
Great IT Experience = Happy Employees = 
Positive Business Impact

Giarte 
Amaze
Unlock the power of  
IT Xperience Measurement
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HOW WE CAN HELP YOU

Master the art  
of a perfect  

IT experience
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Giarte is the specialist in measuring 
IT-related experience. In fact, we 
developed the concept. Today we are 
the driving force behind a growing 
movement called Xperience Level 
Agreement, XLA®, that is winning 
praise and buy-in from more and more 
companies.

Why? Because XLA® is a powerful new addition to the traditional IT Service Level 
Agreement. One that builds on the SLA concept by measuring sentiment and using 
this to break down silos and think and act from the perspective of the customer 
experience. The XLA® does this by overcoming several limitations of the typical 
SLA. For example, the idea that hitting certain KPIs automatically translates into 
employee satisfaction. Or the idea that tying suppliers into ever-stricter contracts 
leads to a cohesive, effective and energizing IT solution.

SLAs work from control, XLAs work from feelings
The challenge XLAs solve is that SLAs manage on numbers while people run on 
feelings, emotions, and perceptions. Supplying a new notebook on day five of a ticket 
may meet the SLA, but it feels like a fail to the employee who, away from work, has 
been ‘trained’ to expect next-day delivery on their orders.

This is what IT departments are up against. The mismatch between the service they 
provide and the experience their customers perceive. And that’s what we’re here 
to solve. To help you master the art of a perfect IT experience. To help you focus on 
improving the employee experience and meeting real business requirements in a 
way that an SLA alone never can. To go from doing what's in the contract to doing 
things that make a real difference to your customers. Because in today’s digital-
first business world, a great IT experience makes employees happy, and that in turn 
delivers business impact.
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THE POWER OF XLA®

Start measuring how your 
 employees really feel 

With Amaze, you can:

Technology is reshaping the world of work and remaking the way we interact 
and live. IT is optimizing procedures and making processes cleaner, clearer, more 
efficient and more transparent. But people remain people. Human. So while IT talks 
enthusiastically about the benefits of enterprise-wide tools, cloud storage, SaaS, one 
source of truth and other tech innovations, and while you keep your customers up 
and running 97%, 98% or 99% of the time, you still don’t get the credit you deserve. 
Why? Because you’re measuring too narrowly. You’re measuring the things that 
matter to you. But are they all that matter to your organization’s employees?

Know the experience you are creating – 
and improve
Giarte’s proprietary XLA® methodology enables 
IT departments to design human-centric 
technology and processes. And it does it based on 
hard numbers, not assumptions and supposition. 
How? By measuring the biggest intangible of all: 
human perceptions and sentiment.

There’s a well-known expression in 
management – what gets measured gets 
done. It’s one we believe in, and it’s the reason 
we developed Amaze as part of the XLA® 
methodology. This Xperience Measurement 
tool complements IT’s traditional technology 
viewpoint, empowering you to rethink what you 
do (and don’t do) from an employee-impact and 
employee-benefit perspective.

Analyze
Get detailed insights 
into both what your 

employees want 
and your business 

needs with our smart 
dashboards.

Improve
Identify key areas 
to improve the IT 

experience in your 
organization and turn 
insights into actions.

Measure
Employ dynamic 

surveys to measure the 
IT experience, based on 
a proven methodology 
and over a decade of 
continuous research
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Get support defining your 
ideal experience

We’ve made getting started easy, too. Complementing 
the Amaze solution, we can support you with advisory 
services that will help you define your IT  Experience 

 Vision and turn this into a concrete IT Experience 
 Ambition. This ambition is translated into specific 

 experience metrics and surveys which we then build 
into and measure through your Amaze application.

As the information comes in, dashboards indicate 
how the organization is performing versus your IT 

Experience Ambition. This empowers you to decide 
on appropriate actions and steps to improve the IT 

Experience in specific areas and overall.
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Got ServiceNow?  
You too can discover Amaze
Amaze is available as an official app 
for the hugely popular ServiceNow® 
platform. Through this tight integration, 
Amaze can use ServiceNow’s advanced 
ticketing and resolution workflow 
to implement granular, data driven 
Xperience measurement. 

