able to reduce the cost of downtime of more than 
£20m compared to the previous report, which 
appears to have shifted mostly to the £1.1m to 
£20m range (+10% against the last report.

There’s been an impressive shift in the ability  
of companies to quickly engage technical  
teams. Compared to the previous report,  
there was a 50% increase in engaging in  

10 minutes or less, and 15 minutes and 20-30 
minutes also reduced significantly.

As for issuing initial comms to stakeholders 
and customers for Major Incidents, 81% of 
companies do so in 10 or 15 minutes. This is an 
incredible achievement. We set the industry best 
practice standard at 15 minutes about five years 
ago, when most companies were aiming at 30 
minutes. This impressive shift is testament to the 
hard work of Major Incident teams, the tools they 
use, and leadership.

ADAM SAYS

2022 2021
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Thoughts & 
challenges

The overwhelming 
response to the biggest 
challenge Major Incident 
teams faced was 
retaining or hiring staff. 
At 54%, this was a 10% rise 
since the previous Annual 
Report. Other concerns on 
the horizon were too many 
Major Incidents (23%) 
and getting additional 
investment (18%).
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What do you see as your Major Incident teams biggest challenge in 2022?  

54%

18%

23%

 5%

44%

22%

28%

6%Other

Too many major incidents

Getting additional 
investment

Retaining or hiring staff

What do you think your Major Incident team most needs to improve in 2022?

32%

32%

34%

 2%

36%

25%

36%

3%Other

Relationships with  
other teams

Use of tools and technology

Leadership and people skills

Do you think Major Incident Managers should be technical? 

6%

82%

10%

2%

3%

83%

12%

2%Should be a technical expert

Should be very technical

Understand the basics

No, Not at all

2022 2021
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There was a very even split on the question 
of what Major Incident practices most need 
to improve. 

Just in the lead, with 34%, were their relationships 
with other teams, followed by leadership and 
people skills (32%). There was a 7% rise in the 
need to improve tools and technology compared 
to the previous report.

Despite the talk of challenges, it was great to 
see that 61% of professionals felt positive about 
their company’s future and that Major Incident 
Management was better appreciated (28%)  
and had a greater strategic role (24%)

ADAM SAYS

How do you feel about your company’s prospects in 2022?

61%

20%

16%

3%Not sure

Concerned

Neutral

Positive

How has the view of the Major Incident function in your company changed over the past 
12 months?

28%

24%

22%

26%Company’s view hasn’t changed

MIM is less appreciated

Has a greater strategic role

It is better appreciated

2022 2021
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Leadership  
& Customers

There was an 11% jump 
year-on-year to the 
question of whether it 
is felt that leadership 
supports Major Incident 
Management. 70% 
responded with a 
resounding yes, which is an 
impressive improvement in 
the space of 12 months. 
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Do you feel that the business/customers support and value Major Incident Management?

67%

33%

82%

18%No

Yes

In your opinion, have your company’s 
corporate values stood up to the 
demands of the past 12 months?

YES

44%

No opinion

16%

NO

40%
Has your leadership discussed the 2022 
goals for your Major Incident function?

No, but they plan to

23%
YES

24%

NO

53%

2022 2021
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Do you feel your leadership supports Major Incident Management? 

70%

30%

N/A

59%

11%

30%

No

Sometimes

Yes

While there was a feeling of support 
from leadership, there was a 15% drop in 
perceived support from the business and 
customers, with 67% saying they felt valued 
compared to 82% in the previous report. 

Drilling down further, 53% of professionals felt 
that their leadership had not discussed the 
goals for Major Incident Management across the 
coming year. Plus, 40% of respondents did not 
feel that their company’s corporate values stood 
up to the demands of the previous year.

ADAM SAYS

2022 2021
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Tools & 
Technology

When asked how much 
budget companies have 
set aside for new Major 
Incident tools each year, 
49% responded with £0. 
Of the remainder, 21% 
spend between £10,000 
and £50,000, and 17% 
spend between £51,000 
and £150,000.
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Which Major Incident Tools do you use? 

6%

9%

74%

11%Other

ServiceNow

Everbridge inc xMatters

Pagerduty

How much does your organisation spend on Major Incident tools each year? 

49%

34%

17%£51,000 - £150,000

£0,000 - £50,000

£0 

Are you planning to purchase new major incident tools in 2022?

YES

25%
NO

75%

When asked if they are planning to 
purchase new Major Incident tools in 2022, 
three-quarters of professionals said ‘No’. 

This is likely due to the maturity of use around these 
tools as most companies have effectively adopted 
specific Major Incident tools into their stack.

