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Section Name

EXECUTIVE SUMMARY
Workplace may have seen accelerated change but industry
patterns exist
The last 18 months has witnessed one of the largest workforce population movements. In a
drive to keep businesses online and moving after the onset of COVID-19, herculean efforts
were made which created nearly 800 million new home offices worldwide. This shift in
ways of working was the hypersonic acceleration of the future workplace, which had been
discussed and investigated for years prior to 2020, and was implemented in a matter of
weeks. Organizations were categorized into digital categories depending on how they had
planned and adapted to the future of work, as well as how their services and industries
were consumed by the end customer in 2021.
This new shift has led to a near 1,000 percent increase in demand for videoconferencing
and collaboration tools in many areas, with some improvements in the technology being
used. The paradigm has shown that clients have historically overlooked resiliency, leading
to a rush in shoring up corporate security and business continuity while trying to adapt
to new delivery channels, support mechanisms and technology challenges. This has
created both benefits and issues that clients should address as companies move into a
more permanent new way of working in 2022. It has also created new paradoxes where
previously perceived benefits such as work/life balance when working at home had been
severely tested and, in many cases, where implemented poorly, has seen dramatic shifts in
the wrong direction.

This move to new ways of working and servicing end customers has led to a new way of
thinking about the future of work, which is broken down into three distinct workplaces,
namely physical, digital and human workplaces. They have key components, but clients
should consider them as interconnected in order to be successful.
ISG’s Future Workplace framework highlights the future of work components and challenges
faced in the market. Providers are working rapidly to address them by offering more joint
and holistic solutions.
Physical workplace:

 Provides a new normal COVID-19 secure environment for employees to work safely
 Enables a flexible and adaptable workspace to meet the needs of employees for collaboration or innovation

 Connected to corporate devices and networks, use of smart technology to
enhance productivity

 Enable seamless physical and digital integration to ensure increased productivity,
but at a reduced square meter cost resulting from a net reduction of spend on physical
space, along with investments in the existing space to encompass better connectivity
and technologies
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Fig 1

Pandemic
Everyone HAD to work
at home. Pre-pandemic
IT enabled changes to
ways of working
Challenge
Everyone wants to work
from home and the
office in varying ways,
how do we ensure safe
available/adaptable
space in new normal?

Physical

Digital workplace:

Digital

Tech

Challenge
Everyone has mobile
devices, how do we
address at-home
experience maintaining
overall health, productivity
and collaboration?

Future Workplace
Framework

Place

Converges devices to provide a fully unified communication and collaboration suite that
can be accessed anywhere globally by employees



Provides a cloud strategy that ensures applications and operations continue in time
of challenge



Offers a service desk that provides a full augmentation and automation journey to assist
human interaction



Enables digital and physical converge to provide service anywhere at any time
to anyone

Human workplace:



Enables end-to-end operations by anyone and anywhere for internal and
external customers



Provides video/collaboration tooling for an improved customer experience



Sees physical location becoming irrelevant through the use of digital and
human/digital support



Shifting from performance KPI/service-level agreements (SLAs) to experience-level
agreement (XLA) based



Allows employees to work where and when they want



Makes customer experience at the heart of people strategy

Human

Method
Challenge
Everyone is working at home, how
do we meet people connectedness
demands and maintain operational
teams/service delivery?
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Fig 2

Fig 3
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Clients that planned ahead for a resilient model rather than just an efficient operation
have been able to sustain themselves during the pandemic, The overall market is
witnessing certain trends across industries as follows:



Rapidly enable everyone to work from home for safety



Provide collaboration technology to “keep the lights on”



Expect to see an increase in employee productivity



Have seen Zoom fatigue set in over time



Started to see overworked employees reporting that the technology wasn’t helping as
much as it was expected to



Got reports that the social aspect of business is now missing, resulting in a proportion
of employees wanting to come back to the office for part of their working week



Plan on how to open buildings and manage employees in a secure way for those that
do return



Ensure that the digital and physical elements of return to work exist so that the hybrid
workplace enables seamless collaboration regardless of distance



Realize that the return to work impacts their physical, digital and human workplace
strategies

Executive Summary

Clients are making plans to adapt to these new workplaces to make them safe and
collaborative workspaces. These workspaces also are being integrated into the digital remote
workplace in which workers can seamlessly choose where they want to work but participate
in processes or teams in the same way they would in person.
Forward-thinking clients are also taking into account the needs and wishes of employees.
The majority of office workers have seen the light and now want to remain working at home
for at least 50 percent of their time. For the digital workplace, however, it has become clear
that many clients that successfully moved all their workers to a home office and onto mobile
technology seem to believe that the problems are solved, and are relying on employees
and teams to solve their own issues. This is not the case, and indeed it is not the end of
the transformation. It is not even the beginning of the end. It is the end of the beginning,
and employers need to look hard at the cultural and personal shifts that the pandemic has
caused. There is much more work to be done.
For clients with people working from home, their way of working has forever been
changed by COVID-19. As a result, clients have had to adapt how they enable, manage
and support their employees using technology. Home-based employees are reporting
that they are working up to 40 percent longer with no correlated increase in productivity,
despite the rollout of new digital capabilities and ways of working which were intended to
aid productivity. This in itself has created negative effects after the initial work-at-home
honeymoon period abruptly ended. The reason for this is that the technology deployed
is reported to be unsatisfactory, not well supported or connected, and issues take longer
to solve. People are becoming more stressed, and their personal time has taken a hit.
Previously, when ad hoc at-home work happened, it seems it was easier to delineate work
and personal time. Now, this line has been blurred.
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The issues faced by the human workforce can result in a positive or negative productivity
spiral that clients need to understand and be aware of. Management has conflicting
and contrasting demands, which have resulted in some interesting practices impacting
how enterprises deploy remote performance management, ensure staff feel part of the
team and deploy new people-management cultures. On top of this, the technology of
the pre-pandemic world has only advanced slightly, which has resulted in many people
working harder to bridge the organizational shortfalls, provision technology tools, resolve
IT problems and measure KPIs.
Employees want to work and be able to manage their time flexibly. They just want their
lives and work to work for them. If anything, the pandemic has shown that the future we
thought we were moving towards has caused employees and employers to realize there
are new work models that enable a wholesale change of operations, customer experience
and human interaction. This will be achieved through the seamless connection of physical
space redesign with end-to-end digital operations that are managed and operated by
smart human-digital cognitive technologies that can sense the needs of the customer,
employee and operations.
To summarize, now that the pandemic has created a range of client types, there are
unique challenges faced by each type, which brings challenges and opportunities for
enterprise organizations. ISG has observed these trends and has identified five broad
buckets, or archetypes, to categorize different buying behaviors. These archetypes are
described in detail in the following sections. They also existed before the pandemic and
will continue to persist for some time, as most enterprise organizations have overcome
the initial shock of the crisis and are now strategizing for the foreseeable future. The five
archetypes are explained in a following graphic and highlight the challenges and changes
induced by COVID-19.
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Introduction
In a Post-Pandemic World, not all Organisations have
Emerged Equal or have the Same Focus
The pandemic has several client archetypes for future of work services due to several
factors which include pre-pandemic strategy, ability to pivot operations, market ability to
adapt and focus on new customer demand. This has led to typical buying behaviors that
have been driven by clients’ need to first survive the impact that wreaked havoc across
industry, and second to thrive in the new future. This has created a spectrum of clients
ranging from those simply needing to survive right through to those that are seeing the
motivation to re-imagine and transform their business.
ISG believes that the future ways of working will involve not only enabling digital
technologies for employees irrespective of their location but will also cover aspects of
human empathy and will drive culture. Smart physical workplaces that ensure employee
safety and wellbeing via mechanisms for tracking and checking the pandemic spread
across workforces will also be an important aspect.

enablement and office-vs.-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 for both in-office
and remote workers.
In this report, ISG identifies and classifies the typical buyers of the typical future of work
workplaces (digital, physical and human), which includes transformational capabilities.
Enterprises that are aspiring to transform their workplace exhibit different characteristics
according to their operational and digital maturity. Based on the workplace environment,
the complexity of the three workplace needs and the required level of enterprise
integration with business as usual differ depending on the archetype. ISG has classified
enterprise behavior into different archetypes around workplace transformation.

