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SEMA

Impact of business efficiency and collaboration by embarking on a digital
employee experience journey

In an era characterized by rapid technological
advancements and evolving workplace dynam-
ics, the significance of operational efficiency
cannot be overstated. This research report
embarks on a comprehensive exploration of dig-
ital employee experience (DEX) transformation,
illuminating its pivotal role as the cornerstone of
internal processes of efficiency and collaboration.
These insights provide a contextual framework
for understanding the intricate dynamics shap-
ing operational processes in today’s digital age.
The realm of DEX is multifaceted, with pro-
found impact on businesses and employees alike.
Organizations looking to embrace DEX confront
the challenges inherent in integrating DEX solu-
tions, observed benefits, and the perceived value
of efforts invested.

The connection between DEX and workforce
productivity is undeniably vital for companies
striving to realize benefits in today’s digital era.
However, the path to success is contingent upon
technology teams adeptly identifying inhibi-

tors and understanding the intricate relationship
between technology utilization and employee
performance. As companies navigate the laby-
rinth of challenges inherent in their systems, they
encounter a landscape fraught with obstacles.
Implementing a DEX solution necessitates travers-
ing operational challenges, including the siloed
nature of IT systems and the dichotomy between
onsite and remote work environments. These

challenges underscore the importance of holis-
tic solutions that bridge gaps and foster seamless
integration, ultimately optimizing workforce pro-
ductivity and driving organizational success.

Driven by the imperative of collaboration, organi-
zations are increasingly recognizing the pivotal
role of DEX in fostering synergy across teams.
With a particular focus on the prevalence of plat-
forms like MS Teams, organizations view these
digital tools as catalytic forces for driving collabo-
ration and productivity. However, as organizations
confront the challenges of implementing a DEX
solution, they must simultaneously address the
intricacies of integrating platforms like MS Teams
into the broader DEX ecosystem. This entails
unraveling the transformative benefits of such
integration, which extend beyond mere tech-
nological enhancement to encompass tangible
improvements in workforce collaboration and effi-
ciency. By navigating these challenges adeptly,
organizations can unlock the full potential of DEX,
leveraging digital platforms to foster innovation,
streamline communication, and drive organiza-
tional success.

The journey to implementing an enterprise DEX
solution is indeed complex, marked by various
challenges and considerations. To navigate this
journey successfully, organizations must deploy
strategies tailored to their unique needs and cir-
cumstances. Moreover, augmenting DEX with

unified endpoint management (UEM) emerges

as a critical component, ensuring seamless inte-
gration and management of digital tools and
devices across the organization. By adopting UEM
solutions, organizations can streamline device
management, enhance security, and optimize user
experiences, thereby maximizing the effectiveness
of their DEX initiatives. Additionally, the transfor-
mative potential of change management cannot be
understated in this process. Effectively managing
organizational change, fostering employee buy-in,
and driving cultural shifts are essential for ensur-
ing the successful adoption and sustained impact
of DEX solutions. By prioritizing strategies for suc-
cess, embracing UEM integration, and leveraging
change management principles, organizations

can navigate the complexities of implementing an
enterprise DEX solution and unlock its full poten-
tial to drive employee satisfaction, productivity,
and organizational success.

When anticipating the future of DEX evolution
alongside business needs, ponder the tradeoffs
between reliance on IT support and increased
productivity and contemplate the burgeoning
landscape of collaboration tools. In conclusion,
this report serves as a compass for organizations
navigating the labyrinth of DEX transformation,
empowering readers to harness the transformative
potential of digital experiences to elevate opera-
tional efficiency and drive organizational success.
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About the study — demographics

This research, conducted in partnership with Broadcom and Martello, used a unique perspective of survey-
ing 101 key technology leaders and 101 employees to understand the impact DEX has on driving business
collaboration and efficiencies. The study was conducted in the United States across a wide range of indus-
tries comprised of companies with 1,000.

