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About this Report
Information Services Group Inc. is solely responsible for the content of this report. Un-

ISG Provider Lens™ delivers leading-edge and actionable research studies, reports

less otherwise cited, all content, including illustrations, research, conclusions, assertions

and consulting services focused on technology and service providers’ Strengths and

and positions contained in this report were developed by, and are the sole property of

weaknesses and how they are positioned relative to their peers in the market. These

Information Services Group Inc.

reports provide influential insights accessed by our large pool of advisors who are

The research and analysis presented in this report includes research from the ISG
Provider Lens™ program, ongoing ISG Research programs, interviews with ISG advisors,
briefings with services providers and analysis of publicly available market information
from multiple sources. The data collected for this report represents information that
ISG believes to be current as of August 2021, for providers who actively participated as

actively advising outsourcing Player8s as well as large numbers of ISG enterprise
clients who are potential outsourcers.
For more information about ISG Provider Lens™ studies, please email ISGLens@
isg-one.com, call +1.203.454.3900, or visit ISG Provider Lens™.

well as for providers who did not. ISG recognizes that many mergers and acquisitions
have taken place since that time, but those changes are not reflected in this report.
All revenue references are in U.S. dollars ($US) unless noted.
The lead author for this report is Pedro L Bicudo Maschio. The editor is Sajina B and
John Burnell. The research analyst is Sidhanth Prasad along with Sonam Chawla and the
data analyst is Anirban Choudhury. The Quality and Consistency Advisor is Jim Kane.

ISG Research™ provides subscription research, advisory consulting and executive
event services focused on market trends and disruptive technologies driving change in
business computing. ISG Research™ delivers guidance that helps businesses accelerate
growth and create more value.
For more information about ISG Provider Lens™ studies, please email
ISGLens@isg-one.com, call +1.203.454.3900, or visit ISG Provider Lens™.
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Executive Summary

EXECUTIVE SUMMARY
The study covers an entire year in which a large number of employees worked from home

teamwork, brainstorming and design thinking exercises are better conducted in person,

due to the enforcement of social distancing to stop or decelerate the COVID-19 pandemic.

whereas activities that require focus are better conducted in solitude. Hence, what most

In Brazil, social distancing started in March 2020, was somewhat relaxed in spring, but

have learned is that one size does not fit all.

with the rapid increase of new COVID-19 cases in summer enterprises were compelled
to move back to work from home in January 2021. With mass vaccination, the pandemic
is finally losing momentum in August. Companies are now offering flexible work options.
Few companies foresee a total return to the office and many study participants plan for a
partial return of the workforce to offices.
The challenges of moving to work from home were resolved in 2020, as we described
in last year’s report. During 2021, companies have accumulated their good and bad

Many service providers are developing tools to deliver seamless work experience at home
and in office premises. In general, companies will need to experiment with the tools and
new ideas to identify best practices and patterns for offering the best work model.
Common trends identified this year are:
 Adapting service platforms to hybrid work, changing its methodology and toolset

experiences to understand the potential of a hybrid workspace. While most companies

 Integration of smart buildings with digital workplace platforms

reported an increase in productivity, the partial return to work in spring in Brazil revealed

 Measuring employee experience and wellbeing

that many workers prefer to work from office facilities.
Service providers have multiple hypotheses for this preference. Some employees are
happy with working in a familiar environment. Others live alone and therefore prefer

 Human resource stakeholders participating in service provider selection
 Rethinking how work gets done

the office environment because of the opportunity to interact with their colleagues
face-to-face. Many find it difficult to separate private and professional life. Collaboration,
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Executive Summary

These trends permeate all quadrants in this study, where aspects and points of view differ
by client size, corporate culture and industry vertical.
The past year’s focus on shift-left with digital catalogs for self-service and AI automation
for service delivery, self-heal and incident prediction continue to differentiate leaders and
laggers. However, all service providers are using some sort of AI-powered automation.
From a trending topic in the past, AI has become the key area of competition among the
providers in this space. The new challenge now is on training AI on new patterns, unknown
today, that will support future ways of working.
The study evaluated 36 service providers operating in Brazil.
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Introduction

Introduction
Definition
Simplified illustration

The COVID-19 pandemic has drastically changed the way people work.
The shift to a remote-working model was expected in the coming years,
but the crisis has accelerated its adoption significantly. Enterprises that

Future of Work Services and Solutions 2021

have changed their business culture and technological adoption due to

Workplace Strategy Transformation Services for
Large Accounts

Workplace Strategy Transformation Services for
Midmarket

Managed Digital Workplace Services for Large
Accounts

Managed Digital Workplace Services for
Midmarket

the current situation have learned to iterate, adapt and overcome. This
has led to new ways of increasing both productivity and engagement
for employees. While ISG had equated the term “future of work” with
“digital workplace,” the pandemic has led to an understanding that
the future of work is more than just technology and support functions
performed by enterprise IT functions. ISG’s new Future Workplace

Managed Employee Experience Services

framework comprises three workplace ecosystems, namely, digital
Source: ISG 2021

workplace, physical workplace and human workplace.
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Introduction

Definition (cont.)
ISG believes that the future ways of working will involve not only enabling digital
technologies for employees irrespective of their location but also cover aspects of

The ISG Provider Lens™ study offers IT-decision makers:



Transparency on the Strengths and weaknesses of relevant providers;

safety and well-being via mechanisms of tracking and checking the pandemic spread



A differentiated positioning of providers by segments;

across workforces will also be an important aspect. This desired future workplace



Focus on different markets, including global, the U.S., Germany, the U.K., Nordic Countries,

human empathy and drive culture. Smart physical workplaces that ensure employee

will differ and have specific nuances for different geographies, but the requirements
will generally revolve around a few key themes. In each region, client expectations
will involve establishing relationships with service providers that offer future
workplace strategy transformation services such as cultural enablement and officevs.-remote workforce planning. Clients will also partner with service providers that
can manage and support the entire workplace technology ecosystem for remote
employees, while also managing and measuring the experience of both in-office

Australia and Brazil.

Scope of Report
Our study serves as an important decision-making basis for positioning, key relationships and
go-to-market considerations. ISG advisors and enterprise clients also use information from these
reports to evaluate their current vendor relationships and potential engagements.

and remote workers. At a global level, the pandemic has led enterprises to invest

As part of this ISG Provider Lens™ quadrant study, we are introducing the following five quadrants

in workplace technologies that can secure user identity, data and devices, provide

on Future of Work Services and Solutions:

unified collaboration and communication irrespective of location, and enhance
digital dexterity and productivity. ISG expects this to continue in the coming years.
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Introduction

Definition (cont.)
The Workplace Strategy Transformation Services for Large Accounts quadrant

The Managed Digital Workplace Services for Midmarket quadrant assesses service providers

evaluates service providers that offer professional and transformation-oriented

that offer end-to-end managed services for workplace support to the midmarket ― client

consulting for the future of work. These providers offer workplace strategy

companies with less than 5,000 employees or revenue under $1 billion.

formulation, design the post-pandemic workplace architecture and help create
roadmaps for the required transformation. The participating clients are large
accounts ― client companies with 5,000 or more employees or revenue above $1
billion, with activities worldwide and globally distributed decision-making structures.

