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Executive Summary

Report Author: Kevin Turner

Generative Al is a catalyst for the next
technical wave of workplace transformation
and empowers new ways of working

Generative Al (GenAl), though seemingly novel,
has existed since the 1960s. But significant
progress only came recently, starting with the
advancements in this field in 2014. The current
year marks a turning point with substantial
improvements in GenAl capabilities, resulting
in accelerated development and opening up
numerous potential use cases. The ISG Provider
Lens™ Future of Work Services 2024 study
delves into advancements in GenAl and large
language model (LLMs) by various providers,
highlighting specific use cases for deploying
these features to clients and projected
evolution over the next few years.

Early adopters of standard offerings, such

as those utilising Microsoft 365 Copilot, are
well-positioned to iterate and build new use
cases and scenarios across their IT landscapes,
enabling intelligent workforce engagements

iSG Provider Lens

with technology. Leading providers already
offer these capabilities to clients, with many
conducting pilot deployments or other limited
implementations for direct user feedback.
This phase is vital as they prepare for the
expected mass demand and implement
governance measures to maintain control
over the IT environment and prevent it from
becoming unmanageable.

Leading providers are actively building support
to leverage the potential of GenAl, aiming

to drive unprecedented agility, flexibility and
scalability. These efforts are set to achieve
milestones that enterprises have long aspired
to, now expected within the next 12-18 months.

Delivering effective hybrid working models

Hybrid working has become increasingly
common in the U.K.,, with over half of recent

job postings specifying office attendance
requirements for between 1 and 4 days per
week. This trend reflects the demand from
workers seeking employers with flexible working
arrangements. Enterprises need to establish
guidelines to support hybrid working,

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

GenAlI adoption 1s
vital as enterprise
clients expedite
workplace
transformation.
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Executive Summary

encompassing corporate policies, suitable
remote workloads and technical infrastructure
for seamless access to applications, data and
people across different locations.

Unified communication and collaboration
platforms like Microsoft Teams address
technical aspects of hybrid working. However,
many employees still view Microsoft Teams as
primarily a replacement for Skype for Business,
missing its full potential. Forward-thinking
enterprises are exploring these platforms to
enhance workforce productivity across internal
teams, third parties and partners.

Outdated practices such as using email
attachments, USB keys or unauthorised
channels for collaboration should be left
behind, especially in growing companies
undergoing mergers and acquisitions. Leading
providers and emerging challengers, as
observed in the Managed End-user Technology
Services and Continuous Productivity Services
(including Next-gen Service Desk) quadrants,
possess the expertise and tools to facilitate

an exceptional hybrid working experience for
organisations of all sizes.

iSG Provider Lens

Workforce engagement and adoption

The concept of experience management

(XM) emerged in 2018, drawing attention from
early adopters, primarily focused on device
metrics. Only a few companies initially focused
on holistic programmes to enhance EX,
emphasising the availability of technology items
such as devices, applications and networks.
During this period, emerging technologies from
digital employee experience (DEX) vendors
were developed to identify and address
underlying technical issues.

By 2024, the significance of EX has continued
to grow. Every provider included in this current
study recognises the importance of XM.

This focus reflects in every quadrant, from
Workplace Strategy and Enablement to Smart
and Sustainable Workplace Services.

At its core, EX management involves deploying
DEX tools and taking remedial actions across
endpoint devices. Leading XM providers now
offer a more comprehensive management layer,
overseeing and evaluating interconnected
systems. They can even identify and resolve
employee issues that extend beyond technical

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

challenges. By focusing on XM, organisations
not only promote a happier and more
productive workforce but also identify friction
points and challenges in digital transformation
initiatives. This, in turn, enhances the adoption
of technology investments made by enterprises
to benefit their workforce.

In an environment where costs are closely
scrutinised, non-delivering technology
spending can be easily terminated. Therefore,
strategies promoting widespread employee
adoption of technology prove invaluable.

The imperative for experience also enables
clients to move beyond traditional availability
contracts — SLAs — with reactive and short-
term behaviours to a modern, flexible and
outcome-driven model — XLAs — making

IT operations effective and valuable.

Workplace technology is bigger than IT alone

Over the past five years, the U.K. has witnessed
a significant shift in technology perception,
transforming from solely an IT concern into an
integral part of business strategy. Previously
viewed as a cost centre, IT has now evolved into
a key enabler for businesses, with the

potential to become a profit centre in the
future. Enterprises recognise the importance
of collaboration between IT, HR and facilities
functions to tackle business challenges.

This emphasis on business collaboration

has grown stronger since the COVID-19
pandemic and other market forces such as
skills shortages, with a renewed focus on
finding cohesive solutions that benefit all
business aspects. The driving force behind
these collaborations often remains as primarily
potential cost savings. Smarter enterprises are
realising that value delivered can be measured
more effectively than just by the price tag. We
also see clients seeking improved sustainability
contributions, ROl and enhanced employee
experience (EX) by streamlining complex
processes and tasks.

Budget constraints persist

Global economic challenges and geopolitical
uncertainty in Europe have caused budget
concerns similar to those during the 2009
stock market crash. Increased spending on
energy resources has significantly raised
global inflation rates, including in the U.K.

FUTURE OF WORK SERVICES QUADRANT REPORT |  OCTOBER 2024 4 G



Executive Summary

Two years of workforce unrest, marked by
widespread strikes for better pay and working
conditions, have further destabilised the
regional market.

of requests for proposals, these topics were
frequently overlooked by provider and client
delivery teams, particularly in the private sector

procurement teams and helps to avoid the
pitfall of greenwashing.

This shift signals a broader transformation
within the future of work marketplace, where
sustainability and ESG considerations are
increasingly becoming integral to decision-

However, within the U.K. public sector tenders,
there has been a noticeable emphasis on
these areas for several years and this is now

These factors underline the importance of
technology investments and innovation, with

business clients carefully evaluating projected
returns before committing to transformation
projects. According to ISG Provider Lens™
Future of Work Services report, the top providers
have successfully executed transformation
initiatives, particularly those related to EX,

as outlined in the Collaboration and Next-

gen Experience Services quadrant analysis.
Providers have the potential to deliver positive
outcomes for companies and employees while
controlling costs and some innovations may
even become self-funding, which can be a win
for procurement teams.

Sustainability requirements no longer taking
a back-seat

Awareness of sustainability, environmental,
social and governance (ESG) issues has grown
in recent years across the business world. While
often mentioned in passing in the footnotes

iSG Provider Lens

becoming an imperative for the broader Future making processes.

of Work marketplace. This increased focus on
sustainability and ESG has shifted technology
investments and innovation, often making them
expensive. Enterprise clients now diligently
evaluate anticipated returns before committing
to sustainability projects or green initiatives.

As aresult, top providers in the ISG Provider
Lens™ Future of Work report have made
significant strides in implementing ESG
initiatives, especially when these initiatives are
tied to measurable outcomes, as highlighted
in the Smart and Sustainable Workplace
Services quadrant. Effective implementation of
ESG initiatives enables providers to generate
positive results for both enterprises and
employees while controlling processes. Some
of these innovations have even become
self-funding, which resonates well with

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

UK. clients are driving the
demand for increased user
productivity, sustainable
initiatives and a strong focus on
EX across all digital workplace
services. The ongoing digital

workplace transformation
highlights a growing need to
implement Al securely and
efficiently. This approach
accelerates workplace evolution
and maximises client benefits.
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Provider Positioning
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Provider Positioning

1‘) Provider Positioning Page 2 of 5
Workplace Strategy Collaboration and
and Enablement Next-gen Experience
Services Services

Deloitte

DXC Technology
EY

Fujitsu

GAVS

Getronics
HCLTech
Hexaware

Infosys

iSG Provider Lens

Managed End-user
Technology Services -
Large Accounts

Continuous
Productivity Services
(including Next-gen
Service Desk)

Managed End-user
Technology Services -
Local Specialists

Smart and Sustainable
Workplace Services

Not In

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.
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Leader

Not In

Product Challenger

Leader

Not In

Leader
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Provider Positioning

1‘) Provider Positioning Page 3 of 5
Workplace Strategy Collaboration and
and Enablement Next-gen Experience
Services Services

ITC Infotech
KPMG
Kyndryl
Lenovo
LTIMindtree
Microland
Movate™
Mphasis

NTT DATA

iSG Provider Lens

Managed End-user
Technology Services -
Large Accounts

Managed End-user Continuous
Technilo Services - Productivity Services Smart and Sustainable
gy (including Next-gen Workplace Services

Local Specialists Service Desk)

Product Challenger Product Challenger Market Challenger Product Challenger
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Provider Positioning

1“) Provider Positioning

Orange Business
PwC

SCC

Sopra Steria
SS&C

Stefanini

TCS

Tech Mahindra

TET

iSG Provider Lens

Workplace Strategy
and Enablement
Services

Not In
Market Challenger
Not In

Not In

Page 4 of 5
. Continuous
Collaboration a.nd Managed End-us'er Managed End-us.er Productivity Services Smart and Sustainable
Next-gen Experience Technology Services - Technology Services - . R .
. o (including Next-gen Workplace Services
Services Large Accounts Local Specialists

Service Desk)
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Introduction

This study
evaluates
providers
capabilities in
delivering key
Future of Work
services across
different regions.

