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Executive Summary

The COVID-19 pandemic has affected labor markets globally, impacting 
how and where we work long term. As many offices reopen, the reality 
of continued hybrid and anywhere work requires business leaders and 
technology executives to invest in digital platforms that enhance and 
streamline the technology experience of all employees. 

Improving the digital employee experience (DEX) of an anywhere 
workforce is imperative for companies to maintain a productive and 
engaged workforce. At the start of the pandemic, companies were forced 
to rely on existing technologies. Now, enhanced technology platforms have 
been embraced, reflected in increasing investment levels in DEX.  

In February 2022, VMware commissioned Forrester Consulting to explore 
the benefits of a well-designed employee experience in an anywhere-
work environment. To understand the challenges related to DEX and the 
opportunities for a holistic, integrated solution, Forrester conducted an 
online survey with 537 global IT decision-makers and influencers. We found 
that leaders highly value integrated DEX solutions that drive increased 
productivity, faster issue remediation, and higher employee engagement 
while mitigating security risks.  

Survey participants were asked questions about DEX solutions. These 
are defined as a holistic solution for remote workers that enhances IT 
efficiency, speeds issue remediation, decreases IT security threats, and 
enhances the remote worker experience. 

While cost and ROI continue to be a concern, employee performance and 
productivity can be addressed with a comprehensive DEX solution that 
reduces complexity through consolidation.  
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Key Findings

Since the start of the COVID-19 pandemic, digital 
employee experience has gained significant momentum. 
The reality of an anywhere workforce has made DEX a 
critical business priority. Digital employee experience 
decision-makers have started their DEX journey, but most 
say their organizations’ DEX solution is not well integrated 
and comprehensive.

As firms prioritize DEX, they must unlock key 
challenges like root-cause analysis, measurement, and 
benchmarking. Privacy, consolidation, and analytic gaps are 
among the top challenges respondents face when it comes 
to creating a comprehensive DEX program. 

Improving DEX is a business imperative that drives 
revenue through increased productivity and retention. 
As a result, respondents are allocating budget to DEX 
capabilities, such as AI-based remediation and workspace 
consolidation. Removing barriers allows employees to be 
more productive, increases employee trust, and helps firms 
retain skilled staff. This also helps firms bridge skill gaps, 
when desirable skills are at a premium.
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The pandemic forced businesses to quickly support a remote workforce 
and rely on existing technologies that were not designed with anywhere 
work in mind. As more organizations embrace hybrid work long term, 
business and investment priorities have been impacted. In surveying 
537 global decision-makers with responsibility for strategy, oversight, or 
implementation for DEX, we found that: 

• Support for DEX has increased significantly since the start of the 
pandemic. Of those surveyed, more than 80% of respondents report 
their organizations are implementing, piloting, or have implemented a 
dedicated digital employee experience platform.  

• Employee productivity and retention are top priorities for DEX 
improvement. With the continued reality of an anywhere workforce, 
businesses recognize enhanced productivity is a must for business 
outcomes (see Figure 1). A greater commitment to better equipping 
and supporting an anywhere-work organization is viewed as a 
competitive advantage for employee retention as well. As the “Great 
Resignation” continues to impact companies globally, addressing 
employee experience related to the challenges facing a dispersed 
workforce is growing in importance. 

• A holistic approach is necessary for DEX improvement. At least 
two-thirds of respondents prioritize DEX solutions that can offer 
successful delivery, monitoring, and remediation capabilities  
(see Figure 2). Over 50% of respondents rated AI analytics and 
benchmark DEX scores as important. 

Increasing Hybrid Work Drives Strategic Importance Of DEX 

DEX has increased significantly with 
75% of respondents noting it has 
become a higher or top priority.
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Figure 1

“Please rate the following business priorities that are driving a need 
for improved digital employee experience at your organization.”

(Select one per row.)