The Managed Employee Experience Services quadrant assesses providers that offer valueadded managed services not only for enabling the workplace technology ecosystem but also for
enhancing end-user experience. They offer services that associate employee experience with
measurable business results.

The Workplace Strategy Transformation Services for Midmarket quadrant
evaluates service providers offering professional and transformation-oriented
consulting for the future of work to the midmarket ― client companies with less
than 5,000 employees or revenue less than $1 billion.
The Managed Digital Workplace Services for Large Accounts quadrant
assesses service providers that offer end-to-end managed services, including
workplace support, desktop engineering, managed mobility services and virtualized
workspaces. The participating clients are large accounts ― client companies with
more than 5,000 employees or revenue above $1 billion, with activities worldwide
and globally distributed decision-making structures.
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Introduction

Provider Classifications
The provider position reflects the suitability of IT providers for a defined market



segment (quadrant). Without further additions, the position always applies to all
company sizes classes and industries. In case the IT service requirements from
enterprise customers differ and the spectrum of IT providers operating in the local
market is sufficiently wide, a further differentiation of the IT providers by performance

Midmarket: Companies with 100 to 4,999 employees or revenues between $20 million and
$999 million with central headquarters in the respective country, usually privately owned.



Large Accounts: Multinational companies with 5,000 or more employees or revenue above $1
billion, with activities worldwide and globally distributed decision-making structures.

is made according to the target group for products and services. In doing so, ISG
either considers the industry requirements or the number of employees, as well as the
corporate structures of customers and positions IT providers according to their focus
area. As a result, ISG differentiates them, if necessary, into two client target groups that
are defined as follows:
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Introduction

Provider Classifications
The ISG Provider Lens™ quadrants are created using an evaluation matrix containing four segments (Leader, Product & Market Challenger and Contender), and the providers are positioned
accordingly.

Leader

Product
Challenger

Market
Challenger

Contender

Leaders have a comprehensive

Product Challengers offer a product

Market Challengers have a strong

Contenders offer services and

product and service offering,

and service portfolio that reflect

presence in the market and offer a

products meeting the evaluation

a strong market presence and

excellent service and technology

significant edge over other vendors

criteria that qualifies them to be

established competitive position.

stacks. These providers and vendors

and providers based on competitive

included in the IPL quadrant. These

The product portfolios and

deliver an unmatched broad and

strength. Often, Market Challengers

promising service providers or

competitive strategies of Leaders

deep range of capabilities. They

are the established and well-known

vendors show evidence of rapidly

are strongly positioned to win

show evidence of investing to

vendors in the regions or vertical

investing in both products and

business in the markets covered

enhance their market presence and

markets covered in the study.

services and a sensible market

by the study. The Leaders also

competitive strengths.

approach with a goal of becoming a

represent innovative strength and

Product or Market Challenger within

competitive stability.

12 to 18 months.
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Introduction

Provider Classifications (cont.)
Each ISG Provider Lens™ quadrant may include a service provider(s) which ISG believes has strong potential to move into the Leader quadrant. This type of provider can be classified as a Rising
Star. Number of providers in each quadrant: ISG rates and positions the most relevant providers according to the scope of the report for each quadrant and limits the maximum of providers per
quadrant to 25 (exceptions are possible).

Rising Star

Not In

Rising Stars have promising portfolios or the market experience to

The service provider or vendor was not included in

become a Leader, including the required roadmap and adequate

this quadrant. Among the possible reasons for this

focus on key market trends and customer requirements. Rising Stars

designation: ISG could not obtain enough information

also have excellent management and understanding of the local

to position the company; the company does not provide

market in the studied region. These vendors and service providers

the relevant service or solution as defined for each

give evidence of significant progress toward their goals in the last 12

quadrant of a study; or the company did not meet the

months. ISG expects Rising Stars to reach the Leader quadrant within

eligibility criteria for the study quadrant. Omission from

the next 12 to 24 months if they continue their delivery of above-

the quadrant does not imply that the service provider

average market impact and strength of innovation.

or vendor does not offer or plan to offer this service or
solution.
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Introduction

Future of Work – Services and Solutions - Quadrant Provider Listing 1 of 3
Workplace Strategy
Transformation Services Large Accounts

Workplace Strategy
Transformation Services Midmarket

Managed Digital Workplace
Services - Large Accounts

Managed Digital Workplace
Services - Midmarket

Managed Employee
Experience Services

Accenture

4

Product Challenger

4

Not in

4

Product Challenger

4

Not in

4

Market Challenger

Atos

4

Product Challenger

4

Not in

4

Product Challenger

4

Not in

4

Product Challenger

Capgemini

4

Leader

4

Not in

4

Leader

4

Not in

4

Product Challenger

CMTech

4

Not in

4

Contender

4

Not in

4

Contender

4

Not in

Compasso UOL

4

Not in

4

Contender

4

Not in

4

Not in

4

Not in

Connectcom

4

Not in

4

Leader

4

Contender

4

Contender

4

Not in

Connectis

4

Not in

4

Leader

4

Product Challenger

4

Leader

4

Contender

Dedalus

4

Not in

4

Market Challenger

4

Not in

4

Leader

4

Not in

DXC

4

Product Challenger

4

Not in

4

Product Challenger

4

Not in

4

Contender

HCL

4

Contender

4

Not in

4

Product Challenger

4

Not in

4

Not in

HOM

4

Not in

4

Rising Star

4

Not in

4

Not in

4

Not in

ilegra

4

Not in

4

Leader

4

Not in

4

Not in

4

Not in

9
© 2021 Information Services Group, Inc. All Rights Reserved.

ISG Provider Lens™ Quadrant Report | September 2021

Introduction

Future of Work – Services and Solutions - Quadrant Provider Listing 2 of 3
Workplace Strategy
Transformation Services Large Accounts

Workplace Strategy
Transformation Services Midmarket

Managed Digital Workplace
Services - Large Accounts

Managed Digital Workplace
Services - Midmarket

Managed Employee
Experience Services

Infosys

4

Contender

4

Not in

4

Not in

4

Not in

4

Not in

IPNet

4

Not in

4

Product Challenger

4

Not in

4

Market Challenger

4

Not in

IBM

4

Leader

4

Not in

4

Leader

4

Not in

4

Not in

Logicalis

4

Rising Star

4

Not in

4

Leader

4

Not in

4

Not in

Multiedro

4

Not in

4

Contender

4

Not in

4

Contender

4

Not in

Netexperts

4

Not in

4

Contender

4

Not in

4

Contender

4

Not in

Nexa Tecn

4

Not in

4

Contender

4

Not in

4

Market Challenger

4

Not in

NTT DATA

4

Contender

4

Not in

4

Contender

4

Not in

4

Not in

Penso Tecn

4

Not in

4

Contender

4

Not in

4

Contender

4

Not in

Processor

4

Not in

4

Product Challenger

4

Not in

4

Product Challenger

4

Not in

QI Network

4

Not in

4

Contender

4

Not in

4

Contender

4

Not in

Quality S.A.