Simplified lllustration Source: ISG 2024

iSG Provider Lens

Workplace Strategy and
Enablement Services

Collaboration and Next-gen
Experience Services

Managed End-user Technology
Services - Large Accounts

Managed End-user Technology
Services - Local Specialists

Continuous Productivity Services
(including Next-gen Service Desk)

Smart and Sustainable
Workplace Services

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Definition

The future of work is constantly evolving, with
enterprises either mandating employees’ return
to offices or adopting hybrid working models.
The advancements in generative Al (GenAl) and
the need to assimilate new business models

to meet dynamic customer demands also
contribute to the evolving future of work.

Enterprises no longer partner with service
providers to provide laptops, mobiles, Wi-Fi

and service desks and allow employees to
work as they want. Instead, they embrace a
flexible workplace open to new technological
possibilities.

A continuum extends from traditional, low-tech
approaches to sustainability-focused agendas,
incorporating Al, XR and immersive experiences
into EX. Experience parity is becoming a
significant differentiator in the market.

Thus, workplaces must deliver seamless EX
regardless of location or customer interaction.

Employees seek the freedom to select both
their workspace and the required technology.
They need ubiquitous access to devices,
applications, data, workflow, documents and

processes, irrespective of location. These
requirements demand security, entailing
established platforms, protocols and
access rights.

Collaboration and communication are equally
critical, involving internal and external tools
such as AR, VR and XR. However, enterprises
face challenges when integrating pre-pandemic
infrastructure with post-pandemic capabilities.

GenAl opens new avenues for increased
employee productivity and efficiency. It allows
enterprise IT to better manage back-end
workplace technologies. Still, enterprises
need expert help strategising, implementing
and adopting this technology.

This report focuses on the approaches where
next-generation thinking changes the future
workplace landscape.

FUTURE OF WORK SERVICES QUADRANT REPORT | OCTOBER2024 11 9
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Introduction

Scope of the Report

This ISG Provider Lens™ quadrant report covers
the following six quadrants for services:

e Workplace Strategy and Enablement
Services

e Collaboration and Next-gen
Experience Services

e Managed End-user Technology Services —
Large Accounts

e Managed End-user Technology Services —
Local Specialists

e Continuous Productivity Services (including
Next-gen Service Desk)

e Smart and Sustainable Workplace Services

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

e Transparency on the strengths and
weaknesses of relevant providers

o A differentiated positioning of providers by
segments (quadrants)

e Focus on the regional market

iSG Provider Lens

Our study serves as the basis for important
decision-making by covering providers'
positioning, key relationships and go-to-market
considerations. ISG advisors and enterprise
clients also use information from these reports
to evaluate their existing vendor relationships
and potential engagements.

Provider Classifications

The provider position reflects the suitability

of providers for a defined market segment
(quadrant). Without further additions, the
position always applies to all company sizes
classes and industries. In case the service
requirements from enterprise customers differ
and the spectrum of providers operating in

the local market is sufficiently wide, a further
differentiation of the providers by performance
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 providers
according to their focus area. As a result, ISG
differentiates them, if necessary, into two client
target groups that are defined as follows:

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

e 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.

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

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. 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.

FUTURE OF WORK SERVICES QUADRANT REPORT |

¢ 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 (exceptionsare possible).

OCTOBER 2024



Introduction

A
") Provider Classifications: Quadrant Key

Product Challengers offer a product and
service portfolio that reflect excellent service
and technology stacks. These providers and
vendors deliver an unmatched broad and deep
range of capabilities. They show evidence of
investing to enhance their market presence
and competitive strengths.

Contenders offer services and products
meeting the evaluation criteria that qualifies
them to be included in the IPL quadrant. These
promising service providers or vendors show
evidence of rapidly investing in products/
services and a follow sensible market approach
with a goal of becoming a Product or Market
Challenger within 12 to 18 months.

iSG Provider Lens

Leaders have a comprehensive product and
service offering, a strong market presence and
established competitive position. The product
portfolios and competitive strategies of Leaders
are strongly positioned to win business in the
markets covered by the study. The Leaders also
represent innovative strength and competitive
stability.

Market Challengers have a strong presence

in the market and offer a significant edge

over other vendors and providers based

on competitive strength. Often, Market
Challengers are the established and well-known
vendors in the regions or vertical markets
covered in the study.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

% Rising Stars have promising
portfolios or the market experience
to become a Leader, including the
required roadmap and adequate
focus on key market trends

and customer requirements.
Rising Stars also have excellent
management and understanding
of the local market in the studied
region. These vendors and

service providers give evidence of
significant progress toward their
goals in the last 12 months. ISG
expects Rising Stars to reach the
Leader quadrant within the next 12
to 24 months if they continue their
delivery of above-average market
impact and strength of innovation.

Not in means the service provider
or vendor was not included in this
quadrant. Among the possible
reasons for this designation:

ISG could not obtain enough
information to position the
company; the company does

not provide the relevant service
or solution as defined for each
quadrant of a study; or the company
did not meet the eligibility criteria

for the study quadrant. Omission
from the quadrant does not imply
that the service provider or vendor
does not offer or plan to offer this
service or solution.

FUTURE OF WORK SERVICES QUADRANT REPORT | OCTOBER2024 14 @
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Workplace Strategy and Enablement Services

Who Should Read This Section

This report is relevant to enterprises across
industries in the U.K. for evaluating the current
market positioning of workplace strategy and
enablement service providers and how each
provider addresses the key regional challenges.

The U.K. workplace is undergoing a radical
transformation driven by digital innovation,
employee well-being and sustainability. Enter-
prises need strategic guidance and support

to navigate this evolving landscape. Data-
driven insights help businesses utilise space
effectively, integrate technology seamlessly and
develop talent acquisition strategies.

Transforming physical spaces for hybrid work
is crucial. Providers offer services such as
redesigning offices to foster collaboration and
innovation and developing talent models that
attract and retain top performers in a remote-
friendly environment. Nowadays, enterprises
seek to implement robust collaboration

tools, secure cloud solutions and digital

iSG Provider Lens

communication platforms. Sustainability is also
integrated into workplace design, focusing on
energy efficiency, resource management and
employee well-being.

Key digital workplace trends in the U.K., such
as automation and Al, reduce repetitive tasks
and personalise employee experience (EX).

A seamless and engaging digital experience
and hybrid workforce enablement are also
important. Leveraging these trends and
comprehensive workplace strategy and
enablement services, U.K. enterprises can
create a future-proof workplace that drives
productivity, attracts top talent and fosters a
sustainable and positive work environment.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

]

Strategy professionals should read this
report to learn about the leading providers
to prepare their workforces for the changing
business models and dynamics in the post-
pandemic world.

(4
“r
Technology professionals should read this
report to understand providers’ positioning

and capabilities to enhance workplace
strategy and enablement services.

iF

Digital professionals, including digital
transformation leaders, should read this
report to understand how EX transformation
service providers align with their digital
transformation initiatives.

FUTURE OF WORK SERVICES QUADRANT REPORT | OCTOBER2024 16 9
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Future of Work Services
Workplace Strategy and Enablement Services
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Mphasis @ ®pPwC
ITC Infqtech. :Y Computacenter Market Challenger
Tech Mahindra KPMG
Lenovo
LTIMindtree

Source: ISG RESEARCH

UK. 2024

Leader

* Rising Star

This quadrant evaluates
workplace strategy and
enablement service
providers, offering
tailored advice and
strategies based on
region, market direction
and organisational
responsibility, while
providing integrated
services to clients.

