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10 CUSTOMER EXPERIENCE METRICS… 
 
 

 
  …THAT WILL 

TRANSFORM 
YOUR IT SERVICE 
MANAGEMENT 

  

  

  
 

 

Let’s be honest – your IT services aren’t 
just supporting the business anymore. 
They are the business experience. Every 
slow application, every unresolved ticket, 
every clunky self-service portal directly 
impacts how your customers and 
employees feel about your organization. 

The question isn’t whether customer 
experience matters in ITSM – it’s whether 
you’re measuring it effectively enough to 
actually improve it. After working with 
hundreds of IT teams, I’ve seen the same 
pattern over and over again: organizations 
that systematically track the right CX metrics 
don’t just solve problems faster, they prevent 
them entirely and create experiences that 
people actually enjoy. 

Here are the 10 customer experience 
metrics that separate world-class IT 
service providers from the rest of the 
pack. 

 

Image by Biljana Jovanovic from Pixabay 

https://en.wikipedia.org/wiki/IT_service_management
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1. Customer Effort Score 
(CES) 
Why it matters: Think about the 
last time you had to contact IT 
support. Did you hang up feeling 
energized, or completely 
drained? Customer Effort Score 
measures exactly that – how 
easy or difficult it is for users to 
get their issues resolved. 
Research consistently shows 
that reducing customer effort is 
the strongest predictor of 
customer loyalty. 

How to measure it: Survey 
users immediately after ticket 
resolution with a simple 
question: “How easy was it to 
get your issue resolved today?” 
Use a 1-7 scale where 1 is “very 
difficult” and 7 is “very easy.” 
Calculate the percentage of 
users who respond with 6 or 7. 

Implementation 
recommendations: Deploy 
automated surveys triggered by 
ticket closure. Keep the survey 
short (2-3 questions max) and 
send it within 24 hours of 
resolution. Track trends monthly 
and set a target of 80%+ rating 
the experience as easy (6-7 on 
the scale). 

Reporting ownership: The 
Service Desk Manager should 
own this metric, with monthly 
reporting to the IT Service 

Manager and quarterly reviews 
with business stakeholders. 

Standing out as a service 
provider: Most IT departments 
focus entirely on resolution time. 
By prioritizing effort reduction, 
you’re demonstrating that you 
understand the user’s complete 
journey, not just your internal 
efficiency metrics. This positions 
you as a customer-centric 
partner rather than just a 
problem-solving function. 

Real-world example: Microsoft’s internal IT 
team reduced their CES implementation 
from 18 months to 6 months by focusing on 
this metric. They discovered that 60% of 
“difficult” experiences stemmed from users 
having to repeat information multiple times. 
By implementing better knowledge 
management and call routing, they 
improved their CES score by 40% and saw a 
corresponding 25% reduction in repeat 
contacts. 

2. Net Promoter Score (NPS) 
Why it matters: NPS tells you 
something critical that 
traditional IT metrics miss 
entirely: whether your users 
would actually recommend your 
IT services to others. It’s the 
difference between grudging 
compliance and genuine 
satisfaction. High NPS scores 
correlate strongly with business 
growth and employee retention. 
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How to measure it: Ask users: 
“How likely are you to 
recommend our IT services to a 
colleague?” Use a 0-10 scale. 
Promoters (9-10) minus 
Detractors (0-6) equals your 
NPS. Anything above 50 is 
excellent for IT services. 

Implementation 
recommendations: Conduct 
quarterly NPS surveys to avoid 
survey fatigue. Segment 
responses by service type, 
department, and user persona. 
Most importantly, always follow 
up with respondents – especially 
detractors – to understand the 
“why” behind their scores. 

Reporting ownership: The IT 
Service Owner should own NPS, 
with input from all service 
delivery teams. Present results 
to executive leadership 
quarterly with specific 
improvement action plans. 

Standing out as a service 
provider: NPS demonstrates 
that you’re not just fixing 
problems – you’re creating 
advocates. When your internal 
NPS scores are high, it directly 
translates to better business 
outcomes and positions IT as a 
strategic enabler rather than a 
cost center. 

Real-world example: Zappos’ internal IT team 
achieved an NPS of 73 by treating every 
interaction as a brand experience. They 
discovered that their highest NPS scores 

came not from fastest resolution times, but 
from proactive communication and 
personalized service. This insight led them to 
implement predictive analytics that identifies 
and resolves issues before users even notice 
them. 

3. First Contact Resolution 
Rate (FCR) 
Why it matters: Nothing 
frustrates users more than 
having to contact IT multiple 
times for the same issue. FCR 
measures your ability to resolve 
problems completely on the first 
interaction. It’s directly tied to 
customer satisfaction and 
operational efficiency. 