DEMOGRAPHICS

Role - Employee Survey Company Size - Employee Survey
23% Individual Contributor 23% 1,000 -2,499

17% Team Leader 13% 2,500 -4,999

53% Manager or Director 17% 5,000 -9,999

3% Vice President 15% 10,000 -19,999

4% CxO 33% 20,000 or more

IT Role - IT Manager Survey Company Size - Manager Survey
16% Individual Contributor (Employee TBD)

16% Team Leader 19% 1,000 -2,499

57% Manager or Director 25% 2,500 -4,999

6% Vice President 26% 5,000-9,999

5% CxO 15% 10,000 -19,999

16% 20,000 or more

SEMA

Total Qualified: 202

- IT Managers Survey 101

« Employees Survey 101

Company Size: 1,000+

Industry - Manager Survey
(Employee TBD)

10%
10%
1%
6%
29%
1%
24%

Gov/Ed
Manufacturing
Retail
Telecom/Utilities
Technology
Healthcare
Other

IT Managers Survey - n 101
Employees Survey - n 101
Total - n 202
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Digital employee experience (DEX) encompasses
the entirety of digital interactions and touchpoints
between employees and their workplaces, includ-
ing technology, tools, processes, and culture. It
aims to enhance employee satisfaction, engage-
ment, and productivity by ensuring seamless and
personalized digital experiences throughout the
employee journey. At its core, DEX focuses on pro-
viding employees with the necessary digital tools
and resources to perform their jobs efficiently and
effectively. This includes everything from hard-
ware and software systems to communication
platforms and collaboration tools. The goal is to
empower employees to work smarter, not harder,
by simplifying tasks, automating processes, and
minimizing friction in digital workflows. DEX also
encompasses the cultural aspect of the workplace,
emphasizing the importance of a supportive and
inclusive digital environment. This involves foster-
ing open communication, providing opportunities
for feedback and collaboration, and promoting a
healthy work/life balance through flexible work
arrangements and remote work options.

DEX creates a number of benefits for organi-
zations. When surveying IT managers, the top
benefits are faster decision-making, operational
efficiency, improved collaboration, and increased
employee productivity. It should come as no sur-
prise that 91% of the same IT managers indicated
they either agree or strongly agree that imple-
menting a DEX solution was worthwhile for the
organization.

SEMA

WHAT BENEFITS HAVE YOU OBSERVED AS A RESULT OF IMPLEMENTING A
DIGITAL EMPLOYEE EXPERIENCE (DEX) STRATEGY AND SOLUTION?

Faster decision-making 28% PY
Operational efficiency | 24% Py
Improved collaboration and communication 23% Py
Increased employee productivity | 22% PY
Enhanced employee satisfaction | 18% Py

Compliance and security | 17% Py
Flexibility and remote work enablement | 17% Py
Cost savings and operational efficiency | 15% Py
Quicker onboarding and training | 15% Py
Continuous improvement and innovation 14% PY
Enhanced employee engagement | 13% PY
Increasedrevenues | 11% PY
Data-driven decision-making | 11% Py
Improved reporting and analytics 10% PY
Competitive advantage | 10% Py
Improved strategic planning | 10% Py
Elimination of departmental silos | 10% Py
Adaptability to changing work environments | 10% Py

Personalization of workspaces 9% ®
Talent attraction and retention 8% ®

Efficient HR process | 4% ®
Consolidation of data silos 3%.

THE EFFORT INVESTED IN IMPLEMENTING A DIGITAL EMPLOYEE EXPERIENCE
STRATEGY AND SOLUTION WAS WORTHWHILE.

91% | Agree/strongly agree 7% | Neither agree nor disagree 2% | Disagree/strongly disagree

DEX overview .5
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Inhibitors to workplace productivity encompass
various factors that prevent employees from per-
forming their tasks efficiently and effectively.
These inhibitors can stem from organizational,
technological, cultural, or personal aspects of the
work environment. Understanding and address-
ing these inhibitors is crucial for optimizing
productivity and fostering a conducive work-
place environment. Common inhibitors include
outdated technology and software, poor communi-
cation, lack of resources, inadequate training, and
inefficient processes.

When IT managers were asked what the most sig-
nificant inhibitors to workforce productivity are,
the main concerns were data security and privacy,
insufficient training, complexity and usability,
and workflow and integration challenges.

When surveying IT managers about productivity
challenges from devices used to access business
systems, there’s consistency in issues around con-
nectivity, performance, software installation, and
updates. However, we see significant differences
by device. For example, mobile devices experience
greater issues with access and shared resources
and virtual devices experience greater perfor-
mance issues.

