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Making Work Tech Not Suck 

 

 
 
So, What Even IS Digital Employee Experience (DEX)? 
 
In short, DEX is the vibe check for all the tech your company makes you use. It's the grand 
total of every digital interaction you have at work—every click, tap, login, and crash, from 
the laptop they give you to the weird app you only use once a quarter. A great DEX means 
your tech is helping you do your job, not making you want to throw your computer out the 
window. 

  



DEX is the vibe check for your work tech—turning every click, tap, and login from frustrating 
hurdles into seamless helpers that keep you productive and sane 

• Technology & Tools: We're talking about the gear itself—laptops, phones, apps, 
and platforms like Teams. A good DEX means you're working with modern tools that 
don't feel like they were dug up from a time capsule. 

• Performance & Usability: Are your tools fast and reliable, or do you have enough 
time to make a cup of coffee while an app loads? DEX is all about fighting that 
"digital friction" that drives everyone crazy. 

• Accessibility: Can you get to your stuff easily, whether you're at the office, on your 
couch, or trying to work from a coffee shop with spotty Wi-Fi? Tech should work 
wherever you do. 

• Collaboration: How easy is it to work with other humans? Good DEX means your 
chat, video, and project tools all play nicely together instead of being a jumbled 
mess. 

• Support & Training: This is about getting help when you need it. A modern DEX 
moves beyond just filing a help desk ticket and waiting. Think smart self-service 
portals and tips that pop up right when you need them. 

• Security & Data Protection: Security that's more like a friendly bouncer and less 
like a fortress with a dragon. You need to keep the bad guys out without making your 
own people feel like they're trying to break in. 

Why You Should Actually Care About DEX 

Spoiler alert: This isn't just flu4y IT talk. Getting DEX right is a power move 
that pays o4 in real ways. 

Happier, More Productive People: When tech just works, people can focus on their actual 
jobs instead of fighting with their tools. It's no surprise that employees who like their work 
apps are twice as likely to stick around and be engaged. 

• Winning the Talent War: Let's be real, nobody wants to work for a company whose 
tech is stuck in 2005. A great digital setup is a huge selling point for attracting and 
keeping top talent. 

• Collaborating: Good DEX breaks down silos and helps people work together 
smoothly, turning "synergy" from a cringey buzzword into a reality. 

• Onboarding That Doesn't Suck: A slick DEX means new hires can get up and 
running on day one with everything they need, instead of spending their first week 
asking, "Where do I find...?" 



• Saving Cold, Hard Cash: When employees can solve their own problems and tasks 
are automated, IT has more time for important projects and less time dealing with a 
flood of "I forgot my password" tickets. 

• Future-Proofing Your Business: A solid DEX strategy sets you up to handle 
whatever comes next, from AI taking over the world to everyone deciding to work 
from a beach in Bali. 

The Four Main Arenas of DEX 
• Digital Workspace Tech: The actual laptops, operating systems, and apps that 

make up your day-to-day digital world. 
• IT Support and Services: The vibe of your IT help. Is it a reactive ticket-and-wait 

system, or a proactive, "we-fixed-it-before-you-know-it-was-broken" dream team? 
• Finding Stuff: How many clicks does it take to find that one document you need? 

Good DEX means you have a smart, searchable hub for information, not a digital 
junk drawer. 

• Working Together: The tools and workflows that let you team up with colleagues 
without pulling your hair out. 

The "Value Prop" of DEX 
• For the Business: More money from more productive people, the ability to pivot on 

a dime, and a reputation as a cool place to work. 
• For IT: You get to be the strategic heroes instead of just the "turn it off and on again" 

crew. Think fewer tickets, smoother operations, and a tighter security ship. 
• For Employees: Less tech rage, more satisfaction, and the power to get stuff done. 

It’s about feeling equipped, not encumbered. 

Killer DEX Program Building Blocks  
A great DEX strategy isn't just one thing; it's a bunch of smart, connected pieces working 
together. 

• Real-time Monitoring and Observability: This is your digital nervous system. It 
means collecting all the nitty-gritty data from everyone's devices—CPU usage, app 
crashes, Wi-Fi strength—to get a real, objective picture of what's going on. 

• User Experience Analytics: This part translates the tech-speak into human-speak. 
So, the CPU is fine, but if the CRM takes a lifetime to load, the experience is still 
terrible. This component puts a number on that frustration. 

• Incident Detection and Remediation: This is where you start to feel like a wizard. 
Using the data you've gathered, you can use AI to predict and fix problems before 
they even happen. 

• Predictive Magic: Your laptop's hard drive is showing signs of dying. The system 
automatically orders you a new one. 



