
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.

Market
Report

Digital 

Workplace

EGR-2023-66-CA-6279

Shifting Gears: Embracing Experience Level Agreements (XLAs) for 

Experience Excellence

December 2023: Complimentary Abstract / Table of Contents



Proprietary & Confidential. © 2023, Everest Global, Inc. | EGR-2023-66-CA-6279

Our research offerings

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

Benchmarking

Peer analysis

Market intelligence

Contract assessment

Locations: costs, skills, 

sustainability, portfolios

Learn more about our 

custom research capabilities

Tracking: providers, locations, 

risk, technologies

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

Digital Workplace

► Amazon Web Services (AWS) ► Financial Services Technology (FinTech) ► Network Services and 5G 

► Application Services ► GBS Talent Excellence ► Oracle Services 

► Artificial Intelligence (AI) ► Global Business Services ► Outsourcing Excellence

► Asset and Wealth Management ► Google Cloud ► Payer and Provider Business Process

► Banking and Financial Services Business Process ► HealthTech ► Payer and Provider Information Technology

► Banking and Financial Services Information Technology ► Human Resources ► Pricing Analytics as a Service

► Catalyst™ ► Insurance Business Process ► Process Intelligence

► Clinical Development Technology ► Insurance Information Technology ► Process Orchestration

► Cloud and Infrastructure ► Insurance Technology (InsurTech) ► Procurement and Supply Chain 

► Contingent Staffing ► Insurance Third-Party Administration (TPA) Services ► Recruitment

► Contingent Workforce Management ► Intelligent Document Processing ► Retail and CPG Information Technology

► Customer Experience Management Services ► Interactive Experience (IX) Services ► Retirement Technologies

► CX Excellence ► IT Services Excellence ► Revenue Cycle Management

► CXM Technology ► IT Talent Excellence ► Rewards and Recognition 

► Cybersecurity ► Life Sciences Business Process ► SAP Services 

► Data and Analytics ► Life Sciences Commercial Technologies ► Service Optimization Technologies 

► Digital Adoption Platforms ► Life Sciences Information Technology ► Software Product Engineering Services

► Digital Services ► Locations Insider™ ► Supply Chain Management (SCM) Services 

► Digital Workplace ► Marketing Services ► Sustainability Technology and Services

► Employee Experience Management (EXM) Platforms ► Market Vista™ ► Talent Genius™

► Employer of Record (EOR) ► Microsoft Azure ► Technology Skills and Talent

► Engineering Research and Development ► Microsoft Business Application Services ► Trust and Safety

► Enterprise Platform Services ► Modern Application Development (MAD) ► Value and Quality Assurance (VQA) 

► Exponential Technologies ► Mortgage Operations 

► Finance and Accounting ► Multi-country Payroll 

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


Contents

Proprietary & Confidential. © 2023, Everest Global, Inc. | EGR-2023-66-CA-6279 3

For more information on this and other research 

published by Everest Group, please contact us:

1. Introduction and overview 4

⚫ Research methodology 5

⚫ Introduction 6

2. Employee Experience (EX) amidst evolving workforce needs 7

⚫ EX – the harbinger of organizational distinction 8

⚫ Performance measurement (PM) – the biggest roadblock in the journey to EX 9

⚫ Changing workforce needs and the demand for a holistic EX-centric PM approach 10

3. XLAs: Shaping the future of EX measurement 11

⚫ Understanding XLAs better 12

⚫ XLAs elevate SLAs 13

⚫ XLAs mitigate watermelon effect 14

⚫ XLAs eliminate traditional PM challenges 15

⚫ XLAs capture the varied influences on EX 16

⚫ Sample XLA framework 17

4. Charting the organization journey to XLAs 18

⚫ 3A framework for XLAs transformation 19

⚫ Pitfalls to avoid 25

5. Appendix 26

⚫ Glossary 27

⚫ Research calendar 28

Udit Singh, Practice Director

Tanvi Rai, Senior Analyst

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


Proprietary & Confidential. © 2023, Everest Global, Inc. | EGR-2023-66-CA-6279

Shifting Gears: Embracing Experience Level Agreements (XLAs) for Experience Excellence

4

Introduction

Scope of this report

Geography Industry Services

Global All industries Digital workplace 

services

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:

⚫ EX measurement in the face of changing workforce dynamics

⚫ Overview of XLAs

⚫ Enterprise guide to XLA adoption
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⚫ 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

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

⚫ 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 

Overview of XLAs

⚫ 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 

Enterprise guide to XLA 

adoption

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.

EX measurement amidst 

changing workforce needs

Overview and abbreviated summary of key messages
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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

Challenges addressed through XLAs Three-pronged approach to embark on XLA transformation journey

Provides the right metrics Measures multi-variant Data Solves the multi-factorial challenge Mitigates Watermelon effect

XLAs establish metrics that 

are aligned with the 

employee's needs and 

expectations and keeps EX at 

the core, thus gathering an 

in-depth insight into how end 

users are experiencing 

services.

XLAs measure holistic EX and 

focus on total user data that 

includes both visible data and 

invisible data.

EX is influenced by multiple 

heterogenous sets of quantitative 

and qualitative attributes across 

devices, applications, digital 

adoption, employee journey, and 

services. Measuring all the factors 

accurately is difficult. XLA provides 

the right set of metrics, which 

captures all these aspects.

XLA targets are user-centric metrics 

that typically focus on the perceived 

quality of provisioned services. These 

metrics are measured by quantifying 

the end-user experience and services 

outcomes. An XLA measures 

performance in terms of value and 

outcomes, whereas an SLA often 

concentrates on processes and 

outputs, thus eliminating the 

Watermelon effect.

AccelerateAssess Accomplish

Assess if 

the transformation 

is suitable

Accomplish the 

transformation through 

a 4 four-step process 

Accelerate the value 

realization by adhering to 

best practices

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

Pivot away from the traditional SLA 

focus of resolution vs. avoidance 

(watermelon effect)

Need for business-centric, and not 

just IT-centric, view of experience

Unified framework of value-aligned 

metrics – provides a progressive view 

of EX-journey

Composite index of service quality, 

device and application performance, 

and user journey 

experiences/sentiments

Leverage metrics and end-user 

analytics to build a historical + 

real-time view of EX

Contextualize XLA framework to 

individual personas, service towers, 

industries, and business functions

Primary ownership model (e.g., led 

by Digital Workplace (DWP) head, 

EX manager, or existing DWP 

tower leader(s))

XLA leader – responsible for 

harmonization across service towers and 

with service provider(s)

XLAs

WHO?WHY? WHAT? HOW?

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.

Performance 

measurement 

Investment 

challenges

Compliance with 

data protection 

and security 

regulations

Fragmented 

vendor 

landscape

Environment 

complexity

Forward looking leaders also 

acknowledge that performance 

measurement is the biggest 

challenge being faced right now.

1 2 3 4 5
$
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