PEMA

WHAT ARE THE MOST SIGNIFICANT INHIBITORS TO WORKFORCE PRODUCTIVITY
AND SATISFACTION WHEN USING BUSINESS IT SERVICES?

Data security and privacy concerns @324

Insufficient training and support  @TER

Complexity and usability issues @34

Inefficient workflows and integration challenges  @TER
Lack of collaboration and communication tools @3
System downtime and technical issues @&¥XA

Limited flexibility and mobility @ETER

Old or outdated technology @%Z3

WHEN EMPLOYEES ACCESS THE COMPANY’S BUSINESS SYSTEMS, WHAT ARE THE GREATEST CHALLENGES?

250%

@ Mobile Physical (Company Owned) ® Virtual @ Physical (Personally Owned)

200%

150% l
100% '

50% .....
- HEEHENR
w 9 U VU @

0% w
Email- Hardware Access issues Software Connectivity
to shared installation and issues

related problems
problems resources update errors

Password reset
request

Performance
complaints

License and
subscription
management

Data loss or Software bug
retrieval reports
requests

Device onboarding
and configuration
challenges

Inhibitors that impact productivity in current landscape .7
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When reviewing how employees responded to the
same question, there’s an interesting contrast.
Employees agreed with challenges to access-

ing business systems by device, consistency in
issues around connectivity, performance, soft-
ware installation, and updates. However, we see
greater challenges across all devices in the per-
ception of employees for connectivity issues and
significantly more concerns when using virtual or
personally owned devices.

The perception differences between IT managers
and the employees that productivity issues impact
are critical to resolving the challenges a company
faces in implementing an integrated DEX solu-
tion. IT managers know the importance of a DEX
solution, and when asked if DEX improves efficacy,
89% said DEX somewhat or greatly has an impact
on efficiency.

WHEN ACCESSING THE COMPANY’S BUSINESS SYSTEMS, WHAT ARE
THE GREATEST CHALLENGES? EMPLOYEE SURVEY.

250%

@ Mobile Physical (Company Owned) ® Virtual @ Physical (Personally Owned)

200%
150%
100% . ' l '
50% . .
\
o S 9 9 9 0 '

a
- U

License and Email- Device onboarding Software bug Software
subscription related and configuration reports installation and issues
management problems challenges update errors
Data loss or Hardware Password reset Accessissues Performance
retrieval problems request to shared complaints
requests resources

DOES YOUR ORGANIZATION'S DIGITAL EMPLOYEE EXPERIENCE STRATEGY AND SOLUTION HAVE
AN IMPACT ON EFFICIENCY? PLEASE SELECT THE OPTION THAT BEST REPRESENTS IMPACT.

89% 8% 3%

Do not have an Greatly/Somewhat have a
impact on efficiency negative impact on efficiency

Greatly/Somewhat
improve efficiency

Inhibitors that impact productivity in current landscape

PEMA
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IT managers must find a way to understand WHICH MEASUREMENT IS MOST EFFECTIVE AT GAUGING USER EXPERIENCE OF IT BUSINESS SYSTEMS?
employee perception to identify root cause and
true impact. According to survey results, the
top three measurements in gauging user experi-
ence of IT business systems are task success and
completion rates, user satisfaction surveys, and Accessibility metrics (14
accessibility metrics.

Task success and completion rates (i

User satisfaction surveys (ZF44

Support requests or help desk tickets  (74:37

User engagement (system) @424

Employee retention and engagement metrics (4244
Load time and performance metrics (74

User retention (system) (7424

Training completionrates (1A%

Errorrates (44

A/B tests results (version comparison) (il

Adoptionrate 14

Inhibitors that impact productivity in current landscape .9
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The importance of collaboration as an integrated
component of a DEX solution is critical in driv-
ing productivity in the organization. Application
suites that increase productivity through collabo-
ration are rated as the most impactful. Microsoft
365 and Teams were overwhelmingly shown as
having the greatest impact at 63% compared to
suites like Google Workspace and Salesforce.

When we identify which products organiza-

tions are implementing to focus on enhancing

the employee experience, we continue to see the
dependence on Microsoft 365 and Teams, with 81%
of companies deploying Microsoft 365 and Teams
over other products.

FROM THE LIST OF APPLICATIONS, WHICH ONE DO YOU THINK IS THE MOST
IMPACTFUL APPLICATION ON USERS ACROSS YOUR BUSINESS?