• Automated Fixes: A bunch of people's Teams apps are crashing. The system 
silently finds the bad file causing it and zaps it for everyone. Poof. Problem gone. 

• Employee Engagement and Feedback: You can't know the whole story without 
asking. This means hitting employees with quick, smart surveys at just the right 
moment. (e.g., "Hey, we saw you just finished with a support ticket. How'd we do?"). 

• Knowledge Management and Sharing: Building a "Google for our company"—a 
single, smart place where people can find answers to their own questions without 
having to ask anyone. 

• Self-Service and Automation: Giving employees an "app store" for work where 
they can get software or reset a password with a click. It's all automated, so IT can 
finally go for that long lunch. 

• Service Integration and Orchestration: This is the magic that connects all your 
systems. A new hire gets added to the HR system, and BAM—their email is created, 
software is assigned, laptop is shipped, and they're added to the right chat 
channels, all automatically. 

• Endpoint and Application Management: Keeping all the laptops and apps in your 
company from becoming a chaotic mess. This means updates and security patches 
happen quietly in the background without ruining someone's day. 

• Integration and Data Consolidation: Tearing down the walls between your 
different data sources (IT, HR, etc.) to get one big, beautiful picture of what's 
happening. This is how you find the real root cause of problems. 

• Security and Compliance: Security that just works without being a pain. Think 
logging in without a password and having access automatically adjusted based on 
what you're doing. It's about being secure and productive, not secure or productive. 

• AI and Machine Learning: This isn't a separate piece; it's the brainpower woven 
throughout the entire framework. It's the AI that spots problems, predicts failures, 
and powers the chatbots that make life easier. 

Modern DEX Architecture Blueprint 
Think of a DEX architecture like a layer cake of technology, designed to turn raw data into 
smart, automated actions. 

Layer 1: Data Collection (The Spies): 
This is your network of tiny agents living on every device, gathering intel on hardware 
performance, software crashes, network speed, and all that good stua. 

The Usual Suspects: Nexthink, Lakeside SysTrack, Microsoft Intune, Aternity, ActivTrak. 



Layer 2: Integration and Data Ingestion (The Translator):  
This layer grabs all that messy data from diaerent sources and cleans it up, puts it in a 
standard format, and enriches it with info from other systems (like adding a user's 
department from HR records). 

The Usual Suspects: Azure Event Hubs, Splunk, API gateways. 

Layer 3: Data Storage and Processing (The Library):  
This is the giant digital warehouse where all your data lives. It's built to store and process 
insane amounts of information so you can spot trends over time. 

The Usual Suspects: Azure Data Lake, Snowflake, Databricks Lakehouse. 

Layer 4: Analytics and AI (The Brain):  
This is where the magic happens. Machine learning models dig through the data to find 
problems, predict the future (like hardware failures), and uncover the "why" behind 
everything. 

The Usual Suspects: Dynatrace Davis (AI engine), Databricks, custom ML models. 

Layer 5: Automation and Self-Healing (The Fixer):  
This layer takes the insights from the brain and acts on them. It runs scripts and playbooks 
to fix things automatically, making your systems "self-healing." 
 
The Usual Suspects: ServiceNow, Microsoft Copilot for Security, UiPath. 

Layer 6: User Experience and Engagement (The Face):  
This is how you talk to your employees. It includes the pop-up surveys, the helpful 
notifications ("We noticed your Wi-Fi is slow and fixed it!"), and the AI chatbots that answer 
questions at 3 AM. 

The Usual Suspects: Nexthink Engage, Moveworks (AI chatbot), Microsoft Teams. 

Layer 7: Governance and Security (The Bouncer):  
This layer makes sure everything is secure and compliant. It controls who sees what data 
and uses fancy tricks to keep private info private while still allowing for useful analysis. 

The Usual Suspects: Microsoft Entra ID (formerly Azure AD), Duo Security, Okta. 

 
 



Layer 8: Integration and Orchestration (The Conductor):  
This layer is the maestro that tells all the other tools what to do and when. It kicks oa 
complex workflows that span multiple systems, like the automated onboarding process. 

The Usual Suspects: Azure Logic Apps, Workato, Zapier. 

Layer 9: Reporting and Visualization (The Storyteller):  
This is the layer that turns all that data into pretty charts and dashboards that even your 
boss can understand. It tells the story of your DEX program and its impact. 

The Usual Suspects: Power BI, Tableau. 

The DEX Tool Lineup: A Player-by-Player Breakdown 
The DEX market is crowded. Here’s a quick guide to the key players and what they're good 
for. 

