Market | pig
/E\verestGroup® arket | piga

Report Workplace

Digital Workplace Enterprise Pulse 2023: from Provider to True Partner -
the Road not Taken

March 2023: Complimentary Abstract / Table of Contents

Copyright © 2023 Everest Global, Inc.
We encourage you to share these materials internally within your company and its affiliates. In accordance with the license granted, however, sharing these materials outside of your organization in any form — electronic, written, or

verbal — is prohibited unless you obtain the express, prior, and written consent of Everest Global, Inc. It is your organization’s responsibility to maintain the confidentiality of these materials in accordance with your license of them. EGR-2023-66-CA-5887



Our research offerings

This report is included in the following research program(s):
Digital Workplace

>

>

>

>

vV vV VYV ¥V ¥V ¥V ¥V Y Y Y Y Y VY Y Y VY VY VY VvYY

>

Amazon Web Services (AWS)

Application Services

Artificial Intelligence (Al)

Asset and Wealth Management

Banking and Financial Services Business Process
Banking and Financial Services Information Technology
Catalyst™

Clinical Development Technology

Cloud and Infrastructure

Contingent Staffing

Contingent Workforce Management

Customer Experience Management Services

CX Excellence

CXM Technology

Cybersecurity

Data and Analytics

Digital Adoption Platforms

Digital Engineering Services

Digital Services

Digital Workplace

Employee Experience Management (EXM) Platforms
Employer of Record (EOR)

Engineering Services

Enterprise Platform Services

Exponential Technologies

vV vV VYV VvV ¥V VYV VvV Y VYV Y Y Y VY VY VY Y VY VY VY VY VY VY VY VvV Y

Finance and Accounting

Financial Services Technology (FinTech)
GBS Talent Excellence

Global Business Services

Google Cloud

Healthcare Business Process
Healthcare Information Technology
Human Resources

Insurance Business Process

Insurance Information Technology
Insurance Technology (InsurTech)
Insurance Third-Party Administration (TPA) Services
Intelligent Document Processing
Interactive Experience (IX) Services

IT Services Excellence

IT Services Executive Insights™

IT Talent Excellence

Life Sciences Business Process

Life Sciences Commercial Technologies
Life Sciences Information Technology
Locations Insider™

Marketing Services

Market Vista™

Microsoft Azure

Modern Application Development (MAD)

/Rerest GI’OUp® Proprietary & Confidential. © 2023, Everest Global, Inc. | EGR-2023-66-CA-5887

vV YV ¥V VvV YV VYV ¥V Y Y VY Y VY Y VY Y VY VY VY VY VvYY

>

Mortgage Operations

Multi-country Payroll

Network Services and 5G

Oracle Services

Outsourcing Excellence

Pricing Analytics as a Service

Process Mining

Process Orchestration

Procurement and Supply Chain
Recruitment

Retail and CPG Information Technology
Retirement Technologies

Revenue Cycle Management

Rewards and Recognition

SAP Services

Service Optimization Technologies
Software Product Engineering Services
Supply Chain Management (SCM) Services
Sustainability Technology and Services
Technology Skills and Talent

Trust and Safety

Value and Quality Assurance (VQA)

If you want to learn whether your
organization has a membership
agreement or request information on
pricing and membership options, please
contact us at info@everestgrp.com

Learn more about our

custom research capabilities

Benchmarking
Contract assessment
Peer analysis

Market intelligence

Tracking: providers, locations,
risk, technologies

Locations: costs, skills,
sustainability, portfolios


mailto:info@everestgrp.com
https://www.everestgrp.com/custom-decision-support/

ontents

For more information on this and other research
published by Everest Group, please contact us:

Udit Singh, Practice Director

Tanvi Rai, Senior Analyst

1.

Introduction and overview
e Research methodology
e Background of the research

Focus of the research

Demographics of the research

Enterprises’ assessment of providers’ capabilities

e Executive summary

e What do enterprises look for in a provider?

e Overall and region-specific enterprises’ satisfaction trends

e Category wise deep-dive into enterprises’ satisfaction trends for Europe
e Category wise deep-dive into enterprises’ satisfaction trends for North America
e Enterprises’ future technology priorities

e Provider’s strength and limitations

Appendix

e Research methodology — questions asked to enterprises

e Glossary

e Research Calendar

/Rerest GI’OUp® Proprietary & Confidential. © 2023, Everest Global, Inc. | EGR-2023-66-CA-5887

o O 00 N o s

12
13
14
15
16
17
23
24
25
26


mailto:tanvi.rai@everestgrp.com
mailto:udit.singh@everestgrp.com

Introduction

The past two decades have been monumental for the digital workplaces, as we saw massive evolution of this space. With the workplace fundamentally changing over the years, many
different trends shaped up the digital workplaces, and it underwent multiple waves of transformation, which consequentially effected both the core pillars of this eco-system: the enterprises
and the providers.

While the providers fared well in terms of adapting to the shifts in enterprise demands with each wave by demonstrating flexibility and responsiveness in handling client situations, they
somewhere failed to catch the pulse of the enterprises. It is time that providers become cognizant of what the true picture is of enterprises’ experience in working with them and decipher
the reasons behind the prevailing dissatisfaction. Elevating and transforming into a true business partner is the need of the hour for providers.