Kevin Turner
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Workplace Strategy and Enablement Services

Definition

This quadrant evaluates providers offering
workplace strategy and enablement services,
including implementations, across industries.
Organisations aiming to help clients navigate
the complex strategies and regulations of the
workplace landscape must be able to tailor
advice and strategy by region, market direction
and organisational responsibility. They must
also provide strategic capabilities and services
spanning several integrated areas related to
enterprise-wide workplaces.

Workplace service providers must focus on
considerations such as advanced business
models and new talent models. These
considerations require guidance, compliance
and strategy suited to human, digital and
physical workplaces and must be considered
collectively instead of in silos. Newer aspects
that should be included as part of workplace
services are listed as follows:

e Market change and new business model
design, including the creation of a circular
business delivery model

e Guidance on digital capabilities that can
impact human or physical workplaces

o New talent models

e Integration of local and remote physical
workplaces

e Physical asset strategy and assessments
e Workplace-driven sustainability strategy

While some providers can develop strategies,
the key to minimising potential issues is to work
on procurement, project management, change,
CX and workplace strategy delivery. Delivering
these capabilities across several industries is
crucial as the regulations vary by industry.

* .
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Eligibility Criteria

Provide advisory services and
new business model designs

H 1dor-neutral ¢
or workplace transformation-
led business delivery models

Offer advisory services for
human, digital or physical
workplace strategy

Adopt new talent models
impacting workforces. The

Integrate local and remote
physical workplaces to
experience parity

Deliver asset strategy and
assessments, including
and inf

/e experience and references
in delivering workplace-driven
sustainability strategy

Have industry-wide case studies
for workplace strategy

FUTURE OF WORK SERVICES QUADRANT REPORT | OCTOBER2024 18 @




Workplace Strategy and Enablement Services

Observations

The report emphasises the significant changes
happening in the U.K. workplace strategy

and enablement services market due to

digital innovation, with a focus on employee
well-being and sustainability. It highlights

their importance for enterprises seeking
strategic guidance to adapt effectively to this
evolving landscape. It advises the use of data to
optimize space, integrate technology and refine
talent acquisition.

There is an emphasis on reconfiguring
physical spaces for hybrid work, promoting
collaboration and creating a conducive
environment for remote work. The report also
notes the increasing demand for collaboration
tools, secure cloud solutions and digital
communication platforms, while stressing

the importance of sustainability in workplace
design, particularly energy efficiency and
resource management.

Key trends driving this transformation
include automation and Al to reduce
mundane tasks and enhance EX. The report

iSG Provider Lens

advocates for a seamless digital environment
and support for a hybrid workforce, suggesting
that this alignment will help U.K. enterprises
create a resilient, productive and sustainable
workplace, attracting top talent and fostering

a positive impact.

From the 49 companies assessed for this study,
28 qualified for this quadrant, with nine being
Leaders and one Rising Star.

>
accenture

Accenture is a Leader in this quadrant with
a robust business strategy and advisory
consulting services that provide clients with
a clear human-centric focus to drive leading
digital workplace transformations.

Capgemini excels in workplace strategy and
enablement, creating efficient, productive

and inspiring workspaces that assist clients in
driving innovation and fuel growth.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Deloitte

Deloitte’s exceptional workplace strategy
services empower clients to embrace a more
flexible and human-centred work environment.
For the company, future of work encompasses
skills, ecosystems and technology, transcending
traditional physical workplaces.

X TECHNOLOGY

DXC Technology delivers top-of-the-line
workplace strategy and enablement services
using advisory consultants and the state-of-
the-art DXC UPtime™ platform. This integrated
system harnesses the power of analytics and
business strategy to deliver exceptional results.

HCLTech

HCLTech's workplace strategy services are
backed by robust digital advisory consulting
expertise and advanced technology capabilities.
This allows the company to create cutting-edge
Al-powered solutions for enhancing employee
productivity and experience.

Infosys

Infosys brings extensive expertise, a strong
partner ecosystem and innovative programmes
to help clients modernise workplaces across
all industries, transforming clients’ workplaces
with confidence and success.

- o~ TATA
l‘ ﬁ CONSULTANCY
SERVICES

TCS' workplace strategy services offer an
extensive Al-trained workforce to support
clients. With over 3,500 patents granted, TCS
has remarkably enhanced its innovation,
fortifying advisory consulting across the digital
workplace.

unisys

Unisys provides top-notch workplace strategy
services to drive market-leading workplace
transformation, focusing on improving
employee engagement and productivity in both
IT and business functions.
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Workplace Strategy and Enablement Services

Wipro leads in workplace strategy services
delivered through strong advisory consulting
teams and leading technology in its Experience
Nxt platform, offering modern digital workplace
solutions across many industry sectors.

kyndryl

Kyndryl has emerged as a Rising Star in the
Workplace Strategy and Enablement Services
quadrant. Through its advisory, consulting
and transformation services, its team is
dedicated to delivering excellent modern
workplace transformations.

* .
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Workplace Strategy and Enablement Services

Unisys

Overview

Unisys is headquartered in
Pennsylvania, U.S., and has more than
16,500 employees across 57 offices

in 27 countries. In FY23, the company
generated $2.0 billion in revenue, with
Enterprise Computing Solutions as its
largest segment. Unisys has continued
to attract and secure clients by over

20 percent during 2023, delivering
strategy and enablement services to
household brand names with diverse
and challenging requirements. From the
U.K., Unisys has co-created with several
multinational enterprises to deliver
workplace transformation success to
dynamic and demanding employees.

iSG Provider Lens

Strengths

Al Investments: Unisys is investing in Al

and automation technologies, particularly
around Microsoft Office Copilot, to drive
customer productivity improvements.

The key is not just deploying the technology
but measuring the actual value generated.
Unisys advocates for a model ensuring
clients’ employees effectively utilise and
benefit from technologies like Copilot, rather
than just selling licenses. The focus is on
value creation, not simply broad technology
deployment. Unisys combines its knowledge
bases, process expertise and Al-powered
virtual agents to provide more contextualised
and personalised support to end users. The
objective is to enrich UX and productivity
rather than merely lowering support and

IT costs.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

4

Leader

Kevin Turner

Workplace strategy and business
outcomes: Unisys' workplace strategy
services include evaluating organisations’
current digital landscape, focusing on areas
for enhancement and delivering targeted
strategies for implementation. The company
recognizes that workplace strategy can no
longer be limited to technology deployments
focused solely on devices, applications and
support. It must take broader organisational
initiatives into account, such as HR needs,
business goals, sustainability goals and
accessibility goals, while ensuring data
privacy and security are maintained.

“Unisys’ workplace strategy and enablement services
focus on delivering market-leading workplace
transformation to clients, including employee
engagement and productivity across both IT and
business functions.”

Caution

Unisys continues to build market-defining
thought leadership on digital workplace
transformation services. To increase market
share and maintain its market position in the
U.K., Unisys needs to showcase the potential
value it can create, especially by highlighting
successes with existing U.K. clients.
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Collaboration and Next-gen Experience Services

Who Should Read This Section

This report is relevant to enterprises across
industries in the U.K. for evaluating the current
market positioning of collaboration and
next-generation experience service providers
and how each provider addresses the key
regional challenges.

The U.K''s business landscape is undergoing a
significant transformation. Due to the global
pandemic and economic shifts, companies are
prioritising collaboration, employee experience
(EX) and digital transformation to navigate

the new normal. Collaboration tools such as
Microsoft Teams, Slack and Cisco Webex foster
team communication and information sharing.
Biometric logins and contextual settings further
personalise this experience, while integration
with IT service management (ITSM) ensures
security compliance. Hot-desking arrangements
in reimagined office spaces optimise real

estate usage.

Enterprises in the U.K. are enhancing data
security, GDPR compliance and persona-

driven asset management to ensure a smooth
and secure experience. Adopting new tools,

iSG Provider Lens

including self-service application stores and
GenAl-powered personalisation, empowers
employees with the right resources and
settings. XLAs go beyond simple SLAs and
provide a holistic view of employee satisfaction
and performance. Automating manual tasks
streamlines workflows and frees employees to
focus on higher-value activities.

Over 90 percent of U.K. enterprises prioritise
EX, having realised its impact on employee
well-being, productivity and talent retention. By
embracing hybrid work enablement strategies
and Al integration, service providers can help
U.K. businesses create a future-proof workplace
that prioritises employee satisfaction and
fosters a thriving and competitive workforce.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

]

Strategy professionals should read

this report to learn about evolving
business models, creating a future-proof
workplace and maintaining organisational
competitiveness.

s
“r
Technology professionals should read
this report to understand the latest
trends in digital workplaces, from Al
integration and automation to GenAl's
transformative potential.