Using Amaze, you can measure, 
maximize, and optimize your IT tools 
and services to boost the employee 
experience and meet concrete business 
expectations. It’s that simple.

We provide standard surveys and 
experience indicators (XIs) for 
almost all domains within IT Service 
Management (ITSM), from omnichannel 
support to application management. 
Based on the findings, we then go a step 
further by combining the subjective 
employee experience data with the 
hard ITSM data. The result: real, in-
depth insight to drive Continual Service 
Improvement (CSI).

THE POWER OF AMAZE

Turn gut feelings into powerful 
employee insights
Do your customers complain about your IT systems, services, and support even 
when the ‘KPI lights’ on your dashboard are flashing green? Then you may have 
a watermelon problem. You know, green on the surface but red underneath.

Amaze, based on the XLA® principles and 
our IT Xperience Measurement methodology, 
wipes out watermelons. It’s simply a practical, 
hands-on tool to measure the feelings, failings, 
perceptions, and expectations that form your 
customer experience.
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WHY USE AMAZE

Take a deep dive into your 
 employee metrics
Here’s a question: Do your customers say nice things about your IT services? Do 
they love you and praise you to the heavens? If you can honestly answer ‘yes’ to 
this then you can stop reading now. You don’t need Amaze (though with custom 
questionnaires, benchmarking possibilities, a comprehensive dashboard, and 
dynamic surveys, you might still find it useful.)

For the rest of us, it’s safe to say that most IT 
organizations are not love brands. And that’s not 
a reflection on your work or your value as people. 
You do all the right things. You work with SLAs. 
You specify uptimes, response times, availability, 
the least disruptive maintenance moments and 
hundreds more Key Performance Indicators. 
And yet, no matter how hard you try and how 
well you hit your numbers, there’s always 
someone complaining.

Turn vague feelings into hard action points
That’s why you need Amaze. Amaze was 
invented to quantify these experiences and 
perceptions. To measure experience levels. 

But more than that, it was invented to turn 
intangible feelings and perceptions into valuable 
and actionable data. Think of Amaze as an 
insightful conversation at the coffee machine. 
Not just shooting the breeze, but a way to learn 
what people really think. And do so in ways that 
empower you to take act.

Amaze is the first step to redesigning processes, 
managing experiences, setting up XLAs, and 
rethinking business and employee requirements. 
Because knowledge is king, and information is 
opportunity.
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Amaze is a turnkey survey management solution that integrates into the 
ServiceNow IT workflow and includes intuitive dashboards and templates based 
on the XLA® concept. Through ServiceNow, Amaze follows every IT ticket from the 
moment it is raised to the moment it is resolved (in the eyes of IT and the applicable 
SLA).

At this point, Amaze sends a custom 
questionnaire to the employee to find out what 
they think of the service, product, or other 
support they have received. Do they feel the 
problem has been solved fully, partially or barely? 
Are they happy with the communication? 
What about the turnaround time? Did they get a 
direct answer to a direct question or a did it feel 
like a boilerplate response? Does the device do 
what they need?

IT happiness!
In addition, we also offer general questionnaires 
that measure employee experience and 
sentiment over time, unrelated to an incident or 
moment. From these you can learn how people 
feel about your service in general. This is often 
very different to people's feelings when stressed, 
and can provide a much-needed boost for your 
IT team by reminding them how much they do 
right as well!

Expert questionnaire design

Both custom and general questionnaires are 
developed by Giarte's team of sociologists, 
psychologists and researchers – the same 
people who developed the Giarte Xperience 
Measurement methodology, the Amaze tool 
and the Amaze dashboard. Around 60% of the 
questions are standard for all clients – to support 
benchmarking – and 40% are tailored to the 
specific organization and its employee profile.

