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Summary 

Catalyst 
The world of work looks very different after the events of 2020. The pandemic has made businesses 
reprioritize their digital transformation agendas to meet the needs of a workforce that is working 
more remotely. Improving technical support and the employee experience in general have become 
areas of key focus for businesses as the workforce has become more geographically dispersed. 
Improving employee experiences requires businesses to consider more than just the technology, 
however: employee sentiment and well-being are other key factors that must be considered. This 
report looks at why tools and practices that help improve technical support are so important in 
optimizing employee experiences. The report references data and insights from an employee 
experience survey Omdia recently conducted with organizations in the US. 

Omdia view 
The sudden shift to more mobile and flexible work styles brought about by the pandemic challenged 
businesses to accelerate the speed and scale at which certain digital initiatives were delivered, 
including those that enable remote working and better communication and collaboration. While 
these objectives may have garnered the most media headlines, another important business need 
has also emerged over this challenging period, that of improving the way that employees are 
supported in their use of technology. As people work from new locations and with new technologies, 
IT support teams are accelerating efforts to improve the way they are supported. To achieve this, IT 
teams are looking to new capabilities and practices to help ensure support issues are resolved 
quickly and effectively. 

Embracing new automated technologies will be vital in helping IT teams transform the way that 
technical support is delivered to a more remote workforce. Traditional support capabilities and 
approaches such as telephone-based support and knowledge resources will remain important, but 
these will increasingly need to be complemented by new automation and self-heal capabilities to 
optimize technical support efficiencies and improve employee experiences. It is this important 
impact on employee experience that makes support practices and technologies such valuable 
components in the broader digital workspace ecosystem. 
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Key findings 

• Improving employee support and experiences is an important business priority. 

• Improving technical support will be vital to improving user experiences. 

• People, process, and technology all play an important role in improving employee experience 
and technical support. 
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Improving employee support 
and experiences is an 
important business priority 

Interest is growing in tools that help businesses 
improve technical support and employee 
experiences 
The events of 2020 have highlighted the importance businesses must attach to delivering the best 
employee experience and technology support practices possible. In a recent employee experience 
survey conducted by Omdia to support this white paper, just under half of respondents advised that 
they planned to evaluate or implement end-user experience management (EUEM) capabilities by the 
end of 2021. Furthermore, only 5% said they have no plans to implement this type of solution. 
Undoubtedly, being able to better understand, measure, and positively affect employee experiences 
is becoming a priority for businesses, and interest is increasing in technologies and support practices 
that can support this objective. 

The pandemic has had an impact on not only the locations that people work from but also the way 
they work. As employees have become more geographically dispersed, it has become more 
important for businesses to understand what employee experiences look like and how to measure 
them. Tools that help improve technical support and help businesses better understand and 
measure employee experiences are also becoming an important digital workplace capability. In 
Omdia’s view, a true digital workplace is not delivered via one single solution but more via an 
ecosystem of different technology and service capabilities that, when combined, help improve 
employee productivity, with employee technical support capabilities being vital. Figure 1 outlines 
some important digital workplace solutions and highlights the business adoption trends associated 
with these capabilities. 
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Figure 1: Digital workplace capabilities that businesses either currently deliver or plan to deliver 
within 18 months 

 
Source: Omdia 
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Improving technical support 
will be vital to improving user 
experiences 

IT support approaches need to evolve to keep 
pace with modern employee demands 
Traditional technical support methods are being disrupted by new ways of working, and IT support 
approaches need to evolve to keep pace with modern work styles. The most common method by 
which IT service desks currently deliver technical support to end users is via the telephone (46%), 
followed by support being delivered via a messaging/chat application (23%) (see Figure 2). Positive 
user experiences are certainly delivered via this traditional support method, but it is not the most 
efficient channel, especially as work styles change and become more mobile. Self-service capabilities 
have been around for many years now, but Omdia’s research shows they are still not achieving 
optimal utilization, with only 10% of respondents saying self-service was the primary method of 
delivering technical support. 
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Figure 2: How employees interact with technical support teams 

Source: Omdia 

The more disruptive methods of delivering technical support, including self-help capabilities and the 
use of a virtual agent, still have a lot of potential to grow adoption. Enterprises yet to explore these 
more advanced support capabilities should look to see how they could enhance existing support 
practices, because these technologies offer a lot of potential to improve the employee experience. 

