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Introduction and overview

e Research methodology

e Introduction

Employee Experience (EX) amidst evolving workforce needs

e EX — the harbinger of organizational distinction

e Performance measurement (PM) — the biggest roadblock in the journey to EX
e Changing workforce needs and the demand for a holistic EX-centric PM approach
XLAs: Shaping the future of EX measurement

e Understanding XLAs better

o XLAs elevate SLAs

e XLAs mitigate watermelon effect

e XLAs eliminate traditional PM challenges

e XLAs capture the varied influences on EX

e Sample XLA framework

Charting the organization journey to XLAs

o 3A framework for XLAs transformation

o Pitfalls to avoid

Appendix

e Glossary

e Research calendar
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Introduction

Organizations often place a higher emphasis on Customer Experience (CX), which remains pivotal in shaping brand equity and revenue, and overlook EX, which can bring the next level
of differentiation for organizations. Navigating the path to achieving a superior EX is not without its hurdles, with one of the primary challenges being the establishment of an appropriate
performance measurement model. Moreover, as the needs of the workforce evolve, the demand for a holistic performance measurement model becomes paramount, one that effectively
captures all the facets of EX.

In the ever-evolving landscape of employee-centricity and service excellence, Experience Level Agreements (XLAs) are emerging as a transformative paradigm, redefining how
organizations measure and prioritize EX. With organizations increasingly recognizing the impact of user experience on overall success, XLAs are positioned as the future of experience
measurement, as they not only mitigate the challenges associated with traditional methods but also elevate the same to unravel true EX.

In this report, we focus on:

e EX measurementin the face of changing workforce dynamics

e Overview of XLAs

e Enterprise guide to XLA adoption

Scope of this report Py

Geography Industry 14 \ Services
Global ’ All industries \ / Digital workplace
. «” services
N~
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Overview and abbreviated summary of key messages

This report explores EX measurement in the face of changing workforce dynamics, offer insights into XLAs, and helps enterprises in understanding and approaching XLAs by adopting a

three-pronged strategy.

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

EX measurement amidst

changing workforce needs

Overview of XLAs

Enterprise guide to XLA
adoption

/Rerest Group®

Organizations need to shift to a holistic approach that recognizes the interconnectedness of customer and employee experiences

Modern workplaces need a comprehensive performance measurement model blending outcome and output metrics, as traditional measures fall
short in capturing employees’ needs and expectations

XLAs are designed to augment SLAs and provide the EX-centric metrics that are outcome-oriented and focus on the actual impact of service
XLAs offer a solution to the challenges associated with conventional approaches to EX measurement such as watermelon effect

XLAs gauge the diverse aspects shaping EX including service quality, device and application performance, and user sentiments

Organizations can improve the overall EX by initiating their XLA journey through adherence to the 3A framework

Organizations should initially assess certain factors which are good indicators of EX health, to determine the urgency of initiating their journey
toward XLAs transformation

Organizations can then accomplish the transformation through a 4-step process and accelerate the value realization by adhering to certain best
practices and recommendations



The report provides insights about XLAs and helps enterprises in approaching XLAs by
adopting a three-pronged strategy; below are four charts to illustrate the depth of the report

Journey to EX is ridden with challenges | Understanding XLAs better

In an Everest Group poll, we identified five key challenges associated with EX improvement efforts; difficulty in
performance measurement has often been highlighted by clients as the biggest roadblock to experience improvement.

1 Performance 2 Investment 3 Compliance with I Fragmented 5 Environment

1
measurement challenges data protection vendor complexity WHY?
e and security landscape . A . . . ‘
. regulations | Pivot away from the traditional SLA| | Unified framework of value-aligned | | Leverage metrics and end-user | | Primary ownership model (e.g., led |
Forward looking leaders also . focus of resolution vs. avoidance | |metrics — provides a progressive view, | analytics to build a historical + Lo by Digital Workplace (DWP) head, |
acknowledge that performance N (watermelon effect) RS of Exjourney = _____ R real-time view of EX_______ o EX manager, or existing DWP 1
measurement is the biggest ' Need for business-centric, and not | | Composite index of service quality, | |  Contextualize XLA frameworkto | ' tower leader(s)) '
. A | just IT-centric, view of experience | | device and application performance, | | individual personas, service towers, | | XLA leader — responsible for |
challenge being faced rightnow. | STt | and user journey ! | industries, and business functions | | harmonization across service towers and |

] experiences/sentiments ' ' with service provider(s) ]

Provides the right metrics Measures multi-variant Data Solves the multi-factorial challenge Mitigates Watermelon effect
XLAs establish metrics that XLAs measure holistic EX and EXis influenced by multiple XLA targets are user-centric metrics Assess Accomplish Accelerate
are aligned with the focus on total user data that heterogenous sets of quantitative that typically focus on the perceived
employee's needs and includes both visible data and and qualitative attributes across quality of provisioned services. These
expectations and keeps EX at invisible data. devices, applications, digital metrics are measured by quantifying
the core, thus gathering an adoption, employee journey, and the end-user experience and services :
in-depth insight into how end services. Measuring all the factors outcomes. An XLA measures @ @ @
users are experiencing accurately is difficult. XLA provides performance in terms of value and
services. the right set of metrics, which outcomes, whereas an SLA often . \
captu?es all these aspects. concentrates on processes and Agsasq if ! Accompllsh the Agce! crate\the vglue
outputs, thus eliminating the the t.rans'formatlon transformation through  realization by agherlng to
| is suitable a 4 four-step process best practices

Watermelon effect.
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