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Turn your ITSM operations
into outcomes people love
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Between November, and May, employee happiness with service

for Incidents has been varying more than the year before. These

results are based on 18404 responses to surveys sent when

incidents were resolved

Survey respondents were happy with quick resolution of issues

and polite support, but did at times highlight the need for clearer
instructions regarding problem-solving steps.
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Which employee groups are the happiest with Incidents
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What made people unhappy
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People complain that chat is slow, often ends without
resolution, forces them to repeat themselves, relies on bots
that don’t understand their issue, struggles with complex
problems, and ultimately becomes a channel they no longer
trust or want to use.
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High Response Rates Intuitive drill down analytics

| had to explain myself several times
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Enterprise ready, now
HappySignals product is designed to go live fast.
SIS You get a proven methodology, ready-made
Save as image surveys, benchmarks, and certified ITSM
integrations — so teams can start collecting
trusted data and acting on it with minimal setup.
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Roles and responsibilities
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Role category . . .
Leadership/Executive Operations/Production Sales and Mark: ex pe rl e n ce I n d I cato rs
34% 30% 21%
Supervisor role
Work routines No supervisory role Supervising others
Work time spent on computer 56% 44%
37% 31% Frequency of external customer work
Share of remote work Daily basis Weekly basis &
2:3 days 8 wesk One day aweek 40% 36% {
34% 30% s

Variability to work

Mostly routine tasks Mix of routine and varied tasks

Quantify productivity gains
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