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Experiences Are Directly Linked to Outcomes

Source: Gartner

71%
of executives have begun the 

journey towards experience and 
have classified themselves at the 

beginning levels

76%
of executive leaders see customer 
experience as critical to meeting 
organizations’ business goals.

71%
of executives have begun the 

journey towards experience and 
have classified themselves at the 

beginning stages



XLAs for IT 
Leaders?

Productivity
Outcome Metrics

Experience Level Agreements (XLAs)

Service Level Agreements (SLAs)

ITIL KPIs Process KPIs System KPIs

Output Metrics

SLA defines the level for the metric

XLA defines the metrics to use



5 Ways to Make a Difference Today



Self Service
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SLA ++
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XLAs
People centric
Value-driven
Value outputs

SLAs
Technology centric
Process driven
Tangible outputs



Auto-remediation For 
Common Alerts/Alarms

Service / Server restarts
Ensure enterprise apps and systems are 
running smoothly: automatically start, 
stop or restart

Disk space cleanup
Keep devices running at optimal 
performance

Failover [Load Balancer, Application]

Support a graceful failover, reconfigure 
app or infrastructure 

Virtual Server Management
Increase disk space or reconfiguration 
to support higher loads on-demand

Self-healing
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Proactive 
Automation
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Orchestration 
of Workflows

AUTOM
ATION PLATFORM

Server / OS

Task 
Automation

Chat 
Ops

Network 

Cloud / 
Virtualization

SERVICE REQUESTS 
/ IT INCIDENTS

OBSERVABILITY / 
AIOPS EVENTS

SCHEDULED 
WORKFLOWS



Thank you!
Request a demo to learn more: 
https://resolve.io/request-demo  

https://resolve.io/

https://resolve.io/request-demo?utm_medium=content&utm_source=webcast&utm_campaign=from-slas-to-xlas-webinar



