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A good cup of
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Coffee SLAs

Availability Temperature Machine and Cups



Minimum requirement Impact on experience

Beans and roast

Availability
85-95°C Temperature = How the coffee is made
Machine and cups -

What type of beverage
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2022 HappySignals IT Experience Benchmark

The end-user perceived experience and time lost with IT, based on responses in 2022
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2022 Overall IT Experience

How happy are you with our IT?

NEGATIVE Feedback Factors % NEUTRAL Feedback Factors %

IT Support Services 69% IT Support Services 35% IT Support Services 60%
Computers & Equipment 29% Computers & Equipment 32% IT Personnel’s Attitude 53%
Work Applications 27% Remote Work Tools & Support 23% Remote Work Tools & Support 35%
IT Communication and Training 26% IT Communication and Training 21% Computers & Equipment 30%
Remote Work Tools & Support 22% Work Applications 21% Work Applications 20%
IT Personnel’s Attitude 19% Mobile Phones 14% IT Security 18%
Office IT Facilities 16% Office IT Facilities 12% Office IT Facilities 17%
Mobile Phones 1% IT Personnel’s Attitude 8% IT Communication & Training 15%

IT Security 5% IT Security 5% Mobile Phones 12%



Experience and Productivity losses with incidents

Despite losing less time than any other region with IT incidents, Western Europe is the least happy

Eastern Europe '
Happiness: +88 e
Lost Time: 3h 20min

Middle East
Western Europe Happiness: +83
Happiness: +72

: : Lost Time: 3h 58min
Lost Time: 2h 41min i ) .
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North America e
Happiness: +79

Lost Time: 3h 37min

Asia Oceania
South America - 9 Happiness: +85 Happnpess: +77 ‘
Happiness: +89 Lost Time: 3h 52min Lost Time: 3h 44min

Lost Time: 4h 4min

Africa
Happiness: +79
Lost Time: 5h 30min



But something interesting happens with Requests

Smaller differences in IT Happiness, but bigger differences in Lost Time

Eastern Europe
Happiness: +88
Lost Time: 4h 18min

Middle East
Western Europe Happiness: +85

Happiness: +84 Lost Time: 3h 58min
Lost Time: 1h 47min

North America
Happiness: +77
Lost Time: 4h 19min

Asia Oceania

South America Happiness: +84 Happipess: +79
Happiness: +86 Lost Time: 6h 21min Lost Time: 5h 57min
Lost Time: 5h 34min

Africa
Happiness: +83
Lost Time: 8h 16min




What are the Factors that make end-users happy?

Based on responses in 2022

Speed of service is
universally impactful

7% Negative

e
My ticket was not solved 48%
Service was slow 43%
| had to explain my case

30%

several times

Negative feedback
often about process

9% Neutral

|
55%

Speed of service

| had to explain my case
. 21%
several times

It was difficult to know where

to start

12%

Positive feedback
g often about people

84% Positive

Speed of service 75%
Service personne’s attitude 55%
Service personnel’s skills 49%



Support Profiles
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Support Profiles
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Portal (+3%)

Happiness Lost time

4h 19min

Channels

25%
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Phone (-1%)
Happiness Lost time
2h 26min

14%
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Email -1%)

Happiness Lost time

4h 5min

8%
Chat (1%)
Happiness Lost time
2h 39min

5%
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Walk in(+1%)

Happiness

Lost time

1h 15min



80% of productivity loss is caused by just 13% of tickets

80%

of lost time

13%
of tickets




What is the impact of being
human-centric?

Do NOT invest

in Experience




Biggest benefits from IT Experience Management?

Happier End-users 89%
Better Focus for IT teams 64%
IT is able to make better decisions based on data 64%
More motivated IT employees 64%
Ability to show clear value of IT to the Business YO A
More productive End-users 57%

Better collaboration with partners 55%

Better collaboration with business partners 32%



Human-centric
organisations are:

Business outcomes
more likely to exceed financial targets
more likely to delight customers
People outcomes
more likely to be a great place to work
more likely to create a sense of belonging
more likely to engage and retain employees
Innovation outcomes
more likely to adapt well to change

more likely to innovate effectively

: Josh Bersin Research



https://joshbersin.com/2021/07/secrets-to-employee-experience-the-definitive-guide-launches-today/

Minimum requirement Impact on experience

Beans and roast

Availability
85-95°C Temperature = How the coffee is made
Machine and cups -

What type of beverage



Enjoy your coffee break!
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