Microsoft 365 and Teams

Salesforce

Google Workspace
GitHub

Zoom

Atlassian Product Suite

Slack DocuSign

63%
15%
1%
5%
4%
2%
0%

WHICH OF THE FOLLOWING PRODUCTS THAT ENHANCE DIGITAL EMPLOYEE
EXPERIENCE DOES YOUR ORGANIZATION CURRENTLY HAVE IMPLEMENTED?

Microsoft365 and Teams
Zoom

Google Workspace
Salesforce

Slack

Zendesk

ServiceNow
Confluence

Qualtrics EmployeeXM
Asana

Trello

Yammer

Staffbase

Jive

Miro

Box

Claromentis
Beekeeper

81%
60%
45%
41
26%
21

21
17%
15%
7%

86§
< N B K B

5%

IS
S

02%
2%
01%
01%

The prevalence of MS Teams for a DEX solution . 11
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Challenges of
implementing MS Teams

Despite the wide adoption of MS Teams in driv-
ing productivity and collaboration, organizations
are still seeing challenges with integration and

a seamless experience. Having challenges with
end-to-end visibility, MS Teams communication
challenges was the number-one issue as indicated
by IT managers. Only 19% of employees rated their
experience as outstanding, and those using MS
Teams Meeting Rooms experienced audio quality
challenges — both in person and remote users.

WHICH PRODUCTIVITY SUITES ARE USED IN YOUR ORGANIZATION?

Microsoft 365 and Teams @EE3
Google Workspace (formerly G Suite) @83
Apple iWork  @XIA
IBM Lotus Symphony @IE3
WPS Office €A
Zoho Workplace @33
Apache OpenOffice @ZB
OnlyOffice @ 4%
LibreOffice @ 4%
Quip 02%

WHAT IS THE OVERALL QUALITY OF MICROSOFT TEAMS IN YOUR ORGANIZATION?

19% 56% 20% 3% 1%
Outstanding Very good Good Acceptable Needs
improvement

WHAT IS THE BIGGEST CHALLENGE TO USING TEAMS MEETING ROOMS?
Ensuring audio quality for in-room participants  52%
Ensuring audio quality for remote participants  49%

Managing the health of conferencing equipment (software updates, availability) 19%
We do not use Teams meetingrooms  15%

Incompatibility of conferencing equipment 9%

The prevalence of MS Teams for a DEX solution
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Benefits of having MS
Teams integrated into
your DEX solution

Due to the prevalence of Microsoft Teams and

the reliance companies have shown on using MS
Teams to drive production and collaboration,
organizations strive to deliver a seamless experi-
ence for employees. However, there continue to be
significant challenges across the communication
chain that supports the functionality of collabora-
tion tools, including MS Teams.

Organizations are aware of these challenges and
are implementing solutions to provide a smooth
experience for using MS Teams. Research shows
that 48% of organizations have implemented or
have plans to implement a performance man-
agement solution for MS Teams, and many
organizations continue the journey of providing a
fully integrated set of tools to enhance the perfor-
mance of Teams.

WHAT IS YOUR COMPANY’S BIGGEST IT CHALLENGE IN MANAGING AND SUPPORTING TEAMS?

No end-to-end visibility from across all elements of the Teams
communication chain (i.e., endpoint, local network, service provider @Y
network, Teams service)

Troubleshooting and finding the root cause takes too long  @&3A

Fingerpointing about root cause ownership @k

Constant firefighting @33

HAS YOUR ORGANIZATION IMPLEMENTED, OR DOES IT PLAN TO IMPLEMENT, A PERFORMANCE
OR EXPERIENCE MANAGEMENT SOLUTION FOR MICROSOFT TEAMS?

Already have a performance or experience o
. . . 48%
management solution for Microsoft Teams implemented
Plans to implement a performance or experience o

L 33%

management solution in the next 12 months
Plans to implement a performance or experience

management solution in the next 12-24 months 19%

The prevalence of MS Teams for a DEX solution .13
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WHICH STATEMENT BEST DESCRIBES YOUR COMPANY’S MATURITY IN PROVIDING
USER EXPERIENCE MANAGEMENT FOR MICROSOFT TEAMS?