Base: 537 global director level or higher decision-makers with responsibility for strategy, oversight, or implementation for
digital employee experience (DEX)
Source: A commissioned study conducted by Forrester Consulting on behalf of VMware, March 2022

High priority Critical priority

80%

Improving employee 
productivity regardless 

of location
44%

36%

66%

Establishing comprehensive 
DEX measurement

36%

29%

65%
Improving the digital 
experience for our 
frontline workers

37%

29%

75%
Driving increased levels 
of employee retention

42%

33%

62%

Improving the SLAs and 
resolution times of IT support 

for digital experience issues 36%

26%

57%

Creating a center of 
excellence for DEX 

improvement 32%

25%

55%
Creating new experience 
level agreements (XLAs) to 
support business

32%

24%

60%
Ensuring a stable and high 
performing digital workspace

34%

26%
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Figure 2

“How important are the following capabilities for ensuring a great DEX 
for your organization’s workforce?”

Base: 537 global director level or higher decision-makers with responsibility for strategy, oversight, or implementation for
digital employee experience (DEX)
Source: A commissioned study conducted by Forrester Consulting on behalf of VMware, March 2022

Self-service employee access to work 
apps/resources 80%

72%Ability to manage and secure remote 
PCs/mobile devices

72%Measurement of digital workspace 
telemetry

71%Self-service features to help employees 
solve their own issues

71%Collecting employee feedback/
sentiment of their digital experience

68%Measurement of digital workspace 
adoption and utilization

67%Centralize employee notifications/
communication

66%Remote support tools for guided 
remediation of incidents

Critically/Very important
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• DEX management today requires multiple technologies and partners. 
Nearly 80% of respondents are purchasing multiple solutions for 
managing their DEX, often from three or more vendors, yet only one-third 
of those respondents are integrating these to form a consolidated 
solution. Fifty-five percent of DEX platforms are purchased by senior 
leaders with roles in as IT operations (see Figure 3). Management of the 
DEX platforms once in place varies with nearly half of respondents relying 
solely on external partners or on a mix of external partners and internal 
technology managers. 

• Companies plan to expand the scope of DEX greatly over the next 
24 months. Most respondents recognize that their organizations’ DEX 
solutions are not fully complete with only 25% of respondents reporting 
they currently have a comprehensive DEX solution in place. However, 
60% expect to have a comprehensive DEX solution that include delivery, 
monitoring, analysis, and remediation in the next six months to two years. 
Companies are satisfied with their ability to deliver and monitor DEX, but 
they see growth areas when it comes to remediation and analysis  
(see Figure 4).  

Figure 3

“Who is the primary buyer of your DEX platform?”

(Select one.)

Base: 537 global director level or higher decision-makers with responsibility for strategy, oversight, or implementation for
digital employee experience (DEX)
Note: Percentages may not total 100 due to rounding; IT Operations includes buyers identified as end user computing.
Source: A commissioned study conducted by Forrester Consulting on behalf of VMware, March 2022

HR team
Network

Line-of-business leader
IT operations

Service desk team

Applications

55%

7%
8%

10%

11%

8%
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Delivery of DEX

Figure 4

“How satisfied are you in each of the following categories with 
your ability to ensure excellent DEX at your organization?”

Base: 537 global director level or higher decision-makers with responsibility for strategy, oversight, or implementation for
digital employee experience (DEX)
Source: A commissioned study conducted by Forrester Consulting on behalf of VMware, March 2022 

Metrics/KPIs

Organization

Remediation

Measurement/monitoring

40%
37%

14%
6%

1%

25%
42%

22%
9%

1%

26%
31%

18%
14%

5%

30%
32%

19%
9%

4%

30%
47%

15%
6%

1%

26%
37%

23%
10%

2%

Analysis

Very satisfied Somewhat satisfied Neither satisfied nor dissatisfied

Somewhat dissatisfied Very dissatisfied
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Cost, root-cause analysis, and issue remediation are highly rated concerns 
with current DEX. Compounding this, is that many organizations are lacking 
the right data analytics, likely driven by gaps in artificial intelligence (AI) and 
machine learning (ML) capabilities. Our study found:

• High costs are rated as the top concern in managing DEX. 
Organizations are challenged to translate DEX investments into business 
outcomes to the C-suite. Measuring ROI, through remote workers 
effectiveness, is a related challenge in justifying DEX investment. More 
than half (51%) of respondents rated the ability to scale access to critical 
apps and data as challenging, further impacting the perceived value of 
DEX (see Figure 5).