4

Not in

4

Product Challenger

4

Contender

4

Not in

4

Not in
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Introduction

Future of Work – Services and Solutions - Quadrant Provider Listing 3 of 3
Workplace Strategy
Transformation Services Large Accounts

Workplace Strategy
Transformation Services Midmarket

Managed Digital Workplace
Services - Large Accounts

Managed Digital Workplace
Services - Midmarket

Managed Employee
Experience Services

SantoDigital

4

Not in

4

Leader

4

Not in

4

Leader

4

Not in

Somos Nuvem

4

Not in

4

Contender

4

Not in

4

Contender

4

Not in

Sonda

4

Leader

4

Not in

4

Leader

4

Not in

4

Leader

Stefanini

4

Leader

4

Not in

4

Leader

4

Not in

4

Market Challenger

TCS

4

Product Challenger

4

Not in

4

Product Challenger

4

Not in

4

Product Challenger

Tech Mahindra

4

Not in

4

Not in

4

Not in

4

Contender

4

Not in

Tecnocomp

4

Not in

4

Product Challenger

4

Not in

4

Product Challenger

4

Not in

TIVIT

4

Market Challenger

4

Not in

4

Market Challenger

4

Not in

4

Not in

Unisys

4

Leader

4

Not in

4

Leader

4

Not in

4

Leader

Venha Pra Nuvem

4

Not in

4

Leader

4

Not in

4

Product Challenger

4

Not in

Vexia

4

Not in

4

Not in

4

Not in

4

Leader

4

Not in

Wipro

4

Leader

4

Not in

4

Leader

4

Not in

4

Leader
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ENTERPRISE CONTEXT
Workplace Strategy Transformation Services - Large
Accounts
This report is relevant to large enterprises across industries in Brazil for evaluating

Infrastructure, IT and workplace technology leaders should read this report to

providers of workplace strategy transformation services.

understand the relative positioning and capabilities of providers to help them effectively

In this quadrant report, ISG highlights the current market positioning of workplace strategy
transformation services providers to large enterprises in Brazil, and how each provider
addresses the key challenges faced in the region.
Large enterprises in Brazil faced several challenges in managing remote employees during
the pandemic, including productivity and team collaboration. These challenges have led
enterprises in this region to look for end-to-end consulting services for transforming

plan and select workplace-related services and solutions. The report also shows how
the technical and integration capabilities of a service provider can be compared with its
competitors in the market.
Digital transformation professionals should read this report to understand
how providers of workplace strategy transformation services fit with their digital
transformation initiatives and how they can be compared with one another.

company culture and ensuring a seamless work experience. Employee experience and

Sourcing, procurement and vendor management professionals should read this

wellbeing are among the top priorities for enterprises in this region.

report to develop a better understanding of the current landscape of workplace strategy

With a reduction in COVID-19 cases and an increase in the speed of vaccinations, Brazil is

transformation service providers in Brazil.

preparing to lift the related restrictions and enterprises are planning to bring staff back

Security and HR leaders should read this report to see how service providers address

to office. The return-to-office trend demands more effective digital workplace consulting

the significant challenges of compliance and security, while keeping employee experience

services, empowering large enterprises to create a secure post-pandemic workplace

seamless for the ones working remotely. HR leaders should read this report to know

environment. Enterprises in this region are primarily looking for hybrid workplace strategy

about leading providers that assist in developing strategies for future workforce and talent

consulting to assess the needs of their employees working remotely as well as the ones

management.

working in office premises.

Facility managers should read this report to know about the providers helping clients
develop strategies for the future needs of physical office campuses.
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WORKPLACE STRATEGY TRANSFORMATION
SERVICES - LARGE ACCOUNTS

Workplace Strategy Transformation Services

Definition
This quadrant evaluates service providers that offer professional and
transformation-oriented consulting for the future of work. These
providers offer workplace strategy formulation, design the postpandemic workplace architecture and help create roadmaps for the
required transformation. These services are an essential part of digital
workplace offerings and are offered independent of the associated
technology and managed services. These providers also assist clients
in transforming their business and operating model and enable the
desired organizational changes.

14
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Workplace Strategy Transformation Services - Large Accounts

WORKPLACE STRATEGY TRANSFORMATION
SERVICES - LARGE ACCOUNTS

Eligibility Criteria

Observations



Ability to provide consulting and workplace assessment services that

Large enterprises were faster than midmarket companies in moving employees to the work-

are independent of the associated managed services and offer a

from-home model, leveraging their robust IT organization and the help of service providers that

vendor-neutral approach for assessing the best technology partner;

could respond to the abrupt increase in service demand. However, large enterprises faced more



Define and visualize the post-pandemic workplace environment,
covering areas such as workforce segmentation into remote and
in-office workers, uberization of the workforce, innovative talent
models and cultural adoption, while also enhancing end-user
experience;



Provide technology adoption and change management services in
the consulting portfolio;



Provide solutions to address employee empathy and well-being is a
plus;

challenges in managing and supporting remote workers. Company policies had to be changed
to adapt to the new reality. Legacy corporate applications require virtual private network
(VPN) connectivity for employee access, revealing vulnerabilities and increasing the number
of security incidents. Service providers were requested to add security tools or contract with
security service providers.
On the positive side, companies measured productivity increase and reduction in office
expenses. Now, by balancing the challenges and benefits, enterprises are exploring new ideas
while reopening offices. In general, companies do not want all employees to return to office
premises to ensure the continuity of productivity gains and cost savings. The perspective of
employees is somewhat different ― they expect the comfort of their homes in the office, and
the office infrastructure at home.
Most service providers are using the term “hybrid office” to describe the service platform that
will enable seamless work experience at home and in office premises. A true hybrid office does

15
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Workplace Strategy Transformation Services - Large Accounts

WORKPLACE STRATEGY TRANSFORMATION
SERVICES - LARGE ACCOUNTS

Observations (cont.)
not exist today; it would have high bandwidth Internet, seamless device

improve users’ digital dexterity. By helping clients use the full functionality available in

performance (including user-owned devices) and high security. Office

communication and collaboration tools, employees can reduce stress and become more

facilities would have IoT devices to monitor air quality, noise levels, office

productive. Also, service providers are increasingly training cognitive virtual assistants to

occupation and integrated access control with digital IDs. Tools would

respond to user requests beyond the IT-related issues to include corporate policies, human

monitor employee wellbeing, including health, behavior, collaboration,

capital management (HCM) systems and other business functions. In most advanced cases, AI

productivity and separation of work and personal life. To get to that

algorithms identify if an employee is not using a certain functionality, and a virtual assistant

future state, companies would need to resolve privacy issues and modify

sends tips over email to suggest the use of new functions, thus improving the digital dexterity of

labor regulations – there is no easy task in this list.

employees.

The leading companies in this quadrant understand these challenges

Of the 36 service providers assessed in this study, 15 have qualified for this quadrant, of which

and are working on different solutions to make hybrid office a reality,

six were named as Leaders and one is a Rising Star.

by combining practicality and innovation. Some are using AI analytics to
measure employee experience, while others are adding thermal cameras,
health certificates and user behavior monitoring to measure employee
wellbeing.



Capgemini has advanced consulting services to think and design new services for large
global enterprises. It balances innovation and business challenges to propose pragmatic
solutions that can scale. In Brazil, it has large operations and a robust partner ecosystem to
build on its global expertise.

To improve employee productivity, experience and wellbeing, service
providers have included virtual training and education catalogs to

16
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Workplace Strategy Transformation Services - Large Accounts

WORKPLACE STRATEGY TRANSFORMATION
SERVICES - LARGE ACCOUNTS

Observations (cont.)


