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Method and Objectives

Survey goals

Digital friction is defined in this survey as ‘the unnecessary effort an
employee has to exert to use data or technology for work.”

We surveyed IT and business decision-makers at U.S. enterprises to
understand how digital friction is impacting their businesses, as
well as their work experiences.

We also explore the capabilities these decision-makers wish their
organization’s technology tools could enable to make their jobs
easier.

Where applicable, comparisons are made to the results of the

September 2023 Digital Friction survey conducted by Foundry on
behalf of OpenText.

FOUNDRY

Total respondents 100

Collection method
Online questionnaire

Geography U.S.

Field dates
June 20, 2024 July 5, 2024

Number of questions 15

Average organization size 8,607 employees

Senior Decision-makers

To qualify for this survey, respondents
were required to be employed in a
management role at a company with 1,000
or more employees.
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Company Size by Number of Employees

54% at companies with
5,000 employees or more

A

26%
21%
19%
15%
11%
- 80/0
1,000 - 2,499 2,500 - 4,999 5,000 - 7,499 7,500 - 9,999 10,000 - 19,999 20,000 or more
FOUﬁDRY S1: Approximately how many people are employed in your entire organization or enterprise? (Please include all plants, divisions,

branches, parents, and subsidiaries worldwide.)
Base 100



Job Functions and Titles

Non-IT/Line of
Business
Management IT/Network
21% Management
. 54%
Executive
Management
(e.g., CEO
President,
Owner, Partner) 25% 26%
25%
13% 13%
9%
4% 0 0
- 1% 1% 3% 1% 3%
— e T S e —
CIO (Chief  CTO (Chief CSO, CISO CFO, COO, Chief Other C-level Executive VP, Vice Director Manager
Information  Technology (Chief Controller, General Marketing executive Senior VP President
Officer) Officer) Security Treasurer Manager, Officer (CMO) (specify):
Officer, Chief Executive or top
Information Director, marketing
Security Managing executive
Officer) Director

[
FOUNDRY S3: Which of the following best describes your job function?
S4: What is your primary job title?
Base 100



Primary Industry

Technology/Computer-related products and services

Manufacturing, Production, Distribution (Industrial, High-Tech, Aerospace, Life Sciences)
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Healthcare/Medical/Pharmaceuticals

Transport

Financial services (banking, insurance, accounting, tax, etc.)
Retail

Energy (Utilities, Oil, Gas)

Travel, Hospitality (accommodation and food services)
Telecommunications products and services

Architecture, Building, Construction, Engineering

Education (Higher education/University)

Government: State or Local

Nonprofit

Professional services (Legal services, Business services, Consulting, etc.)
Advertising, Marketing, PR

Government: Federal/Military

Other

S2: Which of the following best describes your organization’s industry or sector?
Base 108

13%
9%
9%
8%
8%
6%
6%
5%
4%
3%
3%
2%
2%
2%
1%
4%

15%



Executive Summary
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Summary of Findings
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Finding solutions that integrate with existing technology has significantly increased an obstacle to employee engagement and productivity (53% cite this as a top challenge this
year compared to 34% in 2023). Respondents also report complex processes and workflows (45%), difficulty accessing all available knowledge (34%) and manual tasks/lack of
automation (33%) as top barriers.

o  Non-IT titles are significantly more likely to note difficulty accessing all available knowledge (50% compared to 25% of IT titles), information silos (42% compared to 23%), and lack
of historical or contextual data (31% compared to 13%) as productivity challenges.

Nearly all respondents (97%) report their organizations are impacted by “digital friction”, defined as the unnecessary effort an employee must exert to use data or technology for
work. Increased costs (41%), increased frustration while conducting work (34%), increased security risk (31%), decreased efficiency (30%), and lack of data for quality decision-making
(30%) are top impacts.

o Most (98%) indicate technology-related challenges (such as lack of automation, complex workflows, data silos, etc.) have resulted in delays or missed deadlines in their
departments. Nearly half (47%) of LOB (non-IT) decision-makers report frequent delays.

o Eightin ten (84%) report information silos have a noticeable impact on employee productivity and operational efficiency. LOB (non-IT) decision-makers are more likely than
those in IT to note a significant impact on employee productivity and operational efficiency due to information silos (56% report these impacts “to a great extent” compared to 30% of
ITDMs).

o  Two-thirds (66%) report their organizations have lost business opportunities due to an inability to access data in a timely manner. This is up from 58% reporting the same
in the 2023 survey.

