
Germany and UK Businesses: Different Levels of Success with Experience
Data, But Regulatory Challenges Loom
Submitted by: Sarum Consultancy

Wednesday, 27 May 2020

Page 1

- Research shows firms are experiencing different levels of success in collecting and utilising

experience-related data from their stakeholders

- Germany and UK are alike when it comes to a common problem: multiple regulatory obstacles



Bury St Edmunds, UK – 27 May, 2020 - EASY Software, Europe’s foremost supplier of document management

solutions, is releasing today the results of two major surveys into the status of digital transformation

and experience management in the UK and Germany. Both sets of research highlight the multiple challenges

plaguing on-going digitisation and customer and other key stakeholder experience efforts.



German firms report that in terms of businesses’ satisfaction with how well they are using IT to manage

end-to-end processes that start and end with the customer, more than half claimed to be dissatisfied with

digitisation in their company (58%). In the UK, on the other hand, the survey shows a higher level of

digitisation success, with the majority claiming to be ‘completely’ or ‘somewhat’ satisfied

(78%).



Likewise, the research shows that the majority of German firms are in the early stages of capturing

employee and other key partner and employee stakeholder sentiment. The use of a 360-degree style overview

of stakeholders by German businesses is in its infancy, at only 39%. In the UK, meanwhile, there is

greater maturity, with the majority of UK businesses regularly collecting experience-related data (76%).



This is important, say respondents, as using experience data means businesses can optimise operations and

be more efficient. This was identified as a central metric of success by a high proportion of respondents

in both countries (85% in Germany; 82% in the UK). For UK respondents, the ability to better interact

with customers, employees and partners was rated highest (21% in Germany; 84% in the UK).

 

The major challenges confronting those responsible for experience data collection in Germany were

identified as:



· Multiple regulatory problems, e.g. data protection and the on-going impact of GDPR (82%)

· Complex internal data infrastructure (82%)

· Insufficient access to data (69%)

· IT Infrastructure, systems and tools being missing or insufficiently developed (68%).



A similar set of technology and infrastructure-based obstacles were acknowledged in the UK, with

regulatory challenges also coming out top. One notable difference in the UK was the fact that multiple

obstacles with no strikingly high numbers were recorded, plus access to skills was a concern:



· Multiple regulatory problems, e.g. data protection and the on-going impact of GDPR (35%)

· IT Infrastructure, systems and tools being missing or insufficiently developed (31%)

· Poor data quality (29%)

· Lack of skills for data collection, analysis and use (28%).
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External factors are also clearly weighing on the German and UK c-suite. The German study was conducted

before the Coronavirus was a factor in our lives (July 2019), but the UK study was carried out during its

onset (March 2020). Respondents in the UK listed the aftermath of Brexit (65%), the impact of Coronavirus

(49%) and Cybersecurity threats/data breaches (47%) as their top three challenges over the next 12

months.



Another interesting survey result: the main group which German businesses (currently or in the next two

years) polled data from was customers (44%), reflecting the strong and well-established link between

‘experience’ and Customer Experience (CX). In the UK, by contrast, the main polling group was

employees, reflecting the rise in the importance of the employee experience in HR and business.

 

For Andy Boulton, EASY Software UK’s CEO, “This data highlights the fact that for UK firms,

experience management is a well understood and utilised concept while for German businesses there is a

lag: yet both countries face considerable regulatory challenges in realising their experience management

aims. To keep the digitisation and experience momentum accelerating, some radical process overhaul and

technology spend may need to be set in motion. This is hugely important, as we move from a shareholder to

a stakeholder society and all stakeholders, whether staff, applicants, suppliers or business/cooperation

partners have an impact on business success.” 

 

About the research

 

The German survey was conducted by EASY SOFTWARE in collaboration with KPMG; a representative survey of

401 companies with more than 100 employees were polled. The outreach was conducted in July 2019 in the

form of telephone interviews by an independent market research institute. The full German survey report

is available, register to receive your free copy here

(https://easy-software.com/en/newsroom/digitalization-study-experience-management-drives-transformation/)

 

The UK study was conducted online by independent research specialists Censuswide during March 2020,

covering middle and senior management in 500-plus companies with at least 100 employees in the

Technology, Telecommunications, Finance, Manufacturing and Retail sectors. The full UK survey report is

available, register to receive your free copy here

(https://microsite.easy-software.com/en/study-360-degree-experience-management) 
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EASY SOFTWARE, founded in 1990 and listed on the Frankfurt Stock Exchange, is Europe’s foremost
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provider of integrated document management technologies. With more than 12,800 customers worldwide,

global and local companies alike now rely on EASY’s comprehensive suite of scaleable document

technologies to automate business processes, improve productivity and boost efficiency, as well as meet

increasing regulatory requirements.

 

EASY promotes its extensive suite of document management solutions both directly and indirectly through a

network of 200-plus global sales partners. More than 100 software development companies have created

interfaces to EASY ECM Suite™, the company’s flagship solution platform.

 

EASY SOFTWARE is also a Microsoft Gold Independent Software Vendor (ISV) as well as being the second

largest provider of SAP archiving solutions worldwide.

 

EASY is headquartered in Mülheim a.d. Ruhr, with offices and subsidiaries throughout Germany, Austria,

the USA, Singapore, Turkey and the UK. More information on EASY’s UK subsidiary can be found at

http://www.easysoftware.co.uk (http://www.easysoftware.co.uk)
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