How to measure it: Calculate 
the percentage of tickets 
resolved without any follow-up 
contact within 7 days. Be strict 
about this definition – if a user 
calls back about the same issue, 
it wasn’t truly resolved the first 
time. 

Implementation 
recommendations: Track FCR 
by service category and 
technician. Implement robust 
knowledge management 
systems and ensure first-line 
support has access to escalation 
expertise when needed. Set 
targets of 75%+ for routine 
issues. 

Reporting ownership: Service 
Desk Team Leads should track 
daily FCR rates, with weekly 
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reporting to the Service Desk 
Manager and monthly analysis of 
trends and improvement 
opportunities. 

Standing out as a service 
provider: High FCR rates 
demonstrate competence and 
respect for users’ time. It shows 
that you’ve invested in your 
people and processes enough to 
get things right the first time, 
which builds tremendous trust 
with business stakeholders. 

Real-world example: Dell’s internal IT 
support improved their FCR from 62% to 
89% by implementing what they called 
“resolution coaching.” Instead of just 
escalating complex issues, senior 
technicians would stay on three-way calls to 
coach junior staff through resolutions. This 
approach improved both FCR and skill 
development simultaneously. 

4. Customer Satisfaction 
Score (CSAT) 
Why it matters: CSAT provides 
direct feedback on service 
quality from the people who 
matter most – your users. It’s 
immediate, actionable feedback 
that helps you understand 
what’s working and what isn’t in 
your service delivery. 

How to measure it: Survey 
users after each interaction with 
a simple question: “How 
satisfied were you with the 
service you received?” Use a 1-5 
scale and calculate the 

percentage of users rating 4 or 
5. Target 85%+ satisfaction 
rates. 

Implementation 
recommendations: Automate 
CSAT surveys for all closed 
tickets. Include an optional 
comment field for qualitative 
feedback. Review comments 
weekly and share positive 
feedback with your team to 
maintain morale. 

Reporting ownership: Each 
service delivery team should 
track their own CSAT scores, 
with consolidation and analysis 
by the Quality Assurance team 
or Service Desk Manager. 

Standing out as a service 
provider: Consistently high 
CSAT scores demonstrate that 
you’re delivering not just 
functional solutions, but positive 
experiences. This emotional 
connection with users creates 
loyalty that goes far beyond 
simple problem-solving. 

Real-world example: Airbnb’s IT team 
increased their CSAT scores from 76% to 94% 
by implementing what they called “emotional 
resolution.” They trained their support staff to 
acknowledge the user’s frustration and 
provide empathetic responses, not just 
technical solutions. This simple change in 
approach dramatically improved satisfaction 
scores without changing resolution times. 
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5. Mean Time to 
Acknowledge (MTTA) 
Why it matters: Even if you 
can’t solve a problem 
immediately, acknowledging 
that you’ve received it and are 
working on it makes users feel 
heard and valued. MTTA 
measures how quickly you 
respond to initial requests, 
which significantly impacts 
perceived service quality. 

How to measure it: Calculate 
the average time between ticket 
submission and first response 
from your team. Include both 
automated and human 
acknowledgments, but track 
them separately for better 
insights. 

Implementation 
recommendations: Set 
aggressive MTTA targets – aim 
for under 15 minutes for high-
priority issues and under 2 hours 
for standard requests. Use 
automated acknowledgments 
strategically, but ensure they 
provide value, not just noise. 

Reporting ownership: Service 
Desk supervisors should monitor 
MTTA in real-time with hourly 
reporting during business hours. 
The Service Desk Manager 
should review trends weekly. 

Standing out as a service 
provider: Fast acknowledgment 
times demonstrate that you’re 
responsive and attentive. It sets 

the tone for the entire service 
experience and shows users that 
their productivity matters to 
you. 

Real-world example: Spotify’s IT team 
reduced their MTTA from 4 hours to 12 
minutes by implementing intelligent ticket 
routing and mobile alerts for technicians. They 
found that even when resolution times 
remained the same, user satisfaction improved 
by 35% simply because people felt their issues 
were being taken seriously immediately. 

6. Self-Service Success Rate 
Why it matters: The best 
customer experience is often no 
human interaction at all – when 
users can solve their own 
problems quickly and easily. This 
metric measures how effectively 
your self-service options are 
working and reducing demand 
on your support teams. 

How to measure it: Track the 
percentage of users who 
successfully complete their 
intended task through self-
service channels without 
contacting support within 24 
hours. Monitor both successful 
completions and abandonment 
rates. 

Implementation 
recommendations: Implement 
analytics on your self-service 
portals to understand user 
behavior. A/B test different 
interfaces and content 
approaches. Regularly update 
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content based on common 
support requests. 

Reporting ownership: The 
Knowledge Manager or Portal 
Administrator should own this 
metric, with monthly reporting 
to the IT Service Manager on 
trends and improvement 
opportunities. 