We have an integrated tool set that gives integrated visibility of
all the elements that can impact performance so we can (44
respond to issues quickly

We have some tools, but there is no integrated visibility across
the many elements that can impact performance (i.e., local (&4
network, service provider network, endpoint, Teams service)

We have an integrated tool set with synthetic testing that lets

26%
us proactively find issues before they impact users .

We have no processes or tools in place to manage Teams

6%
performance

The prevalence of MS Teams for a DEX solution .14
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Solving challenges companies face with productiv- WHICH STATEMENT BEST MATCHES THE REMOTE WORK POLICY REGARDING YOUR ROLE?

ity and efficiency requires a multifaceted approach Hybrid (partially remote — employee split

that involves improving technology infrastruc- time between remote and onsite) 42%
ture, enhancing communication channels,

promoting a supportive work culture, providing Onsite (employee works at specific
adequate resources, training, and implementing employer-provided location) 36%
efficient processes. By identifying and mitigating

these inhibitors, organizations can create a more Full remote (employee works remote from .
productive and conducive work environment, ulti- a consistent location) L5

mately leading to improved business outcomes
and employee satisfaction. One of the great-

est challenges in today’s landscape is the rapid
introduction of remote and hybrid work environ-
ments and employees accessing business systems Digital nomad (employee location is
through multiple resources. unimportant and often Changes)

Distributed teams (teams are spread
across geographies with a mix of remote | 7%
and onsite workers)

1%

WHICH TYPES OF TECHNOLOGY DO EMPLOYEES USE TO ACCESS
YOUR ORGANIZATION’S BUSINESS APPLICATIONS?

Company-provided physical device

(laptop/desktop) 85%

Mobile device (phone/tablet) @A

Virtual desktop 4%

Personally owned physical device
(laptop/desktop)

28%

Challenges companies face with productivity and efficiency .16
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One of the more interesting findings of this
research shows a disparaging difference in per-
spective between IT managers and employees. In
research conducted in previous studies, employ-
ees perceived technology challenges as being more
significant than IT managers when surveyed.
However, in this research, 74% of IT managers
believe employees feel frustrated by tech disrup-
tions and lack of experience consistency as they
move between locations and devices. Only 36% of
employees either agreed or strongly agreed that
they feel frustrated when moving between loca-
tions and devices.

Additionally, 60% of IT managers agreed or
strongly agreed that IT users siloed tools to
manage different device experiences, creating dis-
cord, whereas only 31% of employees agreed or
strongly agreed with this statement.

Speculation from the research to identify the
swing in perspective as shown in the data reveals
that employees have embraced the remote and
hybrid working environments and are more will-
ing to adapt to historically typical technology
challenges to maintain the flexibility of working
environments and devices.

PLEASE INDICATE YOUR LEVEL OF AGREEMENT WITH THE FOLLOWING
STATEMENT: EMPLOYEES FEEL FRUSTRATED BY TECH DISRUPTIONS AND LACK OF
EXPERIENCE CONSISTENCY AS THEY MOVE LOCATIONS AND DEVICES.

10% | Agree/strongly agree 16% | Neither agree nor disagree 74% Disagree/strongly disagree

| FEEL FRUSTRATED BY TECHNOLOGY DISRUPTIONS AND LACK OF EXPERIENCE
CONSISTENCY AS I MOVE LOCATIONS AND DEVICES.

36% | Agree/strongly agree 26% | Neither agree nor disagree 39% | Disagree/strongly disagree

PLEASE INDICATE YOUR LEVEL OF AGREEMENT WITH THE FOLLOWING STATEMENT: IT USES
SILOED TOOLS TO MANAGE DIFFERENT DEVICE EXPERIENCES, CREATING DISCORD.

60% | Agree/strongly agree 28% Neither agree nor disagree 12% Disagree/strongly disagree

Challenges companies face with productivity and efficiency .17
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MY COMPANY USES SILOED TOOLS TO MANAGE DIFFERENT DEVICE EXPERIENCES, CREATING DISCORD.

31% | Agree/strongly agree 40% Neither agree nor disagree 30% Disagree/strongly disagree
Even with the difference in perception between PLEASE INDICATE YOUR LEVEL OF AGREEMENT WITH THE FOLLOWING STATEMENT: OTHER STAKEHOLDERS
IT managers and employees, there continues ARE ASKING IT TO CREATE PRODUCTIVE, SEAMLESS EXPERIENCES TO SUPPORT HYBRID WORK.

to be a focus on productivity and supporting a
mix of onsite and remote work environments. As
expected, 89% of IT managers agreed or strongly
agreed that stakeholders are asking IT to create a
productive, seamless experience to support hybrid
work. When employees were asked this question,
75% agreed or strongly agreed.

