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Introduction AT A GANGE

Organizations have long focuseduming technology temprove customer
experiencesin an effort todrive bottom-line revenueHoweverthey
rarely_made thesamedifferentiatinginvestmensin su!oporting employees oo ¢ 1T and LOB leaders surv eyBdIDC
T until 40% of the global workforce was forced to find new veaysnew | agreed thamnimproved employee
technologiego work remotely in 202@rganizationdiavesincelearned a | experienceEX)and tigher employee
great deal about how interconnectesmployee experience (EX) and engagement translate to lier customer
customer experience (CX) have becoime. recent IDC survey of experiencg(CX) higher customer
line-of-businessl{OBand IT leaders, 85% of respondents agreed that a i?g;;?;gggfnd higher revenue for their
improved employee experience and higher employee engage '

translate to better customer experience, higher customer satisfaciiath
higher revenue for their organizatiolm fact, 62% said that there is a »Investment inEX is key tdriving
defined causal relationship between EXI&€X and thdahe impacthas improved customer success
beenlarge orsignificant and measurabl@ver half (58%) indicated that | »!T has a kerole to play irsupporting

. . L . - techrnologyparity for hybrid employees to
customersatisfactbn is a key meit in evaluating employee productivity. T (i (T [TEv7S (e ST SR

EXismorecriticalthan everto the delivery osuccessfutustomer CEUEES [0 [ISEEERENY (ESRUIEEs £ OMENE oy
. . L . . . remote employees

experiencesvhichmeansorganizationsieed to invesin improving the ,

loyee experiencd houghemployee expectations fdconsumedike™ »New ways of rasuring emloyee
emp_ y_ p ’ g p y_ p ’ ) ; productivity are poised to better support
mobilefirst, personalied, andselfserviceexperiencesaveincreasingly agile work practices focuseh bridging
becomeaccepted work practe; the speed and scale of tioerrentshift EX and CX
areunprecdented Gompanies have had to invest in their employees to

enable them tavork in new digitafirst ways to meet evolving client requirements.

For examplepatients long accustomed tanlineshoppinghavefound themselvesshopping onlinefor doctors whan

turn have hadto master the mechanics of telemedicine overnigduspitalsthemselves haviad to rapidly provide

secure collaboratiotools, adapted billingand integrated business systems to accommodate aevactotelehealth
models.Some shifts werevolutionary (mobile submission of expensegploying the same general process as the
paper form), and othersvere more revolutionary (fully automated remotaboarding)In all cases, these shifts have
driven the needor a more nuanced and instrumented connection between service consumption and service delivery
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From anT perspectiveshoring uExhas evolved m stopgap reactive suppgdor remotework to proactive design of
intelligenthybriddigital workspaced hese areidital environments that allowmployeego connect seamlessly and
securely withthe resources theyeed, whetherthey areworking remotely or at their worksit€riticd resourcesnay
include automatedT services and supp@s well agollaboration and communication tools that are integrated with
other business applicatioms multiple vendor platformskesourcealso include endiser device management and
desktop virtialization as organizations struggle to rapidly onboard taledtreturn productivity to prggandemic levels
The demand for these digitiist services is driven lilge shiftin consumetbehavior andytechnology applications

A @se in points thatof customers using multiple channé@sking for supportwhetherfrom acall center or medical
triageservice

Remote and hybrid work models are here to stay. In fact, 49% of respondents pointed to remote and hybrid work
models as being part of acded work practicesaccording to IDE€February 202Future Enterprise Resilierasyd
Spending Surveyave 2 To leverage these work models, organizations must invest in technologies and services to
support intelligent digital workspaces, clentinaged and cloutdased connectivity/devices and services, and
automation.

But there is moreDC predicts that by 2@2digital transformation and business volatility will drive 70% of G2000
organizations to deploy remote or hybifidst work models, redefining work processes and engaging diverse talent pool
The road ahead to more hybrid ways of working has addeetbdesomplexity.