Access to information is a significant challenge for most.

o  While 92% report that reliable access to information is “extremely” important to meeting business goals, more than half (54%) report spending 2 hours or more per day
searching for information they need to do their jobs.

o Just 25% perceive employees as extremely confident they have access to all the knowledge needed to perform daily tasks.

A majority (82%) of responding organizations consider Al solutions as a means of improving employee experiences and productivity.

o  Nearly all (96%) indicate employees have asked for more Al-powered solutions to help them in their daily work (42% report frequent requests).

o  Data security (56%) and integration with existing systems (45%) are top concerns for organizations as they introduce Al/GenAl into daily workflows

o Despite concerns, more than three-quarters are either developing an Al strategy (42%) or actively integrating Al technologies into operations (31%). Fifteen percent (15%)
are aware of the potential benefits of Al but have not yet taken steps to prepare for Al integration, 6% are currently focusing on other priorities, and another 6% have limited
awareness of Al and its potential impact.

Current technology tools are not fully meeting business needs. Just one-third (32%) indicate that current technology enables them to provide a foundation for trustworthy, safe GenAl
to a great extent, and only 34% have a great ability to organically facilitate knowledge sharing and information.

Decision-makers would prefer technology tools that enable them to find information quickly (42%), free them from manual work (40%), and ensure GenAl delivers relevant
output (39%).

Operational efficiency (34% rank as “most important”) and cost reduction (27%) are the top motivators for technology decisions in 2024. Eighteen percent (18%) cite improving
customer experiences as the top criteria, while 14% select driving growth and just 7% indicate improving employee satisfaction is a top factor.
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Finding solutions that integrate with existing technology has significantly
Increased an obstacle to employee engagement and productivity

Challenges impacting employee engagement and productivity

Finding solutions that integrate with existing
systems/technology

Complex processes and workflows

Difficulty accessing all available knowledge*
Manual tasks/lack of automation

Poor data quality

Limited access to timely information
Application overload

Department/information silos

Lack of historical or contextual customer data
Unmanageable volumes of information*
Content sprawl

None of the above

FOUNDRY
Base 100

(Select all that apply)

— 53%
34%

45%
46%

E— 34

(0]

0

38%
41%

__3‘52%
34%

— 31%
27%

— 30%
26%

—1 9%

20%

N 18%

0,

L

21%

—h e

Q1: From your perspective, which of the following challenges are impacting employee engagement and productivity at your organization?

m 2024
@2023

*Option not provided in the 2023 survey
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Non-IT titles are significantly more likely to note difficulty accessing available
knowledge, information silos, and lack of historical or contextual data as productivity
challenges

Challenges impacting employee engagement and productivity - 2024
(Select all that apply)

Finding solutions that integrate with existing _ 55%
systems/technology
I 1A%

Complex processes and workflows 47%

0
Difficulty accessing all available knowledge q ‘EID

o
Manual tasks/lack of automation NN 36 %

28%
N 2.
Poor data quality 42%
Limited access to timely information ] 31:;)/:‘%% m IT/Network titles
- I 27 fongliiiities
Application overload 39%

Department/information silos 420

Lack of historical or contextual customer data

Unmanageable volumes of information ] o
25%
%
Content spraw| TN 13%
E 22%
[
FOUNDRY Q1: From your perspective, which of the following challenges are impacting employee engagement and productivity at your organization?