This desired state of future workplace will differ and have specific nuances for different
geographic regions, 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
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The Future of Work Building Blocks
Fig 4

In the last 18 months, the world has seen the largest ever change in how the workforce
delivers products and services, and it is not expected to fully return to pre-pandemic
levels. Across the market, ISG has simplified the core aspects of the future of work into
several areas, which the provider market is addressing. Think of these as the building
blocks of a transformational organization. Some clients are still at the start of this journey,
still grappling with the market change in their industry and are reorganizing or fighting
to survive. Others that were able to plan, or were in an industry that boomed during the
pandemic, have made much more progress.
Research shows that even in 2021 many clients are still focusing on efficiency over
business resiliency. They:



Make existing processes more efficient.



Move work onto the cloud to save on IT.



Make existing processes simpler and cheaper.



Change their operating model and supply chain by integrating digital technologies into
value creation architecture.



Transform the business model (for the few).

World Economic Forum Analysis
Need for New Leadership and Promotion/Backing from the Board (s)

Depending on Starting Point, Getting it Right Requires
Multiple things to be Put in Place

Process Automation
Major Technology Change
(cloud etc.)
Process Re-Imagination

Operating Model Transformation

Business Model Transformation
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The report research has analyzed the entire market and identified several core building
blocks that need to be included in one way or another to fully transform the post-pandemic
future of work. These building blocks are identified in the following sections.
Integrated Pandemic Management
Going forward, clients are looking at how people are risk managed across a business.
Already there are applications that ask occupational health and safety (OHS)-type
questions to see if people are fit to work. Those that are will get a digital passport which
then allows them to head to the office. Upon arrival, employees will be authenticated
through two factors, such as through temperature scanners or the like, to be able to access
the building. Employees will use an app with augmented reality to track themselves around
the building to manage any bio outbreaks. This is important from the legal and commercial
aspect of what happens if someone brings COVID-19 into an office and takes out a client.
Real time data in the smart office enables people to be tracked where they are and enables
the ability to close off sections of a building or floor if there is a biohazard.
Smart Facilities
Having office spaces that are connected digitally to people is the way forward. By having a
connected building that knows how to manage power and space – plus connect people to
work is key. We will have smartboards, digital connectivity and AI built into the office that
can record meetings and email outputs to participants in real time. There will be low-touch
facilities such as digital door control managed my proximity, no physical keyboards and
computing devices, instead using smart surfaces and virtual machines such that physical
devices cease to exist, and the office will provide the space to work through integrated,

Introduction

smart AR-based keyboards and meeting facilities. Full human augmented reality is
emerging from the greenscreen world of television to where meeting attendees can now
be fully augmented into a collaboration event and interact with others face-to-face in a
virtual world.
Home Office/Hoteling
This practice is the use of powerful office booking tools which connect with the UCC tooling
provided to employees. The intent is to know where employees are and what they are
working on to ensure that they can connect seamlessly in any situation. This will enable
an employee that is working at home to be identified as doing so, that the system knows
where the person is and what equipment he or she is using from the asset management
register. Therefore when that employee needs to go into a meeting, the system connects
them to the smart office with the right equipment, connections and capabilities suitable
for that device. People know where the employee is for security and risk management
purposes. Plus, collaboration facilities can be booked based on real-time data about the
office space by using sensors on doors and ceilings to know if a room is actually used.
Location Flexibility
This is the ability to work from anywhere and connect to anywhere else at the sole choice
of an employee. Work locations could be home, office or a local coffee shop. If employees
can only work from home or an office on a secure connection the organisation is not
fully location flexible and will be less likely to succeed against those that are. The future
is hybrid working, so whether on a beach or a desk, employees should be able to work
where and when they want, at times they choose. This changes support models and needs
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for equipment provisioning, network coverage and bandwidth. Some clients that are not
mature on this journey have deployed some building blocks forgetting this element, and
reported reduced Net Promoter Scores (NPS) on network and support due to a lack of
joined up thinking in their transformation.
AI/Cognitive-Enabled Devices
The use of cognitive-enabled devices being integrated into business-as-usual processes
adds value to employees and makes their lives easier whilst reducing client costs. For
example, asking a voice assistant to help book a holiday, show an employee where
something is or to help solve an IT issue improves productivity, reduces touchpoints in
the support services and improves satisfaction for users and customers. That simple
request creates a workflow that fires up a process and works for the user. This is simplified
productivity in its purest of senses.
Employee Virtual Assistants
This is the use of artificial assistants to augment the lives of employees such that more
productive work happens by the human, with the more mundane or repetitive work being
triggered by the voice assistant. These exist now but are in their infancy of deployment.
The many on the market book meetings for user, take notes, transcribe minutes, point out
meetings, save issues, remind people to reflect etc. They are virtual assistants that save
time and effort.
Easy-to-Use UCC
This is exactly what it says on the tin. Do employees know what their devices do and can
they use them to maximum effect> Normally when large-scale technology roadmaps

Introduction

are delivered, a change program is delivered in parallel to ensure that change and new
behaviours stick . Many clients report deploying what they think is leading UCC tooling
like Teams or Zoom without really showing employees how to use it or the new ways of
working that it can bring. This then inhibits delivery or employees create a workaround so
that they “just get on with it.” Clients need to be thinking about whether their UCC has been
designed to be seamless so that all can simply connect, or if workarounds are needed.
Integrated Automation
More and more, clients are looking at the automation of processes to reduce their costs
or to embed them into a more rounded automation program. Such programs sit in the
background of the future workplace to assist with repetitive processes – AI may be a part –
which then run in the background and improve productivity.
Sentiment Analysis/NLP Service Desk
The old-world service desk has been on the way out for years but the pandemic
accelerated this true shift left. Future workplace service desks will offer cognitive, natural
language processing (NLP)-based interactions rather than just ticket tools and a CSAT add
on. Through deployed UCC, employees can ask for help and get it. Systems know how
happy you are or why you are annoyed. By using sentiment and predictive analytics, future
of work service desks will be much more highly automated, much more conversive and
offer personalized experience. Having an automated sentiment analysis/NLP-based service
desk linked to cognitive technology means that managed services providers can proactively
hunt for issues and solve them before they happen – this reflects the new XLA-based KPIs
that are coming to the market.
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Secure Digital Workflow

Ease of Use

The ability to work from anywhere requires more security and authentication. This moves
the discussion for clients away from VPN to micro-segmentation and AI-based security.
Clients starting this journey are asking if they have systems that allow employees to
work securely end to end, and if they do, do the systems allow the business to serve the
customer from anywhere?

One of the key areas that ultimately affects the customer experience in an organization is
whether employees and externals can engage with the organization easily and when they
want to without fuss, or do you need to have special workarounds or software that they
have to download or use. In the future of work, stakeholders want to be able to contact
you when they need to and through the channel of their choice.

Collaboration Tooling

Concierge Engagement

Clients that have moved on the early part of the future of work journey and are fixing the
need to work together are assessing whether employees can truly collaborate with those
they need to regardless of location. This includes assessing external parties that need
to work with them and if there instance issues, software issues or other compatibility
problems. Key areas being questioned and that cause issues are around the ability to
truly collaborate. The key question on the minds of clients is: How does this work in
the hybrid world, where we have some in-person and some online where both need to
work seamlessly?

