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Agenda

ýWhy ESM matters
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Why ESM matters
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Is there a link 

between being 

happy at work, 

customer 

experience, and 

sustained 

financial 

performance?
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IBM tracing how EX links to CX, and to revenue

ñEmployee engagement 

explains two-thirds of our 

client experience scores. 

And if weôre able to 

increase client satisfaction 

by five pointsé we see an 

extra 20% in revenueò
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Key Insight #2: The 

key to performance in 

knowledge work is the 

ability to self-regulate 

our attention, and stay 

focused on the work 

we believe matters 

most.

Key Insight #1: 

What makes people 

happiest and 

engaged at work isnôt 

recognition, pay-for-

performance or free 

pizza. Itôs getting 

things done.

Conventional wisdom about what engages 

employees é is wrong
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Flow is the 

highest state of 

human 

performance ï

127% higher 

productivity
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And what does a day in the life of todayôs knowledge 
worker look like?

Accounting HR ProcurementITFacilities Legal

ContractorsEmployees Suppliers Partners

??????

COO
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Fragmented Service Experiences Kill Flow
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Itôs all about services

HR Services
Marketing And 

Communication 
Services

Legal Services
Facilities 
Services

IT Services
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The Flow Workplace
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The 2018 Forrester ESM Wave
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Vendors 2018
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ESM
ITSM core (25%)

Incident

Change

Platform & portal (30%)

ESM (25%) 

Platform admin & integration (10%)

etcHR Facilities
Request

etcetc

EIM (analytics, knowledge, data governance etc) (10%)

DevOps

ITOM

Wave research structure

Asset 3rd party
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ESM Conceptual Architecture

ýService accessibility

ýService fulfillment consistency, 

speed, and transparency

ýFlexible service configuration

ýCore IT service management

Å Strategic digital services

ÅWorkflow-based services

Å External services
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What we learned

ýESM is an organic, bottom-up, 

emergent market

ýESM is a fast moving space, 

with much innovation. It is not 

ñcommodity.ò

https://www.flickr.com/photos/sincorcare/8053764304,  commercial use permitted

https://www.flickr.com/photos/sincorcare/8053764304
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What we learned (2)

ýLow/no-code suites are getting strong

ÅServiceNow is covered in our relevant low-code Wave and 

presents well against Appian, Mendix et al.

ÅAll have some level of general-purpose capabilities

ýCIO positioning is a strength and a weakness

ÅNever framed as a ñrogueò or ñshadowò system ïimportant ñmoatò

ÅBut challenges in selling to rest of C-Suite

ýProduct strategies are evolving

ÅFocus on platform? 

ÅFocus on non-IT modules?

ÅFocus on re-usable workflows?
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Advanced analytics and agents (CogOps)

Specific value varies by process area

Process area Before After

Request Available services 

hidden. Mis-routing, 

lack of value 

realization

Portals with chatbots 

reduce friction, left 

shift support to Tier 0 

(automated)

Incident Lack of learning

Mis-routing

Incidents routed to 

best resolution faster

Change Subjective and static 

change risk 

assessment

Dynamic change risk 

assessment.
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As ITSM Expands Into ESM, It Encroaches On BPM

And low/no 

code PaaS 

more generally 