The advances made in developing and implementing integrated systems that enabl&z% of

remote employees to seamlessly address customer and business requirevilidres o

insufficient to meet the requirements offature hybrid workforce. organlzatlonal

Thereare other challenges to improving EX. IDC research shows that 42% of quders Surveyed
organizational leaders surveyed pointed to lack of IT support as the biggest IT chall%@ted to lack of IT
to supporting remote/hybrid workers, followed by lack of secure remote access to SUPPOIT as the

data, applicatias, and content (37%). Visibility into IT assets (35%) was also an iSSLbjggest IT Challenge

Thecurrentdemocratized experience of ubiquitously remote workers represents an 1O SUPPOIting

idyllic but unsustainable mode of working that will eventually evioiveore consistent ~ Fremote/hybrid

hybrid workmodels Many organizations afgreparingfor workers to return to workers

reinvented offices. While loath to give up some of the productivity galasgefscale

remote work models, they amesolute in reintroducing #person medhgs.eventsand

other activitiedo preservecompany culture, dreinnovation,andbalanceproductivity with creativityThe confluence of
rising consumer expectations and employee expectations for comparable digital expdrassatthe stage for ne
approaches to considering, measuring, and linking employee experiences with customer experiences.
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Definitions

Technologyparity: Thisis the requirement that all workers have secure access to the resources required to do their jok
no matter their preferred device avhether they are local, remote, in the field, or switching between locations.

Experience parityExperience pant;akestechnology parity a stgp further, ensuring %Xp eriencdevel
that all workers have the same consistent experience. Security protocols should be the

same, no matter where the individuabsin from.Network and computing resources agreements put
shouldalsobe equivalent. the employee

Experiencelevel agreements (XLAS)hese agreemenfaut the employee (anthe (andthe CUStomer)
customerkt the center of service performance, ensuring that all service interactions afd (e center of
touchpoints are considered when defining whether the service meets the agrsml ~ Service performance
performance levelXLAs measure business outcomes fronetiebuserperspective

determining whether services were available or performed to a certain ddgnéke traditionakervicelevel agreements
(SLAs), XLAs are focused on outcomes over outpite\aards for good services over penalties for failure to deliver.

Benefitsof Investing inimproving the Employee Experience

New customer engagement modehirror the richness and complexity tbe technologiesieededto sustainably
support themByoffering employees theption of usinganintelligent digital workspacthat lets themwork from any
location and across many devices, organizations reap the benefits of:

» Access t@broader and more highly qualified talent pool
» Retention of top talent ananproved brand equity

»  Ability to offer continuous development guidance into the flow of work

Employeeavethe flexibility tomanage their work to meet desired outcomesljusting where and how they work
holisticaly. Technical support for this includes:

» Frictionless and secure access to applications, data across business, systierollaborators across time zones
» Omnichannel access across devicestok securely and seamlessly
» Integrated irapplication user experiences that diminisheiminate context switching between applications

» Increased automation and greater productivity
Employers have improved IT suppprpductivity,and insighinto dynamics between EX and, @Xluding:

»  Automated onboardingyrovisioningand support for nevand existing employees

» Increagdinsight and decreased downtime via gefling and otheartificial intelligenceAldenabled
selflearning systems

» Greater productivity with workflow automation

»  Ability to correlate improved employee engagement andiefficy with customer satisfaction
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WorkplaceTrends

IDC predicts that b¥023, 70% of connected workers in tésised roles will use intelligence embedded in adaptive
digital workspaces to engage clients/colleagues and drive enterprise productivity.

When surveyed about top business priorities in 2021, over 50% of IT and LOB leaders indicated their orgameizations
focused on retaiimgthe right peoplefollowed byimprovingomnichannel orchestration of customer engagement,
transactions, and fulfillent to improve customer acquisition and retention ratessumEXandCXdovetail acritical
priorities. This relationship relies heavily on ensuring that employees have the right technical expertise and engagem:
skills.To have successful client egganent employees must also lable toauthentically represent the corporate

culture to which they belong as brand ambassadorso easy feat when hybrid work arrangements challenge
organizations to sustain and grow corporate values around client value.

