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Challenges

HR is all about Talent, and it's
very critical in 2023 and beyond
« Attracting and retaining talent
 Honing Skills / Career progression

*  Productivity

« Diversity & Inclusion

And Employee Experience listening is the
key imperative

Source: Predictions 2023: Strengthening Employee Experience is Critical (forrester.com)
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Challenges

Employee Experience (EX) is
not only about Technology, but
they are about People too Grouth Colaboratr

Development Workplace

Purpose & Alignment
Mission, Goals/Outcomes

 Purpose and Business Alignment
Culture, Collaboration, Workplace

«  Growth Development
Wellbeing

« Wellness, Engagement, Inclusivity Engagement (A E'I;E:?;La;e

«  Support from IT / Digital

Source: Brandon Hall Group Study, Human Capital Management Outlook 2023
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Challenges

What are the right Technology
and Workplace Environment for
improving Employee
Experience?

Source: Brandon Hall Group Study, Human Capital Management Outlook 2023
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What impact do these challenges

have on your organization?

Employee Unnecessary Inability
frustration complexity to streamline

tech/tool portfolio

Inability to take Poor customer Fragmentation
action from data experience of the working

environment

Source: A commissioned study conducted by Forrester Consulting on
behalf of Kyndryl, July 2022




Construct a
Pathway to
Conquer

Challenges
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Building a pathway to conquer challenges

The EX strategy is driven by:

 Focusing on Employees
« Co-Creating in the workplace

 Using Data Analytics to improve
Employee Experience and Business
Outcome

Remark: EX is Employee Experience
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Workforce A

Employee

Technology

Kyndryl’s Digital Workplace Strategy
Framework.

We are transforming ourselves as we execute
with precision to transform with You.




Building a pathway to conquer challenges

Our focus Is our People;
hence Technology needs to be:
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« Digital Experience
Management

« CSAT Sensitivity

* Virtual Personal Assig

* Interactive
Voice
Response
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* Reporting

+ Ticket Analysis

« Self-Healing
» Agent Assist

* Automated Password

Reset

« Workflow
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Automation

« Agent . :
Q Intelligence : Robotic
: Process

Automation

e}
>, |
(% + Computer Telephony
%

Integration  Unified Service
Management

y Seam IeSS (easy) '
 Automated (proactive)
- Predictive/lnsightful (analytics)

Kyndryl’s Digital Workplace Strategy
Framework.

We are transforming ourselves as we execute
kyndryl with precision to transform with You.




Building a pathway to conquer challenges

Continuously
Enhancing
Employee
Experience
requires tool suites [

A

and processes with [

the ability to
provide Omni kG O % ’ '
Channel Feedback Fosthak i v
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Success Cases

Kyndryl’s Employee
Dashboard

 All Workplace components are visible
in a single dashboard

» Easy access to support desk and
self-help via Ask-IT/HR (Bots-Al), or
traditional voice, video, and chat

 Predictive by Data Insights from
Device Usage, Community & Interest
Groups, Surveys

* Proactive device performance/
recommendation from Insight-
Automation

* Focus on employee wellness through
insights from digital engagements
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Latency is detected in the 2nd hop. It is below the warning sensor threshold but appears to be 3 relative
Apphcation status : Healthy ‘ bottieneck compaed to other network devices for Webex
Open a ticket to the networking team
History : Latency was detected at 4:57 am but quickly
resolved through seif-heal.
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Success Cases

Dow (NYSE: DOW) manufactures products in 104
locations across 31 countries, with
35,700 employees worldwide.

The rapid transformation with data insights and
proactivity led to:

* 45,000 devices converted to service monitoring in 6
months

* 60% reduction of Computer’s blue screen of death errors

* 10% increase so far in device life across the fleet due to
component monitoring and remediation

Source:
https://www.kyndryl.com/us/en/customer-stories/interactive/dow-transformation

https://custom.cvent.com/7bf0a5dc9b8f4692bfc8e6e2a70676de/files/a58b13b7d1cd4740b0438983
4798380e.pdf

kyndryl




Success Cases

Driving digital innovation into the heart of plant
maintenance for safety, agility, and reliability

“One of the primary problems we were trying to solve was
getting information into the field to change the way we do
operations and maintenance tasks,” says Clark. “...we
wanted to make that information available at the
fingertips of the front-line professionals, impacting how
they work, how they interact, how they collaborate, how
they solve problems.”

Clark Dressen, Global IT Innovation Center Director, Dow
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Key Learnings

 Higher Employee Experience
(EX) leads to better Business
Outcome

« HR Is a critical function and is
key to enhancing EX

« Jo achieve an elevated EX, it Is
essential to have access to

accurate & insightful data
kyndryl




How Kyndryl may partner with your organizations
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Kyndryl Consult -
Digital Workplace
Services

Accelerate your journey to a modern and
secure digital workplace with strategy and
implementation expertise to help improve
employee and customer experiences.

Modern Device
Management
Services

Streamline device management with a
single, end-to-end service for virtually all
employee devices, operating systems, and
ownership models.

Workplace 7\
Collaboration O QO

Services () ()

Extend the security features of your
office wherever your employees work,
unlocking communication and interaction
from anywhere.

IT Support

Services @

Build cognitive capabilities and automation
into your IT support strategy and enhance
employee experience by proactively
resolving issues before they occur.
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Customer - Digital Experience Management journey

Digital experience tools can improve employee experience
by providing quick and easy access to information,
automating repetitive tasks, increasing flexibility, and

Customer Journey i .
Workshop — Getting Define actors, Ecosys?e.rr},. Project providing access to training and development opportunities.
ticket to ride Elllia:natgement responsibilities for Kyndryl and This leads to higher job satisfaction, improved productivity,

and better business outcomes.

K A Agree on DEM deployment
()  choices and choose the
¥ I deployment mode

Q/
Assess business priorities,
key challenge impacting use

experience, - .
client environment Kyndryl > e
Design/ Build 5 Rectify any build issues/
_ Services Build: Starting the "~_  reporting asks or
Deployment of collection Deployment and execution . Automation scenarios
agents onto select user including self heal scriplets \\

machines

Perform pilot (up y

to 1000 user) o
@

= - Kyndryl Managed

-7 Rollout across Services

Design
¢ Metrics that matter

* Frequency of data X .
collgctiony o O enterprise
. o o
+ Standard scrip-lets () KR A/
rollout & % Testing/ UAT I(O\I
e Define XLAsand = QG N User Survey/

associated XPls

Reporting frequency

Introduce the baseline metrics heal scripts, il
and agree on potential enhance XPls
automation journeys
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ABILITY TO EXECUTE

Managed Mobility Services
Recognized and proven leadership and experience

Internally, for ourselves, we empower our employees by securely deliver platform of choice to
wherever they are working, maximizing employee productivity, convenience and satisfaction
Windows 10 Mac Linux iOS/iPadOS Android
oM@ ’ ’
HCLTech
Techsierg ® 80k ‘ 16k 21k 27k 7k
Honeywd| EnterprseMobllﬂy. Sakon. Cahm. GEMA ‘W|pr0
Cass Information Systems o Teefénica
: .Tm.oe PC Mac Linux Mobile
brightin ’
Mobility MEA @ Vodafone \ ) |\ J
Orange Business | Y
One Source
Kyndryl successfully deployed 75k devices through 2021 with zero impact or interruption to
employees or customer despite raw materials/shipping container shortage caused by
pandemic
COMPLETENESS OF VISION - As of May 2023 © Gartner, Inc

Gartner
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