Kyndryl is a spin-off from IBM. It carries the heritage of a large
services in Brazil. The company applies automation to streamline

Microsoft technologies, adding advanced expertise in security. It has been expanding its

user support with the aim of improving productivity. Kyndryl supports

portfolio into consulting services.



Wipro is a global service provider that recently started offering digital workplace services

Sonda has reinvented its offerings in response to the COVID-19

in Brazil. It is gaining market share because of its leading portfolio, based on AI and

pandemic. In response to organizational changes, the company has

automation. The company has a pragmatic approach to enable fast implementations that

strengthened its delivery team in Brazil and introduced innovation,

rapidly improve user experience.

thus moving into a Leader position in consulting for the first time.



Unisys leverages a global service platform. Brazil is its second most important market in the
Americas, in terms of contribution to the company’s results. Unisys focuses on delivering

many technologies.





organization that has long been providing consulting and workplace



Logicalis, Rising Star, has long been offering professional services. It is a major Cisco partner

Stefanini is the major player in digital workplace services in Brazil.

and has been adding Microsoft solutions to its portfolio in the last four years, as a part of its

The company’s international investments in acquisitions have helped

strategy to grow into managed services and consulting markets.

improve its consulting sophistication and expertise. The company
offers a comprehensive service portfolio that leverages AI and
automation around user experience.

17
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Workplace Strategy Transformation Services - Large Accounts

UNISYS
Overview
Unisys’ global operations generated $2 billion in revenue in 2020, with more than 17,000 employees. The
company offers three platforms: Unisys InteliServe™, Unisys Stealth® and Unisys CloudForte®. In 2021, it
acquired Unify Square to optimize collaboration experience for its clients. Unisys operates through 11 offices
in Brazil. Its consulting business helps clients to understand the power of hybrid offices and the value of
transformative technologies to guide the implementation of a future-ready workplace.

Caution
The company’s UX solution can monitor health data, but it does not include
advanced features to measure employee wellbeing. Unisys should consider
experience data integration with HCM systems. However, Unisys lacks enterprise
resource planning (ERP) and HCM vendor partnerships for HCM specialization.

Strengths
Comprehensive service scope: Unisys considers unified experience management, modern device
management, workplace-as-a-service, seamless collaboration and intelligent workspace technologies at the
center of a future-of-work design. It focuses on establishing a safe and healthy hybrid office, using personabased analysis to confirm the feasibility of remote working. The acquired Unify Square PowerSuite adds to the
UX toolset. In addition, Unisys’ organizational change management team supports clients in their transformation
journey.
Focus on user journey: Unisys Digital Workplace Services has a solid foundation of security and service
excellence that are key elements of the InteliServe™ service platform. Unisys’ approach to transformation
considers user journey and what matters to the workforce to define user personas. Each enterprise client gets a
custom design around personas before configuring AI services and automation on the InteliServe™ platform.
Practical approach based on lessons learned: Unisys has accumulated learnings from supporting many clients
that moved large workforces to the work-from-home model in response to the COVID-19 pandemic. Unisys has
been using the lessons learned in 2020 to define the attributes of hybrid working as clients return to normal
operations with both remote and on-site workers.

2021 ISG Provider Lens™ Leader
Unisys helps clients in broadening their
horizon to envision hybrid work service
options and better prepare themselves
for a changing landscape.
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ENTERPRISE CONTEXT
Workplace Strategy Transformation Services Midmarket
This report is relevant to midmarket enterprises across industries in Brazil for evaluating

Infrastructure, IT and workplace technology leaders should read this report to

providers of workplace strategy transformation services.

understand the relative positioning and capabilities of providers to help them effectively

In this quadrant report, ISG highlights the current market positioning of providers of
workplace strategy transformation services to midmarket enterprises in Brazil and how
each provider addresses the key challenges faced in the region.
The disruption caused due to COVID-19 has wrought several challenges for midmarket
enterprises in this region, forcing them to move toward more dynamic working models.
For realizing business potential and driving productivity, enterprises in Brazil are

plan and select workplace-related services and solutions. The report also shows how
the technical and integration capabilities of a service provider can be compared with its
competitors in the market.
Digital transformation professionals should read this report to understand
how providers of workplace strategy transformation services fit with their digital
transformation initiatives and how they can be compared with one another.

already focusing on redefining their workplace by enhancing collaboration as well as

Sourcing, procurement, and vendor management professionals should read this

security. Midmarket enterprises in Brazil are planning to invest in workplace strategy

report to develop a better understanding of the current landscape of workplace strategy

transformation services to support a remote and hybrid workforce.

transformation service providers in Brazil.

Enterprises here are also focusing on organizational change management (OCM) and

Security and HR leaders should read this report to see how service providers address

designing smart facilities to enhance employee collaboration irrespective of their

the significant challenges of compliance and security while keeping employee experience

location. They are looking for reliable consulting teams for deploying workplace strategy

seamless for the ones working remotely. HR leaders should read this report to know

transformation services and addressing the challenges unique to midsize enterprises.

about leading providers that assist in developing strategies for future workforce and

Acceleration of AI and automation technologies, unified device management, workplace

talent management.

compliance, low code solutions, employee health and safety, and workplace analytics are a
few of the demands from enterprises in this region.

Facility managers should read this report to know about the providers helping clients
develop strategies for the future needs of physical office campuses.
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Managed Digital Workplace Services – Large Accounts

WORKPLACE STRATEGY TRANSFORMATION
SERVICES - MIDMARKET

Definition
This quadrant evaluates service providers that offer professional and
transformation-oriented consulting for the future of work for the
midmarket. These providers offer workplace strategy formulation,
design the post-pandemic workplace architecture and help create
roadmaps for the required transformation. These services are
an essential part of digital workplace offerings and are offered
independent of the associated technology and managed services.
These providers also assist clients in transforming their business and
operating model and enable the desired organizational changes.
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Workplace Strategy Transformation Services - Midmarket

WORKPLACE STRATEGY TRANSFORMATION
SERVICES - MIDMARKET

Eligibility Criteria


Ability to provide consulting and workplace assessment services that
are independent of the associated managed services and offer a
vendor-neutral approach for assessing the best technology partner;



Define and visualize the post-pandemic workplace environment,
covering areas such as workforce segmentation into remote and
in-office workers, uberization of the workforce, innovative talent
models and cultural adoption, while also enhancing end-user
experience;



Provide technology adoption and change management services in
the consulting portfolio;



Provide solutions to address employee empathy and well-being is a
plus;
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Workplace Strategy Transformation Services - Midmarket

WORKPLACE STRATEGY TRANSFORMATION
SERVICES - MIDMARKET

Observations
Midmarket companies in Brazil prioritize agility and cost over

from on-premises to cloud-based collaboration in the last 12 months. All service providers in

experience and service levels, driving high competition among the

this quadrant reported growth and are optimistic about the future.

service providers in this quadrant. The most common collaboration
platforms are Microsoft 365 and Google Workspaces, followed by
Cisco Webex and Workspace by Facebook. Microsoft and Google drive
market growth in Brazil. Most of the participants in this quadrant have
partnerships with one or both vendors.

Service providers that offer advanced training and education programs have improved their
consulting capabilities around work design. They can help clients improve collaboration
over virtual platforms, and improve meeting effectiveness and data sharing on collaboration
platforms. Consulting goes beyond training on how to use the tools to enable better
collaboration and introduce new workflows, requiring companies to change corporate culture.

