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Key Findings

Primary

Friction Points

« Employee engagement and retention is the
top friction point businesses are facing, with
half of all leaders reporting it as a moderate
to major challenge.

About two in five leaders report inefficient
processes, systems, or procedures and a lack
of integration between different departments
or systems as a major to moderate challenge.
Just over one-quarter of leaders say issues
with payment and billing systems are a
challenge for them.

C-Suite leaders are most concerned about
challenges related to profitability, whereas
lower-level leaders are more focused on
day-to-day friction points, such as employee
retention and engagement and a lack of
integration between departments and
systems.
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The Business and
Human Impact

» The majority of leaders report at least some
amount of money wasted on these issues. On
average, leaders estimate that quarterly:

o $532Kis lost dealing with inefficient
processes

o $360K is lost due to a lack of integration
between departments and systems

o $294Kis lost because of issues with
payment and billing systems.

« In addition to impacts on profitability,
employee well-being is also a main concern
of leaders when they consider the impact of
these challenges. Employee stress and
burnout and too much time spent on simple
tasks are often listed as consequences of
inefficient processes, a lack of
inter-department and system integration, and
issues with payment and billing systems.

« The majority of leaders believe that outdated
systems and inefficiency are a contributor to
issues with employee retention and
engagement

Investments

and Solutions

» Nearly half of all leaders say businesses

should be prioritizing improving integration
and communication between different areas
of the company and investing in technology
that will enhance internal processes, followed
closely by updating outdated systems and
processes.

Leaders also identify their top three

investment focuses for the next five years as

e improving the overall customer
experience,

e improving employee retention and
attracting new talent, and

e adapting quickly to global changes.

While C-Suite leaders believe they are on the
right track in terms of their investments,
day-to-day managers believe there is more to
be done to improve day-to-day issues and
would like more communication from
executive leadership.
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Friction Points

What challenges are businesses facing?
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Employee engagement and retention and disruptions to the business from
inflation are identified as the top friction points for companies

Major/Moderate Challenge Summary

Employee engagement and retention

Disruption to business caused by inflation

Preparing for unexpected business disruptions

Inefficient processes, systems, or procedures

Issues with receiving production materials and/or shipping delays
Difficulty meeting financial targets / Meeting shareholders' needs

Not enough new or repeat sales and/or customers

A lack of integration/communication between different
departments or systems

Service concerns with vendors and suppliers

Issues with payment and billing systems

1

I 51
— 51%
I <o

|
1
_ 42%

44%

1
I, /1%
I 0%

28%

Q2. To what extent, if at all, are the following challenges for your company? Please select one response per item.

Base: All respondents (n=702)
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40%

I, 4 0%
!
Insufficient funding to support initiatives | AR 3%

Service Concerns
About 2 in 5 leaders identify issues
related to service concerns as
challenges, including inefficient
processes, shipping delays, and a
lack of integration between systems
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C-Suite is most concerned about challenges related to profitability, whereas
lower-level leaders list employee retention and engagement
as their top challenge

Top Three Challenges for Leadership

Managers-Directors VP-Senior Execs C-Suite
rO\AR Employee Employee / Disruption to business
\R/ engagement and engagement and | caused by inflation
retention retention l
/' Disruption to business Inefficient processes, \ Errwzli)(arelzrc]:?e?rbusiness
caused by inflation systems, or procedures disrugtions
= Issues with receiving Preparing for Not enouah new or
— production materials / unexpected business repeat sa?es
shipping delays disruptions P

Q2. To what extent, if at all, are the following challenges for your company? Please select one response per item.
Base: Manager-Directors (n=292), VP-Senior Execs (n=151), C-Suite (n=259)
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Leaders at the Vice President to Senior Executive level identify more
challenges as major to moderate compared to other leaders

Major/Moderate Challenge Summary

65% ® Manager-Director VP-Senior Exec m C-Suite
A 61%
53% A 59% se% 549
A 9 A
A 51% 45%
42% . 42% 44% 1% 1% A
I I38/. I I37% 36% I 35% 35%
Employee engagement Inefficient processes, A lack of Preparing for unexpected Difficulty meeting Service concerns with
and retention systems, or procedures integration/communication business disruptions financial targets / meeting vendors and suppliers
between different (e.g., wars, pandemics, etc.)  shareholders’s needs

A = Significantly higher than other subgroup

Q2. To what extent, if at all, are the following challenges for your company? Please select one response per item.
Base: Manager-Directors (n=292), VP-Senior Execs (n=151), C-Suite (n=259)
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Numerous leaders highlight the impact that a lack of integration between
departments and systems has on their business

“..interaction between departments. We often have

inefficient handoffs and teams pass the buck. 2) We have
very bad employee engagement and retention. Currently, we
have over 100% attrition over the course of a year. YIKES!”