Base 100 1



More than four in ten (41%) cite increased costs from “digital friction”, and
one-third (34%) note increased frustration while conducting daily work

Digital friction is defined
as “the unnecessary effort
an employee has to exert
to use data or technology
for work.” (Gartner)

Increased costs

Increased frustration while conducting daily work
Increased security risk

Decreased efficiency

Lack of quality data for decision-making

Inability to easily share data between teams
Decreased employee satisfaction

Lower overall productivity

Impact of “digital friction” on the organization
(Select all that apply)

41%
34%
31%
30%
30%
27%

24%
24%

Difficulty attracting/retaining talent 23%
Difficulty allocating resources effectively 22%
Decreased customer satisfaction 22%
Lacking agility to adapt to change 21%
Delays with economic impact 17%
Unreliable access to information for remote workers 16%
Lack of cloud-first technology 16% . . ,
Vs Fusiizss @aseiiies - NoB-IT tltle§ are morelllk.ely tha_n I'I;tltles to note: .
» Delays with economic impact: 33% compared to 8%
Lower quality products or services 15% « Damage to company reputation: 22% compared to 6%
Penalties or fines for noncompliance 12% * Penalties or fines for non-compliance: 22% compared to 6%
Damage to company reputation 12%
None of the above 3%
FOUNDRY Q2: Digital friction is defined by Gartner as “the unnecessary effort an employee has to exert to use data or technology for work.”
To the best of your knowledge, in which of the following ways is “digital friction” impacting your organization? 12

Base 100



2%

Report reliable access to information is
“extremely” important to meeting business
goals or that they “can’t survive” without it

Q3: How important is reliable access to information/knowledge for your organization to meet its business
goals?

Base: 100

FOUNDRY

27%

We can’t survive
without reliable
access to information

Importance of reliable access to information to

meet business goals

65%

8%
0%

Extremely important Somewhat important Not very important

0%

Not important at all

13



4%

estimate they spend 2 or more hours per
day searching for information they need to
do their jobs

(Average: 2.3 hours)

Q4: In a typical day, how much time do you estimate you spend searching or toggling between various

applications, databases, websites, spreadsheets, etc. for information that you need to do your job?
Base: 100

FOUNDRY

Time spent searching for job-related
information in a typical day

31%
27%

14% e

8%
5%

Less than 30 30 minutes to 1 to less than 2 to less than 3 to less than 5 hours or
minutes 1 hour 2 hours 3 hours 5hours  more (I spend
most of my
day searching
for key
information)

14



Just 25% perceive employees as
extremely confident they have
access to all the knowledge
needed to perform daily tasks

Q5: From your perspective, how confident are employees within your organization that they have access to
all the knowledge they need to perform daily tasks?
Base: 100

FOUNDRY

Confidence of employees that they have access to the
knowledge they need to perform daily tasks

53%

25%

22%

0%
Extremely confident — Somewhat confident — Not very confident— Not at all confident —
employees have easy =~ employees have  employees are getting employees struggle
access to knowledge, access to knowledge by with the knowledge daily with accessing

wherever and but some content and they have access to knowledge to do their
whenever they need it.  data is not easily but they are likely jobs and are frustrated
accessible missing out on key with the time spent

information that’s hard looking for information
to find

15



8%

indicate technology-related challenges
(e.q., lack of automation, complex
workflows, data silos, etc.) have resulted
in delays or missed deadlines in their
departments

Q6: In your estimation, how frequently do delays or missed deadlines occur in your department due to
technology-related challenges (e.g., lack of automation, complex workflows, data silos, etc.)?
Base: 100

FOUNDRY

Frequency of delays or missed deadlines due to

technology-related challenges

m2024 02023

59%

47%

29%

23%

Frequently Sometimes

22%

16%

Rarely

2% 2%

Never

16



%

of LOB (non-IT) decision-makers report
frequent delays due to technology-
related challenges

Q6: In your estimation, how frequently do delays or missed deadlines occur in your department due to
technology-related challenges (e.g., lack of automation, complex workflows, data silos, etc.)?
Base: 100

FOUNDRY

Frequency of delays or missed deadlines due to
technology-related challenges

B IT/Network management
Exec/LOB management

‘ 36%
25%
//
17%
3%
. 0%
Frequently Sometimes Rarely Never

17



Impact of information silos on employee productivity
and operational efficiency

4%

indicate information silos have a
noticeable impact on employee
productivity and operational efficiency

45%

39%

15%

Q7: To what extent do information silos impact your organization’s employee productivity and operational
efficiency? 1%
Base: 100