As consequence of the social distancing imposed since March 2020 in

The service providers that combine product training with cultural change capabilities have a

Brazil, midmarket companies realized the value of service partners in

competitive edge in the market.

helping them better use cloud-based collaboration platforms. Several
service providers enhanced their portfolio with training and education,
to accelerate clients’ adoption of collaboration tools. During 2020 and
2021, the two most popular video conferencing offerings, Teams and
Google Meet, introduced new features, enabling their service partners
to offer additional training, thus strengthening their client relationships.

Of the 36 service providers assessed in this study, 19 were included in this quadrant. ISG
identified five as Leaders and one as a Rising Star.



Connectcom provides service desk, field services and infrastructure operations to many
clients in Brazil. It combines market experience, a large vendor ecosystem and analytics to
design differentiated digital workplaces based on specific client needs.

The midmarket has seen the migration of a substantial number of users
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Workplace Strategy Transformation Services - Midmarket

WORKPLACE STRATEGY TRANSFORMATION
SERVICES - MIDMARKET

Observations (cont.)






Connectis leverages a global service platform and the experience



Venha Pra Nuvem has been growing fast by offering clients rapid transformation with

it has accumulated in providing service desk and field services in

Microsoft collaboration tools. The company also supports Google Workspace with less

Brazil to offer transformation to a world-class digital workplace that

sales focus. It can accelerate the adoption of the most recent Microsoft innovations in the

focuses on employee experience.

midmarket.

ilegra offers consulting expertise to reimagine how work can be



Home Office Management (HOM), (Rising Star), is a consulting firm specializing in

done. It helps clients in improving collaboration and employee

structuring work and in proposing strategies to enhance worker performance. HOM does not

productivity. It differentiates itself from its competitors by offering

implement collaboration tools. It focuses on improving individual performance with the use

an advanced organizational change management methodology.

of suitable technology tools.

SantoDigital is one of the top Google Workspace partners in
Brazil. It applies the best tools and methods to deliver robust work
transformation on Google’s technologies. It teaches how clients can
better use Google Workspace, addressing client-specific needs.
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ENTERPRISE CONTEXT
Managed Digital Workplace Services - Large Accounts
This report is relevant to large enterprises across industries in the Brazil for evaluating

understand the relative positioning and capabilities of IT support services providers that

providers of managed digital workplace services.

can help them in effective planning and vendor selection. The report also shows how

In this quadrant report, ISG highlights the current market positioning of providers of those
services to large enterprises in Brazil and how each provider addresses the key challenges
faced in the region.
The COVID-19 pandemic has exposed large enterprises in Brazil to unprecedented
challenges in terms of employee productivity, collaboration and remote work. Maintaining

the technical and integration capabilities of a service provider can be compared with its
competitors in the market.
Digital transformation professionals should read this report to understand how
providers of managed digital workplace services fit with their digital transformation
initiatives and how they can be compared with one another.

security and protecting information in a widely spread workforce is also one of the major

Sourcing, procurement and vendor management professionals should read this

challenges these enterprises face. Thus, large enterprises in this region are looking for fully

report to develop a better understanding of the current landscape of managed digital

managed digital workplace services to enhance productivity through collaboration. They

workplace service providers in Brazil.

are also looking for self-help, support tools and documentation in their native language.

Security and HR leaders should read this report to see how service providers address

Enterprises in this region are focusing on creating a secure and effective environment to

the significant challenges of compliance and security, while keeping employee experience

bring employees back to the office, reduce workplace-related complexities and thrive post-

seamless for the ones working remotely. HR leaders should read this report to know

pandemic. Large enterprises here also are focusing on on-demand cloud virtual desktops

about leading providers that assist in developing strategies for future workforce and

for remote workers, including gig workers. AI-enabled chatbots, cognitive virtual assistants,

talent management.

self-services powered by AI, predictive analytics, and return to workplace solutions are
some of the other demands of large enterprises in Brazil.
Infrastructure, IT and workplace technology leaders should read this report to

Admin and field services managers should read this report to understand how service
providers implement and expand workplace services to better manage field service
operations.
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MANAGED DIGITAL WORKPLACE
SERVICES - LARGE ACCOUNTS

Managed Digital Workplace Services – Midmarket

Definition
This quadrant assesses service providers that offer end-to-end
managed services, including workplace support, desktop engineering,
managed mobility services and virtualized workspaces. Providers
assessed in this space offer complete end-user computing (EUC)
services that form the core of the digital workplace. Their services
provide the ability to work from anywhere/anytime, device support,
including automated proactive technical support and cloud platforms
to provision always-on systems. They leverage AI/cognitive technologies
for end-user facing tasks and help achieve significant cost savings.
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Managed Digital Workplace Services - Large Accounts

MANAGED DIGITAL WORKPLACE
SERVICES - LARGE ACCOUNTS
Eligibility Criteria


Ability to provide managed service desk and workplace support



Offering complete device lifecycle managed services is a plus, covering device sourcing

services through staff augmentation, remote support and

and logistics, device-as-a-service (DaaS) for device security, support for unified endpoint

automated virtual agents;

management (UEM) and mobility program management;



Offer on-site field support and in-person technical assistance;



Set up and support self-help kiosks, tech-bars, IT vending machines



Provide implementation and support for enterprise mobility, support for bring-your-owndevice (BYOD), mobility expense and asset management;

and digital lockers;



Offer managed services for collaboration and communication over
diverse platforms;



Provide device support, predictive analytics and proactive
monitoring services;



Demonstrate experience in providing remote virtual desktop
services, both on-premises and on cloud;



Offer managed mobility services in the respective countries with at
least 25 percent of the devices managed outside the home region;
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Managed Digital Workplace Services - Large Accounts

MANAGED DIGITAL WORKPLACE
SERVICES - LARGE ACCOUNTS
Observations
The managed digital workplace services for large accounts market

AI and automation is becoming common but continue to act as differentiators for service

demands traditional user support, including service desk and field

providers.

services. In 2021, ISG observed an increasing demand for employee
experience and wellbeing monitoring. However, few service providers
have enabled sophisticated methods for measuring employee
wellbeing.

As observed in last year’s report, field service logistics gained more attention because of the
strict enforcement of social distancing norms. Field service providers that were supporting
thousands of users in a single building had to learn how to support thousands of homes, set
apart by many kilometers. What is new in 2021 is that service providers have increased the use

In most cases, experience is measured by capturing device and network

of remote desktop management tools and augmented reality mobile applications, enabling

performance indicators and comparing them with user survey results.

remote support for end users. For device delivery, including desktops, smartphones, printers

This method has been in place for a few years, but what has been

and printing supplies, companies have developed partnerships with retailers, sharing their

improving is the speed at which data is being captured and analyzed

delivery network to reach employee homes. These innovations have changed field services

with AI tools, improving the correlation of infrastructure performance

forever.

and user satisfaction levels.
Service desks are changing fast with the adoption of cognitive virtual
assistants and AI-powered service automation. More companies benefit
from shift-left approaches, including digital service catalogs, automated
service execution, incident monitoring with automated self-healing,
incident analytics, service dashboards and predictive maintenance.

Of the 36 service providers assessed in this study, 17 have qualified for this quadrant, of which
seven were named as Leaders.