89% Agree/strongly agree 8% Neither agree nor disagree 3% | Disagree/strongly disagree

MY COMPANY’S IT TEAM CREATES PRODUCTIVE, SEAMLESS EXPERIENCES TO SUPPORT HYBRID WORK.

75% | Agree/strongly agree 15% | Neither agree nor disagree 10% | Disagree/strongly disagree

Challenges companies face with productivity and efficiency .18
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Companies can deploy a number of strategies
while on the journey to a successful DEX imple-
mentation. This study continues to explore the
perspective of IT managers and employees. As
employees look for a seamless experience in
today’s hybrid and remote landscape, IT manag-
ers look for efficiency across an integrated system
and how to measure success. When surveyed, the
IT managers’ initial desire to invest in a DEX solu-
tion came from a desire for improved incident
management, richer self-service, and empowered
service desk teams. Additionally, the IT manag-
ers identified increased employee productivity and
employee satisfaction as the top indicators of a
successful DEX implementation.

WHICH STATEMENT BEST DESCRIBES YOUR ORGANIZATION’S INITIAL DESIRE TO INVEST IN A DEX SOLUTION?

Improved incident management, richer self-service,

) 42%
and empowered service desk teams

Saving money or cost avoidance via improved issue resolution,

preventing ticket escalation, reduced MTTR 25%

Proactive alerting when critical applications are down @&E¥A

Measuring employee experience via experience scores @34

HOW ARE IT TEAMS MEASURING THE SUCCESS OF A DIGITAL EMPLOYEE EXPERIENCE IMPLEMENTATION?
Increased employee productivity | 61%
Increased employee satisfaction (via surveying) | 54%
Reduced security incidents | 34%
Improved uptime of apps and Saa$S services | 32%
Improvement in onboarding processes | 32%
Reduced number of tickets inbound | 28%
Reduced mean time to resolution of tickets | 27%
Optimization of application license investments | 20%

Hardware lifecycle planning  13%

Implementing an enterprise DEX solution .20
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The implementation of a fully integrated DEX WHAT WERE THE MOST SIGNIFICANT CHALLENGES YOUR ORGANIZATION ENCOUNTERED
solution can have a profound impact on produc- WHEN IMPLEMENTING A DIGITAL EMPLOYEE EXPERIENCE STRATEGY AND SOLUTION?
tivity, collaboration, and efficiency. However, as
with any integration of a complex system, under-
lying challenges remain. A few points to avoid
while implementing a DEX solution, as indicated

User training and adoption =~ 30%

Data security and privacy concerns 30%

by IT managers, are focus on user training and Integration complexity 23%
adoption, data security and privacy, integration
complexity, and quality. Quality issues ~ 22%

Consistent user experience across devices/platforms 20%

Employee resistance to change ~ 20%

Diversity of employee needs ~ 19%

Customization and configuration 18%

Resource constraints ~ 18%

Testing and validation 17%

Security MFA issues 17%

Organizational culture ~ 16%

Access to developer tools ~ 14%

Executive buy-in  12%

Lack of cross-functional collaboration (departmental silos) ~ 12%
No budget/insufficient budget =~ 9%

Application license optimization 6%

Implementing an enterprise DEX solution . 21
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The research asked the same IT managers which WHAT CHALLENGES HAS YOUR ORGANIZATION CONTINUED TO EXPERIENCE AFTER
challenges their organizations continued to expe- IMPLEMENTING A DIGITAL EMPLOYEE EXPERIENCE STRATEGY AND SOLUTION?
rience after implementing a DEX strategy and

solution, and the same four areas of training, User training and adoption Qi

data security, quality, and integration complexity ) )

topped the list. Data security and privacy concerns @434

Quality issues @I

Integration complexity @Ak

Employee resistance to change @d%d
Customization and configuration @t
Consistent user experience across devices/platforms  Qld
Diversity of employee needs QA
Communication @33

Resource constraints Q@3

Executive buy-in QL

Testing and validation @QZX3
Accessibility and inclusivity QG
Organizational culture @

No budget/insufficient budget QEd

Change management @id

Lack of cross-functional collaboration (departmental silos) Q33

Implementing an enterprise DEX solution .22
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The necessity of
endpoint management
(UEM) systems

The importance of augmenting DEX with uni-
fied endpoint management (UEM) systems can
delineate the difference between a success-

ful implementation and employee experience

to an implementation that continues to see the
challenges the survey respondents identified.
According to IT managers, 86% agree or strongly
agree that using a UEM solution is needed to
resolve the issues of an integrated DEX solution.