• Vendor sprawl and integration hinders root-cause analysis and 
compounds challenges in assessing ROI in DEX. Many DEX 
decision-makers struggle to conduct root-cause analysis and effectively 
support issue remediation because their DEX solutions from different 
vendors do not integrate. Sixty-seven percent of respondents indicate 
that root-cause analysis is either “Very challenging” or “Extremely 
challenging.” Integration challenges drive interest in solutions that 
improve the ability to scale access to critical applications and data 
(71%) and offer a holistic view across multiple technologies (52%). Our 
research revealed that 42% of decision-makers use three to five vendors 
to support their workforces’ digital employee experiences. This may be 
why 65% of respondents report that it’s difficult to find ROI from their 
DEX tools.

• Remediation remains manual and time-consuming. Fifty-six percent of 
respondents agree that AI-based proactive remediation of incidents is an 
important capability, but just 45% of respondents can predict technology 
issues and remediate them ahead of time using AI and machine learning. 
Likewise, just 47% of respondents’ organizations have enough device 
telemetry to make meaningful data-driven decisions. 

Managing And Empowering A Distributed Workforce Is Arduous 
For Technology Leaders 
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Base: 537 global director level or higher decision-makers with responsibility for strategy, oversight, or implementation for digital 
employee experience (DEX)
Note: Total percentages may not equal separate values due to rounding.
Source: A commissioned study conducted by Forrester Consulting on behalf of VMware, March 2022

Figure 5

“How challenging are the following regarding managing 
your digital employee experience (DEX)?”

High costs 28% 43% 70%

Root-cause analysis 26% 41% 67%

Issue remediation and overall
support 22% 39% 61%

Ability to scale access to critical
applications and data 19% 32% 51%

Technology disruptions to  
end users 18% 31% 49%

Remote workforce’s 
effectiveness 16% 29% 45%

16%Visibility over technology assets 29% 46%

16%Efficient technology 
deployment 29% 44%

15%Training and onboarding
complexities 25% 40%

15%Network performance and 
stability 37% 52%

15%Reliable remote access from  
all devices 30% 45%

14%Vendor sprawl/difficulty 
managing external vendors 30% 44%

Extremely challenging Very challenging
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• Many don’t have the staff to conduct robust DEX measurement. While 
respondents agree that measurement of digital workspace telemetry 
is a core capability of DEX platforms today, just 57% of respondents 
are satisfied that they have the right organization in place to capitalize 
on DEX. Only 64% indicated that they have staff explicitly dedicated 
to DEX. A strong organizational approach requires the right team 
members, change management efforts, and skill sets to effectively 
analyze DEX data, test out changes with users, and drive continuous 
improvement for all. 

DEX decision-makers must tackle the myriad of challenges they face 
managing their DEX or risk losing key talent and employee trust. But 
how should they do that? A fully integrated DEX platform presents a 
possible solution. 
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Maximize Your DEX Investment To Drive Productivity And Retention 

Organizations recognize the value of DEX and 
investing in a good experience improves business 
outcomes (see Figure 6). The benefits of DEX 
solutions include higher employee engagement, 
improved business resiliency, and fewer security 
vulnerabilities.1 Cloud-based device management 
enhances supporting a distributed workforce, 
allowing for maximum flexibility with workforce 
location. Our research shows organizations can 
maximize their DEX investment by: 

Base: 537 global director level or higher decision-makers with responsibility for strategy, oversight, or implementation for digital 
employee experience (DEX)
Source: A commissioned study conducted by Forrester Consulting on behalf of VMware, March 2022

Figure 6

“What would you perceive as the benefits to a DEX solution?”

(Showing top ranked)

Improved reliability 
and redundancy

Enhanced 
employee 
productivity

Improved 
onboarding for 
remote employees

Easier management 
over employee 
endpoints

Cost savings 
from license 
consolidation

Reduction of 
attack surface

Faster root-cause 
analysis and 
remediation

Ability to capture 
more employee 
feedback

Better insight 
into devices

44%

40%

38%

43%

40%

37%

41%

38%

34%

of respondents are 
interested in unified 
management across 

all devices.

65%
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• Embedding self-service into DEX. Productivity can increase through 
DEX, enabling greater employee self-service. Comprehensive 
solutions that include tools to remediate issues and help reduce costly, 
time-consuming reliance on other resources can ease the manual 
burden on employees. Higher employee engagement through a 
better end-to-end DEX experience and employee empowerment with 
self-service improves employee satisfaction and retention.