Capgemini has large operations in Brazil, offering end-to-end IT services. It has been
improving its digital workplace service offering with its headquarters’ focus on elevating
Capgemini’s competitiveness in the Brazilian market. It offers a full digital workplace
portfolio.
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Managed Digital Workplace Services - Large Accounts

MANAGED DIGITAL WORKPLACE
SERVICES - LARGE ACCOUNTS
Observations (cont.)


Kyndryl is a continuity of IBM services. It has a large installed
in the market particularly in banking, finance and manufacturing

broadly expanding its delivery capacity. It has a proprietary AI platform that differentiates it

industries. It offers a complete portfolio, based on solutions from

from competitors.



Unisys’ automated global platform, Unisys InteliServe™, enables it to offer consistent and

Logicalis has been growing constantly in the last four years. It is

secure digital workplace services. It has included many innovations in keeping with the social

leveraging a robust client base to cross-sell digital workplace services

distancing requirements imposed by the COVID-19 pandemic in the last 18 months.

and improve its relevance in collaboration, service desk and user
support. It offers consistent services with a strong focus on client
satisfaction.



Stefanini has been offering digital workplace services for almost 30 years in Brazil. With
consistent growth, the company has established operations in the U.S., Europe and Asia,

many technology vendors, including Microsoft, Cisco and VMware.





base and high client retention. It benefits from IBM’s presence



Wipro offers world-class services on a robust service delivery platform. It has been investing
in Brazil to nurture market growth and build a loyal client base. It has acquired large
enterprise clients in Brazil, ensuring consistent organic growth.

Sonda has long been providing digital workplace services in Brazil.
The company is headquartered in Chile and has acquired several
companies in Brazil to become one of the largest IT service providers
in the country. It retains the strengths acquired over the years and
has added innovations around employee wellbeing.
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Managed Digital Workplace Services - Large Accounts

UNISYS
Overview
Unisys is a global service provider with $2 billion in revenue and more than 17,000 employees in 2020. In 2021,
it acquired Unify Square to optimize clients’ collaboration experience. The company leverages three service
platforms: Unisys InteliServe™, Unisys Stealth® and Unisys CloudForte®. It has been providing digital workplace
services for a long time in Brazil, with offices in São Paulo and Rio de Janeiro, and a delivery center in Campo
Grande.

Caution
Unisys may require some time before it can offer Unify Square services to all
clients in Brazil. The new features and functionalities were not considered for this
assessment.
The company can improve its customer experience services to include wellbeing
and integration with HCM solutions.

Strengths
Hybrid office readiness: Unisys has successfully supported clients since the COVID-19 outbreak. The company
developed a set of services that custom fit the issues related to long distances and low populational density that
negatively impact field service logistics in Brazil. Unisys developed a hybrid office solution that uses consumerlike technology to deliver employee satisfaction and productivity.
Robust service platform: Unisys has been developing core capabilities around AI, analytics and automation.
Unisys InteliServe™ proactively delivers support before users call for help, improving the employee experience.
It uses real time analytics to detect and automate problem resolution, including device swap through IT lockers
and delivery to home. Unisys’ in-office Tech Café evolved to virtual Tech Café for small branches or remote
offices. It is evolving the platform to provide the same quality of support whether at home, in the office or in
transit.
Advanced service features: Unisys offers service desk and field support including countrywide device
management, IT kiosks (Tech Café), IT lockers, and Tech Buttons (a help button attached to devices such as
printers). It can guide clients using virtual reality over smartphones for users at home or in the office. Its service
platform InteliServe™ includes security, device remote operation and wipe, AI automation, self-service catalogs,
self-heal, analytics and next-generation experience management.

2021 ISG Provider Lens™ Leader
Unisys has loyal clients as a consequence
of its service quality. Client references, costefficient automation and outcome-based
deals have been helping the company grow.
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ENTERPRISE CONTEXT
Managed Digital Workplace Services - Midmarket
This report is relevant to midmarket enterprises across industries in the Brazil for

Infrastructure, IT and workplace technology leaders should read this report to

evaluating providers of managed digital workplace services.

understand the relative positioning and capabilities of providers that can help them

In this quadrant report, ISG highlights the current market positioning of providers of those
services to midmarket enterprises in Brazil and how each provider addresses the key
challenges faced in the region.
The COVID-19 pandemic in Brazil gave rise to myriad challenges for midmarket enterprises
that ranged from insufficient cash flow to difficulties in managing employee productivity.
With the massive shift to remote working, these enterprises also struggled to scale

effectively plan and select managed digital workplace services. The report also shows how
the technical and integration capabilities of a service provider can be compared with its
competitors in the market.
Digital transformation professionals should read this report to understand how
providers of managed digital workplace services fit with their digital transformation
initiatives and how they can be compared with one another.

up collaboration tools and offer efficient support to remote working employees. Cost

Sourcing, procurement and vendor management professionals should read this

reduction and the need to accelerate workplace modernization are a few of the other

report to develop a better understanding of the current landscape of managed digital

workplace-related challenges faced by midmarket Brazilian enterprises.

workplace service providers in Brazil.

With the COVID-19 pandemic, enterprises in this region are primarily looking for support

Security and HR leaders should read this report to see how service providers address

in terms of short- and long-term workplace strategies to address the current needs of

the significant challenges of compliance and security, while keeping the employee

hybrid working. Midmarket Brazilian companies are looking to enhance automation and

experience seamless for the ones working remotely. HR leaders should read this report

collaboration by adopting managed digital workplace services. Most of the midmarket

to know about leading providers that assist in developing strategies for future workforce

enterprise clients in Brazil are adopting a cloud-based approach and are focusing more on

and talent management.

enhancing their service desk capabilities.

Admin and field services managers should read this report to understand how service
providers implement and expand workplace services to better manage field service
operations.
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MANAGED DIGITAL WORKPLACE
SERVICES - MIDMARKET

Managed Employee Experience Services

Definition
This quadrant assesses service providers that offer end-to-end managed
digital workplace services, including workplace support, desktop
engineering, managed mobility services and virtualized workspaces.
Providers assessed in this space offer complete end-user computing
(EUC) services that form the core of the digital workplace. Their services
provide the ability to work from anywhere/anytime, device support,
including automated proactive technical support and cloud platforms to
provision always-on systems. They leverage AI/cognitive technologies for
end-user facing tasks and help achieve significant cost savings.
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Managed Digital Workplace Services - Midmarket

MANAGED DIGITAL WORKPLACE
SERVICES - MIDMARKET
Eligibility Criteria


Ability to provide managed service desk and workplace support



Offering complete device lifecycle managed services is a plus, covering device sourcing

services through staff augmentation, remote support and

and logistics, device-as-a-service (DaaS) for device security, support for unified endpoint

automated virtual agents;

management (UEM) and mobility program management;



Offer on-site field support and in-person technical assistance;



Set up and support self-help kiosks, tech-bars, IT vending machines



Provide implementation and support for enterprise mobility, support for bring-your-owndevice (BYOD), mobility expense and asset management;

and digital lockers;



Offer managed services for collaboration and communication over
diverse platforms;



Provide device support, predictive analytics and proactive
monitoring services;



Demonstrate experience in providing remote virtual desktop
services, both on-premises and on cloud;



Offer managed mobility services in the respective countries with at
least 25 percent of the devices managed outside the home region;
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Managed Digital Workplace Services - Midmarket

MANAGED DIGITAL WORKPLACE
SERVICES - MIDMARKET
Observations
Midmarket clients require less sophisticated support for their

Although most participants focus on improving UX, the focus is primarily on improving service

digital workplace. Clients in this market rely more on cloud-based

support to achieve higher user satisfaction. A few of the service providers in this quadrant have

collaboration tools. Microsoft and Google dominate this market and

enabled the UX measurement tools that both Microsoft and Google offer. A typical Brazilian

most of the service providers have partnerships with one or both

midmarket client is lagging behind the global trend of measuring and managing employee

vendors.

experience and wellbeing. This market segment continues to be driven by cost efficiency.