The market is moving to providing a one-stop-shop, single-contact fixes to customer issues,
whether they are internal customer issues or if the end customer is contacting clients.
Virtual contact centers now use video, which is helpful because psychology research shows
that customer aggression has vastly reduced due to being able to see the person the
customer is speaking to. Technology is being used to conference in other people, thereby
solving issues as they arise and making it easy for stakeholder engagement to work. Clients
that don’t make it simple to consume their services are seeing a loss of revenue. Without
engagement and ease of use, stakeholders will refuse to use services or will create shadow
processes to work with you.

Virtualized collaboration
When operations are fully virtual – either due to geography or mandated work-at-home
orders – and clients have to work together or with external parties, there are still
collaboration issues that the market is trying to resolve. The market is beginning to involve
AR where meetings are virtualized (Qube is an example) and where PMO and other types
of work are all virtual. This keeps traditional processes and capabilities familiar in the truly
virtual world.

New Partner Delivery Models
Clients are embracing technology to deliver in new ways. This can include training, service
consumption, delivery models, business models, etc. It is the response to the voice of
the customer which means clients have to have listened to the customer to know how to
engage them better. This results in an end-to-end value chain reassessment of the entire
customer journey that includes service provision and managed services.
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Tailored Experience
Like with new delivery models, voice of the customer efforts tell clients what they want.
Can clients then work out how to design the right experience to make them stay? The
market is seeing winners and losers in many industries. Even in the same industry, which
may have been badly affected by the pandemic, clients that are further on the CX journey
have succeeded and had less of a negative impact than others. This is because simplicity
drives loyalty. If simplicity doesn’t exist, through poor IT or badly integrated processes,
then customers will go elsewhere. Internally this is where many companies set up their
own versions of what other services in the organization already do, in order to control the
quality, thus creating duplicate teams.

Introduction

Joining these building blocks together results in a menu of activity that all clients need to
solve. Across the physical, digital, and human workplaces there are several areas that the
building blocks address. These are shown below:

Digital Channels/Delivery
Have enterprises shifted their delivery online to allow for anywhere and anytime delivery?
Making consumption self-service and easily consumable is important.
Measurable User Experience (UX)
The market is heading towards a truly measurable UX with providers creating and putting
mechanisms in place to proactively measure what is delivered. They are doing this so that
there is a continuous improvement cycle in place – often without the end user knowing
there has ever been an issue. The voice of the user/customer needs to be listened to. That
input then updates the voice of the business, and the delivery of service and business
models. It starts the engagement cycle again and is at the front of mind of those clients
that have progressed the most in their post-pandemic redesign of delivery and future of
work modes of operation.
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Fig 5
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Introduction

About This Research
This ISG Provider Lens™ report summarizes the relative capabilities of 28 Future of Work
service providers and their abilities to address the requirements of 5 typical, fre¬quently
encountered categories of enterprise buyers (“archetypes”). Each archetype represents
a unique set of business and technological needs and challenges. Our research found
no shortage of providers with capabilities adequate to satisfy the Future of Work needs
across most user archetypes. This is due in large part to two core realities regarding the
archetypes:

This report uses research and analysis from ISG’s long-running work with enterprise clients
and BPO services providers to identify and examine key changes in, approaches for and
buyers of Future of Work services. We map the user-side requirements to provider-side
offerings and capabilities. Not every user enterprise has the same requirements. In this
report, we use 5 buyer archetypes – detailed in the following sections – to identify and
assess buy-side requirements for business value relative to provider-side offerings and
capabilities. All revenue references are in U.S. dollars ($US) unless noted.

1. The characteristics of each archetype are moving targets because, while the core
requirements rarely change, the relative importance of different requirements can vary
based on business and/or technological environment changes.

The assessment methodology has been developed and refined over several years of
working with buyers to understand and articulate their services requirements and from
working with services providers to understand how those buyer requirements influence
the development of suitable solutions and go-to-market strategies.

2. Most enterprises, especially larger firms, tend to include multiple archetypes. As each
archetype’s requirements evolve based on business and technological changes, so
too does the presence and value of each archetype within the enterprise. Therefore,
enterprises have an ongoing series of choices when it comes to contact center services
provider selection. They will need to strike a balance between optimal business value
and relative cost of the provider engagement, integration and management. Market
changes, new business models, fluctuating economic factors and other variables will
continually add to and subtract from user needs.

This report assesses the capabilities of 28 providers. Some services providers that are
typically included in our work are not included in this report because they were unable to
or declined to participate. They may be included in future versions of this report, based
on merit and on the services providers’ willingness to provide current and relevant
materials. Readers should not make any inferences based on a services provider’s
absence from this report.
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Introduction

How to Use This Report
This report is intended to provide advice founded on ISG’s experienced-based, proprietary
assessment of services providers’ relative suitability to the needs of the typical Future of
Work customer. This advice is then applied across each of the 5 archetypes as profiled.
No recommendation or endorsement is indicated, suggested or implied. Clients must
make the decision to engage with any provider based not only on their specific, current
workplace needs, but also on other factors such as cost, culture and timing.

Please note: This report presents services providers’ known capabilities in the context of user
enterprises’ typical project needs (which are categorized as specific archetypes). This report is
not meant to rank providers or to assert that there is one top provider with capabilities that can
meet the requirements of all clients that identify themselves as a particular archetype.

This report is organized as follows:
Client Archetype Description: This section identifies and describes the most common
user-side archetypes that we have identified in our ongoing research and analysis.
Assessments by Archetype: These sections first detail each of the client archetypes,
along with the types of service offerings that each typically requires to realize the most
business value. Each archetype section includes our assessment of the relevant capabilities
and positioning of the services providers surveyed and interviewed. It covers the relative
suitability of the providers for each archetype based on the information they have provided
to ISG. These assessments are developed using the data, analysis and comparative
methodology described in the Methodology section.
Methodology: In this section, we outline and explain how we developed and applied the
data, analysis and insights provided in this report.
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Client Archetype Descriptions

CLIENT ARCHETYPE
DESCRIPTIONS
The client archetypes used in this report (and in ISG’s ongoing advisory and consulting
engagements) represent the various types of clients that ISG has observed and they
are classified based on their relative outsourcing maturity and objectives. Each client
archetype encapsulates the typical characteristics of a specific type of buyer that is looking
to outsource one or more processes or functions. The use of archetypes enables ISG to
develop sets of characteristics and needs that can be applied uniformly and repeatedly
across multiple environments, industries, provider types and other variables within one
service line.