Standing out as a service 
provider: High self-service 
success rates demonstrate that 
you’re empowering users to be 
productive on their own terms. It 
shows strategic thinking about 
service delivery and respect for 
users’ preferences and time. 

Real-world example: Atlassian improved 
their internal self-service success rate from 
45% to 78% by implementing user journey 
mapping. They discovered that users were 
abandoning self-service not because they 
couldn’t find information, but because the 
information was too technical. By rewriting 
content in plain language and adding 
video tutorials, they dramatically improved 
success rates. 

7. Incident Communication 
Effectiveness 
Why it matters: During major 
incidents, how you communicate 
is often more important than 
how quickly you resolve the 
issue. This metric measures 
whether your incident 
communications are actually 
helping users understand what’s 

happening and what they should 
do. 

How to measure it: Survey 
users after major incidents 
about communication quality. 
Ask specific questions about 
clarity, timeliness, and 
usefulness of updates. Also track 
metrics like “communication-
related follow-up tickets” – if 
people are calling to ask about 
status updates you’ve already 
sent, your communication isn’t 
effective. 

Implementation 
recommendations: Develop 
incident communication 
templates that focus on user 
impact, not technical details. 
Train your incident managers on 
clear, jargon-free 
communication. Test your 
communication channels 
regularly to ensure they’re 
reaching all affected users. 

Reporting ownership: The 
Incident Manager should own 
this metric, with post-incident 
reviews including 
communication effectiveness 
analysis and improvement 
recommendations. 

Standing out as a service 
provider: Excellent incident 
communication demonstrates 
professionalism and builds trust 
during stressful situations. It 
shows that you understand the 
business impact of technical 
issues and can translate 
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complex problems into clear, 
actionable information. 

Real-world example: Netflix’s IT team 
improved their incident communication 
effectiveness by 60% by switching from 
technical status updates to impact-focused 
messages. Instead of “Database cluster 
experiencing high latency,” they 
communicated “Video streaming may be 
slower than normal; we’re working to fix 
this and expect normal service within 2 
hours.” User anxiety and follow-up calls 
decreased dramatically. 

8. Service Availability from User 
Perspective 

Why it matters: Traditional 
availability metrics measure 
whether systems are technically 
“up,” but users experience 
availability differently. A system 
might be running but 
performing so poorly that it’s 
effectively unavailable. This 
metric captures the user’s actual 
experience. 

How to measure it: Use 
synthetic transactions that 
mimic real user activities to 
measure availability. 
Supplement with user-reported 
availability through experience 
monitoring tools. Track 
“effective availability” – the 
percentage of time services 
perform at acceptable levels for 
actual business tasks. 

Implementation 
recommendations: Implement 
end-user experience monitoring 

tools that measure performance 
from user locations. Set 
availability targets based on 
business impact, not just 
technical uptime. Include 
performance thresholds in your 
availability calculations. 

Reporting ownership: The 
Infrastructure Manager should 
collaborate with the Service 
Level Manager to track and 
report this metric, with monthly 
business reviews of trends and 
impact. 

Standing out as a service 
provider: Measuring availability 
from the user perspective 
demonstrates that you 
understand what really matters 
– business productivity, not just 
technical metrics. It shows 
mature service management 
thinking and customer-centric 
focus. 

Real-world example: Salesforce’s internal IT 
team discovered a 15-point gap between their 
technical availability metrics (99.2%) and user-
experienced availability (84.1%). By 
implementing user experience monitoring, 
they identified network performance issues 
that were invisible to traditional monitoring. 
Fixing these issues improved actual user 
productivity by 25% even though technical 
uptime barely changed. 

9. Digital Experience Score 
(DXS) 
Why it matters: As work 
becomes increasingly digital, the 
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overall digital experience 
becomes a key differentiator. 
DXS combines multiple technical 
and experiential metrics to 
provide a holistic view of how 
users experience your IT 
services. 

How to measure it: Create a 
composite score combining 
application performance, system 
reliability, user satisfaction, and 
productivity metrics. Weight 
each component based on 
business priorities. Many 
organizations use a 1-100 scale 
with targets above 80. 

Implementation 
recommendations: Use digital 
experience monitoring platforms 
that can correlate technical 
performance with user 
sentiment. Update your scoring 
algorithm quarterly based on 
changing business needs and 
user feedback. 

Reporting ownership: The IT 
Service Owner should own DXS 
as a strategic metric, with 
monthly reporting to executive 
leadership and quarterly deep-
dive analysis with business 
stakeholders. 

Standing out as a service 
provider: DXS demonstrates 
sophisticated understanding of 
the modern digital workplace 
and positions IT as a strategic 
enabler of business success. It 
shows that you’re thinking 
holistically about user 

experience, not just individual 
service components. 

