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SLA...The ITIL Definition
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Mind The Gap

0/ of companies believe that they 0
8 0 /6 provide a superior proposition 8 /o of their customers agree
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Source: Bain, Closing the delivery gap, 2005
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The Watermelon Effect

SLAs are So why is the customer
S, unhappy?

Green!
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The Issue With Traditional SLA

N\

‘ Metrics as an Output Not an Input

\

Metrics Focus on What Gets Done Rather Than What Gets Achieved

I
Metrics Might be Chosen Because They Are Easy to Measure, Not
Because They Are Important

[
‘ The Behavioral Aspects of Metrics
/
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Time to Add Customer Satisfaction to SLA?

Do You Think That Your Service
Desk Will Begin Measuring
Customer Satisfaction in the
Near Future?

Does Your SLA Include
Customer Satisfaction?

B Yes
B No-and we don't measure it
2% B No-but we measure it

B ves-there ore plans to
B Yes- but unsure when

B No

Source: SDI, Customer Experience in ITSM Report 2018
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Customer Satisfaction is Becoming
Increasingly Relevant

What is the main indicator of success for your service desk?

AR
39%
37%
345
18%

7% 7% 59 »
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Customer Mumber of calls/ Productivity Improvements to  Reduced cost per
Satisfaction issues fixes vs improvements service guality head of [T support
measures number received

W2017 MW2015

Source: SDI, Service Desk Benchmarking Report 2017
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BUT IS THIS ENOUGH?
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The Emerging “X” Factor in ITSM

0 G e @ i



2 PEPSICO

o

CALLING.
| 2

@G;ﬁlﬂaﬁd@



- PEPSICO

21 VN 2

Customer Experience

Please rank these in terms of importance to
the service desk.

32% 22%
16%

16%
16% 10%
8% 10% 8%

Customer Speed of Service Desk Adherence Cost per
Experience Service Staff Moral toSlATargets call

B st B 2nd B 3rd

Source: SDI, Service Desk Benchmarking Report 2017
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Customer Experience
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Source: ITSM Tools, The 5 Hottest ITSM Trends and Topics for 2018
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The CIO’s New Boss: Customers

Insights from over 1,600 face-to-face conversations with ClOs from 70 countries
and 20 industries woridwide.
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Why We Are Seeing This Shift?

Explosion of mobile, social, Apps mentality strengthened
cloud and content by mobile trends

Emergence of cognitive
capabilities that provide a
deeper understanding of

customers in real-time

E New personalization -
technology fueled by
powerful analytics
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Why We Are Seeing This Shift?

Servicenow

“For the First Time, There is No
Reason Why We Can’t Build the
Same Great Experiences at
Work that we Get at Home”

President and CEO President and CEO Service Now, May 2018




Customer Experience Is becoming One of
/ the Most Pressing Concerns for Service ’

Desk, But Do We Really Understand How
/ to Deliver it? ’
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To Deliver The Right “X”, Focus on the “0O’s”
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The Rise of XLA
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Is SLA Dead?

N

5 s s
3 77 el (@



Y W (1 PN 2l
What Are XLA Metrics?
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TECH METRICS

TOUCH METRICS

FIRST CALL

FIRST CLASS
Risg_l_unw EXPERIENCE
TE(NNICAL PERCEIVED
AVAILABILITY AVARLABILITY
INCIDENT LOST User
MANAGEHENT PRODVCTIVITY
WORK PLAL TCO s HAPP INESS
PAY-PER- USE R Em{-:c:ust
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In a Nut Shell
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In a Nut Shell
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From Service Support to Customer Centricity

How can we help?

Browse and search for Knowledge Articles or Request items from the Catalog
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Doritos
L Build a network
i 0f 250,000 people

across PepsiCo
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From Service Support to Customer Centricity
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