The All-in-One DEX Platforms 
These are the big-brained quarterbacks of your DEX program. 

• Nexthink: The market leader that’s great at seeing everything, understanding the 
"why," and fixing things automatically. Perfect for: Teams that want to go all-in on a 
proactive, data-heavy approach. 

• Lakeside Software (SysTrack): The data nerd of the group. It collects a mind-
boggling amount of info, making it perfect for huge, complex companies that want 
to optimize everything. Perfect for: Massive companies where tiny inefficiencies add 
up to big money. 

• VMware Workspace ONE Intelligence: The homegrown hero for companies 
already deep in the VMware world. Perfect for: VMware loyalists. 

• Aternity Digital Experience Management: The application watchdog. It's obsessed 
with how your most important apps are performing for actual users. Perfect 
for: Companies where the performance of a few critical apps (like Salesforce) is 
everything. 

The Vibe Check Tools 
These tools measure how people feel about their tech. 

• Qualtrics EmployeeXM: The survey superstar. Great for getting the big picture on 
employee sentiment and linking it back to broader HR goals. Perfect for: HR-led 
programs that want to connect the dots between tech and overall happiness. 

• HappySignals: This one is laser-focused on IT's report card. It gives you instant 
feedback on how happy people are with their tech support and services. Perfect 



for: IT teams who are tired of useless metrics and want to know if they're making 
people happy. 

 

The Under-the-Hood Monitors 
These tools check the health of your backend systems. 

• Dynatrace: The super-sleuth. Its AI can trace a single user click all the way down to 
the line of code that’s causing a problem. Perfect for: Figuring out if a slow app is 
because of the user's laptop, the network, or something busted in the data center. 

• AppDynamics: The business translator. It helps you connect the dots between your 
app's health and the company's bottom line. Perfect for: Teams that need to show 
the executives how a slow app is losing the company money. 

 

The Robot Helpers 
These AI-powered tools automate the boring stua. 

• Moveworks: The slick chatbot that lives in Teams or Slack and instantly solves 
common IT and HR problems before a human must get involved. Perfect 
for: Companies that want to feel like they're living in the future and give employees 
instant gratification. 

• Amelia: The conversational AI powerhouse. It can handle seriously complex back-
and-forth chats to solve tricky problems. Perfect for: When you need a robot that 
can do more than just follow a simple script. 

• ServiceNow Virtual Agent: The trusty sidekick for ServiceNow shops. Perfect 
for: Companies that are all-in on ServiceNow and want to squeeze more 
automation out of it. 

Journey to a Killer DEX Program 
This is a journey, not a weekend project. Here’s how to do it without losing your mind. 

"When we know Why we do what we do, everything falls into place." Simon 
Sinek 

Phase 1: The Blueprint 

• Figure Out Your "Why": What's the dream? Get it down on paper. Example: "Our 
work tech should be as easy and awesome as the apps we use in our real lives." 

• Decide How You'll Keep Score: Pick metrics that matter. 



o Good Metrics: A single DEX Score, the ratio of proactive fixes vs. reactive 
tickets, or "productive hours" you've given back to the company. 

o Bad Metrics: "Number of tickets closed." (Who cares? Were they solved 
well?) 

• Get the Bosses Onboard & Assemble Your A-Team: You need support from the 
top and a crew from IT, HR, and other departments to make this happen. A "DEX 
Charter" makes it official. 

• Grade Your Own Homework: Be honest about where you are today with your tech, 
processes, and skills. This will show you where the biggest opportunities are. 

Phase 2: The Investigation 
Go Talk to Actual Humans: Do surveys and interviews to find out what really annoys people. 
Create a few "personas" like "Priya, the road warrior sales rep whose CRM always crashes 
during client calls." 

• Map Out the Pain: Follow the digital journey for common tasks and pinpoint exactly 
where things go off the rails. 

• Analyze Your Tech Jungle: Use a monitoring tool to figure out what software 
everyone is really using (hello, shadow IT!) and where you have three tools doing the 
same job. 

Phase 3: Build, Fix, and Optimize 
Create a Roadmap: Plan your attack. Start with some "quick wins" (like automatically 
clearing out junk files on laptops) to build momentum. 

• Pick Your Weapons: Choose the right tools for the job. Do a trial run (a "Proof of 
Concept") with a couple of vendors to see who really delivers. 

• Make IT Proactive: Set up alerts for things like dying batteries or low disk space so 
you can fix them before they become a problem. 

• Recruit Digital Champions: Find the tech-savvy folks in each department and 
make them your advocates. They can help their peers and spread the good word. 