Another key aspect to a successful DEX imple-
mentation that cannot be understated is the
coordination and buy-in of multiple business units
across the organization. Coordination for a DEX
solution involves all aspects of the business. This
goes beyond technology departments and includes
C-level, business owners, and human resources.

PLEASE INDICATE YOUR LEVEL OF AGREEMENT WITH THE FOLLOWING STATEMENTS.

- 14% o
3% 1% 86% 3% 83% 1% 1% :1:373
- - —
There is a need to fix issues Security policies impact Resolving security issues
that arise, and using UEM tools experience, and using DEX quickly (like outdated app and
allows for that resolution (A) allows organizations to patch versions) can also improve
measure this impact (B) performance of devices (C)
@ Disagree/strongly disagree Neither agree nor disagree @ Agree/strongly agree

WHEN REVIEWING DIGITAL EMPLOYEE EXPERIENCE SOLUTIONS, WHO IS INVOLVED IN THE SELECTION

70%

60%

50%

40%

30%

20%

10%

0%

PROCESS FOR YOUR ORGANIZATION? PLEASE SELECT A ROLE FOR EACH DEPARTMENT.

% 17 40 37 7 % 28 62 10 O % 42 20 13 26 % 48 31 12 10 % 39 31 18 13 %953 31 4 12

C-Level IT Department  Human Resources Security Business Unit Application
Department Owner Owners/Developers
Influencer Decision-maker Financial spending authority Not involved

Implementing an enterprise DEX solution .23
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With a collaborative effort across the organiza- PLEASE INDICATE WHICH OF THE FOLLOWING TECHNOLOGY CAPABILITIES FOR IMPROVING
tion, IT Managers are seeing where technology DIGITAL EMPLOYEE EXPERIENCE YOU ARE CURRENTLY IMPLEMENTING OR PLAN TO IMPLEMENT.
has the greatest impact in improving employ-

ees’ digital experience. The areas organizations Digital workspace 73%

are currently implementing include creating a

digital workspace, performance management solu- Performance management solutions 69%

tions, project management tools, and workflow

automation. Task and project management tools 68%

Workflow automation 66%

IT service management (ITSM) automation 63%
Disaster recovery and business continuity
Endpoint management 60%

Employee onboarding automation 59%
Learning and development automation 58%
Self-service portals 58%

Virtual desktop infrastructure (VDI) 52%
Chatbots and virtual assistants 52%

Intelligent observability 40%

Al-driven personalization 37%

Robotic process automation (RPA) QA
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H CHANGE MANAGEMENT IS CRITICAL FOR LONG-TERM SUCCESS WITH DEX.
The Im portance Of WHAT ARE SOME OF THE CHANGE MANAGEMENT MECHANISMS YOUR COMPANY

eﬁeCtlve Change FOUND SUCCESSFUL WHEN IMPLEMENTING A DEX SOLUTION?
management

This section expresses the importance of change
management for the successful implementation
of a DEX solution. When looking at the strategies
that were most successful with the adoption of a
DEX solution, the top strategies include training,
culture of continuous improvement, and engag-
ing users early in the process, Therefore, it should Gradual rollout of systems 2§74
be predicted that when asked what change man-
agement mechanisms companies found successful Out-of-the-box reports and widgets to easily summarize data 153
when implementing a DEX solution, training,

access, and communication top the list.

Trainings for IT, employees, and IT help desk € 1" V4
Roles-based access to give select team members access to data (€ =1-V4

Email communications 7. $73

Extensibility to other enterprise products/platforms €01
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SEMA

WHAT STRATEGIES WERE MOST EFFECTIVE IN PROMOTING DIGITAL EMPLOYEE EXPERIENCE ADOPTION?

