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Our 8th benchmark report presents a snapshot of enterprise IT
experience. In this report, we dive deeper into the productivity
and business impact of IT Experience.

Based on 839,581 end-user responses from January-June 2022

Happiness last 2 months

||.I.|.|......|||I..|I.



About the Benchmark Data

Where does the data come from?

Our benchmark data is collected from all
HappySignals customers.

These include large enterprises, as well as
Managed Service Providers (MSP) who use
the HappySignals Platform with their
customers — enterprises and public sector
organizations.

About 60% of HappySignals Customers are
using outsourced Service Desk provider.

All responses are from IT end-users
(employees) and reflect their feelings and
perceptions about IT. With huge volumes of
experience data gathered across our
customers, feelings start to become facts.
This report shows the findings and analysis
that can emerge from data of almost 750K
end-user experiences with IT.

How is the data gathered?

HappySignals connects operational data
from customers’ ITSM platforms with
continuous survey data from end-users
about Ticket-based IT and Proactive IT
areas.

Ticket-based IT:

Surveys are sent after each ticket, asking
end-users to accept the resolution by giving
feedback about their experience.

The average response rate for HappySignals
customers is 25-30%.

Proactive IT:
Surveys are sent proactively to end-users
about Proactive IT areas.

These surveys can be scheduled to target

relevant end-users at optimal frequencies,
enabling continuous measurement of non-
ticket-based IT areas.
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IT Experience Across Different Measurement Areas

Based on responses between January-June 2022

Service Portal +32 (Change +8)
Mobile Devices a

Laptops and Computers 0

Enterprise Applications v +7
Remote Work a +75 (Change +6)
IT Services a +79

Collaboration with IT » +85



Western Europe Is The Least Happy Region

Eastern Europe
Happiness: +87 gy
Lost Time: 4h 5min

Middle East
Happiness: +80
Lost Time: 5h 50min

Western Europe
Happiness: +71
Lost Time: 3h 27min

MNorth America .
Happiness: +77
Lost Time: 4h 3min

Asia Oceania
South America e Happiness: +81 Happiness: +79
Happiness: +85 Lost Time: 5h 3min Lost Time: 4h 12min

Lost Time: 5h 9min

Africa
Happiness: +78
Lost Time: 6h 32min



Inverse Correlation With “The Satisfaction With Life Index”

Color key

Most happy

Least happy

+ UNESCO, « the Veenhoven Database,
+ the CIA, + the Latinbarometer,
* the New Economics Foundation, + the Afrobarometer, and

+ the WHO, + the UNHDR.



North America vs
South America

/

IT Happiness
+77

Lost Time
4h 3min

IT Happiness
+85

Lost Time
5h 9min



IT Incidents

Based on 432,762 responses from January-June 2022




Factors For IT Incident Experience Are Stable

Based on responses between January-June 2022
Sp.eed of se.rvice is Negative feedback Positive feedback
universally impactful often about process ‘ often about people
7% Negative 9% Neutral 84% Positive
.
My ticket was not solved 48% Speed of service 55% Speed of service - 75%
Service was slow 43% | had to explain my case 1% Service personne’s attitude ¥ 55%
several times °
. Service personnel’s skills 50%
I had to <.axpla|n my case 29% It was difficult to know where
several times 12%

to start



The
Of Perceived Lost

Time With Incidents
is

Based on the average lost time of 3h
9min and an average salary cost of 50€/h
for enterprise knowledge workers




The Average Lost Time Is Not The Typical Lost Time

Based on responses for IT Incidents 2019-2022
35%
Average Lost Time
3h 9 min
20%
o 1 S S—
15min  30min 45min 1h 2h 3h 4h 5h

End-user perceived lost time with IT incidents

Each line represents a 6 month
period since 2019, periods are
grouped by lost time amount

6h 7h 1d(8h) 2d 3d 4d 5d



80% Of The Total Lost Time Comes From 13% Of Tickets

Based on responses for IT Incidents in H1/2022

Perceived lost time categories Proportion of tickets Proportion of total lost time

Less than 1h
1-8 hours

@ More than 8h

Insights

80%

of lost time
69% of IT incidents lead to less
than 1h of lost time

PS 80% of time lost comes from 13%
only 13% of IT incident tickets. of tickets




Channel Distribution For IT Incidents Changes Slowly

37%
26%
15%
9%

= G = =

Portal Phone Email Chat
Happiness Lost time Happiness Lost time Happiness Lost time Happiness Lost time
4h 4min 2h 13min 4h 17min 2h 47min

The channel indicates the first touchpoint through which the incident ticket is submitted

4%
\O
I
Walk in

Happiness Lost time

1h 33min



Each additional

reduces happiness by 8
points and increases
lost time by 1h 35min




Companies With
Improved Happiness More Than
Those With Internal Service Desks

Companies with Service Desk: Companies with Service Desk:
i +83 <
e +70
+56




Company Size Does Not Have A
Significant Effect On Happiness

Happiness

1,000-5,000 [ 8t
5,000-10,000 [ 419
10,000-20,000 [ 44
Over20,000 [ 479

Overall Benchmark +77

Q The Global IT Experience Benchmark Report H1/2022
HappySignals.com/report

Lost time

2h 39 min
2h 47 min
3h 38 min
2h 26 min

3h 9 min



Finance Is The Happiest Industry and
I'T Is The Most Critical

Happiness

Finance [ 488
Public Sector [ 82
Manufacturing  FEEE T 475

Services [

T R +es

Overall Benchmark +77

Q The Global IT Experience Benchmark Report H1/2022
HappySignals.com/report

Lost time

1h 50min
3h 5min

3h 44min
3h 25min

4h 14min

3h 9 min



IT Requests

Based on 261,608 responses from January-June 2022




IT Request Happiness and Lost Time

Based on responses between January-dJune 2022
Happiness @® Lost Time

[+) 1% °°

; E:ZZ c-;fngoe c:ange c-:: n/ge
LT L ———
I +11% 5% ] o e
H2/2019 H1/2020 H2/2020 H1/2021 H2/2021 H1/2022
2h 24min 2h 40min 2h 32min 2h 43min 3h Omin 2h 58min



IT Request Channels

Walk-in leads to the happiest end-users

56%

=

Portal

Happiness Lost time

2h 52min

12%

&

Phone
Happiness Lost time
1h 3min

7%

X

Email

Happiness Lost time

3h 46min

2%

=)

Chat

Happiness Lost time

2h 44min

Walk in
Happiness Lost time
1h 15min



Remote Work

January-dune 2022




With Remote Work

From over the last 12 months
Happiness @® Lost Time
+9%
+15% happiness
happiness
. 5%
h:,:;i)nfss ha-;piness -
-21% % 1% 29
lost time osttime lost time lost time
- - - - -
H1/2020 H2/2020 H1/2021 H2/2021 H1/2022
5h 41min 4h 29min 4h 47min 4h 43min 4h 37min



Thank you!

Get the full Global IT Experience Benchmark H1/2022 Report


https://www.youtube.com/channel/UCZt8YNTGsNBiVCPEPWYr1nA
https://www.facebook.com/HappySignalsLtd/
https://twitter.com/happysignalsltd
https://www.linkedin.com/company/happysignals/mycompany/
https://www.dropbox.com/sh/2jja5qppcoy4lqh/AAAbYS0348YalOlFH_VIscd3a?dl=0
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