Amaze monitors and measures the following 
experience level influencers: 

 —  The IT-related employee experience. 
This covers IT’s impact on the employee 
experience and its contribution to a 
productive workforce. This experience level 
influencer includes the creation of a great 
digital workspace, support for a positive 
work-life balance, the availability and quality 
of training, usability, communication, and IT 
support.

 —  The IT stack experience. This influencer 
covers the suitability and reliability of devices 
and applications, the quality and availability 
of connectivity and the process of using, 
handling, and finding IT support services.

 —  The IT support experience. This metric 
includes resolve rate, first time right, and 
the experience around incident handling, 
standard requests, requests for information, 
and change requests.

HOW AMAZE WORKS

See the experience you are creating
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HOW AMAZE WORKS

A growing choice of issue-specific 
survey packs

Because Amaze follows every IT ticket, it can 
also be used to run deep dives into specific 
organizational questions. Our signature survey 
packs capture your customers’ voice and relate 
their feedback to ITSM processes and continual 
service improvement. 

Currently available surveys include (see our 
website for the latest information):
 

 —  Application Xperience. Your company 
probably has more applications than it 
needs. Employee feedback is essential to 
understanding what applications you need 
and how they are used. The Application 
Xperience survey pack enables you to assess 
the usability and job-criticality of business 
applications, and provides insights to retire, 
replace, or revamp them.

 —  Remote Xperience. Covid-19 turned our lives 
and way of working upside down. Working 
from home became the norm. When we return 
to normal, many companies will adopt hybrid 
working styles. Our Remote Xperience survey 
pack helps you keep tabs on the impact 

of remote working on our employees and 
addresses both technology needs and human 
aspects. 

 —  Executive Xperience. IT leadership needs to 
know how the executive community views 
corporate IT's performance. Our Executive 
Xperience pack picks up the organizational 
vibe about project execution, moments of 
truth, collaboration, and value for money, 
among many other metrics. 

 —  Onboarding Xperience. The hardest part of 
starting a new job is, well, starting a new job. 
The two departments primarily responsible 
for new-hire onboarding are HR and IT. 
Our Onboarding Xperience survey pack tracks 
the speed of IT onboarding and enables new 
hires to quickly become productive and 
engaged employees.

 —  Adoption Xperience. The true worth of a 
new application or major release can only 
be judged once it’s in use. Are employees 
adopting the application? Are they more 
productive? Is their learning-curve smooth? 
The Adoption Xperience survey pack provides 
insights into application reliability and value 
when the rubber meets the road.
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Rolling results and actionable correlation 
analysis

In all these ways, Amaze uncovers deep-felt 
perceptions and turns them into actionable data. 
Based on this, we create a dashboard that enables 
you to dive into your rolling experience level this 
week, this month, quarterly, by country, by region, 
or globally. Amaze also offers a correlation 
analysis to explain why overall experience 

is going up or down. We can calculate which 
buttons to push to improve people’s experiences 
and advise which experience indicators matter 
most to that experience.

With Amaze IT Xperience Measurement, you 
identify what you can do to enhance employee 
experience and meet business needs better. We 
guarantee some surprises along the way.

HOW AMAZE WORKS

AN EXAMPLE OF A DASHBOARD

Encountered Problems with IT Services

Problems Encountered: Impact

Digital Workspace Evaluation
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Happy employees pave the way to more satisfied customers, and it is IT that 
holds the key to making this happen. With employees entirely dependent on 
IT, no wonder many CIOs want to move beyond ‘checking the box’ for employee 
satisfaction, and focus instead on integrally measuring, managing, and improving 
the employee experience.

Measure, connect, analyze, improve
Amaze and our IT experience methodology 
deliver a fundamental and positive impact on IT 
performance, changing the way organizations 
think about IT delivery. Here’s how:

 —  Identify if the agreements you have made 
with suppliers and employees actually add 
value.

 —  Support the digital transformation that is 
sweeping business.

 —  Help IT create a similar experience to the one 
people are used to from online stores.

 —  Measure people’s expectations of an 
experience and then interpret their 
perceptions of that experience.