Training and certification programs
Encourage a culture of continuous improvement
Involve users early

Begin with pilot programs

Comprehensive support (help desk, user documentation,
knowledge sharing)

Select a DEX with a user-friendly interface
Keep users informed with regular updates
Establish feedback mechanisms

Tailor training to different user roles

Communicate the goals, benefits, and expected
outcomes to all stakeholders

Secure executive support

Define key performance indicators (KPIs) to measure
DEX’s impact

Celebrate milestones

Establish a network of champions or advocates

Share use cases and success stories that showcase
the positive impact of DEX

Identify and involve key stakeholders
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In the future state of DEX, the symbiotic rela-
tionship between remote and hybrid work will
continue to grow, reshaping the landscape of the
modern workplace. Empowered by technologi-

cal advancements and evolving market dynamics,
businesses will increasingly rely on remote and
hybrid work models to drive productivity and
flexibility. Research indicates that employees con-
sistently report higher levels of productivity when
working remotely, with the majority expressing

a preference for the flexibility it offers. As such,
organizations will need to prioritize investment
in DEX initiatives that support seamless remote
work experiences, including robust technical sup-
port to ensure the reliability and functionality of
digital tools. Intelligent technologies that improve
user experience, according to IT managers, are Al,
data-driven insights, and automation.

Artificial intelligence

Data-driven insights

Automation of repetitive tasks
Predictive analytics

Proactive issue detection
Personalization and customization
Self-service and chatbot support
Cognitive computing

Natural language generation (NLG)

WHICH OF THE FOLLOWING INTELLIGENT TECHNOLOGIES (E.G., ANALYTICS AND MACHINE LEARNING)
IMPROVE USER EXPERIENCE VISIBILITY AND ENABLE MORE RAPID PROBLEM RESOLUTIONS?

49%

46%

40%

38%

37%

31%

27%

22%

13%

Future state of DEX
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EMA research confirms the significance of tech-
nical support in enabling remote work success,
with a staggering 89% of employees express-

ing increased productivity and effectiveness due
to the flexibility of remote work. However, this
increased reliance on digital tools and remote
work necessitates a proactive approach to techni-
cal support, as evidenced by the 71% of employees
who acknowledge the heightened need for IT sup-
port to maintain the functionality of digital tools.

Looking ahead, businesses will need to focus on
optimizing DEX to meet the evolving needs of
remote and hybrid workforces. This entails invest-
ing in technologies and resources that enhance
collaboration, communication, and productivity
in remote settings while also addressing cyberse-
curity and data privacy concerns. By prioritizing
employee experiences, leveraging emerging
technologies, and aligning DEX initiatives with
strategic business objectives, organizations can

cultivate a culture of innovation and success in the

digital age, ultimately gaining a competitive edge
in the marketplace.

| AMMORE PRODUCTIVE AND EFFECTIVE IN MY JOB BECAUSE OF THE FLEXIBILITY TO WORK REMOTELY.

89% | Agree/strongly agree 10% Neither agree nor disagree 2% | Disagree/strongly disagree

WORKING REMOTELY INCREASES MY RELIANCE ON IT SUPPORT
TO KEEP DIGITAL TOOLS WORKING PROPERLY.

71% | Agree/strongly agree 18% |Neither agree nor disagree 11% | Disagree/strongly disagree
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The journey through the intricacies of DEX trans-
formation presented in this research report
underscores DEX’s profound impact on business
efficiency, collaboration, and overall success in
today’s rapidly evolving landscape. As organi-
zations navigate the complexities of integrating
DEX solutions, they are met with a myriad of chal-
lenges, from addressing inhibitors to workforce
productivity to fostering synergy across teams
through collaboration platforms like MS Teams.
Yet, amidst these challenges lie immense opportu-
nities for organizations to unlock the full potential
of productivity and efficiency of their employees.

EMA’s evaluation of DEX will continue to see
investments in integrated technology to include
AI, UEM, and predictive analytics to meet the high
demands of a transforming remote and hybrid
workforce. Additionally, DEX solutions will go
beyond the technological needs of the employee
to create a customized environment delivering
on personal preferences, as well as a focus on the
employees’ overall wellbeing and mental health.
We will see an increased adoption of DEX solu-
tions into organizations’ strategic alignment and
growth goals centered around productivity and
engagement.

SEMA

EMA perspective
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