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Types of organizations that benefit from XLA
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Human Experiences in Outsourcing Relationships

Client Side
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Human experiences in outsourcing relationships: EX + EX = CX
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Human Experiences Alignment

Client Side Supplier Side

Cloud Developers ‘ ‘ Landing Zone Engineers

Employees Service Desk Team

Vendor Managers Customer Teams

Executive 360° Executive 360°
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The service chain with customer and supplier roles
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External
IT service

Two IT service chains
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the anatomy of perception of events, relationships and objects

Feelin

4

Judgme

Physiological
reactions

Events
Relationships
Objects

Behavioral
expressions



The role of value drivers In service interactions

Collaboration

Business Impact Business Impact

Contract
Experience Experience
SLA scope

Service Provider Service Consumer

XLA scope



Relationships between key XLA concepts
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An IT service management operating model

Service manager
Manager Product owner Service agent
Advisor Development team IT ops manager End user
. Software IT operations Business
Business . .
product and service operations
management
development management and end users

Engage Design Deploy Provide
Agree Acquire Run Inform
Align Integrate Restore Support

Guiding principles (for improvement and management)
Focus on (co-creating) value Think and work holistically
Start where you are Keep it simple and practical
Progress iteratively with feedback Optimize and automate
Collaborate and promote visibility (Source: ITIL® 4)
Organizations Information Partners
and people and technology and suppliers
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Mindset, Skillset, and Toolset

Mindset

Activities People
Skillset
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Task force vs. XMO

Task force XMO

Provisional team Permanent and central team

Temporary funded by ...7? Lifelong funded by central
(fact-based) organization (faith-based)

Strives for rapid Strives for continuous
improvements improvements

Ownership until XM Takes over ownership
becomes business-as-usual from Taskforce
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Cascading Examples

Fit for Purpose

Onboarding

Purpose

Software expenditure per employee
represents, on average, +25% of the total
IT spend of companies. The value is too
often intangible. F4P is a litmus test.

Poor onboarding is a significant cause of
employee turnover, costing a company
100-300% of the employee's salary in total.
Onboarding is an IT-HR tandem.

Desired Outcome

Fit for Purpose (F4P) means that business
applications must be good enough to do
the job. Low F4P is needed to strip out
waste based on the voice of the customer.

When a new employee comes to work for
the first day, they must be able to start
working, rather than wait for IT or HR to
sort things out.

Xperience Indicator

Subjective feedback related to Fit for
Purpose helps to prioritize (the backlog)
and prevents throwing good money after
bad in application Life Cycle Management.

“Welcome” to measure onboarding
experience as the heartbeat during the first
two months. Low scores trigger proactive
support. Tracking for 24 months optional.

X + O Data

Correlation with O-data from IT Asset
Management (ITAM) tools on software
inventory tracking and DEM tools for non-
functional application performance.

Correlation with O-data on timeliness of
onboarding processes like registering new
accounts and profiles to various systems in
HR, IT, and probably Facilities.




Five interconnected phases of the XM Journey

Define

Discover 17 Dream t Design

- =)
I

1




The XLA
Framework

Propositions Perspectives

Principles




	Dia 1: XLA Pocket book figures
	Dia 2
	Dia 3
	Dia 4
	Dia 5
	Dia 6
	Dia 7
	Dia 8
	Dia 9
	Dia 10
	Dia 11: The service chain with customer and supplier roles
	Dia 12
	Dia 13
	Dia 14: The role of value drivers in service interactions
	Dia 15
	Dia 16
	Dia 17
	Dia 18
	Dia 19
	Dia 20
	Dia 21
	Dia 22
	Dia 23: Five interconnected phases of the XM Journey
	Dia 24