• Consolidating DEX into a single platform. Streamlined procurement and 
management of DEX is a significant opportunity as 80% of respondents 
rely on multiple solutions and vendors. While many organizations  
are making progress along their DEX journey, nearly 50% of respondents 
expressed interest, but haven’t implemented a comprehensive solution.

• Committing additional funds to DEX. Investment in DEX has grown 
significantly since the start of the pandemic and is projected to continue 
to grow in the coming years. Decision-makers are aligning their 
investments with their DEX strategy by planning to allocate 10% to 25% 
of IT budget to DEX solutions over the next three years. That investment 
reflects more than $500,000 annually (see Figure 7).

• Going beyond monitoring and analysis. Capabilities that empower 
employees by providing self-service tools and remote issue remediation 
drive the greatest interest. Specifically, respondents are interested 
in employee self-service tools, AI-based automatic remediation of 
issues, delivery of all employee apps in a consolidated workspace, and 
productivity monitoring. As more than half of US workers want more 
flexibility in where they work, a strong DEX can become a differentiator 
in talent acquisition and retention.2 To fully address the challenges 
in today’s DEX, a comprehensive platform should be a solution that 
encompasses delivery, monitoring, analysis, and remediation. 

of respondents are interested in employee 
self-service tools from a DEX platform.

79%
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Figure 7

Estimated Percent Of IT Budget Allocated To DEX Solutions

Base: 481 global director level or higher decision-makers with responsibility for strategy, oversight, or implementation for digital
employee experience (DEX) and have plans or have implemented a DEX solution
Source: A commissioned study conducted by Forrester Consulting on behalf of VMware, March 2022

Three years from nowThis yearThree years ago

Estimated Amount Spent On DEX Solutions

Less than $100K $100K to $499K $500k to $999K

$1M to $4.9M $5 to $9.9M Over $10M

Three years ago

38%

6%
4%

16%

8%

26%

31%

10%

4%

22%

9%

22%

26% to 50%
1%
1%

8%

10% to 25%
7%

87%
84%

Less than 10%
89%

10%
6%

Don’t know/
does not apply

3%
1%
1%

This year Three years from today

30%

5%

20%

6%
4%

34%
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Key Recommendations

As delivering a strong DEX has grown in strategic importance, IT 
decision-makers and influencers have increased the focus on this area  
and are directing a larger percentage of annual budgets to address it.  
Investing in a comprehensive DEX platform can enable organizations to 
streamline management of DEX, while enhancing the effectiveness of the 
critical components of DEX that encompass delivery, monitoring, analysis, 
and remediation.  

Forrester’s in-depth survey of 537 global decision-makers responsible 
for strategy and DEX decisions-making yielded several important 
recommendations:

Craft a digital employee experience score. 

Measurement is a key component of any DEX solution, but only a few 
solutions enable the creation of a comprehensive DEX score. This score 
should include insights from device, app, network, access, and service 
desk telemetry, but it should also include qualitative feedback ingested 
through surveys and feedback polls. A DEX score can help your organization 
continuously track and improve its DEX, as well as serve as a strong 
benchmark to show to C-level executives. Importantly, you should continue 
conducting in-depth employee interviews to ensure your DEX score aligns 
with the expectations of your workforce. 

Use a comprehensive DEX platform to build new experience-level 
agreements (XLAs). 

XLAs are the new way that organizations are measuring the overall health 
of their digital employee experience. DEX platforms can create XLAs 
associated with technology performance, stability, and usability. While it’s 
important to use XLAs to measure these discrete areas, it’s even more 
critical to view XLAs in the context of an employee’s daily journey. A 
comprehensive DEX platform can do just that because its visibility is broader 
than a monitoring platform. For example, use your DEX platform to measure 
the end-to-end experience of employee onboarding or offboarding. 
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Extend the value of DEX through cross functional collaboration.

While IT teams will most likely own and manage the daily usage of a DEX 
platform, they aren’t the only stakeholders that play a role in improving DEX 
in the enterprise. HR leaders, corporate communications, security, C-level, 
and other line-of-business leaders all contribute to the digital employee 
experience in some way. Empower these groups by giving access to 
qualitative feedback capabilities within the DEX platform and set up biweekly 
meetings with these leaders to understand the experience challenges 
their organizations are facing. This will help your organization improve 
DEX holistically, as opposed to focusing specifically on traditional end-user 
computing capabilities. 

