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Digital Friction Holds Back
Today's Businesses

The proliferation of applications increases complexity,and
theresulting digital friction erodes operational efficiency.
Here’show IT leaders canmeet the challenge.

Asorganizationslook to the future of work,
many are reaching atipping point where
the efficiencies created by digital business
are offset by the inefficiencies of digital
friction — the difficulty people have using
technology to complete their daily tasks.
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Digital frictionis often caused by the
proliferation of siloed applications,
inadequate content management, and
poor applicationintegration. It's particularly
troublesomeinaworld of hybrid and

remote work in which employees,
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some of them using dozens of different
applications, needrapid, reliable access to
trustworthy data.

The problemis pervasive: 95% of
organizations feel the pain, according
toanew Foundry survey sponsored by
OpenText™. Too frequently employees
grapple with unwieldy interfaces,
inaccessible data,and cumbersome

operational processes.

Productivity, far from always being
enhanced by digital technology, is,
ironically, sometimes eroded by it. To
that point, survey respondents spend an
average of three hours per day searching
forinformation to do their job — time that

could be spent on higher-level tasks with

greater businessvalue.

What causes digital friction? Complex
processes and workflows (46%) lead the
list, but there are other causes as well (see
chartbelow).

H 41%-Poordataquality

m 38% -Manualtasks/lack of

automation

B 34%-Limitedaccesstotimely

information

H 34%-Integration with existing
technology

What's causing digital friction?

Challenges impacting employee engagement and productivity

(Select all that apply)

Complex processes and workflows
Poor data quality
Manual tasks/lack of automation

Limited access to timely information

Finding solutions that integrate with existing
systems/technology

Application overload
Department/information silos

Content sprawl

46%

A%

38%

34%

34%

27%

26%

21%

Lack of historical or contextual customer data

Other

Source: Foundry
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Theimpacts of digital
friction

The businessimpacts caused by digital
friction are real and extensive, led by
decreased efficiency (46%) and increased
costs (43%) — see chart below. As wasted
time takes its toll on task completion,
investmentsin highly paid knowledge
workers fail to deliver ROI.

Not surprisingly, morale and job
satisfaction (40%) also suffer when
employees face obstacles to doing their
work. Poor employee experience,inturn,
oftenleads to more extensive business
problems. When frustrated employees
interact with customers, the resultis often

unsatisfactory customer experiences.

Lower morale also has aripple effect
onorganizations facing ajob marketin
which employees with digital business
skills are scarce. Organizations that are
more successfulin overcoming digital
friction can better attractand retain talent,
thereby overcoming the widely reported
technology skills gap.

Another businessimpact — increased
security risk (40%) — results from the
challenge of granting role-based access
todataacross multiple application silos.
Organizations canill afford the risks of
substandard security as they attempt to
meet regulatory requirements for data
protection while warding off aburgeoning
array of cyberattacks.

What's the impact of digital friction?

Impact of “digital friction” on the organization

(Select all that apply)

95% report their

Decreased efficiency 46% organizations are
Increased costs 43% ifmpacted by “digital
riction”
Decreased employee satisfaction 40%
Increased security risk 40%
Lacking agility to adapt to change
Lack of quality data for decision-making IT/Technology decision-makers are more
Inability to easily share data between teams likely than Ot.h?rs ® CIt.e lack of qu@llty
o data for decision-making as a top impact
Lower overall productivity of digital friction (44% compared to 28%
Difficulty allocating resources effectively NG among non-IT titles).
Difficulty attracting/retaining talent
Unreliable access to information for remote workers
Lower quality products or services
Decreased customer satisfaction
Lack of cloud-first technology L .
Digital friction is defined as “the unneces-
Penalties or fines for noncompliance sary effort an employee has to exert to use
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data or technology for work.” (Gartner)


https://blogs.opentext.com/boost-employee-engagement-productivity-will-follow/

Whitepaper

CIO | OpenText | Digital Friction Holds Back Today’s Businesses

Although employee productivity
obstacles might be overcome
by having employees work extra
hours, unrealized business
opportunities,once missed, can
never be recovered.

58% of the respondents have
lost business opportunities
because they cannot access
datainatimely manner.

Significant opportunityloss

Digital friction has serious competitive
consequences. More than four out of
five (82%) of the survey respondents

reported that they have suffered delays
or missed deadlines due to technology-
related challenges. Although employee
productivity obstacles might be overcome
by having employees work extrahours,

unrealized business opportunities,
once missed, can never be recovered.

According tothe survey, 58% of the

respondents said they have lost business

opportunities because of aninability to

accessdatainatimely manner.

For midsize organizations, the implications
are serious. The survey found that
organizations with1,000t04,999
employees are more vulnerable tothe
consequences of digital friction than
larger enterprises. Simply put, smaller
businesses have fewer automated
processes and less extensive financial
resourcestoinvestinremediating digital
friction.

