The future of digital

employee experience
INSIGHTS FOR EXPERIENCE LEADERS FROM THE

ServiceNow and ESI ThoughtLab Total Experience Survey

More than 4 in 10 organizations are making high or
very high investments in employee experience (EX).
OF THE ORGANIZATIONS SURVEYED, ONLY

24% are advanced in EX today.

This will more than double
in
1-2 years

ServiceNow and ESI ThoughtLab surveyed over 900 senior business leaders
in five industries across 13 countries. We sought to understand how companies use digital technologies and solutions to improve their CX and EX,
the benefits they’re seeing, and the challenges they face.
The goal: to help organizations develop a roadmap to excellence in using
digital solutions to optimize customer and employee experience and
boost overall performance.
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Leading organizations are well ahead of the others

Companies expect to close the gap over the next 1-2 years.

Respondents in the
US planning on making
a large or very large
investment in EX.
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Top areas of progress in employee experience:
AREA
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Overall employee experience
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Safe workplace
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Data privacy
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52%

Quick IT support
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49%

Whatever your business
is facing, let’s workflow it.

Top areas of progress planned for
EX in the US in the next 2 years
Overall employee experience

66%

Safe workplace
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Data privacy

58%

Quick IT support

58%

Experience leaders are seeing
a variety of strategic benefits:
Top EX benefits for leaders

58%

53%

49%

Improved
diversity

Attract
talent

Lower
capital
costs

41%
New business
models

36%

32%

29%

Digital
transformation
capacity

Increased
innovation

Improved
reputation

Top EX initiatives generating value
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Safe
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Speed for
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Top 3 initiatives generating high
or very high value in the US
New business models

57%

More employee autonomy

52%

Measuring impact of
employee engagement on
customer retention

51%

Respondents who say
the biggest challenge is
keeping up with employee
expectations for a better
experience.

42%

Sectors expanding digital EX solutions the fastest
= Where the sector is today
= Expected growth over the next 2 years
Public Sector
TOTAL PERCENT BY SECTOR BY 2024

72%

+41%

26%

Telecoms
69%

+39%

22%

Manufacturing
56%

+38%

24%

Financial services
70%

+35%

28%

Healthcare
51%

+30%

19%

Over 50% of companies and 4/5 industries surveyed
place modernizing IT platforms as their biggest priority

Merging CX and EX efforts can be a force multiplier,
helping companies maximize returns.

65%

Respondents in the US
who plan on making a
large or very large
investment in Total
Experience.

Top benefits of total experience

Over the next year or two, executives plan to drive total experience by
hiring more talent, providing them with the right digital tools, integrating
CX and EX further, and including employees in total experience design.
Successful organizations don’t see customer and employee experiences
as separate disciplines. When it comes to delivering human experiences,
the whole is greater than the sum of the parts.
Read the Total Experience Issue of Workflow Quarterly to gain further
insight into how experience leaders are realizing benefits for their
organizations across the board.

Whatever your business
is facing, let’s workflow it.

ServiceNow (NYSE: NOW) is the fastest-growing enterprise cloud software company in the world above $1 billion. Founded in 2004 with
the goal of making work easier for people, ServiceNow is making the world of work, work better for people. Our cloudbased platform
and solutions deliver digital workflows that create great experiences and unlock productivity for more than 6,200 enterprise customers
worldwide, including approximately 80% of the Fortune 500.
For more information, visit www.servicenow.com.

