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Where are we now? Why is it an issue?





Source:  Forrester Report, The Rise of The Empowered Customer

IT complexity of the engaged employee has increased
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IT complexity of the enraged employee has increased



The average UK worker loses 
more than 9 days per year due 
to technology trouble.

Information Age

90 percent of surveyed executives said end 
users struggled with business-technology 
problems they “have no way to detect.”

The result?  Workers don’t believe IT can assist them and in many cases will only make things worse.  

Forrester: Technology Adoption Profile, 2014



What is his 
experience ?



Issue 1: Incomplete View of what makes up a Service



In the 
country of 

the blind, the 
one-eyed 

man is king
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80% of security threats
50% of performance issues
70% of support issues
70% of all IT initiatives

Avoidable spend of 
$500+/year/user
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Issue 2: The process comfort zone 
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• Over Optimisation
• “I want the same 

tools that worked 
for me last time, 
but shinier”
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Change Incident Problem

Know-
ledge

SLA

Service

Surveys

Service Health

• Operational Reports

Service Maturity

• NONE



… doomed to keep making the same mistakes

Record

• Low capture rate

• Incomplete Data

• Inaccurate data

• Unclear & 
subjective
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• Mis-Categorized
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• Ping Pong

• Hard to prioritize

• Lack of Facts

Investigate

• Excessive onsite

• No insight into 
device behavior

• No sight of services 
consumed

• No History

• Unnecessary 
escalations

Resolve

• Low reuse of 
previous fixes

• Manual and time 
consuming 
resolution 
procedures

• Low adoption ➝
knowledge

Close

• Lack of user 
feedback

• Inaccurate and 
incomplete CSAT / 
NPS



Behold the Incident Process
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Issue 3: We can’t fix what we can’t see



Reactive

Proactive

4 
incidents

72 Users experienced 
101 crashes in 7 days 

3266 devices exposed to
same issue





Intelligent Service Management

MTTR 
Reduction

Incident 
Reduction

MORE EXPENSIVE
LESS EFFICIENT

MORE EFFICIENT
LESS EXPENSIVE

L3

L2
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L-2 PROACTIVE 
PROBLEM MGMT
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L3
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L1
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Become proactive and avoid 
thousands of tickets 

Automate remediation and self-
helping actions

Empower your support teams with the 
right information to reduce time to 

resolution 



Issue 4: Survey? What Survey?



Surveys



Beyond Incidents



LOBs focused on 
business needs

LOBs  strive for new 
ways to stay 
competitive

CFO needs to restrict 
spending

Difficult to articulate IT 
value

Inconsistent service 
delivery

Lack of understanding 
of service costs

CIO

Can IT leaders deliver what the business needs?

BUSINESS IT
Competency

Contribution

Credibility
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Planning Executing Reviewing Sustaining

vDiverse & continually changing environment

How can we plan incidents out of the service?



Planning

vBudgetingScoping v

Lost time
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v
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involved in

identifying cause 

How can we plan incidents out of the service?



What dimensions do we need to consider

User ProductivityBusiness Impact

Change Mgt

Design

Application 
Performance

Service Usage



Visibility BudgetRisk

Strategy: Demand and Portfolio Management

The two areas that have become most important to UEM over the 
past three years are application performance and portfolio planning 
and optimization, which were tied for first place.
Putting the user into user experience management can provide 
insights into:

■ What's being used and what's not?
■ And to what effect?
■ What are the business outcomes?
■ What business processes are enhanced? Which are slowed?
■ And at what cost to business performance?

Dennis Drogseth, EMA: Putting the "User" into User Experience Management. April 2018



Visibility BudgetRisk

v
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support

Poor decision
support
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Strategy: Demand and Portfolio Management



Feed Me, See More…

OPERATIONS

Idea Demand

Project

TestRisk Release Change Incident Problem

Resource

Cost
Know-
ledge

GRC

SDLC

SLA

Vendor

APM

Service Pipeline Service Catalogue

Service Design Package

Finance

Service

Contract

Auto-
mation

Service
Mapping

Model

Surveys

Service Health

• Operational Reports
• SLA
• Capacity
• NPS
• Financial
• Compliance
• Bang/Buck

Service Maturity

• Availability
• %Auto Change
• Resilience
• Alignment
• Forecast
• Agility

Request

CMDB

Asset

Continual Service Improvement



How Can Machine Learning help?









Examples at the current level of maturity

• Varying levels of Chatbot functionality
• Enhanced Assignment / Categorisation / Workflow 
• Semantic analysis / element recognition and enrichment





Outcomes?



We can go from this…

Source: Forrester Research, Dec. 2017, “Engineer Your Technology Environment To Improve Employee Productivity And Flow” by David K. Johnson



To the ideal world of an End-user

Source: Forrester Research, Dec. 2017, “Engineer Your Technology Environment To Improve Employee Productivity And Flow” by David K. Johnson