Real-world example: Cisco’s internal IT team 
implemented a DXS that combined 12 
different metrics weighted by business 
impact. They discovered that email 
performance had 3x more impact on overall 
experience than they expected, while network 
speed had less impact than assumed. This 
insight led them to reprioritize investments 
and improve their overall DXS by 40% within 
six months. 

10. Time to Value (TTV) 
Why it matters: TTV measures 
how quickly users can start 
getting value from IT services 
after requesting them. It’s 
especially critical for new 
employee onboarding, system 
access requests, and new 
service implementations. Fast 
TTV directly correlates with user 
productivity and satisfaction. 

How to measure it: Track the 
time from service request 
submission to when the user can 
productively use the requested 
service. This is different from 
just provisioning time – it 
includes training, configuration, 
and verification that the service 
is working for the user’s specific 
needs. 

Implementation 
recommendations: Map your 
service delivery processes to 
identify bottlenecks in value 
delivery. Implement automated 
provisioning where possible, but 
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don’t forget the human elements 
like training and support. Set 
TTV targets based on business 
impact and user expectations. 

Reporting ownership: Service 
Delivery Managers should track 
TTV for their respective services, 
with consolidation and trend 
analysis by the Service Portfolio 
Manager. 

Standing out as a service 
provider: Fast TTV 
demonstrates that you 
understand the urgency of 
business needs and have 
optimized your processes for 
user success, not just internal 
efficiency. It positions IT as an 
enabler of rapid business value 
creation. 

Real-world example: Dropbox’s IT team 
reduced their average TTV for new 
employee setup from 3 days to 4 hours by 
implementing what they called “value-
driven automation.” Instead of just 
automating account creation, they 
automated the entire user journey including 
personalized welcome messages, relevant 
training resources, and proactive check-ins. 
New employee productivity and 
satisfaction scores both improved 
significantly. 

Making These Metrics Work 
for You 
Here’s the thing about customer 
experience metrics – they’re 
only valuable if you actually use 
them to drive change. I’ve seen 

too many IT teams collect 
beautiful dashboards full of 
metrics that never translate into 
better user experiences. 

The key is starting small and 
building momentum. Pick 2-3 
metrics that align with your 
biggest current challenges. 
Implement them thoroughly, act 
on the insights, and 
communicate the improvements 
back to your users. Once you’ve 
proven the value, expand to 
additional metrics. 

Remember, these metrics 
aren’t just about measuring 
performance – they’re about 
changing conversations. When 
you can walk into a business 
meeting and talk about 
customer effort scores instead 
of just ticket volumes, you’re 
demonstrating that IT 
understands what really matters 
to the organization. 

Ready to Transform Your IT 
Service Experience? 
Implementing a comprehensive 
customer experience 
measurement program isn’t just 
about better metrics – it’s about 
fundamentally changing how 
your IT organization thinks 
about service delivery. It 
requires the right strategy, the 
right tools, and most 
importantly, the right mindset 
shift across your entire team. 
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If you’re ready to move beyond 
traditional IT metrics and start 
delivering experiences that truly 
differentiate your organization, 
we’d love to help. Book a free 
consultation with one of our 
ITSM experts to discuss your 
specific challenges and 
opportunities. We’ll help you 
identify which metrics will have 
the biggest impact in your 
environment and create a 
practical implementation 
roadmap. 

Even better, consider working 
with one of our experienced 
ITSM Manager coaches who can 
guide you through this 
transformation. Our coaches 
have helped hundreds of IT 
teams implement customer-
centric service management 
practices that deliver real 
business results. 

The difference between good 
IT and great IT isn’t just 
technical capability – it’s the 
ability to create experiences 
that users actually appreciate 
and value. These metrics are 
your roadmap to getting 
there. 

First Things First 
Your metrics are only as good 
as the data it’s based on. Your 
data is only as good as your 
process maturity and process 
quality. When your date 
originates from informal 
processes with no ownership, no 
process documentation, no 

repeatability, no predictability, 
let alone process automation, 
optimization, and continuous 
improvement, you’ll have to 
start at the beginning. 

Conduct a FitSM-6 self-
assessment. And see for 
yourself. If your score for a 
process isn’t reaching for the 
stars (yet), then make it a 
priority to get it there. 

FitSM certification training is a 
minimal investment compared 
to the go-to ISTM training. And 
gets you on top of it all at a 
much faster pace. 

Ready to get started? Book 
your free consultation 
today and let’s discuss how 
customer experience metrics 
can transform your IT service 
delivery. 

https://itsmmanager.com/contact/
https://itsmmanager.com/contact/
https://itsmmanager.com/individual-team-coaching/
https://itsmmanager.com/individual-team-coaching/
https://itsmmanager.com/fitsm-certification-courses/
https://itsmmanager.com/contact/
https://itsmmanager.com/contact/
https://itsmmanager.com/contact/
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