Phase 4: Wash, Rinse, Repeat 
Keep an Eye on the Dashboards: DEX is never "done." You need to constantly watch your 
metrics to see what's working and what's not. 

• Keep Asking for Feedback: Continue to survey users to make sure you're still on 
the right track. 

• Experiment, tweak and Improve: Use your data to make smart adjustments. If a 
new app is slow, work with the vendor to fix it. This is a continuous loop. 

• Brag a Little: Share your successes! Let everyone know how you're making their 
digital lives better. 



 
 

Dodging DEX Grenades: Common Pitfalls & How to Sidestep 
Them 

Tool Overload: 
The Trap: Getting paralyzed by the sheer number of tools or buying three that do the same 
thing. 

The Escape Plan: Have a clear plan before you shop. Pick one main platform to be your 
"source of truth" and make sure any other tool you buy can plug into it. 

Data Silos: 
The Trap: Your data is stuck in diaerent systems that don't talk to each other, so you can 
never see the whole picture. 

The Escape Plan: Plan your data architecture from day one. Choose tools with good APIs 
and use an orchestration tool to connect everything. Example: A bad survey score in one 
tool should automatically create a high-priority ticket in another, with all the device data 
already attached. 

The "Big Brother" Vibe: 
The Trap: Employees freak out because they think you're spying on them. IT folks resist 
change because they're used to being reactive heroes. 

The Escape Plan: Be radically transparent. Work with HR and Legal to create a policy 
explaining what you're tracking and why (it's to make their experience better, not to watch 
them). For IT, celebrate the "problems we solved before anyone knew they existed" as the 
new definition of heroism. 

Automating a Messy Process: 
The Trap: You use fancy new tech to automate a process that was already broken. Now you 
just have a faster broken process. 

The Escape Plan: Fix the process first, then automate it. Use your data to find the broken 
steps and streamline them before you let the robots take over. 

 
 



No Budget, No People: 
The Trap: You can't get the money or the skilled people you need because you can't prove 
it's worth it. 

The Escape Plan: Build a killer business case. Calculate how much money is being lost to 
wasted time and tech frustration. Example: "Every employee wastes 2 hours a month on 
tech issues. Across 5,000 people, that's a $6 million productivity bonfire every year." 

The "Who's Driving This Thing?" Problem: 
The Trap: DEX is everyone's job, which means it becomes no one's job. Projects die on the 
vine between departments. 

The Escape Plan: Give someone the keys. Create a formal DEX team with a powerful 
executive sponsor. Make it clear who owns what, even if it’s a shared eaort. 

Not Having the Right Skills: 
The Trap: Your IT team is full of great people who are experts in old-school tech support, not 
data analysis and automation. 

The Escape Plan: Invest in training. Create a small "Center of Excellence" to build expertise 
and lead the charge. Don't be afraid to hire for the skills you're missing. 

Eroding Trust: 
The Trap: Even with the best intentions, you creep people out with all the data collection. 

The Escape Plan: Anonymize data by default. Focus on big-picture trends, not individuals. 
Have a super-strict, public policy about when data can be looked at for a specific user, and 
always get their permission first. 

The Hybrid Work Headache: 
The Trap: You create a great experience for people in the oaice, but your remote workers are 
struggling with slow VPNs and bad Wi-Fi. 

The Escape Plan: Use your DEX tools to see the experience from diaerent locations. 
Identify and fix the problems that only remote workers face. Oaer clear guidelines for home 
oaice setups and support them in troubleshooting their own networks. 

 
 



Your DEX Binge-Watch & Binge-Read List 
Ready to go down the rabbit hole? Here are the best places to get smarter about DEX. 

The Analyst Overlords 
These are the big-name research firms. Their reports cost a fortune, but they're the gold 
standard. 

Gartner: The 800-pound gorilla of tech research. 
What to look for: "Market Guide for Digital Employee Experience (DEX) Tools" and their 
"Hype Cycle for the Digital Workplace." 

The Hub: Gartner for IT Leaders 

Forrester: Another giant, famous for their "Wave" vendor comparisons. 
What to look for: "The Forrester Wave™: End-User Experience Management" and their 
reports on the ROI of DEX. 

The Hub: Forrester Employee Experience Research 

Must-Read Books 

The Experience Mindset: Changing the Way You Think About Growth by TiKani 
Bova. 
This book is the perfect "why." It masterfully connects the dots between happy employees, 
happy customers, and a happy bank account. 

Get it: On Amazon or wherever you buy books. 