Companies differentiate themselves by their capacity to help a

Therefore, we were not able to identify a Rising Star.

client improve the use of collaboration tools. Typical clients do not

Of the 36 service providers assessed in this study, 17 have qualified for this quadrant, of which

request field services, which only two of the Leaders can offer. Other

four were named as Leaders.

participants that have field services in their portfolio are Product
Challengers or Contenders because of other rating factors.



Connectis offers a full scope digital workplace platform, including user support,
communication, collaboration and device management. Its top portfolio includes experience

All service providers in this quadrant offer help desk services.

management to improve employees’ wellbeing and productivity for all types of work, be it

However, most focus on product support rather than services such

internal, external or work from home.

as user management, licensing management, access management,
configuration and other services that more sophisticated clients can
demand from managed service provides. Therefore, service desk
capabilities can differentiate the participants in this quadrant.



Dedalus is a top Microsoft partner, offering the full scope of Microsoft’s services around
collaboration, communication and cloud. It specializes in scale and service standardization to
deliver cost optimization and employee productivity.
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Managed Digital Workplace Services - Midmarket

MANAGED DIGITAL WORKPLACE
SERVICES - MIDMARKET
Observations (cont.)


SantoDigital is a top Google Cloud Platform partner, offering the
full scope of Google Workspace services. It offers education and
training to speed adoption and take employees to a higher level
of collaboration. It provides integration with other products and
vendors to improve user authentication and security, and give access
to innovative SaaS solutions.



Vexia is a service integrator that offers a robust service desk and
field support solution based on partners that cover Brazilian and
international operations. Its portfolio was designed to meet the
complexities and service level expectations of large corporations,
helping midmarket clients to improve their IT governance maturity.
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ENTERPRISE CONTEXT
Managed Employee Experience Services
This report is relevant to the enterprises across industries in Brazil for evaluating providers

Infrastructure, IT and workplace technology leaders should read this report to

of managed employee experience services.

understand the relative positioning and capabilities of providers that can help them

In this quadrant report, ISG highlights the current market positioning of providers of
managed employee experience services to enterprises in the Brazil and how each provider
addresses the key challenges faced in the region.
Like any other part of the world, enterprises in Brazil witnessed a sudden change in work
culture with the pandemic, which led to several challenges in terms of keeping employees
engaged. Enterprises in this region are focusing on providing employees with the right

effectively plan and select managed employee experience services. The report also shows
how the technical and integration capabilities of a service provider can be compared with
its competitors in the market.
Digital transformation professionals should read this report to understand how
providers of managed employee experience services fit with their digital transformation
initiatives and how they can be compared with one another.

set of tools for remote work, and are emphasizing on employee wellness. Hence, these

Sourcing, procurement and vendor management professionals should read this

enterprises are looking for managed employee experience services that can empower

report to develop a better understanding of the current landscape of managed employee

them with a complete operational remote work environment, allowing employees to work

experience service providers in Brazil.

from anywhere.

Security and HR leaders should read this report to see how service providers address

Enterprises in Brazil are leveraging analytics to identify key milestones in an employee’s

the significant challenges of compliance and security, while keeping employee experience

journey and understand their expectations across touchpoints. Furthermore, the

seamless for the ones working remotely. HR leaders should read this report to know

enterprises are looking at an experience level agreement (XLA)-based approach and

which providers are leading in optimally managing employee experience in this new age

smart facilities for ensuring an optimal post-pandemic work environment. Concurrently,

of hybrid working from the perspective of talent retention, upskilling and recruitment.

these enterprises are focused on offering personalized experiences to enhance employee
wellbeing and reduce other complexities faced by employees.

CXO leaders should read this report to know about leading providers offering services
that can help better prepare a workforce for the changing business dynamics in the post
pandemic world.
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MANAGED EMPLOYEE EXPERIENCE
SERVICES

Digital Workplace Services – Public Sector

Definition
This quadrant assesses providers that offer value-added managed
employee experience services not only for enabling the workplace
technology ecosystem but also for enhancing the end-user experience.
These providers typically deal with business leaders and line-ofbusiness representatives in addition to the CIO office. They offer
services that associate employee experience with measurable business
results. Their services help align the digital and physical facets of the
future workplace with the human aspect.
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Managed Employee Experience Services

MANAGED EMPLOYEE EXPERIENCE
SERVICES
Eligibility Criteria


Ability to provide services that directly correspond to user experience



associated with device and app access, as well as team collaboration,
human augmentation with digital workforce, line of business (LoB)
employee experience, user productivity and digital dexterity;



Offer workplace services that permeate businesses, including smart user and context-specific
access through virtualized workspaces;



Offer smart facilities services, physical workspaces with services to ensure COVIDappropriate behavior and tracking.

Offer a seamless experience for remote-working employees and
part-time workers as well as provide work-from-home support and
innovative engagement services/solutions for the respective country/
region;



Should have a sizeable client base in the respective country/region with
experience-level agreement (XLA) engagements that span beyond IT
enablement;



Provide managed unified communications and collaboration (UCC),
analysis of user behavior and measurement of user experience beyond
workplace technology, extending smart workplace services to other
business functions such as HRO and operations;
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Managed Employee Experience Services

MANAGED EMPLOYEE EXPERIENCE
SERVICES
Observations
The abrupt change imposed by the COVID-19 pandemic in 2020 and

This study noted that service providers have two different approaches to employee experience.

2021 impacted the way companies have begun to perceive employee

One that focuses on improving infrastructure performance to reach a point of excellence

wellbeing. Companies have identified an increase in productivity after

when employees are fully satisfied ― the experience nirvana. The second group focuses on

their employees became proficient in working from home. However,

identifying external factors causing stress for employees and building indirect indicators to

some employees suffered psychological stress caused by fear and

monitor health and wellbeing.

isolation. When companies tried to move back to office, they perceived
mixed feelings from employees, with some willing to return while
others reluctant on returning. With the increase in COVID-19 cases,
companies have had to move to the work from home model again and
can observe how employee wellbeing impacts motivation, leadership,
commitment and productivity. It has been a learning process to most
companies.
The events that marked 2020 and 2021 have improved the relevance
of HR experts in decision making around digital workplace tooling

This is the first year ISG assesses employee experience services. Three aspects became very
clear in this study: service providers are far from reaching service maturity around employee
experience; client companies are not sure of which strategies are best (experience or wellbeing);
and the methods to measure either experience or wellbeing are incomplete or lack scientific
basis.
Uncertainty and doubt are expected in the early stages of innovation. Employee experience
services should not differ from other innovations. However, we have identified learnings to
share:

and service scope. Companies are demanding better ways to monitor
employee wellbeing and influence their happiness and productivity
levels.
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Managed Employee Experience Services

MANAGED EMPLOYEE EXPERIENCE
SERVICES
Observations (cont.)



