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Despite anecdotes about 
technology improving 
productivity and wider 
industry expansions, 
growth of employee output 
has decelerated over the 
past decade

Employee productivity has not kept pace with industrial output

Source: US Bureau of Labor Statistics, Bureau of Economic Analysis
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Google searches for “productivity + work from home” have grown

3-4X following the COVID-19 imposed lockdowns globally

Employees scrambled for resources to help improve productivity as they put in more hours for same or less output
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Google searches for “productivity + work from home”
Interest1 in search term; June 2019-May 2020

Interest peaked as 
organizations struggled to 
in the early days of WFH

With enterprises settling in the new 
normal, focus is shifted to enable 
superior business productivity

1 Interest does not denote absolute search numbers; all data points are indexed relative to the maximum value of 100
Source: Google; Everest Group (2020)
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Employee productivity and security are key concerns for enterprises 

in the extended WFH model

What issues are you worried about in the WFH model?

75% 71% 66% 65% 50% 53% 49%

Data security Compliance Employee burnout 
from overwork

Difficulty in team 
collaboration

Inability to effectively 
measure outputs

Lost output due 
to distractions

Employees/contractors 
will do the minimal 

required work

SURVIVE 
in the new normal

GROW 
in the new normal

MANAGE
in the new normal

Source: Everest Group Quick Poll Survey, June 2020
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In a sustained remote working environment, enterprises will need to 

adjust the right levers to drive productivity improvements

⚫ Adopt an outcome-driven culture to measure 

productivity

⚫ Establish balance between employee empowerment 

and accountability (uncouple perceived performance 

risks from actual performance)

⚫ Set clear goals and realign expectations with remote 

workers (performance and operational metrics, other 

soft skills, etc.)​
⚫ Establish clear and transparent reporting 

mechanisms

⚫ Train mid-level managers on best practices to 

manage the remote workforce

Drive productivity
Focus on output by using the right levers 
to get productivity improvements 
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Interventions to drive productivity 
Low

High

High

Low

Enable remote work 
Prepare to enable remote work by 
identifying gaps in existing 
processes and solutions to 
ensure smooth transition  

Stabilize remote work
Ensure availability of tools, 
solutions, and policies to enhance 
remote working

Engage employees
Focus on employee experience 
to establish and drive remote 
work

STAGE 1

STAGE 2

Drive productivity
Focus on output by using the right levers 
to get productivity improvements 

STAGE 3

STAGE 4

Source: Everest Group (2020)
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The Everest Group productivity roadmap is about doing more with 

less!

Business outcomes – do more with less

Input – talent, process, and technologies

Technologies

The first step in the journey to improving productivity is measuring it
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Measurement is the frontier of every productivity challenge; 

enterprises need easy, yet holistic, metrics to monitor productivity

Velocity of output

Quality of output

Business alignment

Cost to operate

The services delivery organization needs to improve 
throughput to meet business agility needs and stay 
ahead of the competition

Manage the error rate to enhance organizational throughput 
and align to business needs

Balance efficiency with the cost required to achieve 
improvements to sustain productivity 

Ensure that business outcomes and continuing efficiency 
are in line with broader business objectives

Target state

Frequency
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Enterprises can leverage an array of functions to maximize 

productivity based on business priorities

Productivity 
outcomes

Stakeholder 
experience

Business 
adaptability

Minimal 
disruptions

Employee 
morale

Context

Specific 
problems

Key 
constraints

Business 
sponsorship

Criticality

Organization 

structure
Technology Process Location ReusabilityTalent and skills

Breaking or introducing 
silos, enhancing business 
and IT team coherence, 
and rethinking business 

models

Optimizing the talent 
pyramid and rethinking 

skills coverage 

Reassessing technology 
necessities, prioritizing 
modernizations, and 
adopting innovations

Enhancing delivery, 
optimizing operations, and 
focusing on stakeholder 

experiences

Rethinking delivery 
distribution, enabling remote 

workplaces, and 
understanding the importance 

of client proximity

Collecting and sharing 
knowledge and experiences 

in a structured manner

Enterprises must adopt a multi-pronged approach to improving productivity and achieving business objectives

Identifying and prioritizing the prongs requires a coordinated approach as they span enterprise functions and levels

Enterprises can select prongs based on available resources, potential effort, and time frame to keep the cost of productivity
improvements in check
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Enterprises need to choose and tweak the right-fit levers based on 

the scope, customer, business, and organizational context

Organization structure

⚫ Federated vs. 

independent operating 

units

⚫ Specialized teams/pods 

vs. CoE/factory model

⚫ Persistent vs. Lego teams

⚫ Alignment between 

business and IT teams

Talent and skills

⚫ Experienced vs. 

inexperienced

⚫ Transactional vs. 

specialized

⚫ Cross-functional vs. 

mono-functional

⚫ Full-time vs. 

contingent/gig workers

Technology

⚫ Modern (cloud and API-

enabled) vs. legacy

⚫ Real-time analytics vs. 

lagging analytics 

⚫ Extent of collaboration / 

communication tool 

adoption

⚫ Digital channel 

enablement with self-

service features

Process

⚫ Automated vs. manual

⚫ Agile vs. waterfall

⚫ Shift-left vs. 

independent testing

⚫ Design-led (mapping 

stakeholder journey, 

etc.) vs. inward looking 

Location

⚫ Shoring mix – balance 

among onshore / 

nearshore / offshore

⚫ Proximity to 

business/customers

⚫ Co-located vs. 

distributed workforce

⚫ Remote-enabled vs. 

onsite

Reusability

⚫ Monolithic vs. 

composable

⚫ Siloed knowledge 

management vs. 

intelligent, indexed, and 

enterprise-wide KM

⚫ One and done vs. reuse

ILLUSTRATIVE
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How can Everest Group help? – Our research is helps you to solve 

critical issues and supports you in your productivity efforts

Measure and improve performance on 
productivity metrics

⚫ Conduct interim checkpoints to address issues that the team faces in actioning the productivity 
improvement levers

⚫ Support the productivity task force with data, insights, and advice

Key activities Outcomes on every step of the productivity journey

⚫ Track metrics on a monthly basis and identify critical issues
⚫ Gain buy-in from all stakeholders on metrics and productivity issues to initiate resolution
⚫ Identify productivity levers based on current environment and business context
⚫ Offer data and research to support you with critical issues to help you achieve productivity gains

⚫ Understand business context and current processes to measure and improve productivity
⚫ Define metrics to assess productivity 
⚫ Understand critical issues and factors surrounding these productivity metrics
⚫ Build a productivity goal to define target objectives on these metrics

We work with our clients in an annual membership to bring research and insights to support you on critical productivity issues

Understand your business objectives 
and organizational context

Support you on your productivity 
efforts
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Summary of key messages

Productivity gains for the services industry have been abysmal over the past 15 years

Defining metrics is vital to reigning in productivity

Build buy-in across teams and continuously track metrics

1

2

3

4

5

6

Identify productivity levers based on environment and context 

Demonstrate quick-wins and gain internal business alignment

Expand initiatives to new productivity levers and scale across teams
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What are your top challenges in achieving 
productivity?

How will you approach productivity challenges 
following the pandemic?
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Dallas (Headquarters)
info@everestgrp.com
+1-214-451-3000
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india@everestgrp.com
+91-80-61463500 
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+91-124-496-1000
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+44-207-129-1318

New York
info@everestgrp.com
+1-646-805-4000
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+1-416-388-6765

Stay connected

Website
everestgrp.com
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