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Before today…

A little code, lots of travel, some amazing mentors, and life-changing work experiences



Technology is Everywhere, but Processes are Still Manual…

On average, 46% (or 18 hours per week) 
of information workers’ time is spent on 
manual processes.

Results based on 1,045 responses to the 2019 Lawless Research Process Integration Study, commissioned by Cherwell © 2019 Cherwell Software, LLC All Rights Reserved. 



60% of employees 

enjoy their job more 

when work processes 

are highly integrated 

Results based on 1,045 responses to the 2019 Lawless Research Process Integration Study, commissioned by Cherwell © 2019 Cherwell Software, LLC All Rights Reserved. 



Work simplified

Results based on 1,045 responses to the 2019 Lawless Research Process Integration Study, commissioned by Cherwell © 2019 Cherwell Software, LLC All Rights Reserved. 



84% of companies with highly-

integrated processes have a digital 

transformation initiative.

Results based on 1,045 responses to the 2019 Lawless Research Process Integration Study, commissioned by Cherwell © 2019 Cherwell Software, LLC All Rights Reserved. 



✓ A digital transformation initiative 

✓ A central location for apps and services

✓ A person responsible for shared services

✓ They ask employees how work can be 

improved

✓ They redesign inefficient processes

✓ They are committed to improving work 

processes

✓ And, they are committed to job training

Consistent themes for the “highly-integrated” companies

Results based on 1,045 responses to the 2019 Lawless Research Process Integration Study, commissioned by Cherwell © 2019 Cherwell Software, LLC All Rights Reserved. 



Digital Transformation is About Experience
But whose?

147%

1.5x

Companies with engaged employees 
outperform competitors by 147%.

Companies that excel at customer 
service have 1.5 times more engaged 

employees.

EmployeesCustomers

Gallup, “Employee Engagement Center”



A few thoughts on AI…

AI is expected to add $13 trillion to the 

Global Economy… …meanwhile, only 8% of 

firms have core practices to support 

widespread adoption.

McKinsey Analytics, 2018 



Make Work Flow.



© 2020 Cherwell Software, LLC. All Rights Reserved. 

Improve
IT Operations

Elevate 
Experience 

Drive 
Business Results 
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Magic Quadrant for ITSM 

Tools 2019: Challenger

Forrester Wave 2019 Enterprise 

Service Management: The Leader

IDC MarketScape WW ITSM 

Vendors: The Leader
Enterprise Service Desk Software: 

The Champion