. To a great extent To some extent To little extent Not at all
FOUNDRY



LOB (non-IT) decision-makers are
more likely to note a significant impact
on employee productivity and operational

efficiency due to information silos

Q7: To what extent do information silos impact your organization’s employee productivity and operational
efficiency?
Base: 100

FOUNDRY

Impact of information silos on employee productivity
and operational efficiency

56%

48%

39%

30%

20%

6%

=

To a great extent To some extent To little extent

OIT/Network management
O Exec/LOB management

2% 0% 0% 0%

Not at all

19



To the best of your knowledge, has your organization
ever lost a potential business opportunity due an
inability to access data in a timely manner?

6%

report their organizations have lost
business opportunities due to an inability
fo access data in a timely manner

66%

(up from 58% in 2023)
21%
13%
Q8: To the best of your knowledge, has your organization ever lost a potential business opportunity due an
inability to access data in a timely manner?
Base: 100
Yes No Don’t know

FOUNDRY



Does your organization consider Al solutions as a
means of improving employee experiences and

productivity?
" - " " 82%
of responding organizations consider Al
solutions as a means of improving
employee experiences and productivity
1%
7%
Yes No I’m not sure, but we'd like to

explore the possibility

FOUNDRY 5



96%

indicate employees have asked for more
Al-powered solutions to help them in their
daily work

FOUNDRY

Have your employees asked for more Al-powered
solutions to help them in their daily work?

42% 42%

12%
4%

Frequently Sometimes Rarely Never

22



Data security and integration with existing systems are top concerns for
organizations as they introduce Al/GenAl into daily workflows

Concerns about introducing Al/GenAl into daily workflows

Data privacy and security

Integration with existing systems

Inaccurate Al outputs not verified by a human

Lack of in-house expertise

Dependency on Al tools

Unapproved use of the technology for tasks that
should not be handled by Al

Resistance from employees

Hallucinations

None ] 2%

o
FOUNDRY g11: What, if any, concerns does your organization have about introducing Al, particularly GenAl , solutions into its daily workflows?
Base 100 23



Nearly three quarters (73%) are developing an Al strategy or actively
iIntegrating Al technologies into operations

Current level of preparation for the integration

of Al technologies
42%

31%

15%

6% 6%

We have limited awareness or We have some concerns about We are aware of the potential We have a clear understanding We have a comprehensive Al

understanding of Al and its the potential risks and benefits of Al, but we have not of the potential benefits of Al,  strategy in place, and we are
potential impact on our challenges of Al, and we are yet taken any significant steps toand we are in the early stages of actively integrating Al
organization. currently focusing on other prepare for Al integration. developing a Al strategy. technologies into our operations.
priorities.

o
FOUNDRY Q15: How would you describe your organization's current level of preparation for the integration of Al technologies? 24
Base 100



Current technology tools are not fully meeting business needs

From your perspective, to what extent does your company provide technology tools that:

m To a great extent To some extent To little extent Not at all

Improve service levels, both internal and to customers 42% 40% 16% 2%
Improve process efficiency and outcomes 40% 37% 21% 2%
Are tailored to meet the needfogsspecific business functions or 39% 41% 18% 2%

Increase access to knowledge and subject matter experts across o 0 0 0
the organization 38% 44% 17% 1%

Provide a consolidated view of all customer interactions and o o o
history across all parts of the business 35% 39% 24%

Organically facilitate knowledge sharing and collaboration 34% 44% 19% 3%
Enable innovation and creativity 34%, 41% 23% 2%
Deliver information in the employee’s application of choice 33% 43% 21% 3%

Provide a foundation for trustworthy, safe GenAl 32% 38% 22% 8%

NOTE: 2023 question wording is significantly different and cannot be compared

[
FOUNDRY Q12: From your perspective, to what extent does your company provide technology tools that:
Base 100



Decision-makers would prefer technology tools that enable them to find information
quickly, reduce manual work, and ensure GenAl delivers relevant output

What are the top three capabilities you wish your organization’s technology tools could
enable to make your job easier? (Select three)