IDC research shows emerging linkage betweeEX and CX in terms of evolving employee productivity médtnittser
underscoring the importance of investing in employee experidnd®G July 202Future Enterprise Resilieraryd
Spending SurveWave 658%0f IT and LOBaders indicatethat customer satisfaction is a key metric in evaluating
employeeproductivity,which is highest when strong EX programesn place IDC research on employevastments in
EX showthat organizations with the most mature EX programs have grepiowho are invested in better business
outcomes providing bette€XThese employees are:

» 35x more likely to feel part of one team driving business results
» 12x more likly to feel very committed with a deep sense of purpose and connection to their work

» 2x more likely to feel that their employer communicates with them well

Understanding this relationshiprganizations are changing productivity metrics to focus on moistiboheasures that go
beyond task measurement to includestomer satisfactiarieaming, andgile metricsTraditional SLAs are now joined by
XLAsyhichfocus on outcomes over outputs and added value over process. Quality and customer sagststilihe

top measure®f employee productivitiput arebeingjoined by more employeeentric measuresn the United States,
organizational leaders repad usingimproved skills leve{&4%) teaming behavior@9%)and Agile metric§34%)as
employee productivity measurgaccording to IDSFuture Enterprise Resilieraryd Spending Surveyave 6

Investment in work transformatioisincreasingly driven by a cohort of executives led by the CEO and coordinated by t
CIO, COO, CHR@d CFQrhis collaboration is critical to ensuring needed cfogstional support and awarenets

align employee and client requiremeniBnployee exp&nce now extends well beyond the four walls of the cube or the
contact center to myriaébcations that require new means of enabling and securing remote tiglid work
arrangements add greater complexity with requirements to ensure phygickplacesre safe and configured to

facilitate secure collaboration between onsite and remote employees.

To address changing work modelgjanizations have accelerated their initiatives to move emplégeiag applications

to the cloud anchdopteddesktop virtuakationto better manage their distributed employee ba3éis shift has

eliminated many of the friction points for IT support of employéeseasediseof digitaladoption platforms for

employees and clientsike hasreducel helpdesk support calls, gneed for discrete technical training, and underused
applicationsin parallelorganizations are also coming to terms with the need for greater empathic leadership to suppo
not onlydemocratized access to technology bls#omore flexble policies thaempower employees to focus on

delivering business outcomes on their own terms.
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Unfortunately, broadscale IT support for the development and maintenance of systems supporting this digital
transformation is at risk itselDC predicts thaDXrelated IT skill shortages will affect 90% of organizations by 2025,
costing over $6.5 trillion globally througiat perioddue to delayed product releases, reduced customer satisfaction,
and loss of businesEhis is a significant exposure that regaimtensified support for hybrid work models that enable
both internal upskilling of current IT teams and the creation of exceptional work experiences to attract new talent.

For an enterprise to maintain company culture, it must deliver equitable employe& 4% of
experiences for distributed workers. Acding tolDCsFuture Enterprise Resiliency L.
andSpending Surveyave 644% of organizations reped that their gopproach to organizations _
support a hybrid workforce is in progress, meaning most key resatandse reportedthat their
accessethy remote employees, though some access iatitipered. The most approach to
digitally mature organizations (14%) repatthat they have achieved experience support a hybrid
parity, ersuring that all workers have a consistent experience when they interac:tWorkforce is in
with corporate resources.

progress

Considering Kyndryl

KyndryJwhich was created from IBSmanaged infrastructure services businkassixglobal practiceloud,
CoreEnterprise and zCloydpplicatiors, Datg and Al Securityand ResiliencyNetwork and Edgend Digital Workplace.
Digital Workplace offerings focus enhancing the employee experience to enable more secure and flexible hybrid wot
models.In the contexof the broagtr Kywdryl portfolio, Digital Workplace is well pasited to provide holistic technology
support for hybrid work models.

At its coreDigital Workplacstrives to providenore of a consumer experience to employédss includes intelligent
digital workspace capabilities that offer secure and holistic dasgd access to data, applicatiangastructure,and
people critical to getting work donét.alsooffersanalyticsAl, andautomationfor proactive and predictive support and
device management to enable employees to work more effectively.

KyndryDigital Workplacg@roductofferings include:

» Advisory and ImplementatiorServicesThese pjectbasedservices assigtith digtal workplace s ategy and
executiorfor a secure digital workplackesigned to improvemployee experiencg collaboratiopand
productivity. These services help accelerate time to value usilg, architectures, roachaps, and acceleratars

»  Service Deslind Deskside Supporfthese servicesffer automatedomnichannel T supportvith analyticdesigned
to determine appropriate agent assist automation,-etbling technologiesnd virtual agent learning tracks.
Kyndrykvirtual agent LUCA uses IBM Watsaradhlanguage interaction and &g part of theservice deskolution.

