
Global IT Experience
Benchmark Report
Insights from 2,275,520 responses 
collected in more than 130+ countries.



A brief look back in time



What Gartner said about XLAs in 2021

Gartner predicted in 2021 that by 2025, 
50% of IT organizations will have 
established a digital employee 
experience strategy, team, and 
management tool, up from less than 
5% in 2021. 

XLAs were at the “Peak of Inflated 
Expecations” 

What is the situation now that we are 
in 2025? 



What Gartner said in 2024
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You are both a consumer and 
producer of IT

As a consumer of IT, an 
employee… 
how would you rate your 
experience with IT?

Why did you give the 
rating that you gave? 

Based on what criteria? 



It is important to 
have a shared 
definition of 
experience and 
comparable data



Happiness with ticket-based support across Enterprise 
Services is similar, but there are differences in lost time



HappySignals Global IT Experience Benchmark



When asked where IT should focus
47% of employees point to IT support, 
more than any other area.



Average Happiness and Lost Time with ticket-based IT



80% of the total lost time comes from 13% of tickets



The Average Lost Time Is Not The Typical Lost Time

Automation candidates
69% of tickets
• Low total impact on end-user productivity
• Consumes agent work time
• Often easy tickets like password resets
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High impact tickets to focus on 
13% of tickets
• Significant productivity loss for users
• Requires more time from agents
• Difficult tickets, focus is important

No need to worry
• Low total impact on end-user productivity
• Low volumes
• Low impact on agent time

of tickets



Cultural differences impact regional happiness with IT



Happiness and Lost time across different industries



Internal IT support has better scores than outsourced IT



The smallest enterprises have the highest happiness



User personas…



500 people interviewed in 2019 by professional 
psychologists involved in the research design



Two Questions. Four Profiles.



PrioritizersDoers

Triers Supported

Confident and 
skilled with IT

Unskilled and 
insecure with IT

Prefer to fix things themselves Wants IT to fix their issues

HappySignals IT Support Profiles



8%
end-users

16%
end-users

24%
end-users

52%
end-users

IT Support Profiles

Doers Prioritizers Supported Triers

Happiness

+77

Happiness

+82

Happiness

+85

Happiness

+82

Lost Time

3h 19min

Lost Time

3h 11min

Lost Time

3h 22min

Lost Time

3h 50min





Other Benchmark Findings if you are interested