A problemnotwell
understood

Although “decreased efficiency” was
cited as the top impact of digital friction,
its opposite, “increasing operational
efficiency,”is,in a seeming paradox, the
least likely factor to be consideredin
purchase decisions (16%). This might be
because fewer solutions are aimed at
increasing operational efficiency versus
more solutions being aimed at addressing
more urgent business challenges. Atthe
same time, IT and business decision-
makers might deploy a solution designed
to perform a specific business task while
not recognizing the additional complexity
they've introduced, negatively impacting
efficiences.

Given this conundrum, operational
experience hangsinthe balance.
Operational experience focuses on
eliminating digital frictionin the processes
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that fuel the business, addressing
operational business needs across
Finance, Sales, Marketing, and other parts
of the organization. Survey respondents
recognize thatimproved operational
experienceistied to both employee

experience and customer experience.

Indeed, the top goal of decision-makersis
improving employee productivity (30%),
followed closely by reducing cost (28%).
And 26% cited improving customer service
as the top goal. However, the growth of
applicationsintended to achieve these
goals, with poorintegration between

them, erodes operational experience and

contributes to ongoing digital friction.

Currenttoolsfalling short
Measured against two key yardsticks of
digital friction, the current technology

tools used by survey respondents fail to
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deliver optimal results. Only 31% said their
tools excel at enablingaccessto timely
information. Similarly, only 27% said that
their technology tools excel at embedding
information into business processes so
they can avoid the time-consuming effort
of moving back and forth between

multiple applications.

Toremedy both shortfalls, organizations
need solutions that help embed
informationin critical business processes.
Doing so gives employeesaccesstothe
information they need, while streamlining
workflows. A composable platform that
connects people, content, and processes
is able to meet this need and improve
employee efficiency while enabling
smarter, faster decision-making.

Reducingfrictionto work
smarter

Notwithstanding the ambivalence
previously cited regarding purchases that
increase operational efficiency, IT and
business decision-makers would prefer

technology tools that:
H 42% -Are easytouse

N 42% -Enablerapid discovery of

information
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H 40% -Automate manual processes

IT and technology decision-makers are
more likely than their non-IT peersto
point to the reduction of manual work as
animportant technology capability: 48%
saidit's one of the top three capabilities
they would like to see (versus 32% of
the respondents with non-IT titles). This
finding shows that those most closely
acquainted with technology see manual
work reduction as bothachallenge and

anopportunity.

Respondents want technology to deliver

on the following:

m 33%-Empoweruserstotake
swift actionto help acustomeror
client. With customer experience at
or near the top of many organizations’
business priorities, removing digital
frictionfrominteractions pays

significant dividends.

B 32%-Reduce the need for multiple
applications. Requiring employees
to continually switch between
applicationsis a principal cause of

digital friction.
B 31% -Integrate technology without
forcing process changes. Having

to alter business operations when
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bringingin new technology canbe

time-consuming and labor-intensive.

E 29%-Enableuserstocollaborate
acrosslines of business. Access
toacommondata set streamlines
collaboration as team members share
consistentinformation;its absence

causesdigital friction.

B 27%-Reducedataduplication.
Cleandatais essential for efficient
business operations as wellas

employee productivity.

Although the respondents were not asked
specifically about generative artificial
intelligence (GenAl) technology, it can
enable many of these capabilities. By
summarizing documents on command,
forexample, GenAl relieves workers of

the labor-intensive work of trackingdown
information in various documents and then

creating timely reports.

Fromdigitalfrictionto
future-prooftechnology

Despite the transformational power of
digital business, digital friction is still very
much adark cloud hanging over the future
of work, affecting nearly all of the surveyed
organizations. Because the complexity

of technology-enabled work continues to
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increase, digital frictionis not likely to abate
onitsownandislikely toincrease over time

if notreduced.

Gaining control over complexity, mitigating
digital friction,and improving operational
experience willrequire more effective
technology tools than many survey
respondents currently employ. OpenText™
delivers acomposable, scalable platform
that eases digital friction and promotes
operational efficiency. Deep, seamless out-
of-the-box integration with foundational
applications,including enterprise resource
planning, financial,and humanresources,
deliversinformation when and whereit’s
needed. This ensures that workers using
different applications can accessthe
same reliable data — the underpinnings of
efficient modern work.

Modernworkis frictionless

Providing a single source of truthas wellas
actionable insights eliminates the wasted
time and effort of switching between
different applications withinconsistent
datasets.

By embedding contentinto core business
processes, automating dataaccess, and
streamlining workflows, organizations
can help employees master modernwork
with smarterinformation that reduces
daily friction. OpenText also delivers the
power of cloud-based GenAltoreduce
digital friction by summarizing documents
or enablingworkerstouse Al chatto

find documents. Andin aworld where
cyberdefenseis always atop priority,
OpenText tightens security with policy-

driven, role-based access.

With OpenText™ Content Cloud, IT and
businessleaders can deploy new digital
business applications withoutincreasing
complexity and exacerbating the digital
frictionthatinevitably results. By future-
proofing their investments, they canride
the wave of technology innovationtogaina
competitive edge.

Modernwork is frictionless. Smarter
information gets youthere.

For more information, see:
https://www.opentext.com/

master-modern-work.
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