» Modern DeviceManagement:This service sngineered to provida single management method for all enser
devices, all operatingystemsand all ownership modelk offers light enroliment, customizable security profile
and policiesand dynamic configuration with erd-end managed services for device updates, app management,
andaccess to Enterprise App Store andsaffport utilities Databackup, securityand analyticinclude
secure cloud backup, complete uslata protection, and 247 centralized support coverage optidios security
and compliance.
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» Desktopand Application Virtualization:This is a fully managed service thdiesf employeesloud-based acess
to business applications via a secure hosted desktop sollitaffers rapid desktop provisioning and deployment
for a wide range of devices, buiit securitybackupand recoveryas well as analytics to support improved
encduser experiences.

» Collaboraton ServicesThissuite of clouebased collaboration toolsdesigned to helpisers work anywhere with
the same features available at the offidéis service includes 4 support coverage options aadbelfHelp
Knowledge Portalt is fully compliant with industmegulatiors, andit can extendexisting security policies and
postureby using enterprisenobility and securitgapabilites It alsoincludesdigital experience managemetat
improveuser productivity

Kyndrykdigital workplacestrategyfocuseson offeringstrategy, implementatiornanagementand support services to
address the growingupport requirements for hybrid work mode@lobally and across industriesmpanies

are searching for solutions tmprove thehybrid workplaceexperienceKyndryl is helping organizations provide
consumetlike digital workplace experiencas improve productivityandcollaborationattract and retain top talentand
bridge the onsite and remote work experiences.

Key elements of this strategy include:
» Delivering an integrated, continuousigtimized and secure workplace ecosystem
» Harnessing data for analytical insights for proactive and predictive support and device management

» Create a holistic user experience as the catalyst for driving business outcomes

Challenges

Many vendors are focuseth developing workspag#ays, eaclsoming from a slightly different entry point but all
competing to both define the space and the value of their respective offefingifferentiatatself, Kyndryl will need to
leverage itstrong technical servicégritage and develop clear branding around hybrid vasiéringsand support

Conclusion

The connection betweeBXand CXwill only continue to mature as most industries
and sectors move to digitalhe rapid shift to hybrid work models that enable Transparencyi tru_St’ an
employees to work from any location on any device and in any time zone is drividlg€Ncommunications
widescale adoption of digit&échnologieghat makethis possiblein keeping with ~ from employers are

this momentum]DC projects thahe market for intelligent digital workspace equally essential to
technologies that support employee experieneg@bgrow at a 23% CAGR from A

2019 to 2024 as demand for these technologies increases buﬂdmg estrong EX

Beyondechnical investments, organizationedtsparency, trust, anobpencommunications from employers are equally
essential tdouilding astrongemployee experiencdheseare built via programs that focus employee welbeing,
recognitionand support fodiversity, equity, and inclusion (DE&t)a world of rapidly changing job requirements,
organizatiosalso need to focus ateveloping employee career pathways through skilling initiatigpart of the

policies, practicesnd technolgiesdesigned tdelp employees anditimately, customersbe successful
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Kyndrylwill be wellpositioned to take on the challenge of meeting market demand for workplace transformation based o
the robustness of its workplace managemgoitfolio, partnershipsand broader company offeringsnablingenduring
hybrid work modedwill not be easybut it will be essential to drivingiore resilient business models of the future.
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Kyndryk globakxperts put tle employee at the center the hybrid workplace using proactive experience manage
and predictive support for devices and applications. We take a holistic, measurable, addvastapproach that
helps to seamlessly integrate digital topdmts and simplify workflows to improve business outcomes.

Our people, and leading technology can help measure and improve the employee experience across each dig
touchpointc including procurement, devices, apps, management, and suppottelp cocreate with you an
integrated, seamless, employee experier@ar patented technology and open platform help predict and proactiv
address application and technologstissWe focus on the employee journey, adoption, and the culture change
requirementsof your hybrid workplace to help ensure high levels of productivity and engagement for your empl
Get a modern hybrid workplace with the ability to continuously optimize and deliver a contikeneecure,
employee experience at scalearn morehttps:/mww.kyndryl.com/us/en/services/digitalvorkplace
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