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“My experience tells me that when we 

get back to our core identity and 

consistently deliver a great experience, 

our customers and employees are 

equally happy…and happy employees 

sell more. EX=CX=BX” 

Brian Niccol, Chairman and CEO 

(Appointed August 2024)
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Outcome = tangible 
business value

1. Employee experience
2. Customer experience
3. Improved productivity
4. Business growth

Data sources used to 
measure experience

XMO produce 
actionable insights

Collaboration Experience

Application Experience

XLA 2.0 Persona Experience

PC happiness
People happinessXLA 1.0

Total Experience
Employee wellbeingXLA 3.0



Application Experience

Security & Compliance

eXperience Level Agreement

Project Management and 

consultancy 

Service Desk

Onsite support

Portal interaction and usage

Asset optimization, green IT dashboard

Training & Awareness

Device health, sentiment 

and personas

Site analytics & health, 

Device health check

Chatbot integration, Service 

Portal integration, 

VIP support, Assisted Self heal

Change adoption & impact, Windows 

11 upgrade, Hardware upgrades

Hardware/Software lifecycle

management



Engagement Campaign: Training Compliance

Intent:

▪ To complete training Compliance across Regeneron, we partnered together 
to develop and release a Campaign to remind users when they have overdue 
trainings.  This popup is sent based off a daily report each weekday to remind 
users they have an overdue training course and provides a direct link to that 
training.

1

Business Impact:
2

▪ This campaign is to increase training completion and compliance across 
Regeneron. 

Actions Performed:
3

▪ XMO team leveraged a campaign and reminds the end users that they 

have an overdue training course.

Outcome Achieved:
4

▪ ~93% users acknowledged to the campaign,
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Smart device refresh 

13%

57% 41% 89% 100%
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Mix of fully automated remediation based 

on AI generated insights and supervised 

remediations for complex trends   



You’ve got to start 
with the 

EXPERIENCE     
and work back 

toward the 
technology 

- Steve Jobs



https://www.linkedin.com/in/patrycjasobera/

https://www.linkedin.com/in/simon-wilson-8974aa6

https://www.linkedin.com/in/patrycjasobera/
https://www.linkedin.com/in/simon-wilson-8974aa6


Success in Total Experience is a simple jigsaw: focus your 

innovation efforts on your people (EX). 

Give them the right tools, support, workplace, and 

leadership (CXO) to build the sentiment and recognition 

that align customer and brand experiences (CX = BX).

It’s all about fitting the right pieces of the puzzle together!





Typical Customer outcome

1. Employee experience
2. Customer experience
3. Improved productivity
4. Business growth

Data sources used 
to measure 
experience

XMO produce 
actionable insights

Collaboration Experience

Application Experience

XLA 2.0 Persona Experience

PC happiness
People happinessXLA 1.0

Total Experience
Employee wellbeingXLA 3.0
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