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The Evolution of DEX'

From Inception to Present
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THE MACHINE AGE (1990s)

Hardware focused with emphasis on
uptime and infrastructure.

IT proudly manages equipment while %
users face frustrating experiences.
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Early 2000s: The Service Desk Era

Focus on ticketing systems and process-
driven IT support.

“Try Restarting Your Device.”
became the standard response.

2015-2018: The Human Focus
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Personal devices enter the workspace,
creating security challenges.

IT struggles with compliance while
employees demand flexibility.

(00
2010-2015: The Mobility Revolution

Shift toward measuring user satisfaction
and experience.

XLAs (Experience Level Agreements)
begin replacing traditional SLAs (Service
Level Agreements).

Pandemic forces rapid shift to remote
work and digital collaboration.

Access from anywhere becomes critical
for business continuity.

Al-powered support predicts and
resolves issues before user notices.

Self-healing systems and proactive
experience management.
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Technology
Experience

Self- healing devices
and performance

Managed Endpoint
Serivces (MES) for
comprehensive
device control
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Workspace
Experience

Hybrid collaboration
and seamless
workspace
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Culture and
Well-being

Employee
Journey

Work-life balance &
digital wellness

Personalized path
from hire to retire
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DEX BY THE NUMBERS

©89%

Connection between
employee & customer
experience’

©22%

Higher productivity*

¢ 40%

Reduction in support
tickets?

©18%

Faster onboarding®
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€ 26%

Increase in employee
retention?®
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THE FUTURE OF DEX

~

\

4 N N [
Ambient Hyper- Total
Computing Personalization Experience
Technology blending Technology morphing to Customer, employee and
invisibly into the match individual user end user experience
environment needs merging
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