Good Reads from the People Who Make the Tools 

Nexthink: Great articles on strategy and real-world examples. 
Blog: Nexthink Blog 

Lakeside Software: For when you want to get super technical and geek out on 
the data. 
Resources: Lakeside Software Resources 

VMware: Solid insights, especially if you're already in their world. 
Blog: VMware EUC Blog 

https://www.gartner.com/en/it
https://www.forrester.com/employee-experience
https://www.amazon.com/Experience-Mindset-Changing-about-Growth/dp/0593542289
https://www.nexthink.com/blog/
https://www.lakesidesoftware.com/resources
https://blogs.vmware.com/euc/


Big-Brain Consulting Firms 

Deloitte: Great reports on the future of work and where all this is headed. 
Get Smart: Deloitte Insights on Human Capital 

McKinsey & Company: Awesome, data-heavy articles on productivity and why 
employee experience is not just a bunch of fluK. 
Get Smarter: McKinsey on Organization 
 

Where the DEX People Hang Out 

DEX Hub: A chill, vendor-neutral spot to swap stories and best practices with 
other DEX pros. 
The Community: DEX Hub 
 

Vendors 

Comprehensive DEX Platforms 
• Nexthink 
• Lakeside Software (SysTrack) 
• VMware Workspace ONE Intelligence 
• Aternity Digital Experience Management 

User Experience & Sentiment Analytics 
• Qualtrics EmployeeXM 
• HappySignals 

Endpoint & Application Monitoring (EPM/APM) 
• Dynatrace 
• AppDynamics 

Platform Automation & AI Tools 
• Moveworks 
• Amelia 
• ServiceNow Virtual Agent 

Unified Endpoint Management (UEM) and Security 
• Microsoft Intune 
• VMware Workspace ONE UEM 

https://www2.deloitte.com/us/en/insights/focus/human-capital-trends.html
https://www.mckinsey.com/business-functions/organization/our-insights
https://dexhub.com/
https://www.nexthink.com/
https://www.lakesidesoftware.com/products/systrack
https://www.vmware.com/products/workspace-one/intelligence.html
https://www.aternity.com/
https://www.qualtrics.com/employee-experience/
https://www.happysignals.com/
https://www.dynatrace.com/
https://www.appdynamics.com/
https://www.moveworks.com/
https://amelia.ai/
https://www.servicenow.com/products/virtual-agent.html
https://www.microsoft.com/en-us/security/business/microsoft-intune
https://www.vmware.com/products/workspace-one/unified-endpoint-management.html


• Ivanti Endpoint Manager 

Employee Communication & Collaboration 
• Microsoft Teams 

Integration & Orchestration Tools 
• Azure Logic Apps 
• Workato 
• Zapier 

Reporting & Visualization Tools 
• Power BI 
• Tableau 

Data Collection & Storage Tools 
• ActivTrak 
• Azure Event Hubs 
• Splunk 
• Azure Data Lake 
• Snowflake 
• Databricks Lakehouse 

Security & Identity Management 
• Microsoft Entra ID (formerly Azure AD) 
• Duo Security 
• Okta 

Conclusion 
DEX isn’t just another IT buzzword—it’s the diaerence between tech frustration and tech 
empowerment. By turning everyday digital interactions into seamless, frustration-free 
moments, a strong DEX strategy boosts productivity, enhances employee satisfaction, and 
positions your company as an attractive place to work. Whether you’re streamlining 
collaboration, automating support, or proactively solving problems before employees even 
notice, investing in DEX is investing in your organization’s future—creating a workplace 
where technology truly empowers your people, not holds them back. 

 
 
#DEX #EmployeeExperience #Innovation 

Want to dive deeper, share your insights, or just start a conversation? I’d love to hear from 
you—feel free to connect. Thanks for taking the time to read! 

https://www.ivanti.com/products/unified-endpoint-management
https://www.microsoft.com/en/microsoft-teams/group-chat-software
https://azure.microsoft.com/services/logic-apps/
https://www.workato.com/
https://zapier.com/
https://powerbi.microsoft.com/
https://www.tableau.com/
https://www.activtrak.com/
https://azure.microsoft.com/services/event-hubs/
https://www.splunk.com/
https://azure.microsoft.com/services/data-lake-storage/
https://www.snowflake.com/
https://www.databricks.com/product/data-lakehouse
https://www.microsoft.com/security/business/identity-access/azure-active-directory
https://duo.com/
https://www.okta.com/
https://www.scottshultz.com/blog/hashtags/DEX
https://www.scottshultz.com/blog/hashtags/EmployeeExperience
https://www.scottshultz.com/blog/hashtags/Innovation


Scott Shultz 

scott.shultz@activetheories.com 

 

mailto:scott.shultz@activetheories.com