This report identified five client archetypes for future of work services:



Cost & Change Challengers



Business Model Adaptors



Experience Evangelists



Human Workplace Re-imaginators



Workplace Transformers

The archetypes are not meant to be comprehensive examinations of all potential or likely
client situations and requirements. They are meant to provide a simple, relevant and
repeatable set of user-side requirements against which a similarly simple, relevant set of
provider capabilities can be assessed.
The archetypes included in the reports are based on the most current marketplace
knowledge regarding prevalent buy-side goals, resources, initiatives and requirements. The
archetype characteristics are also developed (and refined over time) based on ISG’s advisory
and consulting work with enterprise clients and IT service providers and on the global
business IT market research and advisory programs.
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Client Archetype Descriptions
Fig 6

Fire-fighting

1
Cost & Change Challengers
 Simple Change
programmes
 Focused on cost recovery
 Process simplification to
reduce costs

Recover and Resolve

2
Business Model Adaptors
 Data driven approach
 Clear view of business and
how customers interact
with them
 Beginning to transition
into the CX world
 Looking to get competitive
edge in market

Competitive & Resilient

3
Experience Evangelists
 Realise that the employee
is as important as the end
customer
 Join up delivery from end
customer right through to
suppliers
 Measure CX/EX constantly
 Provide technology which
enhances experience not
just for the sake of it
 Knows the cost of failure

4
Human Workplace
Re-Imaginators
 Focused on an employee
centric model
 Has a clear understanding
of what employees need
 Has deployed technology
to supports people rather
than for the sake of it
 Enables full global
collaboration
 Provides support to
enable people to work
where, when and how
they want

The New Future

5
Workplace Transformers
 End to end understanding
of the business
 Focused on resiliency
rather than efficiency
 Making wholesale change
to physical, digital and
human workplaces
 Has transformation front of
mind
 Property is Smart enabled
 Real-time hoteling and
facilities management
 Biopassport integration and
tracking of employees
 Virtualisation of community
facilities
 No difference between
home office and “the office”

16
© 2021 Information Services Group, Inc. All Rights Reserved.

ISG Provider Lens™ Archetype Report | October 2021

Client Archetype Descriptions

COST AND CHANGE CHALLENGERS
Those focused on targeted removal of operational hotspots

Key asks:

Clients of this type typically focus on driving down operational costs
through the identification of costs savings across the delivery or
services and internal operations. Following the pandemic outbreak
they are seeking services or solutions that reduce costs through
major impacts across the business. They are seeking services or
solutions that remove “hotspots” in terms of physical money or
processes that can be reduced or adapted to lower operational
costs. As revenue has been impacted, this is an internal margin
or profit seeker looking to shore up the finances or stabilize areas
of the business that have taken a hit. They typically focus on the
business, employee, property footprint or IT areas while identifying
areas of spend that can be reduced through a change program or
a tactical outsource or re-tender of service. However, one possible
downside of going too far is that the customer experience may be
impacted adversely, and this will result in a revenue impact making
the situation worse. Cost and Change Challengers seek:

 How to reduce operational costs to provide bottom line cash to make ensure
business sustainability?

 How to simplify the cost base by rationalization of suppliers and services?
 How to make workplaces smarter and efficient?
Pandemic-induced priorities:

 Quick implementations of self-help features to reduce cost for supporting end users
 Stem potential reductions in revenue losses or profit warnings
 Making changes at limited cost
Key audiences:

 CEO
 CFO
 CIO

 Identification of processes that have reduced in volume or are
repetitive and can be automated

 Provisioning of IT to be rationalized through outsourcing
 Reducing supplier costs through re-contracting or renegotiating
for technology left-shift operations

 Reducing property costs with the use of digital technology
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Client Archetype Descriptions

BUSINESS MODEL ADAPTORS
Those needing to adapt to compete in a changing market

Key asks:

Business Model Adaptors have a clear view of what “what did and
didn’t work ” during difficult times and have a clear improvement
plan, resulting in a potentially new business model. These clients
typically have a strong data capability to enable the voice of the
customer as well as voice of the business, allowing the end-to-end
value chain to be mapped, costed and adapted. With aspirations of
driving a strong customer experience, they are starting to embark
on a transformational disruption journey by making evidenced
change to remain competitive in a changing market. These clients
are highly agile and have a transformational mindset. They
understand that rapid, evidence-led decisions are required and
will help operational units adapt and pivot. Some of their favored
services involve:



What parts of my operation worked and what do I need to improve?



How do I redesign my business model to compete in the new world?



How to become smarter on a limited budget?

Pandemic-induced priorities:



Mapping priorities across the business



Making processes more integrated into operations and not just more efficient



Making the business more agile to stay competitive

Key audiences:



CEO



CIO (information)



Deployment of agile ways of working with DevOps in IT to enable
rapid feature changes for end customers



CTO (transformation)



Re-imagination of processes – not just making them more
efficient but wholesale redesign



CIO (innovation)



CCO (customer)



Making IT a value creator to the business rather than an internal
organization



DevOps leads
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Client Archetype Descriptions

EXPERIENCE EVANGELISTS
Those wanting to stand out in a crowded market through customer and
employee experience
These clients focus on employees that can deliver the core
business to internal and external customers. With a focus on
the post-pandemic world, they help enterprises to deploy new
technologies that make a positive impact on work-life balance and
enable flexible ways of working while enhancing communication
and collaboration. With the employee at the heart of change, these
clients will re-imagine how their workforce can serve customers
globally while doing away with a local delivery model. Instead, a
global delivery model can be deployed with a near 24x7 operation
with the right capabilities. These clients are technology advocates
and are deploying capabilities in enterprise unified communications
(EUC) and unified communications and collaboration (UCC). They
have the ability to collaborate from a distance and can provide
capabilities for flexible working patterns, hours, areas of work and
access to information.

Pandemic-induced priorities:



Knowledge of post-pandemic operations



Data on customer experience and buying habits



Voice of customer data and real-time financials

Key audiences:



CMO (marketing)



CIO (information)



CTO (transformation)



CIO (innovation)



CCO (customer)

Key asks:



What do my customers want?



How do my employees interact with my customers?



How do I offer the best customer experience?
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Client Archetype Descriptions

HUMAN WORKPLACE RE-IMAGINATORS
Those focusing on the needs of a changing workforce

Pandemic-induced priorities:

Clients that have moved on from adapting the business model
to the final stages of perfecting the experience for the end user
through cutting-edge technologies. Human Workplace ReImaginators see a value chain that starts from the end customer,
passing through the internal employee or user right thought to
suppliers and partners. They recognize that any misalignment
will result in a poor end-customer experience. They consider
measurement and openness as critical aspects and maintain a
close relationship with their end customers. They have moved away
from simple service levels or customer charters for measurement
to a proper experience-led method of measurement, extending
to service partners. The impact of poor service or experience
is understood. The cost of failure should be easy to calculate
resulting in supplier agreements being based on a gainsharing and
reward-penalty arrangement with their service providers based on
business outcomes and not just IT outcomes.



Understanding employee requirements through detailed surveys



Overview of workplace use and needs



Voice of customer real-time data and experience measurement



XLA internal measurement



Understanding of failure cost (IT/process /people)

Key audiences:



CMO (marketing)



CIO (information)



CTO (transformation)



CIO (innovation)



CCO (customer)

Key asks:



How do my internal operations affect my customer experience?



How do I measure experience rather than satisfaction?



How can I build relationships with my service provider partners
so that they win with me when new end customer success is
delivered?
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Client Archetype Descriptions

WORKPLACE TRANSFORMERS
Those aiming to disrupt by transforming the physical, digital and
human workplace
Workplace Transformers are open to wholesale change across
the end-to-end delivery value chain. Typically, these organizations
were characterized as another archetype during the pandemic
outbreak and have now realized an opportunity to disrupt the
market through having had foresight to plan ahead and invest
in strong technology visions. Before the pandemic, they were
focused on resiliency rather than efficiency and made significant
investments in digital services and technologies. This helped to
ease their transition to the remote working model and posed fewer
challenges around the future of work. Clients of the archetype
have one central transformation program comprising the physical
workplace, digital workplace and human workplace rather than just
separately focussing on one type of workplace or change program.
They aim to rationalise property, globalise the workforce with local
experts, ensure that supply chains are resilient, and provide clients
with highly agile ways of working.
Key asks:

 How do I streamline my operations to make use of my competitive advantage with pre-pandemic planning?

 How can I disrupt the market in my industry?