As remote work becomes the norm, it is 
important that businesses embrace new technical 
support capabilities 
The COVID-19 pandemic is causing businesses to reprioritize their digital transformation agendas, 
with remote working being an objective of high importance. Not only are more employees working 
remotely now, but businesses are planning to support increased levels of remote work over the long 
term, even after the pandemic. Omdia’s data shows that organizations expect that 40% of 
employees will continue to work in a more remote fashion after the pandemic, up from 26% before 
it, as shown in Figure 3. 

46%

23%

10%

8%

6%

5%

2%

They call the help desk directly for IT support

They use a messaging/chat application to connect
to the help desk for IT support

They interact with IT support via a dedicated digital
workspace solution that offers different self-service

capabilities

Walk-up and in-person support

They interact with a virtual agent

They use self-help guides on the corporate intranet
for IT support

They use a self-service site or portal that enables
them to resolve their own issues

Note: n=107 © 2021 Omdia

Which would you say is currently the primary method by which your employees are 
commonly supported by IT and the help desk?
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Figure 3: Remote work styles are here for the long term 

 
Source: Omdia 

For larger organizations (those with 2,000–10,000 employees) the number of people expected to 
work in a more remote fashion after the pandemic is even greater at just over 50%. This permanent 
change in work styles will affect the way that businesses deliver technical support to users. This is 
already something businesses are finding challenging, with providing technical support to a more 
remote workforce being identified by organizations Omdia surveyed as the most challenging aspect 
of modern support. As people increasingly work in a more remote fashion, it is important that 
businesses embrace automation and self-remediation support capabilities such as virtual agents to 
be able to better scale and speed up support practices. Doing so will help businesses ensure they 
provide a range of different support options that collectively will help to deliver positive user 
experiences. 

26.30%

52.38%

39.69%

Prior to COVID-19 pandemic

During COVID-19 pandemic

Plans post-COVID-19
pandemic

Note: n=107 © 2021 Omdia

What percentage of your total employee base was remote-working during the 
pandemic, and what percentage will continue to work in a more remote fashion after 
it?
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People, process, and 
technology are all important 
in improving employee 
support 

Different business drivers are influencing 
investment around new technical support 
capabilities 
Overall, improving employee productivity is the highest-ranked business driver currently influencing 
investment in new employee support capabilities. It is unsurprising that businesses want to invest in 
tools that can help people work better, especially given how work is changing. The priority attached 
to this objective is even higher than that given to security, evidence of how highly businesses will 
value employee productivity improvements in future, as shown in Figure 4. 

Figure 4: Priority business drivers influencing investment around new employee support 
capabilities 

 
Source: Omdia 

The priorities do vary slightly based on organization size, with businesses that have between 2,000 
and 10,000 employees highlighting security as the most important objective, followed by reducing 



      10 

   

 

© 2021 Omdia. All rights reserved. Unauthorized reproduction prohibited. 

costs and then improving employee productivity. Smaller organizations that have between 500 and 
2,000 employees highlight a reduction in costs as the most important priority. 

Our survey also explored what enterprises identify as the key benefits associated with investment in 
advanced artificial intelligence (AI) and automation support capabilities. Being able to identify when 
employee behaviors when using technology veer from the norm to identify potential risks is viewed 
as very important from a support perspective, with 55% of respondents highlighting this as the most 
important benefit. Additionally, having capabilities that help proactively identify and automatically 
resolve device, application, operating system, and network issues, preempting the need for service 
desk incidents, is another benefit seen as highly important by those surveyed, as shown in Figure 5. 
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Figure 5: Key benefits of improving digital employee experience management 

 
Source: Omdia 

There is also recognition from businesses that employee experience is improved by understanding 
the employee journey and improving the systems and technologies people interact with in 
improving the way they get work done. 