ADAM SAYS

2022 2021
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Budgets
When questioned on 
the age-old issue of 
training budgets, the vast 
majority of professionals 
(70%) felt that theirs 
was too low. Just over a 
quarter of respondents 
(28%) said their budget 
was about right, and 2% 
felt it was too high.
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Do you think your company invests enough money into your Major Incident function?

34%

31%

21%

14%

32%

41%

27%

N/AYes, continually & substantial

Yes, but more is required

No, they invest but not enough

No, Not at all

How would you spend new investment into your Major Incident Team in order to have the 
biggest impact on performance? 

47%

28%

24%

1%

36%

41%

12%

11%Other

More staff

New major incident tools

Training

Do you think your budget for training your Major Incident Team is:

2%

28%

70%Too low

About right

Too high

2022 2021
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Our survey showed that most people (86%) 
want more investment in their Major 
Incident function, but how would they 
spend any injection of cash to have the 
biggest impact on performance?

47% of professionals would spend new 
investment on training (up 11% from the 
previous report), 28% would spend it on new 
tools, and those wishing to spend it on more 
staff has doubled since our last survey.

ADAM SAYS
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Career 
Satisfaction

Effective line management 
is the number one reason  
people feel engaged in 
their role. This ties in with 
our finding that poor line 
management is one of the 
main reasons people leave 
their jobs.
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How Many years do you plan to work in Major Incident Management?

19%

17%

23%

41%

17%

23%

35%

25%Forever, I love it

5 years+

3-4 years

1-2 years

How satisfied are you with your current Major Incident role? 

14%

55%

19%

12%

14%

65%

19%

2%Very unhappy

Unhappy

Happy

Exceptionally happy

Do you feel as a Major Incident Manager you have a good work/life balance?

In 2022, 38% 
of participants 
felt they had 
a good work/
life balance, 
compared with 
48% in 2021

38%
48%

62%
52%

YES

20
22

20
21

NO

YES NO

2022 2021
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What makes you feel most engaged in your Major Incident role?

40%

23%

25%

12%Training & development

Flexible working practices

Shared companywide values

Effective line management

Are you considering a Major Incident job change?

Yes, definitely

54%
NO

21%
Yes, considering it 

25%
It was great to see that 69% of Major 
Incident Managers were either happy or 
exceptionally happy in their role. 

As for the 31% that said they were unhappy  
or very unhappy in their roles, this report highlights 
some of the ways in which companies can  
boost job satisfaction and engagement:  

great line management, market-rate salary,  
and opportunities for career progression.

While the percentage of people citing that they 
don’t have a good work/life balance was up 
10% from our previous report, this may be due 
to the impact of Covid and the unprecedented 
blending of work and life. 

ADAM SAYS

2022 2021
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Professional 
Development

There was a 9% 
improvement in those 
who felt they’d been 
given adequate Major 
Incident training and 
knowledge to fulfill 
their potential, up to 
63% compared to 54% 
in last year’s report.
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How much time did you dedicate to developing your major incident leadership and 
people skills in 2021? (outside of live major incidents)

17%

29%

12%

42%

10%

24%

22%

44%More than 10 days

6-10 days

2-5 days

1 day or less

Are you planning to purchase training for your Major Incident Managers / staff that 
manage major incidents in 2022? 

47%

35%

18%

47%

33%

20%No, they are good enough

No, budget constraints

Yes

Do you think that you have been given adequate Major Incident training and knowledge 
to fulfil your full potential?

37%

63%

46%

54%Yes

No

2022 2021
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With lack of progression being cited as one 
of the main reasons why people leave their 
Major Incident roles, it was positive to see a 
significant year-on-year rise in those being 
given adequate training and knowledge.

This reassuring trend could continue as 47% 
of respondents said they were planning to 
purchase training for their Major Incident team. 
Of the 35% that aren’t, this was due to budget 
constraints or because they felt that their team’s 
skills were already solidified.

ADAM SAYS
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This report couldn’t exist without the continued 
support of the Major Incident industry. If you took 
part in our survey or undertook an interview with us, 
thank you. We truly appreciate your contribution.

Adam Norman   |   CEO at MIM®

Thank You
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We’re on a mission to create 
the best Major Incident 
Managers in the world.
As the professional body dedicated to the Major Incident 
industry, we understand the heavy responsibility placed on 
our community. That’s why we provide best-in-class training 
and support that enables our members to deliver excellence.

Working with leading organisations across the globe to 
unleash their talent and effectiveness, we’re proud to 
achieve 98% client satisfaction. 

Join us in shaping the future of Major Incident Management.

+44 (0) 121 629 0840

Info@majorincidentmanagement.com

www.majorincidentmanagement.com 

MIM® 2022. All rights reserved. Permission to reproduce 
or extract from this material must be sought from MIM®
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