 How do I empower employees to better serve the customer?
 How to we create a more sustainable brand?
Pandemic-induced priorities:

 Employee surveys for post-pandemic return to the office
 Full property and delivery analysis
 Agile offerings that can disrupt the market
 Ability to pivot through integrated customer data
 Providers that are fully integrated and part of the success strategy
Key audiences:

 CEO
 CHRO (marketing)
 CPO (property)
 CIO (information)
 CTO (transformation)
 CIO (innovation)
 CMO (marketing)
 CCO (customer)
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Cost and Change Challengers

COST AND CHANGE
CHALLENGERS
Those focused on targeted removal of operational hotspots
Clients of this type typically focus on cutting costs in delivering services or operations. Following
the pandemic outbreak, they are seeking services or solutions that provide solutions to financial
or profit “hotspots” in terms of releasing physical money or streamlining processes that can be
simplified or adapted in response to lower operational costs and revenues. They typically focus
on either the business, employee, property or IT areas or all at once. However, the aim will be
on identifying areas of spend that can be reduced through a change program. Some of their
services involve:



Identification of processes that have reduced in volume or are repetitive and can
be automated



Provisioning of IT to be rationalized through outsourcing



Reducing supplier costs through re-contracting or renegotiating for technology
left-shift operations



Reducing property costs with the use of digital technology
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Cost and Change Challengers
Fig 7

Cost and Change Challengers
Client Objectives


Reduced cost of IT through EUC support, service desk or provider costs

Cost and Change Challengers
Influence of Provider Capabilities
Increase in future influence

Decrease in future influence

through the use of automation or simple, cheaper support


Left-shift managed services that make extensive use of AI and
cognitive technologies to help predict and prevent issues and assist
users through self-help



Enable cost reductions through deployment of robotic process
automation (RPA) backed by AI and cognitive technologies across the

Focus on
Cost and Change
Challenger clients

Automationled incident
resolution

business process landscape


More mobile technology or UCC for enabling the workforce to reduce
operational use of expensive property



Move to UCC across the estate, resulting in the removal or reduction in

Classic
workplace
services

PC and on
- premises
VDI support

mobile phone costs


Services that address more than just one area of cost reduction so that
the CIOs and CFOs can see real-term cost efficiencies



Enable simple but effective change management to drive efficiency in

Size based on relative current importance in the archetype profile

silos or over separate mutually exclusive business areas
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Cost and Change Challengers

Fig 8

Cost and Change Challengers Leaders

4 Score 4 out of 4
Among the 28 services providers
included in this research, four
that stand out that match the
Cost and Change Challengers
archetype needs based on an
assessment of their capabilities
as described in the Methodology
section in the appendix. These
four, referred to as Archetype
Leaders, and their relevant
capabilities are presented in
Figure 8, and briefly examined in
the following sections.
Note: The service providers listed
are arranged in alphabetical order.
No ranking is implied.

3 Score 3 out of 4

Item 1Classic workplace
Item 2
services

CSC

Hexaware

3

HP Enterprise

3

IBM
Infosys

4

KPIT

Unisys

4

L&T Infotech

3

4

4

VDI support

2

4

44
4
3
2

3
4

1 Score 1 out of 4

ItemPC
4 and on-premises
Item 5

2

4

4

Automation-led
Item 3
incident resolution
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4
4
3

4
3

4

2 Score 2 out of 4

2

2
3

3
3

4

4

4
3
3
3
3

3

4
3
4
3
4

3

4

4

1

4

3

3

2

4

4

4

Zensar
Mindtree

3

Syntel

4

4

2

UST Global

3

3

ValueLabs

4

4

3

2
4

4

Focus on Cost
6
andItem
Change
Challenger clients

3

3
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Cost and Change Challengers

Unisys
Unisys’ intelligent workplace services hep address cost and business change
requirements. These include the global service desk, InteliServe and mobile
support services. The company also provides transformation advisory
services that cover change management and technology adoption. Its service
desk services help users to reach out to workplace support through diverse
channels. Through automation-enabled services, Unisys has attained an 84
percent first-call resolution rate. It can auto-resolve 39 percent of incident
tickets and helps end users to resolve approximately 31 percent of incidents
through self-help. It leverages ServiceNow’s self-help knowledgebase and
in-house developed click-to-fix scripts to run automated solutions. With the
recent Unify Square acquisition, Unisys has developed capabilities to assess,
analyze and improve IT operational performance with real-time analytics. Its
change and adoption services include discovering learning profiles, conducting
organizational change management (OCM) campaigns and developing
adoption heatmaps.
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Cost and Change Challengers

OTHER NOTEWORTHY PLAYERS – COST AND CHANGE CHALLENGERS ARCHETYPE
Some other providers scored high in one or more areas that are important for the Cost and Change Challengers archetype. However, they were not categorized as Leaders for this
because they did not rate high in enough categories.
Noteworthy providers (services providers with a high score in one or more categories) for cost and change challengers are:

Fig 9

Other Noteworthy Players – Cost and Change Challengers

Classic workplace
services

Automation-led
incident resolution

PC and on-premises
VDI support

Focus on Cost and
Change Challenger clients

Atos
Birlasoft
Capgemini
Cognizant
Computacenter
CSS Corp
DXC
Fujitsu
Getronics
HCL
Infosys
LTI
Mphasis
Stefanini
TCS
Tech Mahindra
UST Global
Wipro
Yash

Accenture
Atos
Birlasoft
Capgemini
Cognizant
Computacenter
CSS Corp
DXC
Fujitsu
Getronics
HCL
Infosys
ITC Infotech
LTI
Microland
Mphasis
Stefanini
TCS
Tech Mahindra
UST Global
Wipro
Yash

Atos
DXC
Fujitsu
Getronics
Infosys
Stefanini
TCS
Tech Mahindra
YASH Technologies

Birlasoft
Cognizant
Computacenter
CSS Corp
HCL
Infosys
ITC Infotech
LTI
Microland
Mphasis
UST Global
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Business Model Adaptors

BUSINESS MODEL ADAPTORS
Those needing to adapt to compete in a changing market
Business Model Adaptors have a clear view of what did and didn’t work during difficult times
and have a clear improvement plan, resulting in a potentially new business model. These
clients typically have a strong data capability to enable the voice of the customer and the
voice of business, allowing the end-to-end value chain to be mapped, costed and adapted.
With aspirations of driving a strong customer experience, they are starting to embark on a
transformational disruption journey to remain competitive in a changing market. These clients
are highly agile and have a transformational mindset. They understand that rapid evidence-led
decisions are required and will help operational units adapt and pivot. Their services
primarily involve:



Deployment of agile ways of working with DevOps in IT to enable rapid feature changes
for customers



Re-imagination of processes – not just making them more efficient but wholesale redesign



Making IT a value creator to the business rather than an internal organisation
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Business Model Adaptors
Fig 10

Business Model Adaptors
Client Objectives


Ensure that the business has a thorough understanding of its

Business Model Adaptors
Influence of Provider Capabilities
Increase in future influence

Decrease in future influence

customer base, what is being bought or provided and why the
customer chooses that channel


Make decisions based on robust data from customer and
internal sources



Deploy agility across the business which has the permission

Industry-focused
solutions

Agile DevOps
approach in IT

Consulting
for business
process
reimagination

and autonomy to pivot its delivery based on the data


Gain a clear understanding of the business impact of
changes made



Ensure that suppliers and service delivery organizations in the
ecosystem are aligned to new ways of working so that there is an
end-to-end ability to deliver new business and technical solutions

Focus on
business model
adopters

Size based on relative current importance in the archetype profile
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Business Model Adaptors