Leading enterprises understand that employees’ wellbeing impact

Service providers are integrating smart building technologies to capture the external factors

productivity.

that impact health and wellbeing. Private health data, employee behavior, office occupation

AI can identify sentiments on emails, verbal conversations and
images in many human interactions.



AI analytics can correlate service usage data with employee
sentiments and survey responses.



Employee experience dashboards results can be interpreted by most

and other indicators can be combined into employee experience platforms, providing a
comprehensive view of the workplace.
Of the 36 service providers assessed in this study, 10 have qualified for this quadrant, of which
three were named as Leaders.



and serves large and midmarket clients. To defend its leadership position, the company

experts.

continues to invest in innovation and acquisitions. Building on acquired companies and

Our conclusion is that experience and wellbeing services will mature to

partner technologies, Sonda has developed a comprehensive experience platform that

become mainstream in every organization and may require integration
with human capital management (HCM) systems.
Hybrid work, hybrid office or modern workplaces converge to the same
meaning ― a new way to distribute workplace capacity, combining inoffice, at-home and in transit workforces. Employee experience services
are at the core of hybrid work platforms.

Sonda is a long time player in digital workplace services in Brazil. It has a robust client base

differentiates from that of its competitors by its focus on employee wellbeing.



Unisys has been evolving its InteliServe™ platform by adding more automation, AI and
analytics. It has large operations in Brazil, serving demanding clients that require support
of leading-edge technologies. Unisys’ employee experience is a natural evolution of its
offerings. Advanced analytics optimize user experience with focus on productivity.
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Managed Employee Experience Services

MANAGED EMPLOYEE EXPERIENCE
SERVICES
Observations (cont.)


Wipro evolved the experience management platform it had been
using for long to ensure high client satisfaction and net promoter
score (NPS). It has the most advanced solution in user-persona
classification. Wipro offers a robust platform that focuses on user
health for reduced employee attrition and high productivity.
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Managed Employee Experience Services

UNISYS
Overview
Unisys is a global service provider with $2 billion in revenue and more than 17,000 employees in 2020. In 2021,
it acquired Unify Square to optimize clients’ collaboration experience. The company leverages three service
platforms: Unisys InteliServe™, Unisys Stealth® and Unisys CloudForte®. It measures UX to proactive identify
and resolve issues that could impact user morale, quality and productivity.

Caution
Unisys uses employee experience to optimize digital workplace services with focus
on user productivity and process efficiency. It could extend the technology to
support clients demanding the improvement of user collaboration and workplace
environment.

Strengths
A process for service excellence: Unisys believes that measurement of true UX needs sentiments captured and
assessed in combination with technical factors. It uses Nexthink, 1E and and Aternity for capturing UX. Unisys
InteliServe™ can identify trends and eliminate incidents before they have an impact on users. The newly added
Unify Square Powersuite can identify hidden performance issues in collaboration platforms. Altogether, these
platforms improve Unisys’ service excellence.
Global platform for local differentiation: Unisys’ global toolset and best practices support local operations.
Services are customized to each client and include consulting, experience transformation and managed services.
Unisys operates all user-facing devices, including desktops, tablets, IT kiosks and IT lockers, smartphones,
screens and conference rooms. It measures experience at device level, including network performance,
providing insights by user, persona and employee population.
Actionable insights for improved performance: Unisys uses a robust toolset to understand employee
experience. Advanced analytics provide insights to improve the technology platform and service quality that
impact UX. A pragmatic approach to technology-assisted productivity and collaboration includes voice-enabled
devices (Alexa, Google, Siri, Fred.AI, Cortana and others) to help employees, enhancing and measuring the use of
digital channels related to business functions.

2021 ISG Provider Lens™ Leader
Unisys is ahead of its competitors in
delivering actionable UX services to
enhance business performance.
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METHODOLOGY
The research study “ISG Provider Lens™ Future of Work - Services and Solutions
2021” analyzes the relevant software vendors and service providers in the Brazilian
market, based on a multi-phased research and analysis process, and positions
these providers based on the ISG Research methodology.
The study was divided into the following steps:

1.

Definition of the Future of Work - Services and Solutions, Brazil market

2.

Use of questionnaire-based surveys of service providers/vendors across all
trend topics

3.

Interactive discussions with service providers/vendors on capabilities and use
cases

4.

Leverage ISG’s internal databases and advisor knowledge and experience
(wherever applicable)

5.

Detailed analysis and evaluation of services and service documentation
based on the facts and figures received from providers and other sources.

6.

Use of the following key evaluation criteria:

−
−
−
−
−
−

Strategy and Vision
Innovation
Brand Awareness and presence in the market
Sales and partner landscape
Breadth and Depth of portfolio of services offered
Technology Advancements
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Authors and Editors
Pedro Luís Bicudo Maschio, Author
Distinguished Analyst

Distinguished analyst and author, Pedro brings extensive experience in research of the Americas and SEMEA (Southern Europe Middle East and Africa) markets.
With more than 30 years of experience in sourcing, he has developed vendor assessments plus contract restructuring, services scope and IT benchmarking
programs for diverse vertical markets in the Americas and Asia Pacific. Before joining ISG, Pedro was a partner of TGT Consult and managing vice president at
Gartner Inc., responsible for the consulting business in APAC and Latin America..

Sidhant Prasad, Enterprise Content and Global Overview Analyst
Research Analyst

Sidhanth is a research analyst at ISG and is responsible for supporting and co-authoring Provider Lens™ studies on Digital workplace, retail software and services
and healthcare and life sciences digital transformation services. His area of expertise lies in ecommerce, future of workplace and virtual care. During his tenure, he
has developed content from an enterprise perspective and authors the global summary report.
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Authors and Editors
Jan Erik Aase, Editor

Partner and Global Head – ISG Provider Lens/ISG Research
Mr. Aase brings extensive experience in the implementation and research of service integration and management of both IT and business processes. With over
35 years of experience, he is highly skilled at analyzing vendor governance trends and methodologies, identifying inefficiencies in current processes, and advising
the industry. Jan Erik has experience on all four sides of the sourcing and vendor governance lifecycle - as a client, an industry analyst, a service provider and an
advisor. Now as a research director, principal analyst and global head of ISG Provider Lens™, he is very well positioned to assess and report on the state of the
industry and make recommendations for both enterprises and service provider clients.
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ISG (Information Services Group) (Nasdaq: III) is a leading global technology research and advisory
firm. A trusted business partner to more than 700 clients, including more than 75 of world’s top 100
enterprises, ISG is committed to helping corporations, public sector organizations, and service and
technology providers achieve operational excellence and faster growth. The firm specializes in digital
transformation services, including automation, cloud and data analytics; sourcing advisory; managed
governance and risk services; network carrier services; strategy and operations design; change management; market intelligence and technology research and analysis. Founded in 2006, and based in
Stamford, Conn., ISG employs more than 1,300 digital-ready professionals operating in more than 20
countries—a global team known for its innovative thinking, market influence, deep industry and technology expertise, and world-class research and analytical capabilities based on the industry’s most
comprehensive marketplace data. For more information, visit www.isg-one.com.