(0]
Find information more quickly 4‘1102/0&
40%
Reduce manual work 40%
Ensure GenAl delivers information relevant to a user’s tasks, 39%
roles, and permissions*
o
Improve ease of use/intuitiveness 35% 429%
o
Reduce the need for multiple applications 32?}:1 /o
L 30%
Reduce data duplication 27%
o
Enable users to collaborate across lines of business 3802
0
Automate information flow across applications™ 28% 2024
o
Empower users to take swift action to help a customer/client 26% 339, 2023
o
Support agile operations, and accelerate digital transformation*® 25%
Securely share information with vendors, partners and 23% IT/Technology decision-makers are
customers* more likely than others to cite securely
299, share information wit_h vendors, partners
Empower the business to improve workflows without IT* ° and customers as an important technology
capability (30% compared to 11% among
non-IT titles).
FOUﬁDRY Q13: What are the top three capabilities you wish your organization’s technology tools could enable to make your job easier?

Base 100 *Option not provided in the 2023 survey
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Operational efficiency and cost reduction are the top motivators for
technology decisions in 2024

From your perspective when your organization makes technology decisions,
are these decisions motivated by: [MOST IMPORTANT FACTOR]

. . . 34%
Increasing operational efficiency

16%
(“Increasing employee productivity” was
Reducing costs the top driver in 2023 (this option was not
28% included in the 2024 survey))
| |
Improving customer experiences

26% m 2024

o

Driving growth*

7%
Improving employee satisfaction* .

*Option not provided in the 2023 survey

[
FOUNDRY Q14: From your perspective when your organization makes technology decisions, are these decisions motivated by...
Base 100

27
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Lower efficiency, increased costs, decreased employee satisfaction, and
increased security risk are top impacts of “digital friction”

Impact of “digital friction” on the organization
(Select all that apply)

Increased costs 4%,
Increased frustration while conducting daily work* 34%
Increased security risk 1% 40%
. . 0,
Decreased efficiency 30% 46%
Lack of quality data for decision-making 30% — 450,
Inability to easily share data between teams 20% 35%
Decreased employee satisfaction 24%. 40%
Lower overall productivity 24% 359
Difficulty attracting/retaining talent 23% 579,
Difficulty allocating resources effectively 22% 33% o
Decreased customer satisfaction 22% Heo
Lacking agility to adapt to change 21% 36% 2023
Delays with economic impact* 17%
Unreliable access to information for remote workers 16% 27%
Lack of cloud-first technology 16%1 99,
Missed business opportunities* 16%
Lower quality products or services 15% 26%

. . . 0,
Penalties or fines for noncompliance 4%‘43 Digital friction is defined as “the unnecessary

Damage to company reputation® 12% effort an employee has to exert to use data or

None of the above 3%5% technology for work.” (Gartner)

. o , , ,
FOUNDRY Q2: Digital friction is defined by Gartner as “the unnecessary effort an employee has to exert to use data or technology for work.” Optlon not prowded in the 2023 survey

To the best of your knowledge, in which of the following ways is “digital friction” impacting your organization?
Base 100



3 hours
per day

is the average amount of time respondents
estimate they spend searching for
information they need to do their jobs

Q3: In a typical day, how much time do you estimate you spend searching or toggling between various

applications, databases, websites, spreadsheets, etc. for information that you need to do your job?
Base: 100

FOUNDRY

Time spent searching for job-related
information in a typical day

2023

21%
17%

5%

Less than 30 minutes 1 toless
30 minutes to 1 hour than 2
hours

30%

2 to less
than 3
hours

21%

5%
1%

3toless 5 hoursor Don’t know
than 5 more (I
hours  spend most
of my day
searching
for key
information)

30



8%

indicate technology-related challenges
(e.q., lack of automation, complex
workflows, data silos, etc.) have resulted
in delays or missed deadlines in their
departments (2023)

Q6: In your estimation, how frequently do delays or missed deadlines occur in your department due to
technology-related challenges (e.g., lack of automation, complex workflows, data silos, etc.)?
Base: 100

FOUNDRY

Frequency of delays or missed deadlines due to

23%

Frequently

technology-related challenges

2023

59%

Sometimes

16%

Rarely

2%
|
Never

31
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