Fig 11

4 Score 4 out of 4
Among the 28 services providers
included in this research, four that
stand out that match the business
model adopters archetype needs
based on an assessment of
their capabilities as described in
the Methodology section in the
appendix. These four, referred to
as Archetype Leaders, and their
relevant capabilities are presented
in Figure 11, and briefly examined
in the following sections.
Note: The service providers listed are
arranged in alphabetical order. No
ranking is implied.
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4
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3

4

4

Mindtree
LTI

3

4
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2
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4
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Accenture
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Business Model Adaptors

OTHER NOTEWORTHY PLAYERS – BUSINESS MODEL ADAPTORS ARCHETYPE
Some other providers scored high in one or more areas that are important for business model adopters. However, they were not categorized as Leaders for this archetype because they did
not rate high in enough categories.
Noteworthy providers (services providers with a high score in one or more categories) for Business Model Adaptors clients are:

Fig 12

Other Noteworthy Players – Business Model Adaptors

Agile DevOps
approach in IT

Industry-focused
solutions

Consulting around business
process reimagination

Focus on Business
Model Adaptors

Atos

Atos

Atos

Computacenter

Birlasoft

Cognizant

Cognizant

DXC

Cognizant

Fujitsu

DXC

Getronics

Fujitsu

Infosys

Getronics

Tech Mahindra

HCL

Tech Mahindra

HCL

Unisys

Zensar

UST Global

Infosys

Wipro

Wipro

TCS

Zensar

Tech Mahindra
Unisys
Wipro
Zensar
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Experience Evangelists

EXPERIENCE EVANGELISTS
Those wanting to stand out in a crowded market through customer and employee experience
These clients focus on employees that deliver core business to internal and external customers.
They aim to understand employee requirements in a post-pandemic world and accordingly
deploy new technologies that make a positive impact on the work-life balance, allow for a more
flexible way of working and provide better and cheaper communication. With the employee at the
heart of the change, these clients re-imagine how their workforce can serve customers globally,
realizing that there no longer are needs for a local delivery model. A global delivery model can
be deployed with a near 24x7 operations such as those based on the follow-the-sun model with
the right capabilities. As technology advocates, these clients deploy EUC/UCC capabilities, enable
collaboration at a distance, and provide capabilities to flexible working patterns, hours, areas of
work and access to information.
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Experience Evangelists
Fig 13

Experience Evangelists
Client Objectives


Provide specific customer benefits that are easily identifiable with clear

Experience Evangelists
Influence of Provider Capabilities
Increase in future influence

Decrease in future influence

methods of measuring the outcome of any new offering, feature or technology


Employees to have an impact on service change and design at the supplier
level based on feedback through a highly agile method of crowdsourcing
feedback and rapid deployment of value-added features; service isn’t fixed



Enable workplace measurement of customer and internal
user-experience levels that go beyond experience



Adopt and implement technological changes with a strong and agile
organizational change management (OCM) practice



Make a significant impact on customer retention, increase in product use and
cross fertilization of offerings through a sticky customer experience, offset by

Proactive monitoring
and predictive analysis

OCM measurement
and experience

Focus on
Experience
Evangelist
clients

Uninterrupted
technology and
digital channel
usage

the measurement of failure by not making the change


Generate a business-level impact with changes in workplace technologies,
which are proactive and hidden to the user so that IT does not drive decisions

Size based on relative current importance in the archetype profile

and have a measurable impact
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Experience Evangelists
Fig 14

4 Score 4 out of 4
Among the 28 services providers
included in this research, seven
that stand out that match the
Experience Evangelists archetype
needs based on an assessment
of their capabilities as described
in the Methodology section
in the appendix. These seven,
referred to as Archetype Leaders,
and their relevant capabilities
are presented in Figure 14, and
briefly examined in the following
sections.
Note: The service providers listed
are arranged in alphabetical order.
No ranking is implied.
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Experience Evangelists

OTHER NOTEWORTHY PLAYERS – EXPERIENCE EVANGELISTS ARCHETYPE
Some other providers scored high in one or more areas that are important for the Experience Evangelists client. However, they were not categorized as Leaders for this archetype because
they did not rate high in enough categories.
Noteworthy providers (services providers with a high score in one or more categories) for Experience Evangelist clients are:

Fig 15

Other Noteworthy Players – Experience Evangelists

OCM measurement
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Human Workplace Re-imaginators

HUMAN WORKPLACE
RE-IMAGINATORS
Those focusing on the needs of a changing workforce
Clients of this type have moved on from adapting the business model into the final stages of
perfecting the experience for the end customer by the employee through cutting-edge offers and
technical delivery. Human Workplace Re-imaginators realize that there is a straight-through value
chain that reaches from the end customer to suppliers and partners and that any misalignment
of that value chain will result in a poor end experience. Measurement and openness are key to
the clients that have an intimate relationship with their end customers. They have moved away
from simple service levels or customer charters for measurement to a proper experience-led
method of measurement, extending right down to service partners. The impact of a poor service
or experience is identified with the cost of failure that is easy to calculate, resulting in supplier
agreements being based on a gainsharing and reward-penalty arrangements with service
providers based on both business and IT outcomes.
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Human Workplace Re-imaginators
Fig 16

Human Workplace Re-imaginators
Client Objectives


Provide the technology and digital capabilities to work from anywhere so that the

Human Workplace Re-imaginators
Influence of Provider Capabilities
Increase in future influence

Decrease in future influence

end customer sees no difference in delivery.


Ensure that employees always have access to the right information through a
secure connection, allowing them to collaborate and update data as required.



Ensure that support models cater to a more geographic workforce; may involve
remote IT support, lockers or cognitive assistants that are linked to devices so
that voice can be used to start support sessions, log tickets and request help.



AR/VR smart
support

Focus
on diverse
collaboration
solutions

Ensure that the right technology is in place to provide a self-sufficient
workforce with the right tools to left shift many processes. For example, the
use of augmented reality embedded into help desk or automated support can
direct employees to self-heal technical issues.



Secured
AAA workplace

Global scale
of devices and
users managed

Make the best use of the implemented productivity and collaboration suite of
Microsoft or other vendors or invest in the most suitable one.



Listen and support employees to work as and when they want though measurement

Size based on relative current importance in the archetype profile

and analysis of service usage, issues, and employee productivity and satisfaction.
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Fig 17

Human Workplace Re-imaginators

Human Workplace Re-imaginators Leaders

4 Score 4 out of 4
Among the 28 services providers
included in this research, eight
stand out that match the Human
Workplace Re-imaginators
based on an assessment of
their capabilities as described in
the Methodology section in the
appendix. These eight, referred
to as Archetype Leaders, and
their relevant capabilities are
presented in Figure 17 and
briefly examined in the following
sections.
Note: The service providers listed
are arranged in alphabetical order.
No ranking is implied.
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Human Workplace Re-imaginators

Unisys
Unisys support 3.5 million devices globally and offers seamless collaboration,
workplace as a service and modern device management services to serve
clients of this archetype. It has a strong security practice providing security and
compliance consulting, governance, device telemetry and zero-trust security
services. The company’s seamless collaboration services include Office 365
services along with UCaaS monitoring capabilities. It helps clients control,
manage, secure and maintain their collaboration platforms. Unisys helps clients
with voice and video integration within their unified communications ecosystem
and also provides managed meeting rooms solutions. Its virtual workplace
services comprises intelligent VDI and cloud-native VDI services. The company
also provides device subscription services. Its device management capabilities
include unified endpoint management and asset management. Unisys provides
outcome-based service delivery measuring end user experience by combining
people analysis, device and unified communications performance, selected SLAs
and a digital adoption platform. Performance in these areas is measured by
business personas and the impact on business is analyzed to generate
XLA 2.0 metrics.
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Human Workplace Re-imaginators

