
satisfied
employees!

 

the first step towards better
customer experience?



How do we, at Ausy, make sure our clients have the
best customer experience? By listening to the needs
of our employees and guaranteeing a positive
employee experience. 

So how do we improve our employee experience?
Hire for attitude, train for skills: if someone really
matches our company culture, we can train them for
the right skills along the way. 

What’s more: in recent years, we have shifted our
focus from SLA to XLA - because we believe XLA is
the future of IT support. Focusing on XLA improves
your customer retention, saves costs on your service
desk, helps you solve problems before the client
notices them and has a lot more advantages.

Let’s take a deep-dive into these topics.



employee experience vs
customer experience.

But if this person does not like their job, is not
motivated or does not feel appreciated, they might
react in an unfriendly manner. The client will not be
satisfied with the service desk, and won’t be quick to
use your services again.

A positive customer experience starts with a positive
employee experience. If your employees are
satisfied, motivated, have the right tools and just
generally love to come to work every day, they will
offer a great service to your clients.

Take, for example, the service desk. Automation may
be the new hype, but when your client has an IT
problem, they would still prefer to talk to a real
person. If this person is friendly, helpful and
engaged, your client will be happy.



Maar doet die persoon zijn job niet graag, is hij niet
gemotiveerd of voelt hij zich niet geapprecieerd? Dan
is de kans groot dat hij onvriendelijk reageert op de
klant, die dan op zijn beurt absoluut niet tevreden zal
zijn van de service desk, en de volgende keer wel 2
keer nadenkt vooraleer jouw diensten in te schakelen.

Conclusion: CX (customer experience) and EX
(employee experience) are inextricably linked.
Without a positive EX, it’s impossible to deliver
qualitative services to your clients. The first step to
improving your CX is mapping out your employees’
needs!

Try to answer the following questions:

        what tools do your employees require?

        what makes them feel heard?

        what does the ideal working environment look 

        like to them?

employee experience = customer experience. 

        can they plan their day with sufficient flexibility?

        do they know who to turn to with questions or  

        concerns?

If you can answer these questions, and are
sufficiently able to satisfy your employees’ needs,
you have already made some great steps towards a
positive employee experience!

The more you invest in employee experience, the
more your customer experience will improve.



how does ausy invest 
in its employee experience?

At Ausy we are always trying our best to meet the
needs of our employees. We do this in different ways.

On the one hand, we like to stay on top of things. We
regularly follow up with both our internal colleagues
and our consultants. We always give our employees
the chance to express their opinions, and we are
quick to take measures when we notice that things
aren’t going smoothly. 

On the other hand, we also organize many occasions
in which our colleagues can connect with each other.
We like to organize team buildings, think for example
of a pleasant game of bowling or a nice dinner.



And for every milestone we achieve, there is always a
glass of champagne and some good pizza!

But we also organize some bigger events throughout
the year, to help our internal colleagues and our
consultants connect. For example, a family day in an
amusement park, or a cool black & gold party on a
great location!

xla is more important 
than sla.
Every company that, like us, invests in a positive
customer experience has noticed a significant shift
in mindset in the last few years: clients attach more
importance to XLA (Experience Level Agreement)
than to SLA (Service Level Agreement). We’d love
to explain why.

SLA = Service Level Agreement
XLA = Experience Level Agreement

what is an SLA?

A Service Level Agreement (SLA) is a contract
between an IT service provider and the client. This
document describes the expected service, defines
the project goals and specifies the IT service
provider’s as well as the client’s responsibilities.

This contract defines the expectations between
both parties. 1 SLA can also include multiple
services or multiple clients.



important shift.

Even though it is absolutely necessary to define the
expectations of the IT service provider as well as the
client, we are noticing a significant shift in
companies’ mindsets over the last couple of years.
The customer experience has become just as
important (and sometimes even more important) as
the delivered services.

The customer experience is directly related to the
clients’ loyalty - and we don’t have to tell you how
essential loyal clients are in this business.



An XLA (Experience Level Agreement) is an SLA
that also measures the quality of the customer
experience. Like an SLA, each XLA is different,
because the specific needs of the client are
defined in it. 

While SLAs are focused on the availability of
services, XLAs define the expectations on the
execution of these services. XLAs are often defined
through analyzing KPI’s that influence the end user
experience (EUX), such as hardware or software
performances, and user behavior.

XLA: the future of IT support.

It’s quite beneficial to evaluate your service based
on an XLA instead of an SLA. We’ll tell you why.

        We’ve said it before, and we’ll say it again:   
        working with an XLA improves your 

        clients’ loyalty. And loyalty equals higher revenue 
        and client retention on the long term.

        Tracking your EUX helps to save on service desk 
        costs, because you can fix issues proactively - 
        before the client even notices them.

        Problems are thoroughly investigated in order to  
        determine the actual cause of the issue. This will 
        help you avoid reputational damage.

        Advantage on the market: XLAs are not 
        commonly used yet. If you can guarantee the 
        best customer experience on top of the best   
        services, you’ll definitely have an advantage over 
        your competitors! 

what is an XLA?



the ausy motto.

always in for a nice lunch or a great party. People
that you can trust. And if these new colleagues don’t
have all the skills we’re looking for just yet? No
problem, that’s why we have Ausy University, Udemy
and all our other learning platforms!

We believe strongly that if you hire someone that fits
your company and is eager to learn, the right skills
will follow.

What’s more, we are convinced that offering your
clients a good service is not just about having the
best technological solutions. The human aspect is
key. That’s why our tagline is Tech with personality!
;-)

We strive to listen closely to our clients, map out
their needs, and then offer the right solution for
these needs. Only then can we achieve the
necessary results. Our experts’ human skills are at
least as important as their technical skills.

hire for attitude.

Up until this point, you 100% agree. But how, you ask,
are you supposed to improve your customer
experience? How do you start working on your
employee experience?

There are a million answers to this question, but we
stand firm in our own motto: hire for attitude, train for
skills. Because, we believe, if our employee
experience is 100% on point, your customer
experience will automatically follow.

Hire for attitude, train for skills. What do we mean by
this? Exactly that: we hire people that fit our
company culture 100%, who believe in
entrepreneurship and team spirit but are also 

https://www.ausy.be/en/find-a-challenge/learning-development/


       david.criel@ausy.be

       +32 486 12 53 75

what conclusions 
can we draw?

        customer experience = employee experience

        XLA > SLA

        hire for attitude, train for skills

Would you like to have a coffee with us to find out
more about our strategy, or are you looking for an
all-round partner to cover all your managed
services? We would love to hear from you! Contact
David Criel for more information.

mailto:devon.kerkhove@ausy.be
tel:0486/12.53.75


tech with
personality.


