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“We help internal 
services to focus 

on employee 
happiness and 

increase 
productivity” 

20 years of experience in  

digital services and service design. 
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“I hate the 
traditional 
SLA metrics 
and sub 

optimisation” 

Sami Kallio 
Chief Executive Officer 
sami.kallio@happysignals.com 

+358 50 566 3852 



Agenda 
 

• What does Customer Led 
mean in context of 
ITSM? 

 

• Practical Ways of 
Working  

 

• Steps to Happiness 



SLAs are 
green, 
but 

employees 
are red. 

Problems today. 

Low  
response  
rates 

- Feedback 
data is 
not used 

Service 
Desks only 

see 
negative 
feedback 

ITSM has traditionally 
been focused on cost 
savings… 



Business Units 

IT 

Service Desk ITSM Tools 

Service Desk 
Provider 

ITSM Tool  
Implementation 

Partner 

Service Desk Agents 

ITSM Tool  
Vendor 

Service 
Management 



Business  
Units 

IT 
ITSM tool 
Vendor 

Service Desk 
ITSM tool  

implementation 
partner 

Agents 

Customer Satisfaction should be  
a common goal and the most  

important metric  
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Happiness Lost Worktime 

Ranging between 

40 - 75 
Ranging from 

1h – 7.5h 

 

Business Case for company with 10,000 employees 

Raising 80,000 tickets per year : 
 

A 15min reduction in lost time per ticket 

Could save £1,000,000 annually. 

 
(Using £50/h/employee) 

  

IT 
ITSM tool 
Vendor 

Service Desk 
ITSM tool  

implementation 
partner 

Agents Business  
Units 

Business  
Units 



Business  
Units 

IT 
ITSM tool 
Vendor 

Service Desk 
ITSM tool  

implementation 
partner 

Agents IT 



Business  
Units 

IT 
ITSM tool 
Vendor 

Service Desk 
ITSM tool  

implementation 
partner 

Agents Service Desk 

75% 

50% 

47% 

29% 

25% 

19% 

Speed of service

Service personnels attitude

Service personnels skills

I was informed about the progress

Service was provided proactively

I learned something

What makes employees happy?  



Business  
Units 

IT 
ITSM tool 
Vendor 

Service Desk 
ITSM tool  

implementation 
partner 

Agents Service Desk 

What employees hate? 

52% 

41% 

25% 

16% 

12% 

9% 

7% 

6% 

Service was slow

My ticket was not solved

I had to explain my case several times

I wasn't informed about the progress

Service personnel's skills

It was difficult to know where to start

Instructions were hard to understand

Service personnel's attitude



Business  
Units 

IT 
ITSM tool 
Vendor 

Service Desk 
ITSM tool  

implementation 
partner 

Agents Agents 

October 2018, Jeff Rumburg, 
Metric.net 



Business  
Units 

IT 
ITSM tool 
Vendor 

Service Desk 
ITSM tool  

implementation 
partner 

Agents 

Direct Continuous Feedback to 
Agents 

Agents 

“Direct feedback to agents is very 

beneficial for us. Agents talk and 

make fun about it and compare 

scores with their colleagues” 

 

Jakob Kolding Jensen, 

Topdanmark Forsikring A/S, 

Denmark 



Business  
Units 

IT 
ITSM tool 
Vendor 

Service Desk 
ITSM tool  

implementation 
partner 

Agents Agents 



How the ITSM tool can 
Influence Customer Experience 

Business  
Units 

IT 
ITSM tool 
Vendor 

Service Desk 
ITSM tool  

implementation 
partner 

Agents Service Desk 
ITSM tool 
Vendor 

1. Making the life easier for 
agents 

3. Reducing reassignment 
steps 

2. Preventing tickets (Root 
cause) 

4. More Efficient Channels for  
Employee  
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Units 

IT 
ITSM tool 
Vendor 

Service Desk 
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implementation 
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ITSM tool  
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partner 



Business  
Units 

IT 
ITSM tool 
Vendor 

Service Desk 
ITSM tool  

implementation 
partner 

Agents Service Desk 
ITSM tool  

implementation 
partner 



Continuous 
Employee 
Experience 
Management 

    
    

EMPLOYEES 

ORGANISATION 

SERVICE DESK 

LEADERSHIP 

Survey 
Book 
meetings 

Analytics 
Info 
screens 

Integration 

Response Rates Ranging 
from 25% to 55% 

Fast Deployment, 

Ready Made 

Surveys 

Instant Feedback to  
Service Desks 

Infoscreens Making Service 
Performance Transparent to 

Everyone 

Highlights the 

Business Value of 

ITSM 

Happiness Score™ - Benchmark for ITSM 



Start to measure. Analyse the 
data. 

 

1
. 

Direct your partners with data. 
Be transparent both towards 
partners and business. 

2
. 

Change the SLA/ KPI metrics 
to be experience focused.   3

. 

Happy steps to become a customer 
satisfaction led organisation 



Thank You! 

Sami Kallio 
Chief Executive Officer 
sami.kallio@happysignals.com 

+358 50 566 3852 

2 min product demo  

https://vimeo.com/223452227 

 

Our Customers sharing their 

experience  

https://vimeo.com/239099257 

  

Product Intro and demo 

http://happysignals.com/try 

  

HappySignals Benchmark 

http://happysignals.com/benchmark 
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