OTHER NOTEWORTHY PLAYERS – HUMAN WORKPLACE RE-IMAGINATORS ARCHETYPE
Some other providers scored high in one or more areas that are important for the Human Workplace Re-imaginator client. However, they were not categorized as leaders for this archetype
because they did not rate high in enough categories.
Noteworthy providers (services providers with a high score in one or more categories) for Human Workplace Re-imaginator clients are:

Fig 18

Other Noteworthy Players – Human Workplace Re-imaginators

Secured
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and users managed

AR/VR
smart support

Focus on diverse
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Accenture
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Workplace Transformers

WORKPLACE TRANSFORMERS
Those aiming to disrupt by transforming the physical, digital and human workplace
Workplace Transformers are open to wholesale change, which includes what they deliver, how
they deliver it, where they deliver it and who delivers it. These organizations were typically
already in the mode of another archetype with the pandemic outbreak and have now realized an
opportunity to disrupt the market with foresights to plan ahead. They were focused on resiliency
and efficiency in the pre-pandemic period, making significant investments in digital so that the
transition to remote working was less of an issue. The future of work poses fewer challenges for
these organizations because employees can work from anyplace at anytime. These clients have
a central transformation program that revolves around the physical workplace, digital workplace
and human workplace, rather than one at a time or just focusing on one driver. They aim to
rationalize property, globalize the workforce with local experts, ensure that supply chains are
resilient and that customer needs are baked into a highly agile way of working.
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Workplace Transformers
Fig 19

Workplace Transformers
Client Objectives


Move people to home working while deploying a highly secure digital

Workplace Transformers
Influence of Provider Capabilities
Increase in future influence

Decrease in future influence

capability that enables clear collaboration


Provide solutions to connect to physical buildings that have been
upgraded to meet the needs of the modern user and contain smart
capabilities with embedded cognitive capabilities



Convert offices into collaboration spaces rather than rows of desks
so that teams can co-create



Ensure organizational risk management is in place through OHS

Hybrid
work focus

Smart physical
office services

Employee
wellbeing services

(occupational health and safety)-based applications with COVID-19
secure passports that are linked to facilities for staff to work where
they need and when they want


Provide built-in augmented reality office applications to guide
employees through the safest route on a floor or building



Deploy cutting-edge technology to ensure continuation of their

Size based on relative current importance in the archetype profile

market leading position
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Fig 20

4 Score 4 out of 4
Among the 28 services providers
included in this research,
five stand out that match the
Workplace Transformers based
on an assessment of their
capabilities as described in the
Methodology section in the
appendix. These five, referred
to as Archetype Leaders, and
their relevant capabilities are
presented in Figure 20 and
briefly examined in the following
sections.
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Workplace Transformers

OTHER NOTEWORTHY PLAYERS – WORKPLACE TRANSFORMERS ARCHETYPE
Some other providers scored high in one or more areas that are important for the Workplace Transformers client. However, they were not categorized as leaders for this archetype because
they did not rate high in enough categories.
Noteworthy providers (services providers with a high score in one or more categories) for Workplace Transformers clients are:

Fig 21

Other Noteworthy Players – Workplace Transformers
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Service Providers Across Archetypes

SERVICE PROVIDERS ACROSS ARCHETYPES
Cost and
Change Challengers

Business
Model Adopters

Experience
Evangelist

Human Workplace
Re-Imaginators

Workplace
Transformers

P

Ù

Ù

PP

P

Atos

PPP

PPP

Ù

Ù

Ù

Birlasoft

PPP

P





P
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Ù
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PPP

PPP

P

Computacenter
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P

P

PPP

P

CSS Corp

PPP







P

Accenture

Ù



= Leaders
= Noteworthy Providers (number of check marks indicate the degree of alignment
with the capability requirements of each client archetype)
= Not In (the Service Provider wasn’t considered a leader in any of the capability requirements for this archetype)

NOTE: All Service Providers evaluated for this report have the abilities to service all four archetypes, only those with the best fit to the capability
requirements were identified as Leaders or Noteworthy Providers
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Service Providers Across Archetypes

SERVICE PROVIDERS ACROSS ARCHETYPES
Cost and
Change Challengers

Business
Model Adopters

Experience
Evangelist

Human Workplace
Re-Imaginators

Workplace
Transformers

DXC

PPP

PP
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P
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P

PPP
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Ù
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Infosys

Ù



= Leaders
= Noteworthy Providers (number of check marks indicate the degree of alignment
with the capability requirements of each client archetype)
= Not In (the Service Provider wasn’t considered a leader in any of the capability requirements for this archetype)

NOTE: All Service Providers evaluated for this report have the abilities to service all four archetypes, only those with the best fit to the capability
requirements were identified as Leaders or Noteworthy Providers
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Service Providers Across Archetypes

SERVICE PROVIDERS ACROSS ARCHETYPES
Cost and
Change Challengers

Business
Model Adopters

Experience
Evangelist

Human Workplace
Re-Imaginators

Workplace
Transformers
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= Leaders
= Noteworthy Providers (number of check marks indicate the degree of alignment
with the capability requirements of each client archetype)
= Not In (the Service Provider wasn’t considered a leader in any of the capability requirements for this archetype)

NOTE: All Service Providers evaluated for this report have the abilities to service all four archetypes, only those with the best fit to the capability
requirements were identified as Leaders or Noteworthy Providers

47
© 2021 Information Services Group, Inc. All Rights Reserved.

ISG Provider Lens™ Archetype Report | October 2021

Service Providers Across Archetypes

SERVICE PROVIDERS ACROSS ARCHETYPES
Cost and
Change Challengers

Business
Model Adopters
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Human Workplace
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Workplace
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= Leaders
= Noteworthy Providers (number of check marks indicate the degree of alignment
with the capability requirements of each client archetype)
= Not In (the Service Provider wasn’t considered a leader in any of the capability requirements for this archetype)

NOTE: All Service Providers evaluated for this report have the abilities to service all four archetypes, only those with the best fit to the capability
requirements were identified as Leaders or Noteworthy Providers
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GUIDANCE

Guidance
Fig 22

Now that the peak of the pandemic has passed and the situation most clients found
themselves in during 2020 and early 2021 has more or less stabilized, it will already be
clear in which archetype they will most likely find themselves. When thinking about the
archetypes and the core components that each is focused on, one must be aware that
the technology supporting the various workplaces (physical, digital and human) cannot
be considered in isolation. In fact, with the need to return to the office and the wish of
employees to move to a hybrid way of working, this is the best time to have the workplace
ecosystems integrated with business processes. Such a setup will help provide a significant
competitive advantage. It is also imperative to utilize the right workplace technologies so
that the overall goal of the archetype is realized, and not just to deploy singular projects
in each of the workplaces alone. If this occurs, only a change program will occur where
clients are looking at moving up the scale and archetype journey. As shown below, ISG has
published eBooks that document the journey that the archetypes will follow. These can be
found at: https://isg-one.com/isg-90-day-series
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Guidance

Enterprise Leadership Actions
Ensure you understand which of the archetypes your organization fits into based
upon the immediate actions needed to deliver on your strategic priorities. To help
with this, seek and identify key trends in the future of work that are “must dos” for your
organization. Assess the ability to address these, and where the best technologies are to
deliver new capabilities that ensure your organization is future proofed. Make contact with
ISG, which can help assess your needs and provide independent market advice to get your
organization fighting fit.

Think of automation and technology as value creators. Clients should stop looking at
business and cost benefits separately from workplace technologies that are powered by AI,
analytics and automation. The focus should be on employee and customer experience and
how they are impacted. Good employee experience would result in desired business results,
and poor experience leads to IT inefficiencies. Hence, organizations that are still considering
workplace technologies as a cost center should relook at the potential and value add they
can bring to business processes, particularly with the application of AI.