FUTURE OF WORK SERVICES QUADRANT REPORT |

TF

Digital professionals should read this report
to learn to leverage digital transformation
acceleration and experience-based metrics
to create a thriving DEX.
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Collaboration and Next-gen Experience Services

Definition

This quadrant assesses service providers’
capabilities in enhancing end-to-end CX and
EX and offering value-added managed services
to enable workplace technology ecosystem
and enhance end-user experience. Typically,
providers offer services that enable business
leaders, line-of-business (LoB) representatives
and CXOs to provide enhanced collaboration
capabilities, resulting in improved experience.
Their services associate experience with
measurable business results and help align
the digital workplace transformation with
human needs.

Next-generation experience extends beyond
technology implementation, including
professional services promoting technology
adoption. Service providers engage with clients
in an outcome-focused model using an XLA
approach. The experience management office
(XMO) gathers actionable insights through
data and analytics, sentiment analysis, ML and
change management activities.

iSG Provider Lens

These providers enhance collaboration and
support comprehensive communication,
collaboration and productivity stacks using
Al and GenAl technologies. They also extend
their offerings to consulting and advisory
services, addressing the requirements of
various business functions such as HR and
operations. They provide expert guidance

on effective change management and
technology adoption, using cutting-edge
technologies to ensure seamless transitions.
Additionally, these providers offer services
promoting digital dexterity, thus fostering an
environment conducive to learning and skill
development essential for navigating the
evolving workplace landscape.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Eligibility Criteria
Provide an XLA-focused
delivery approach to enha
collabore rience
Leverage Al and GenAl
technologie

Support unified communication,
collaboration and productivity
stack

Provide services to support
the needs of other business
functions, N an

: .

and operations

Provide services that enable
proper change management and

Support XMO and
associated services

Pr > services to support
digital dexterity, learning
and skills evolution and
deploy integrated AR and VR
capabilities
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Collaboration and Next-gen Experience Services

Observations

This latest ISG Provider Lens™ report on
Future of Work Services features a new
quadrant introduced to evaluate providers
offering collaboration and next-generation
experience services focused on managing
EX. This evaluation is particularly significant
for enterprise clients looking to integrate
workplace services with large-scale digital
transformations and are seeking providers
that offer XLAs aligned with broader business
objectives. The emerging technology within
solutions, such as Microsoft Copilot and similar
offerings by other UCC solutions has had a

profound impact on overall business operations.

Providers positioned in this quadrant are known
for offering both core and bundled workplace
services. The Contenders in this quadrant stand
out for their proactive incidence management
and predictive analytics, which greatly assist
workplace support functions and contribute

to enhancing overall efficiency.

iSG Provider Lens

Meanwhile, the Market Challengers in this
quadrant have a strong presence in the U.K.
market and provide experience measurement
services based on technology performance.
They are significant players in this space.

On the other hand, the Product Challengers
have demonstrated significant advancements
in their XLA approach and also provide
dedicated services for Microsoft Copilot and
similar solutions.

Finally, the Leaders in this quadrant have
established a strong market presence and
follow a holistic XM and XLA approach that
encompasses not only technology performance
but also its impact on broader business
objectives to deliver outcomes.

From the 49 companies assessed for this study,
25 qualified for this quadrant, with nine being
Leaders and one Rising Star.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

>
accenture

Accenture provides leading digital workplace
collaboration and experience services for
enterprise clients in the U.K. These services
assist in integrating humans and machines
to create all-encompassing connected
experiences.

Capgemini is a pioneer in delivering workplace
collaboration and next-generation experience
services to U.K. enterprises. Clients can
benefit from transformation outcomes that are
efficient, productive and meaningful.

Computacenter

Computacenter provides advanced
collaboration and next-generation experience
services to companies seeking to create
modern work environments that cater to the
needs of hybrid workforces and meet flexibility
and adaptability demands.

I \Val
X TECHNOLOGY

DXC Technology is a leading provider of
collaboration and next-generation experience
services focused on transforming clients’
future visions for their modern workplaces into
a cohesive, interoperable system, using the
Uptime™ platform, underpinned by analytics.

HCLTech

HCLTech leverages technology and knowledge
expertise to provide innovative collaboration
and next-generation experience services
through its XMO team, enhancing employee
productivity and overall experience for
enterprise clients.

Infosys’

Infosys is a leading provider of collaboration
and next-generation experience services in
the U.K. It combines the power of its expertise,
partner ecosystem and leading creativity to
expedite workplace transformation for large
enterprise clients.
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Collaboration and Next-gen Experience Services

~ o~ TATA
l‘ ﬁ CONSULTANCY
SERVICES

TCS is committed to collaborating with clients
and providing next-generation experience
services to empower workforces and facilitate
digital workplace transformation. This allows
clients to rapidly advance and equip their

employees with modern workplace capabilities.

unIsSys

Unisys' leading collaboration and next-
generation experience services deliver
workplace transformation to clients with
speed and quality. Especially suited to clients
committed to employee engagement and
productivity gains across the enterprise.

Wipro is at the forefront of collaboration and
next-generation experience services, leveraging
its robust Live Workspace platform to deliver
human-centric, hybrid modern digital workplace
solutions across diverse enterprises and
industry sectors.

AtoS

Atos, a Rising Star in this quadrant,
provides collaboration and next-generation
experience services built on a foundation of
globally renowned workplace services and
support. Enhancements made through the
Experience Operations Centre will benefit
clients and employees.

* .
1SG Provider Lens’  ©2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.
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Collaboration and Next-gen Experience Services

Unisys

Overview

Unisys is headquartered in
Pennsylvania, U.S., and has more than
16,500 employees across 57 offices

in 27 countries. In FY23, the company
generated $2.0 billion in revenue, with
Enterprise Computing Solutions as

its largest segment. Unisys’ continued
investment in collaboration and next-
generation experience capabilities is
reflected in the YoY increase in new
workplace clients. In the UK., Unisys has
co-created with several multinational
enterprises to deliver exceptional
modern, hybrid workplace experiences
to dynamic and demanding employees.

iSG Provider Lens

Strengths

Al investments: Unisys is developing its own
Gen Al Core for its virtual agent/chatbot
technology, rather than relying on third-party
solutions. This provides more control over
the underlying data model and the ability

to personalise responses based on context
and the individual asking the question. The
in-tenant model for deploying Al technology
is a key differentiator, allowing data and
processing to occur within clients’ secure
environment, addressing bigger concerns
around data privacy and security that can
often hinder adoption of Al solutions. Unisys
leverages this model to provide IT support
and deliver business insights and analytics
tailored to specific customer needs.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

4

Leader

Kevin Turner

Knowledge management: Unisys has built

a dynamic knowledge creation capability

for collaboration and experience services.
Using ML to analyse agent interactions and
ticket resolutions, Unisys can automatically
generate new knowledge base articles,
without manual effort from the knowledge
management team or SMEs. The in-tenant
architecture also allows Unisys to federated
ML models, where Al models can be updated
centrally but executed within customers’
secure environment, preserving data privacy.

“Unisys offers collaboration and next-generation
experience services, delivering market-leading
workplace transformation and committing to
employee engagement and productivity gains
across the enterprise.”

Caution

Unisys continues to develop innovative
solutions and provide thought leadership on
collaboration and next-generation experience
services for enterprise clients. However,

to increase market share and maintain its
position in the U.K., Unisys needs to raise the
profile of the potential value it can create,
especially by showcasing existing U.K. clients.
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Managed End-user Technology Services — Large Accounts

Who Should Read This Section

This report is relevant to enterprises across
industries in the U.K. for evaluating the current
market positioning of managed end-user
technology service providers and how each

provider addresses the key regional challenges.

The U.K. workforce is significantly shifting
towards hybrid and flexible work models,
necessitating a fundamental change in how
businesses manage and support their IT
infrastructure. Traditional office-centric IT
setups are no longer sufficient. Enterprises
now require a robust managed end-user
technology services frameworks to empower
a dispersed workforce.