To maximize the benefit of your DEX solution, you need to build your DEX 
skill set with the right people in place to implement and manage it. While 
technical roles familiar with device and app deployment, security, and 
service desk are critical for DEX management, you’ll also need additional 
expertise. Data scientists, qualitative researchers, and change management 
experts are key to a successful DEX strategy. Our research showed that 
organizations today don’t put enough resources behind their DEX strategy 
with just 34% of firms collecting feedback to achieve the goal of improved 
employee experience.3 That’s a mistake.

OPTIMIZING DIGITAL EMPLOYEE EXPERIENCE FOR ANYWHERE WORK 17



COMPANY SIZE

500 to 999 employees 15%

1,000 to 4,999 employees 40%

5,000 to 19,999 employees 30%

20,000 or more employees 16%

RESPONDENT LEVEL

IT operations 20%

Digital employee experience: UX 
researcher, director of employee 
experience, VP, or employee 
experience

11%

Technology project management 10%

Unified communication and 
collaborations 9%

Senior-most IT leader 9%

Senior-most operations leader 7%

COUNTRY

United States 37%

Canada 30%

United Kingdom 11%

France 11%

Germany 10%

TOP 6 INDUSTRIES 

Retail 9%

Technology and/or technology 
services 9%

Finance services and/or insurance 8%

Construction 8%

Business or professional services 6%

Telecommunications services 6%

INVOLVED IN ANY OF THE FOLLOWING 
IT/TECHNOLOGY 

IT infrastructure and operations 48%

IT security 46%

Customer experience 46%

Digital employee experience 45%

DevOps 43%

Overall hybrid IT strategy 43%

Digital business 43%

Application development 36%

Data science 36%

Networking and connectivity 35%

Overall cloud strategy 35%

IT analytics 31%

In this study, Forrester conducted an online survey of 537 global director level or higher decision-makers 
with responsibility for strategy, oversight, or implementation for digital employee experience (DEX) to 
evaluate the challenges related to DEX and opportunities for a holistic, integrated solution. Questions 
provided to the participants asked about their organizations’ DEX challenges and opportunities, as 
well as their current and future plans for investing in DEX solutions.  Respondents were offered a small 
incentive as a thank-you for time spent on the survey. The study began in February 2022 and was 
completed in March 2022.

Appendix A: Methodology

Appendix B: Demographics

Appendix
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Appendix C: Supplemental Material

RELATED FORRESTER RESEARCH
“Employee Experience Is A Business Imperative, European Leaders Must Elevate The 
Importance Of EX And Transform Their Culture To Emerge Stronger Out Of The Crisis,” 
Forrester Research, Inc., May 13, 2021. 

INVOLVEMENT WITH DEFINING AND 
CREATING YOUR ORGANIZATION’S 
DEX STRATEGY 

I influence decision related 
to many organizations’ digital 
employee experience strategy.

32%

I am part of a team making 
decision for my organization’s 
digital employee experience 
strategy.

39%

I am the final decision-maker for 
my organization’s digital employee 
experience strategy. 

29%

ROLE SUPPORTING DEX FOR YOUR 
ANYWHERE WORKFORCE 

I am the final decision-maker in 
this area. 24%

I influence and make decisions  
in this area as a primary part of  
my job.

47%

I have a strong knowledge of 
this are, but I do not make or 
influence decisions directly at my 
organization.

28%

RESPONDENTS ORGS THAT PLAN  
TO BUILD OR BUY A DEDICATED  
DEX PLATFORM

Currently we have a fully 
integrated technology platform  
in place

20%

Expanding/upgrading 
implementation 20%

Implementing/implemented 20%

Piloting/testing 21%

Planning to implement within the 
next 24 months 13%

Not interested in adopting an 
integrated technology platform 5%

Appendix D: Endnotes
1 Source: “Gauge Your Employee Technology Experience Management Maturity For Anywhere-Work,” 

Forrester Research, Inc., December 30, 2021.
2 Source: “An Adaptive Mobility Strategy Sets The Technology Foundation For Anywhere Work,” 

Forrester Research, Inc., March 15, 2021.
3 Source: “Best Practices Technology Management,” Forrester Research, Inc., April 8, 2021.

Note: Percentages may not total 100 due to rounding.
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