55%

51%

50%

47%

35%

29%

19%

15%

Being able to self-learn employee behaviors when
using business technologies and to identify when

behaviors veer from the norm in identifying
potential risks

Proactively identify and automatically resolve
device, application, operating system, and network

issues, preempting the need for service desk
incidents

Automatic filtering, correlation, and prioritization of
alerts and events based on inferred risk and

business impact

Being able to quickly construct and maintain an
accurate end-to-end view of systems within the

business

Automatic routing and prioritization of IT incidents
based on previous response patterns

Proactive endpoint health and compliance checks
against enterprise security, privacy, and safety

standards

Automatically adjust network settings based on
location to ensure uninterrupted connectivity

Support software license management by
automatically detecting unused or idle software

Note: n=107 © 2021 Omdia

What benefits would your business most value from the use of advanced AI and 
automation capabilities in improving employee support?
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The key characteristics of a digital employee 
experience management solution 
Now more than ever, it is vital to support employees in the effective use of business systems and to 
ensure they have access to the resources they need to work productively. Effective technical support 
is an important element here, but support practices must evolve to become more proactive to meet 
the needs of a more flexible workforce. The strong link that effective technical support has to 
employee experience and productivity also makes capabilities that support improvements here an 
important part of a broader digital workspace strategy and technology ecosystem. Supporting this 
need is an emerging category of digital employee experience management solutions that often use 
AI and automation capabilities to proactively detect and remediate technical support issues that end 
users experience. These tools act on alerts generated via the different devices, applications, and 
networks that employees work with, enabling the quicker identification and resolution of incidents 
by end users and IT support teams. 

It is vital to better integrate technical support 
practices and systems 
When the systems that businesses will most value in improving employee experiences and technical 
support over the next 12–18 months are explored, better enabling mobile workers is most highly 
ranked. Unifying support tools currently in use across the business to save costs and deliver more 
streamlined technical support experiences was also viewed as being very important by respondents.  

Figure 6: Top four systems businesses value in improving employee experiences and support 

 
Source: Omdia 
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This will be an important objective going forward as businesses look to rationalize the number of 
solutions used to deliver the best technical support possible. IT infrastructure monitoring tools, 
service management solutions, and endpoint management solutions are just three examples of the 
types of tools that technical support teams rely on to deliver end-user support. Consolidating alerts 
and events generated by these solutions will help deliver a more integrated view of the incidents 
and issues people are experiencing across the different devices and applications they interact with at 
work. These integrated insights will be invaluable in improving overall support approaches, 
especially when AI and machine learning capabilities are also used to make the process of incident 
identification and remediation even quicker. 

Optimizing employee experience requires 
businesses to look beyond just the technology 
Another employee support aspect that businesses are finding challenging is improving employee 
well-being. Often, employee experience initiatives and metrics that enterprises rely on only focus 
solely on how satisfied people are when using business technologies and apps. This is an important 
perspective, because getting a true view of what the employee experience looks like requires 
organizations to consider not only how satisfied people are in the use of business technologies and 
systems but also their general well-being and sentiment. Developing this more comprehensive view 
of employee experience will be especially important as workforces become more remote. Building 
this perspective will require new metrics and ways of measuring employee experience, so 
technology will play an important role. 
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The Digitate ignio AI.Digital 
Workspace solution 
Digitate ignio AI.Digital Workspace is a solution that offers many of the capabilities discussed in this 
white paper, supporting businesses looking to improve technical support:  

• ignio AI.Digital Workspace can collate information gathered across the devices, applications, 
operating systems and networks that employees interact with when working. This provides 
technical support teams with important context around issues that end users experience, 
helping make incident resolution faster and more efficient. 

• The ignio self-heal app can be installed directly on the devices that employees use for work and 
delivers autonomous resolution capabilities to support compliance checks, application 
troubleshooting, and general device health and performance tuning. 

• ignio AI.Digital Workspace also supports technical support teams with an enterprise dashboard 
that delivers insights on devices being used by employees and any issues they may be 
experiencing. Proactive recommendations on resolving issues are also delivered via the 
Enterprise Dashboard. 

Collectively, these capabilities are important in helping organizations support employees in a more 
proactive and contextualized fashion. As people increasingly work away from the traditional office 
environment, they will increasingly gravitate toward using new portals of support that can help them 
resolve any issues quickly and efficiently. 

Digitate’s solution supports a variety of different personas: 

• The solution helps improve employee experiences and the experience people have when 
interacting with IT. 