In this research, we present:

e A summary of various enterprises’ views on the capabilities of providers they engage with across digital workplace services

e Enterprises’ views about their key investment priorities in digital workplace services in 2023

The assessment is based on 56 unique interviews (not a survey), conducted in 2022, with enterprises globally across digital workplace services across industries with 16 providers in
focus. These enterprises were nominated as reference clients by different providers studied across Everest Group’s Digital Workplace Services PEAK Matrix® evaluations.

Scope of this report .
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Geography Interviews Services Provider
North America and Europe 56 interviews Digital workplace services 16 global providers
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Overview and abbreviated summary of key messages

This report examines enterprise views on the capabilities of their providers across digital workplace services and the reasons for their satisfaction and dissatisfaction. It also looks at
enterprises’ future technology mandates and priorities.

Some of the findings in this report, among others, are:

Reasons for satisfaction

and dissatisfaction

Regional insights

Service provider
performance

Enterprises future

technology priorities

/Eerest Group®

Providers’ focus on client management and commercial flexibility is being greatly received by enterprises in both North America and Europe

The major pain points for enterprises were challenges related to value-add, innovation, talent management, and technical & domain expertise of
the resources

Enterprises in Europe were more satisfied than those in North America, mainly because service providers in the region delivered resources with
good technical and domain expertise and ensured superior client management

Additionally, enterprises in North America expressed dissatisfaction with their technology service providers’ lack of innovation, knowledge
management, and talent management. Enterprises in both Europe and North America opine that its time providers move up on the partnership
ladder and become strategic partners by pro-actively identifying problem areas as well as suggesting remedial mechanisms

Overall, providers fared well in terms of adapting to the shifts in enterprise demands with each wave by demonstrating flexibility and
responsiveness in handling client situations, they somewhere failed to catch the pulse of the enterprises.

Providers have realized the importance of being a true partner and have undertaken some initiatives to improve in this area; however, a lot more
needs to be done

Creating cloud—based workspaces, technology stack consolidation, and automation have emerged as the top enterprise priorities in 2023

Enterprises plan on reducing the on-premise infrastructure by investing in various cloud-based technologies in the upcoming years



This study analyzes enterprises’ expectations from providers and provides a deep dive into
their reasons for satisfaction and dissatisfaction from providers; below are four charts to

illustrate the depth of the report

| Enterprises future priority

Regional insights
Enterprises’ overall satisfaction with providers across geographies

Percentage
100% = 56 100% = 26 100% = 30
Overall UK and Europe North America
5 ﬁ o7

68% 73% 63%

There is significant dissatisfaction amongst enterprises, across the globe, for the services that providers are
offering, highlighting the need for providers to understand the underlying causes of dissatisfaction and
address the mounting concerns

Digital workplace services providers featured
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Top 5 technology themes mentioned by global enterprises as their future priorities
100%= 56 responses

Reduction of Consolidation of Modern Shift left strategy
on-premise the technology stack provisioning and through self
infrastructure and and standardization auto pilot help, self heal,

of workplace and automation

environment

migration to cloud

| Provider strength and limitations

Strengths Limitations
o_40
G WY @ O 2
; = ZeX
Relationship Commercial Market Value add and Strategic
building flexibility and understanding innovation partnerships

responsiveness

Green IT and
sustainability

Talent issues:
upskilling and
reskilling;
onshore
attrition and
offshore
productivity
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Research calendar
Digital Workplace

Il Published [ Planned [l Current release

Reports title Release date

Codifying Sustainable Workplaces: Journey to a Better Future December 2022
Workplace Communication and Collaboration (WCC) Services PEAK Matrix® Assessment 2023 December 2022
Workplace Communication and Collaboration (WCC) Services — Provider Compendium 2023 January 2023
Workplace Communication and Collaboration (WCC): Enabling Employee Engagement and Belongingness with Metaverse Adoption March 2023
Digital Workplace Enterprise Pulse 2023: from Provider to True Partner — the Road not Taken March 2023
Workplace Employee Experience Management (WEEM) Platforms PEAK Matrix® Assessment 2023 Q2 2023
Workplace Employee Experience Management (WEEM) Platforms — Provider Compendium 2023 Q2 2023
Digital Workplace State of the Market Report Q2 2023
Moving from SLAs to XLAs: Market Report Q2 2023
Digital Workplace Services PEAK Matrix® Assessment 2023 — North America Q2 2023
Digital Workplace Services PEAK Matrix® Assessment 2023 — Europe Q2 2023
Digital Workplace Services Provider Compendium 2023 — North America Q3 2023
Digital Workplace Services Provider Compendium 2023 — Europe Q3 2023
Exploring the Business Case for Workplace Transformation Q3 2023
Cognitive Service Desk Specialist PEAK Matrix® Assessment 2023 Q4 2023

Note: Click to see a list of all of our published Digital Workplace reports
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Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through
today’s market challenges and strengthen their strategies by applying contextualized problem-solving to their unique
situations. This drives maximized operational and financial performance and transformative experiences. Our deep
expertise and tenacious research focused on technology, business processes, and engineering through the lenses of
talent, sustainability, and sourcing delivers precise and action-oriented guidance. Find further details and in-depth content
at www.everestgrp.com.
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