Enterprisers in the U.K. seek technologies such
as unified endpoint management (UEM) and
enterprise mobility management to secure and
manage diverse employee devices and ensure
consistent access to corporate resources.
Services, such as application provisioning and
lifecycle management, streamline software

deployment and updates, minimising disruption

and enhance UX.

iSG Provider Lens

The increasing adoption of cloud-based
solutions such as desktop as a service (DaaS)
aligns with the Anytime, Anywhere, Any
Device work philosophy. This, coupled with

the rise of digital employee experience (DEX)
solutions, fosters a productive and secure work
environment regardless of location. However,
these advancements necessitate a heightened
focus on cybersecurity and data privacy.
Managed IT SOC services with 24/7 support
and rapid incident resolution are paramount
for safeguarding sensitive information.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

1

Strategy professionals should read this
report to understand key trends such as XLA
and automation to optimise UX and drive
business outcomes for an efficient hybrid
workforce.

(4
“r
Technology professionals should read
this report to identify opportunities for
leveraging automation and self-healing

technologies to improve efficiency and
reduce downtime.
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Digital professionals should read this
report to gain insights into how providers
can empower a dispersed workforce and
enhance digital transformation initiatives.
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Managed End-user Technology Services — Large Accounts

Definition

This quadrant assesses service providers
offering managed services associated with
technologies that enterprise IT departments
deploy, provision and secure for end users and
employees. These managed infrastructure
services in the digital workplace include end-
user enablement through services related to
devices, applications, cloud workspaces and
endpoint security. Providers assessed in this
quadrant offer complete end-user computing
(EUC) services that form the core of the digital
workplace. These services include device
management, patch management, device and
application provisioning, virtualised desktop
access and device lifecycle management.

Their service portfolio extends to support
BYOD initiatives, mobility and telecom
expense management, proactive experience
management and digital employee experience
(DEX) support. Provisioning, managing and
securing the devices remain the first primary
step to enabling a digital workplace and

providing devices with integrated collaboration

and productivity capabilities to employees.

iSG Provider Lens

The increasing focus on experience through
endpoints has transformed services and
helped providers cater to clients’ respective
industries. While these services are typically
associated with traditional computing devices
and tablets, their scope can be expanded

to include industry-specific scenarios, such
as point-of-sale or handheld devices for
retail and hospitality or medical equipment
devices for healthcare and more traditional
workplace setups.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Eligibility Criteria
1. Provide connected, always-on
and updated end -user devices

Support unified endpoint
management (UEM), enterprise
mobility management,
application provisioning and
patch management

Offer complete device lifecycle
management services, S

Provide DEX solutions for
automated issue resolution

Demonstrate experience in
providing virtual desktop
services on-premise and
cloud (des :

At least 75 percent of
regional contracts must
include end-user technology
services management
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Managed End-user Technology Services — Large Accounts

Observations

This quadrant evaluates service providers that
offer managed services for the technologies
used by enterprise IT departments to support
end users and employees. These managed
infrastructure services in the digital workplace
encompass various end-user enablement
services, including device management,
application provisioning, cloud workspaces
and endpoint security. The providers assessed
in this quadrant deliver comprehensive EUC
services at the core of the digital workplace.
Their service offerings range from device and
patch management to virtualized desktop
access and device lifecycle management.
They also provide support for BYOD initiatives,
mobility and telecom expense management, as
well as proactive experience management and
DEX support.

The provisioning, management and security

of devices play a crucial role in enabling a
digital workplace and ensuring that employees
have access to integrated collaboration and
productivity tools. The growing emphasis on
delivering a superior user experience through

iSGP%ovarLens

endpoints has driven service transformation
and enabled providers to better meet the
unique needs of clients across various
industries. While these services typically focus
on traditional computing devices and tablets,
they can also be tailored to support industry-
specific scenarios, such as point-of-sale or
handheld devices for frontline workforces,

as well as medical equipment devices for
healthcare and, of course, traditional office
workplace environments.

From the 49 companies assessed for this study,
36 qualified for this quadrant, with eleven being
Leaders and one Rising Star.

>
accenture

Accenture’'s managed workplace services
leverage the innovative myWizard® platform
to provide seamless and rapid support to
users, prioritising agility and scalability. The
company has demonstrated its capabilities
in significantly enhancing overall EX within
clients’ workplaces.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

AteS

Atos is a top provider of managed end-user
technology services in the U.K. The company
is committed to delivering exceptional service
desk and support services, backed by a
modernised portfolio, to meet the evolving
needs of enterprise clients.

Capgomini@®

Capgemini excels in providing top-tier managed
end-user technology services, positioning itself
as a Leader in this quadrant. Its services are
supported by cutting-edge technology and

adaptable frameworks and deliver outstanding
performance for enterprise clients in the U.K.

Computacenter

Computacenter is a leading provider

of managed end-user technology services

to clients across the U.K. market. The company
leverages its strong technology foundations to
provide modern digital workplace solutions,
empowering businesses with cutting-edge
transformation.

I \Val
X TECHNOLOGY

DXC Technology is a leader in managed end-
user technology services in the U.K. It delivers
through its UPtime™ platform, which ensures
exceptional EX and enhances productivity
across workforce.

Fujitsu

uvanc

Fujitsu is a leading provider of managed end-
user technology services in the U.K., supported
by its HX Workspace platform. This platform
facilitates the provision of human-centric
solutions, aimed at enhancing the overall EX
for UK. clients.

HCLTech

HCLTech is a leader in managing end-user
technology services, known for its strong
presence both globally and in the U.K. market.
Its services are powered by a wide array of IP
and productised solutions, supported by a
global team of experts.
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Managed End-user Technology Services — Large Accounts

Infosys

Infosys is a renowned leader in comprehensive
managed end-user technology services. It

is dedicated to delivering personalised and
innovative experiences for its enterprise
clients, focusing on building resilient and
empathetic solutions.

. TATA
l (:e CONSULTANCY
SERVICES

TCS is a leading provider of managed end-user
technology services in the U.K. The services

it offers are underpinned by its cutting-edge
Cognix™ for workspace solution, which aims
to enhance EX and boost productivity.

unisys

Unisys is a prominent supplier of managed
end-user technology services in the UK. These
services are delivered using a successful blend
of automation, Al and analytics to offer clients
cutting-edge, modern device management
solutions throughout their workplaces.

Wipro is a leading provider of managed end-
user technology services in the U.K. It leverages
innovation to empower enterprise clients to
meet the evolving needs of their employees in
the future of work. The company enables clients
to succeed with workplace transformations.

MICR2LAND

Microland is establishing itself as a leading
provider of managed end-user technology
services, which it delivers through a
comprehensive end-to-end management
platform and addresses all end-user devices,
applications and data within hybrid workplaces
for clients.

* .
1SG Provider Lens’  ©2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.
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Managed End-user Technology Services — Large Accounts

Unisys

Overview

Unisys is headquartered in Pennsylvania,
U.S. It has more than 16,500 employees
across 57 offices in 27 countries. In FY23
the company generated $2.0 billion in
revenue, with Enterprise Computing
Solutions as its largest segment.

Unisys’ managed end-user technology
services are attracting new clients and
delivering increased benefits to existing
ones. Unisys has reported continued
growth, driven by new flagship clients

in the region, with the U.K. delivery
teams contributing about 23 percent

of global revenues.

iSG Provider Lens

Strengths

Enhanced portfolio and Al investments:
Unisys' digital workplace services is a
dedicated business unit focused on portfolio
enhancements and growth. This focus had
led to acquisitions that have strengthened
its technology IP and capability to deliver
improved EX to its clients. The company
maintains high client satisfaction levels,
supported by a renewal rate exceeding

93 percent. Unisys is investing in Al and
automation technologies, particularly around
Microsoft Office Copilot, to drive customer
productivity improvements. By combining
its knowledge bases, process expertise and
Al-powered virtual agents, Unisys aims to

provide more contextualised and personalised

support to end users. The objective is to

enrich UX and productivity rather than merely

reducing support and IT costs.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

“Unisys is a leading provider of managed end-user

CQ? technology services in the U.K. Its services are a

Leader

Kevin Turner

Diverse clients: Unisys serves nearly

800 clients globally with its digital workplace
solutions. The company has increased the
devices under its management to more than
11 million globally, with 3.5 million in the U.K.
Recent U.K. wins highlight the transformative
value realised by the local delivery team,
including prioritising frontline worker
solutions using loT sensors and analytics to
monitor more than PCs. Unisys focuses on
transforming business value by emphasising
EX and delivering frictionless services.

proven combination of automation, Al and analytics
to provide clients with next-generation, modern
device management across the workplace.”