Undertake a thorough operational impact assessment of your end-to-end business,
so that the data is available to answer the question, “What do I do now?” This will be
vital because it is now impossible to base decisions off the pre-pandemic data, which is now
invalid. The change was sudden and most likely permanent.

Focus on the mobile connected worker. Going forward, a large portion of the
workforce will continue to work from home or remotely, so the focus should shift from
workplace to workforce. It is extremely important for enterprises to distinguish between
normal and connected workers. When the rise of the contingent workforce kicks off in
earnest, more and more hybrid working models will need to be deployed. This is a real
challenge for many organizations that have property that lacks digitalization, technology
that doesn’t work across all platforms and network capacity and capability that were not
sized to handle the volume of remote traffic. With the rise of augmented assistants and a
dependency on automation technologies growing, the challenges will only accelerate so
action is needed now.

Just as for the operations, consult and undertake a thorough employee assessment to
identify worker types, the technologies they need and how they need to be supported. Link
this into an end-to-end process and technical assessment so when the overlay is complete,
a clear roadmap of what needs what and why is clear. Pre-pandemic delivery models and
employee models are no longer valid, plus they will typically need or want to use different
technologies than they did during pre-pandemic times more often to support them.
Ensure that the employee and customer experiences are the key focus. By redesigning
the end-to-end value chains across the enterprise, the customer experience will be
improved, which will in turn provide larger revenues and market share. Only when this
is connected to the internal employee experience will enterprises see marked increases
however, so a thorough understanding of UX and CX is vital.
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Guidance

Provider Leadership Actions
Expand solutions to include the physical and human workplaces that are aligned to
the digital workplace. A realization aligned to the core components ISG showed earlier
will identify the components that a true workplace solution will need to integrate. Building
technology that encompasses IoT, smart and cognitive features will need to be linked to
managed services and the service desk. Support for non-traditional devices like at-home
routers and others may need to be supported to provide a true end-to-end experience.
Focus on real employee experience KPIs and XLAs. Many providers identify things
they see as XLAs but by which are at best hybrid XLAs – SLAs with some form of CSAT
or other satisfaction measurement of the experience offered. True XLAs measure the
overall experience of the user and customer. While many service providers are developing
their own XLA approach, in most cases, they measure user experience with workplace
technologies. User experience can extend beyond technology. While they may not be
centered on the traditional workplace area, workplace technologies have the potential to
explore and analyze employee experience at the organizational level and users’ growth,
remote working styles, etc. Building KPIs on these aspects and related areas can provide
a competitive advantage. The ultimate is to measure proactively the current state of the
system and fix problems before they are ever known about by the end users. The use of
sentiment analysis will help here to measure tone and experience.

in business-as-usual processes, the ability to ask for something and just have it done, like
“book me a holiday,” will increase productivity in the human workplace though a digital
workplace solution. There are use cases emerging for self-support using AR in the service
desk, for example where users get the solution through a phone showing them what to do
based upon augmented input.
Build reusable, industry-specific workplace solutions. While many providers have
developed solutions that cater to different industries, it is not commonplace for all
providers. In the current and post-pandemic world, regular business processes may also
change and clients may look for consulting and implementation guidance to support
their transformed business processes, which will translate into different requirements for
user personas. This can only be achieved if providers start seeing workplace not only as a
horizontal offering but increasingly as a verticalized service.

Build automation and AI, cognitive and augmented reality technologies into solutions.
The use of cognitive technology to ask for things, which has automated back-end processes
to support employees, is the ultimate in left shift. The use of augmented solutions to ask
for help, or be shown something which then triggers a process (which through the use of
an augmented device) supports the employee to self-heal an issue is the future. Similarly,
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Section Name

APPENDIX
Methodology

Methodology
Future of work services providers (SPs) shared their data across different future
of work service dimensions through the research initiatives noted above. These
dimensions cover their technological competency, preferred engagement models,
scope of work performed, service capability, functional expertise and industry and
regional presence.

As previously noted, this report uses five archetypical sets of buy-side client
requirements to assess the relative suitability future of work services providers.
Data regarding the providers’ capabilities and positioning was provided to ISG via
briefings, ISG advisor interviews and surveys of service providers, including client
references if appropriate.

Report Methodology

1

2
Categorize and assess
provider data

4

3
Weight Importance of
capability requirement

Determine provider
position in quartile

5
Create cumulative
score

Categorize providers
in archetypes

53
© 2021 Information Services Group, Inc. All Rights Reserved.

ISG Provider Lens™ Archetype Report | October 2021

Appendix: Methodology

Methodology Details
1

The data provided by the services providers were
categorized and assessed according to the future of

2

Each archetype capability requirement was weighted
based on its relative importance to that archetype’s

3

Once the relative ability of each services provider was
assessed for each of the archetype requirements,

work services requirements described for each of

typical requirements. Weightings for each archetype’s

each provider was then positioned in a relevant

the five client archetypes. In cases in which provider

requirements add up to a total of 100 percent. Specific

quartile (e.g., top 25 percent, second 25 percent and

descriptions and data were not worded as precisely as

weightings are not disclosed in this report. The relative

so on). The top quartile was awarded a numerical

our archetype requirements, our future of work services

importance of each capability requirement is depicted in

“capability score” of 4/4; the second quartile earned

analysts relied on their expertise and experience to

illustrations at the beginning of each archetype section

a score of 3/4, the third quartile earned a score of

classify provider capabilities.

using differently sized “hexagon” icons.

2/4, and the fourth quartile earned a score of 1/4.
Those with no capabilities to meet the archetype
requirements were not included in the assessment.

4

Provider capability scores from Step 3 were then
multiplied by the weightings developed for each client

5

The cumulative scores were then used to identify the
services providers most well suited for each archetype’s

archetype requirement in Step 2. The results for each

requirements. These providers are listed alphabetically

provider were then totaled to develop a cumulative

and briefly profiled in each archetype section. Where

score for each service provider. These cumulative scores

relevant, additional services providers with noteworthy

are not disclosed in this report.

capabilities are also mentioned (e.g., providers that
may have scored well on a specific requirement but not
across all the requirements for that archetype).

Please note: This report simply presents services providers’
known capabilities in the context of user enterprises’
typical project needs. This report is not meant to rank
providers or to assert that there is one top provider with
abilities that meet the requirements of all clients that
identify themselves with a particular archetype.
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Fig 23

Appendix: Methodology

Provider Capability Scores as Harvey Balls
Score

Harvey Ball
representation

Score 4 out of 4

4

Score 3 out of 4

3

Score 2 out of 4

2

Score 1 out of 4

1

The cumulative score for each of the selected services providers against each
archetype requirement is represented using Harvey Balls. For example: if a
provider is assessed with a score of 4 out of 4, then a full Harvey Ball is used
to represent their capability against that requirement. Similarly, if a provider
is assessed a score of 1 out of 4, then a one-quarter Harvey Ball is used, as
shown in below.
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Additional Relevant Future of Work Services Providers
The capabilities of 28 providers were assessed in this report. Some services providers that are
typically included in our work are not included in this report. Some of the companies that were
not included were not able to participate and others declined. Providers that do not offer a full
portfolio of future of work services have not been included in the study. They may be included
in future versions of this report, based on merit and on the services providers’ willingness to
provide current and relevant materials. Readers should not make any inferences about a services
provider’s absence from this report.

Additional Relevant Future of Work Services Providers

Other Relevant
Service Providers

Headquarters
Country

Coforge

India

NTT

Japan

NTT DATA

United States

Softtek

Mexico
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