 —  Identify and focus on the KPIs and experience 
indicators that have the biggest impact on 
employee experience and business results.

 —  Think from an ecosystem perspective and 
get strategic insight to guide IT choices 
and manage agreements with third-party 
suppliers.

 —  Align multiple suppliers around meeting real 
employee and business needs.

 —  Enhances partnerships by shifting the 
conversation from compliance and avoiding 
mistakes to teamwork, ideas, and innovation.

 —  Find the triggers that will make people 
happier and so more productive.

HOW YOU WILL BENEFIT

Transition your employees from  
now to wow
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Amaze is an advanced IT tool and a full suite of standard and custom questions and 
metrics. So while using Amaze is easy, it does require some setting up to identify 
goals, define questions, and develop your tailored dashboard.

Amaze Onboarding
To simplify this, we have developed Amaze 
Onboarding, an approximately four-week 
implementation process comprising four steps. 
Amaze Onboarding begins once a contract has 
been signed and finishes with an acceptance 
test.

Step 1:  Define the implementation scope, 
perform high level planning and analyze 
your ServiceNow data structure. (Note: 
We provide support to all ServiceNow 
customers who are running the current 
version and up to two previous releases of 
ServiceNow).

Step 2:  Run functional and technical sessions to 
prepare the Amaze installation.

Step 3:  Install and configure the Amaze app in 
line with what we have learned so far.

Step 4:  Perform acceptance testing and go-live 
procedure.

GDPR compliant
Data privacy is deeply integrated into our 
information security system. All Amaze and 
Giarte business processes are GDPR compliant 
and our customers control data sharing for 
analysis within Amaze. We also draw up a Data 
Processing Agreement (DPA) with each customer 
to reflect their specific situation.

High-level security
The Amaze platform is securely hosted with 
ISO27001 and SOC2 Information Security 
compliant vendors. The underlying infrastructure 
is reviewed regularly and hardened for 
information security. The Amaze services are 
security-optimized and tested periodically, and 
Giarte has recently implemented an ISO27001-
compliant Information Security Management 
System (ISMS). This covers not only Amaze but 
all Giarte’s business processes. It establishes 
over 100 security controls and touches every 
aspect of cybersecurity. Implementation of 
ISMS demonstrates Giarte’s commitment to 
information security for our customers. The ISMS 
will be officially certified at the beginning of 2021.

Comprehensive SLA
Giarte offers an extensive Service Level 
Agreement covering the quality, availability and 
responsiveness of our services.

Before and after
Implementing Amaze is part of a wider XLA® 

journey that is made up of four phases:

–   Envision: Consultancy to help you define what 
you want to achieve and how

–   Enable: Creating the XLA®s that are important 
to you

–   Execute: Onboarding Amaze to implement and 
measure your XLAs, and

–   Embrace: Continuously improving the 
experience for employees.

GET STARTED

Integrate Amaze quickly and safely



Born in 
Amsterdam,
raised by the world
Giarte was founded 15 years ago in the bustling 
city of Amsterdam. We work with tech 
companies and corporates around the world 
to build what’s truly important in IT: customer 
satisfaction, user experience and trust.
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Giarte is a groundbreaking research and 
consultancy company that specializes in 
improving the employee experience of using 
business IT services and applications. Using our 
expertise in making IT experience measurable 
and manageable, we help our customers to link 
tech with touch.

Based on three principles – Rethink, Reveal 
and Reshape – our experts design tools and 
models that help organizations to improve 
business impact and enhance the teamwork 
in their IT ecosystem. We share our knowledge 
in publications, presentations and workshops, 
and work closely with multiple partners around 
the world.

Want to know more?
email: getintouch@giarte.com

GIARTE
Moermanskkade 620
The Flow Building, Houthavens
1013 BC  Amsterdam
telephone +31 (0)20 622 3444
info@giarte.com

www.giarte.com
www.it-experience.giarte.nl
www.cloudsourcing.nl

About Giarte