Caution

Unisys is a recognised Leader in offering
managed end-user technology services,
both globally and in the U.K. To increase
market share and maintain its market
position, Unisys could further increase the
profile of the potential benefits it delivers
by showcasing success stories from
existing clients.
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Managed End-user Technology Services — Local Specialists

Who Should Read This Section

This report is relevant to local specialists across
industries in the U.K. for evaluating the current
market positioning of managed end-user
technology service providers and how each
provider addresses key regional challenges.

The U.K.'s midmarket is undergoing a significant
shift towards the future of work, with an
increasing demand from local specialists for
flexible and secure working environments.
Leading providers today focus heavily on
improving EX by leveraging strong consulting
practices and assisting clients understand
the skills required for digital best practices.
They also focus on minimising tech stress and
promoting complaint-free environments to
improve employee well-being.

The report also emphasises robust data

loss prevention strategies, fostering talent
retention in the era of agile working and
protecting company data and assets. Effectively
managing widely distributed and localised user
populations is critical for seamless operations
across diverse teams. This includes managing
devices, collaborative tools and fixed/mobile

iSG Provider Lens

infrastructure to create a frictionless work
experience. Providers acknowledge the
increasing focus on social value and ESG.
The report analyses providers with a focus

on Al-powered service desk modernisation.
Providers also ensure access to applications,
data, personalised desktops or BYOD options,
which support talent retention through agile
working policies and enhance remote work.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

&

Strategy professionals should read this
report to understand agile working and
strong consulting practices to improve
business outcomes for an efficient hybrid
workforce and talent retention.

4
“r
Technology professionals should read
this report to identify opportunities for
leveraging automation and self-healing

technologies to improve efficiency and
reduce downtime.
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Digital professionals should read this
report to gain insights into how providers
can empower a dispersed workforce and
enhance digital transformation initiatives.
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Leader

Market Challenger

* Rising Star

This quadrant assesses
providers specialising in
managing the end-user
technology environment
for enterprise clients.
They deploy, configure
and secure technology
for end users and
employees, delivering

a more local service

for clients with a
regional presence.

Kevin Turner
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Managed End-user Technology Services — Local Specialists

Definition

This quadrant assesses service providers
specializing in managed services associated
with technologies that enterprise IT
departments deploy, provision and secure for
end users and employees. These managed
infrastructure services in the digital workplace
include end-user enablement through
services related to devices, applications, cloud
workspaces and endpoint security. Providers
assessed in this quadrant specialize in
complete end-user computing (EUC) services
that form the core of the digital workplace.
These services include device management,
patch management, device and application
provisioning, virtualized desktop access

and device lifecycle management. Their
service portfolio extends to support BYOD
initiatives and mobility and telecom expense
management. While transformative services
such as XLAs and consulting are desirable,

they are not mandatory to consider inclusion in

this quadrant.

iSG Provider Lens

While these services are typically associated
with traditional computing devices and tablets,
their scope can include industry-specific
scenarios, such as point-of-sale or handheld
devices for retail and hospitality or medical
equipment devices for healthcare and more
traditional workplace setups.

Local and midmarket clients often use

these providers to manage their end-user
computing estate. Local enterprise clients that
want to keep the management of their EUC
environment in-house or closely monitored
engage with these specialized providers

as they are not very keen on larger XLA or
transformation engagements.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Eligibility Criteria

€ /), enterprise
mobility management
application provisioning and
patch management

the clot
Offer related field services,
IMAC and break/fix services.

or more digital
Workplace chents in the U
from the
(end u
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Managed End-user Technology Services — Local Specialists

Observations

In recognition of the diversity and scale

of enterprise clients in the U.K,, ISG has
introduced a new quadrant for evaluating
providers with a significant local presence
specailising in managing end-user technology
services for midsize businesses. The providers
in this quadrant are dedicated to managing
end-user devices, endpoint management,
device lifecycle and virtual desktop services.
With a strong presence in the U.K,, these
providers typically serve smaller enterprise
clients that seek nationwide coverage.
Providers in this quadrant can deliver services
comparable to those in the previous quadrant,
Managed End-user Technology Services —
Large Accounts, but they offer a higher level
of flexibility and adaptability that better

aligns with the scale and needs of midsize
enterprise clients.

Contenders offering end-user computing
management and device management
services enjoy a strong presence in the U.K.
market. Product Challengers focus on device

iSG Provider Lens

management for enhanced UX and full

device lifecycle management or desktop as a
service offering. Leaders in this quadrant have
significant experience with midmarket and SMB
clients in the U.K. and provide focused end-user
technology services targeted at that optimise
cost and enhance end-user experience. This
capability enables SMBs to concentrate on
their core business and growth objectives.

From the 49 companies assessed for this study,
13 qualified for this quadrant, with four being
Leaders and one Rising Star.

Capita

Capita stands out as a respected leader in
providing end-user technology services for

the U.K. midmarket. Its expertise includes
consulting, transformation and digital services
across diverse industries and the public sector.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

CaGl

CGl has established itself as a leader offering
managed end-user technology services in the
U.K. and is known for delivering workplace
and support services across the public sector.
Its reputation is built on its commitment to

technological excellence, CSAT and innovation.

8etronics

Getronics stands as a top-tier provider of
managed end-user technology services,
catering to a global midmarket clientele. The
company's expertise in delivering customised
solutions across various industry sectors truly
adds value.

Sopra

Sopra Steria specialises in offering managed
end-user technology services specifically
tailored for SMBs. It is commiitted to facilitating
transformative change, sustainability and social
responsibility and prioritises meeting people’s
needs throughout its service delivery process.

_dscc

SCC is a Rising Star in the U.K. that specialises
in catering managed end-user technology
services to midmarket clients. The company
focuses on enhancing employee productivity
and helps clients achieve their business goals
and foster seamless technology experiences
and adoption.
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Continuous Productivity Services (including Next-gen Service Desk)

Who Should Read This Section

This report is relevant to enterprises across
industries in the U.K. for evaluating the current
market positioning of continuous productivity
service (next-gen service desk) providers

and their approach to addressing key

regional challenges.

The U.K. workforce is undergoing a significant
transformation with the rise of hybrid

and remote work models, coupled with
advancements in automation and Al. As a
result, enterprises need to adapt their service
desk solutions accordingly. Continuous
productivity services, powered by a next-
generation service desk, are emerging as a
critical element in this evolving landscape.
Autonomous support features, such as self-help
kiosks, tech bars, IT vending machines and

digi lockers, empower employees to resolve
minor issues independently. Service desk
augmentation utilises Al and XLAs to automate
resolutions, predict problems proactively and
personalise the support experience.

iSG Provider Lens

Nevertheless, U.K. enterprises face challenges
in implementing these solutions. One of the
primary obstacles is quantifying the value of
workplace support. Measuring the impact on
employee productivity and overall business
outcomes requires robust data analysis.
Fostering employee engagement through
these new service channels also necessitates

targeted communication and training initiatives.

By addressing these challenges and embracing
the trends of unified omnichannel support,
proactive problem resolution, experience
management and flexible work models, U.K.
enterprises can harness next-generation
service desks to empower their workforce and
unlock continuous productivity in the future

of work.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

&

Strategy professionals should read this
report to understand the evolving workplace
dynamics and the service desk landscape to
improve efficiency and productivity.

e
“r
Technology professionals should read
this report to understand emerging
technologies, such as Al, automation and

self-service solutions, to integrate them
into their existing IT infrastructure.

TF

Digital professionals, including digital
transformation leaders, should read this
report to understand how EX transformation
service providers align with their digital
transformation initiatives.
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Continuous Productivity Services (including Next-gen Service Desk)

Definition

This quadrant assesses service providers’
capabilities in supporting the continuous
productivity needs of next-generation

workplaces, human workplaces and fully
integrated hybrid working patterns.

For today's workforce, being productive means
having the ability to work from anywhere,
anytime. Users require a different IT operating
model, driven by the changes in business
models and market channels, which they must
operate and support. The current workforce
needs autonomy and constant connectivity

to ensure productivity regardless of location,
work pattern or device. Meeting these needs
requires providers to offer enhanced support
capabilities, rendering typical service desk
offerings less appealing yet available. Next-
generation services include sentiment analysis
and automated DEX triage to ensure always-on
IT is managed, Al-powered health monitoring
for managed services and emerging devices
such as AR and VR. These services encompass
automated and proactive technical support

iSG Provider Lens

and cloud platforms to offer always-on
systems. Providers leverage Al and cognitive
technologies for user-facing tasks, achieving
significant cost savings.