• For IT operations and service desk teams, Digitate ignio AI.Digital Workspace helps improve 
support-practice efficiencies in addition to optimizing endpoint security and compliance. 

• Improving technical support in turn can help businesses improve the overall customer 
experience being delivered, thus helping them deliver more efficient and impactful business 
outcomes. 
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Appendix 
 

Methodology 

 
Omdia conducted a survey of 100 key decision makers for advanced employee support and digital workspace. The survey 
was conducted in November 2020 and was targeted to only qualified respondents in USA. The survey covered a range of 
different verticals and was evenly split between SME, mid-market, and large enterprise customers. 
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Get in touch  Omdia consulting 

www.omdia.com 
askananalyst@omdia.com 

 

 

 

 

 

 Omdia is a market-leading data, research, and consulting business 
focused on helping digital service providers, technology companies, and 
enterprise decision makers thrive in the connected digital economy. 
Through our global base of analysts, we offer expert analysis and strategic 
insight across the IT, telecoms, and media industries. 

We create business advantage for our customers by providing actionable 
insight to support business planning, product development, and go-to-
market initiatives. 

Our unique combination of authoritative data, market analysis, and 
vertical industry expertise is designed to empower decision-making, 
helping our clients profit from new technologies and capitalize on 
evolving business models. 

Omdia is part of Informa Tech, a B2B information services business 
serving the technology, media, and telecoms sector. The Informa group is 
listed on the London Stock Exchange. 

We hope that this analysis will help you make informed and imaginative 
business decisions. If you have further requirements, Omdia’s consulting 
team may be able to help your company identify future trends 
and opportunities. 

 

About Digitate 
https://digitate.com/ 

Digitate is a leading software provider bringing agility, assurance, and 
resiliency to IT and business operations. An award-winning AIOps 
software, ignio™ reimagines enterprise IT and business landscape with its 
unique and innovative closed-loop approach that combines context, 
insights, and intelligent automation to autonomously resolve and prevent 
issues. ignio’s customers span across industry verticals and include large, 
global enterprises that are leaders and innovators in their respective 
industries. Digitate is headquartered in Santa Clara, California, US and 
Pune, India. To stay up to date on ignio news and to learn more how our 
clients across the globe have benefited from our innovative solutions, 
visit us at www.digitate.com, read the Digitate Blog, and follow Digitate 
on Twitter and LinkedIn.  

http://www.omdia.com/
https://protect-us.mimecast.com/s/PQuwClYvpnuoGBO03uGbiyq?domain=digitate.com/
https://protect-us.mimecast.com/s/CrrYCmZ2Eot5Xm1B7uOcChD?domain=digitate.com/
https://protect-us.mimecast.com/s/eB9pCn5YzpcGwJlA1cNZUaO?domain=twitter.com/
https://protect-us.mimecast.com/s/Q_doCo2vOqfX97lj1T6mB8t?domain=linkedin.com/
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   Copyright notice and disclaimer 
The Omdia research, data and information referenced herein (the “Omdia 
Materials”) are the copyrighted property of Informa Tech and its 
subsidiaries or affiliates (together “Informa Tech”) and represent data, 
research, opinions, or viewpoints published by Informa Tech and are not 
representations of fact. 

The Omdia Materials reflect information and opinions from the original 
publication date and not from the date of this document. The information 
and opinions expressed in the Omdia Materials are subject to change 
without notice, and Informa Tech does not have any duty or responsibility 
to update the Omdia Materials or this publication as a result. 

Omdia Materials are delivered on an “as-is” and “as-available” basis. No 
representation or warranty, express or implied, is made as to the fairness, 
accuracy, completeness, or correctness of the information, opinions, and 
conclusions contained in Omdia Materials. 

To the maximum extent permitted by law, Informa Tech and its affiliates, 
officers, directors, employees, and agents disclaim any liability (including, 
without limitation, any liability arising from fault or negligence) as to the 
accuracy or completeness or use of the Omdia Materials. Informa Tech 
will not, under any circumstance whatsoever, be liable for any trading, 
investment, commercial, or other decisions based on or made in reliance 
of the Omdia Materials. 
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