Success is measured through XLAs linked
to business outcomes rather than SLAs.
Providers can enhance business outcomes
by offering advanced productivity support.
Previously, these services included field and
onsite support requiring expert technicians
to visit user locations. Currently, providers
leverage automation and use more remote
and self-service options such as AR self-fix,
workplace support, service desk, tech bars
and cafés, DigiLockers, omnichannel chat
and voice support.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Eligibility Criteria

1. Provide deliver-anywhere
autonomous workplace support

Offer fully integrated
analytics and automation for
' lution

Deliver contextualised Al
support fc

Provide service desk
augmentation

Offer XLA-driven support in

Provide automated and
contextualised support for
end users based on their

an

Quantify workplace support
function performance
traditional ¢
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Continuous Productivity Services (including Next-gen Service Desk)

Observations

This quadrant represents an advanced iteration
of the Digital Service Desk and Workplace
Support Services quadrant from the previous
year. Although many service providers maintain
their positions as Leaders, slight shifts on the
two axes reflect their expanded regional market
presence and deepened service portfolios. The
emergence of GenAl and Microsoft Copilot

has significantly influenced service providers’
automation and contextual support capabilities,
thus enhancing their delivery of next-generation
service desk and support services to clients.

GenAl and Microsoft Copilot play crucial roles
in automating tasks, providing contextual
support and enriching support knowledge
bases. They enable ticket categorisation, real-
time translations and consolidate information
from automated systems, empowering human
desk agents to make informed decisions and
assisting end-users with self-help services.

iSG Provider Lens

Contenders in this quadrant specialise in
offering automated service desk and support
services, while Product Challengers heavily
rely on GenAl technology to support service
desk agents. Market Challengers focus on
end-user technology services and automated
support, boasting a strong market presence.
Finally, Leaders in this quadrant harness
GenAl-enabled insights from multiple sources
to provide consolidated information that
supports agents.

From the 49 companies assessed for this study,
25 qualified for this quadrant, with eleven being
Leaders and one Rising Star.

>
accenture

Accenture offers cutting-edge continuous
productivity services to enterprise clients.
By clearly emphasising on addressing
employee issues, it ensures a top-notch
EX and enhanced productivity.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

AteS

Atos is a leading provider of continuous
productivity services to clients, now with

a renewed emphasis on delivering modern
service desk and support services to enhance
the overall EX.

Capgemini's leading continuous productivity
services empower clients to create seamless,

efficient work environments that boost
productivity and enhance EX.

Computacenter

Computacenter is a leading provider of
continuous productivity services in the U.K. It
specialises in offering customised service desk
solutions to meet the needs of clients with
hybrid workforces, ensuring employees remain
productive and enjoy a great overall work
experience.

I \Val
X TECHNOLOGY

DXC Technology is a top provider of continuous
productivity services, strategically integrating
diverse service offerings into the seamless and
interoperable DXC UPtime™ platform. This
cutting-edge system is supported by powerful
analytics and operational excellence.

Fujitsu

uvance

Fujitsu is a prominent provider of continuous
productivity services to clients in the U.K. The
company offers modern workplace solutions
and human-centric services designed to
enhance EX and boost productivity.

HCLTech

HCLTech stands out as a leading provider in this
quadrant, showcasing exceptional technology
capabilities, such as advanced Al-powered
solutions, to enhance employee productivity
and experience.
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Continuous Productivity Services (including Next-gen Service Desk)

Infosys

Infosys’ continuous productivity services are
acknowledged for their innovative capabilities
and scalability. These services play a crucial
role in assisting clients of various sizes in
modernising their workplaces across all
industry sectors.

. TATA
tOb CONSULTANCY
SERVICES

TCS is a leading provider of continuous
productivity services designed to help
enterprise clients develop and maintain
modern workplaces for their employees. The
company has made substantial advancements
in innovation through the use of GenAl, rapidly
enhancing its capabilities.

unisys

Unisys' continuous productivity services are
at the forefront of the market, built on arich
heritage of traditional workplace enablement

and support. Its modernised capabilities deliver

excellent hybrid experiences for clients.

Wipro specialises in offering continuous
productivity services based on its robust Live

Workspace platform to provide human-centred,

hybrid digital workplace solutions across
diverse industry sectors.

% stefanini

GROUP

Stefanini provides continuous productivity
services catering to the needs of global and
demanding clients. As a Rising Star in this
quadrant, the company anticipates to register
an ongoing growth and expanded portfolio
coverage in the near future.

* .
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Continuous Productivity Services (including Next-gen Service Desk)

Unisys

Overview

Unisys is headquartered in
Pennsylvania, U.S., and has more than
16,500 employees across 57 offices

in 27 countries. In FY23, the company
generated $2.0 billion in revenue, with
Enterprise Computing Solutions as its
largest segment. Unisys continuous
productivity services are in demand,
attracting new clients and delivering
benefits to growing numbers of
enterprise employees globally. In the
U.K., Unisys has co-created with several
multinational enterprises to deliver
continuous productivity services
beyond IT alone, driving enterprise-level
productivity benefits for employees.

iSG Provider Lens

Strengths

Al investments: Unisys is investing in Al and
automation technologies, particularly around
Microsoft Office Copilot, to drive customer
productivity improvements. The company

is combining its knowledge bases, process
expertise and Al-powered virtual agents to
provide contextualised and personalised
support to end users. The objective is to
enrich the UX and productivity rather than
merely lowering support and IT costs.

Frontline worker focus: Unisys also focuses
on the physical workspace experience for
frontline workers, using loT sensors and
analytics to monitor factors including indoor

air quality, space utilisation and energy usage.

It provides appropriate collaboration facilities
to ensure a productive workforce.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

“Unisys offers market-leading continuous
CQU productivity services based on a global heritage of

Leader

traditional workplace enablement and integrates

modernised capabilities to enhance clients’ EX
and productivity.”

Kevin Turner

Continuous productivity strategy: Unisys’
continuous productivity services have a
different focus for clients. As IT is no longer
regarded as a strategic asset by the majority
of clients, Unisys now prioritises service desk
and field services elements of productivity
services. With decades of leadership in field
services, Unisys is expanding its team to
provide greater geographical and technical
coverage in the coming years in response to
the deepening reliance of enterprise clients’
reliance on IT.

Caution

Unisysis a globally recognised for its
leadership in continuous productivity
services, including in the U.K. It should
highlight successful client stories and amplify
awareness of the significant benefits it offers
to increase market share and maintain its
position in the U.K.
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Smart and Sustainable Workplace Services

Who Should Read This Section

This report is relevant to enterprises across
industries in the U.K. for evaluating the current
market positioning of smart and sustainable
workplace service providers and how each
provider addresses regional challenges.

The U.K. workforce is undergoing a significant
transformation of traditional office spaces,
driven by trends including remote and hybrid
work models. There is an increasing emphasis
on sustainability due to growing regulatory
pressure to meet ESG and reduce carbon
emissions. These changes in the U.K. market
landscape present both opportunities and
challenges for enterprises. Technologies

such as loT and workplace analytics offer

the potential to create smart, efficient and
adaptable office spaces. Hot desking and

smart building solutions can optimise resource

allocation, while automation can streamline
facility management.

However, implementing these changes poses
challenges. Integrating new technologies and
ensuring data security require careful planning
and investment. Shifting to a hybrid work

iSG Provider Lens

model necessitates robust communication
strategies and tools to foster collaboration
across dispersed teams. Additionally, the
circular economy emphasises resource
efficiency and waste reduction and requires
businesses to re-evaluate their supply chains
and procurement practices.

In conclusion, U.K. enterprises face a dynamic
workplace landscape where embracing smart
technologies, sustainability practices and agile
work models can drive success. Navigating
challenges such as integrating new systems,
fostering a connected workforce and aligning
with the evolving regulatory frameworks will be
critical for success.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

1

Strategy professionals should read

this report to understand sustainability
trends and efficiency goals to obtain
data-driven decision-making and reduce
carbon footprint.

(4
“r
Technology professionals should read
this report to learn about smart building

technology, loT and workplace analytics
for optimising energy consumption.
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Digital professionals should read this
report to learn about integrating user-
friendly digital solutions seamlessly and
enhancing EX.
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This quadrant evaluates
service providers
supporting workplaces
by incorporating human,
digital and physical
elements to facllitate
remote, hybrid or in-
person collaboration
and productivity while
assisting clients achieve
sustainability goals.

Kevin Turner
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Smart and Sustainable Workplace Services

Definition

This quadrant assesses service providers that
support smart, loT-enabled physical workplaces
and assist clients in achieving sustainability
goals. The modern workplace combines human,
digital and physical workplaces to enable
remote, hybrid or in-person collaboration and
productivity. Buildings and spaces must be
integrated, inclusive and sustainable, offering
users a purpose to attend.

With commercial retail facing major
occupancy issues, workplace service
providers must collaborate with enterprise
leaders and create a holistic office strategy.
Providers must draw on technology and
sustainability to design, implement and
manage workplace environments that
enhance operational efficiency, employee
well-being and environmental responsibilities.
As organisations focus on a return-to-office
strategy, service providers can help build an
environment with smart meeting and facility
management solutions. Besides traditional
office management, these services include an
adaptive, efficient, inclusive and responsible
environment. These help create spaces

iSG Provider Lens

that meet the current needs of employees
and businesses and anticipate future
challenges and opportunities in the evolving
work landscape.

Providers must also integrate experience parity
capabilities into their offerings, with tangible
outcomes irrespective of remote, virtual or
hybrid models. They must incorporate unified
communications and collaboration capabilities
and offer smart collaborative workspaces. Their
services include loT-enabled functionality to
control the environment, resulting in a smart
campus with an intelligent physical workspace
while focusing on environmental, social and
governance (ESG) initiatives.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Eligibility Criteria

1

Support smart office spaces
by leveraging IoT and the
latest technologies to prc

Offer support for asset
efficiency and address energy
management requirements

Provide inclusive, adaptable
and integrated hybrid working
solutions and
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Provide services to
reduce carbon emissions

Assist in aligning client
strategies and metrics for
ESG aspects,
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Smart and Sustainable Workplace Services

Observations

The current edition of the ISG Provider
Lens™ Future of Workplace report features a
new quadrant highlighting U.K. enterprises’
increasing focus on sustainability within
their ESG strategies, particularly managing
digital workplace technologies. Many
device management approaches now
include measures to reduce carbon
footprint and achieve sustainability

goals through comprehensive lifecycle
management initiatives.

Clients are turning to technology service
providers to assess the impact of carbon
emissions from their buildings and facilities as
they implement their return to office policies.
Adopting flexible working arrangements,

these clients are reducing commuting, thus
lowering overall carbon emissions. Beyond
environmental impact, clients are also looking
for support to enhance physical workplaces and
promote collaboration among employees.

iSGP%ovarLens

The companies identified as Contenders in
this quadrant are offering experience-focused
services and leveraging device lifecycle
management to reduce carbon footprint.
Product Challengers are acknowledged by
their strong focus on ESG and sustainability,
with initiatives supporting diversity, equity
and inclusivity. Market Challengers have a
robust digital workplace service portfolio but
are less focused on sustainability. Meanwhile,
the Leaders in this quadrant have successfully
implemented sustainable workplace solutions
for their clients, enabling smart return to
office strategies.

From the 49 companies assessed for this study,
22 qualified for this quadrant, with nine being
Leaders and one Rising Star.

>
accenture

Accenture stands out as a leading provider of

innovative and sustainable workplace solutions.

It brilliantly integrates business and strategy
consulting, placing a strong emphasis on
sustainability for workplace transformation
in the U.K.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Capgemini offers intelligent and environment-
friendly workplace solutions to help clients
adapt to a future in which workspaces are both

efficient and productive, all while assisting
clients meet corporate sustainability goals.

X TECHNOLOGY

DXC Technology provides intelligent and
environment-friendly workplace services,
including consulting with enterprise
clients. These services aim to create
plans and aspirations necessary for ESG
management and reporting to help clients
achieve business objectives.

Fujitsu

uvanc

Fujitsu’s intelligent and environment-focused
workplace services, supported by its Uvance™
methodology, are designed and proven to
help enterprise clients achieve their smart
sustainability goals.

HCLTech

HCLTech is a leading provider of intelligent and
sustainable workplace services. It leverages
robust digital advisory consulting capabilities
and employs the ACE methodology — Assess,
Consult, Engage — to help clients operate
more sustainably.

Infosys

Infosys’ smart and sustainable workplace
services leverage its global footprint,
comprehensive partner ecosystem and
innovation programme to assist clients achieve
ESG objectives and targets across various
industry sectors.

kyndryl

Kyndryl is at the forefront of delivering
innovative and sustainable workplace solutions,
driving modern workplace transformations for
clients in the U.K. and beyond.
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Smart and Sustainable Workplace Services

CCA Nstummer @ LTIMindtree

TCS provides smart and sustainable workplace LTIMindtree is a provider of innovative
services that involve a global workforce to and sustainable workplace services with
help clients achieve their ESG targets. The the support of expert advisory consulting
company demonstrates a strong commitment teams and leading technology. Reporting an
to innovation, further enhancing its ability to impressive growth rate of over 25 percent
provide expert advisory consulting. in the past year, it is truly a Rising Star in

this quadrant.

Wipro leads the intelligent and sustainable
workplace services space. It leverages robust
advisory consulting teams and cutting-

edge technology to enable the delivery of
contemporary digital workplace solutions
across various industry verticals.

* .
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Star of Excellence

A program, designed by ISG, to collect client feedback about
providers' success in demonstrating the highest standards of
client service excellence and customer centricity.



Customer Experience (CX) Insights

In the ISG Star of Excellence™ research
on enterprise customer experience (CX),
clients have given feedback about their
experience with service providers for their
Future of Work Services.

Based on the direct feedback of enterprise
clients, below are the key highlights:

Industry Average CX Score

A Highest CX: 95
V Lowest CX:50

CX Score: 100 most satisfied, O least satisfied
Total responses (N) = 980

iSG Provider Lens

Client Business Role

A Most satisfied

Information Technology

V Least satisfied

Procurement / Vendor Management

Most Important CX Pillar

Business Continuity and Flexibility

Service Delivery Avg % of
Models Work Done

Onsite 59.2%
Nearshore 18.7%
Offshore 22.1%

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Source: ISG Star of Excellence™ research program, Insights till June 2024
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Appendix



Methodology & Team

The ISG Provider Lens 2024 — Future of Work
Services study analyzes the relevant software
vendors/service providers in the U.K. market,
based on a multi-phased research and analysis
process, and positions these providers based
on the ISG Research methodology.

Study Sponsor:
lain Fisher

Lead Author:
Kevin Turner

Editor:
Ritu Sharma

Research Analyst:
Ayushi Gupta

Data Analysts:
Pooja Rani Nayak and Aishwarya Pateriya

Consistency Advisor:
lain Fisher

Project Manager:
Swathi Amin

iSG Provider Lens

Information Services Group Inc. is solely
responsible for the content of this report.
Unless otherwise cited, all content, including
illustrations, research, conclusions, assertions
and positions contained in this report were
developed by, and are the sole property of
Information Services Group Inc.

The research and analysis presented in this
study will include data from the ISG Provider
Lens™ program, ongoing ISG Research
programs, interviews with ISG advisors,
briefings with service providers and analysis
of publicly available market information from
multiple sources. ISG recognizes the time
lapse and possible market developments
between research and publishing, in terms of
mergers and acquisitions, and acknowledges
that those changes will not reflect in the
reports for this study.

All revenue references are in U.S. dollars ($US)
unless noted.
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The study was divided into the
following steps:

1.

Definition of Future of Work
Services market

. Use of questionnaire-based

surveys of service providers/
vendor across all trend topics

. Interactive discussions with

service providers/vendors on
capabilities & use cases

. Leverage ISG's internal databases

& advisor knowledge & experience
(wherever applicable)

. Use of Star of Excellence

CX-Data

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

. Use of the following key
evaluation criteria:

* Strategy & vision
* Tech Innovation

Brand awareness and
presence in the market

Sales and partner landscape

Breadth and depth of
portfolio of services offered

CX and Recommendation
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Author & Editor Biographies

Lead Analyst

Kevin Turner
Principal Analyst

Kevin Turner brings more than 35 years of
experience spanning digital advisory, IT

sourcing, technology and industry research.

He is a digital expert at ISG, responsible for
authoring thought leadership papers and
ISG Provider Lens™ reports around Future
of Work.

iSG Provider Lens

Kevin's remit includes advising senior
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