— Senior Vice President

“We are a services company. One of our biggest
challenges is the inefficiency of coordination between
departments. Work often ends up getting repeated
because of poor coordination. Another recent challenge
is that some clients have become slow to pay us”

— C-Suite

“Our major challenge is scaling to achieve a sustainable
production level and get out of the R&D mode.
Communication between teams is part of the
difficulties. Some changes are implemented too early
before proofs are provided.”

— Manager

Q3. Please expand on the top challenges your company faces currently. Please be as specific as possible.
Base: All respondents (n=702)
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“As a very large organization we continue to see
opportunities around finding and affording the right people
for the business. Also as we have a need to bring multiple
aspects of our business together to drive efficiencies -
there are systems that need it.”

— Senior Executive

“We're a legacy manufacturer in a business that was in decline
but has experienced a massive resurgence in demand. We're
expanding to meet the needs of the market, but improving our
operational performance while growing rapidly presents lots
of people challenges”

— Vice President

“We need to streamline processes and procedures leveraging
RPA whenever repetitive tasks are being performed, which will
provide employees higher valued-added work job satisfaction and
reduced unnecessary our cost structure...”

— Vice President
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The Impact

What are the consequences of these friction points?
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The primary impact of inefficient processes, lack of integration, and issues
with payment systems are time inefficiency and employee burnout

Top 5 impacts of inefficient
processes, systems,
or procedures

Too much time is spent on

0,
tasks that should be simple 57%

l

Stress for employees and/or

52%
employee burnout

Mistakes caused by human

46%
errors and manual process

Extended project timelines 35%

Internal communication

5 32%
failures

1

Top 5 impacts of a lack of
integration of departments
or systems

Stress for employees and/or
employee burnout

Too much time is spent on
tasks that should be simple

Internal communication
failures

Mistakes caused by human
errors and manual process

Extended project timelines

1

111

53%

48%

44%

42%

35%

Top 5 impacts of issues
with payment and
billing systems

Delays in payments from clients 40%
Too much time is spent on tasks 389
that should be simple °
Incorrect payments 33%
Mistakes caused by human o
32%
errors and manual process
Incorrect amounts billed to 31%
clients

Q5. You mentioned inefficient processes, systems, or procedures are a challenge for your company. What kind of impact does this issue create? Please select all that apply.

Base: Selected “inefficient processes” as a challenge (n=523)

Q6. You mentioned a lack of integration/communication between different departments or systems is a challenge for your company. What kind of impact does this issue create?

Base: Selected “lack of integration” as a challenge (n=508)

Q7. You mentioned issues with payment and billing systems are a challenge for your company. What kind of impact does this issue create?

Base: Selected “issues with payment/billing systems” as a challenge (n=422)
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Leaders at the Vice President to Senior executive level are more likely to

identify employee stress and burnout, and too much time spent on simple
tasks as impacts of challenges

[l Manager-Director VP-Senior Exec Il C-Suite
Total selecting employee stress and burnout Total selecting too much time spent on simple tasks
as impact of challenges as impact of challenges
67%
65% 67%
A° A A 61%
56% >3%
. 52% - A
49% A5% 48% 48% 48%
0
38/" 41%
36%
31%
24% 25% I
Inefficient Processes, Lack of Issues with payment and Inefficient Processes, Lack of Issues with payment and
systems, or procedures integration/communiction billing systems systems, or procedures integration/communiction billing systems

between departments between departments

A = Significantly higher than other subgroup

Q5. You mentioned inefficient processes, systems, or procedures are a challenge for your company. What kind of impact does this issue create? Please select all that apply.
Base: Selected “inefficient processes” as a challenge (n=523)

Q6. You mentioned a lack of integration/communication between different departments or systems is a challenge for your company. What kind of impact does this issue create?
Base: Selected “lack of integration” as a challenge (n=508)

Q7. You mentioned issues with payment and billing systems are a challenge for your company. What kind of impact does this issue create?
Base: Selected “issues with payment/billing systems” as a challenge (n=422)
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While outdated technology or inefficient processes is a second-tier
challenge for 2 in 5 leaders, it has a significant impact on the humber one
challenge - employee retention and engagement.

You mentioned that employee engagement and retention is at least a minor
challenge for your company. To what extent, if at all, would you say
outdated technology or inefficient processes contribute to this issue?
1in4
leaders say outdated systems
>_ and technology are major
contributors to issues with

employee retention and 73% report
it as at least a minor contributor

®m Major contributor ® Minor contributor Not a contributor

Q4. You mentioned that employee engagement and retention is at least a minor challenge for your company. To what extent, if at all, would you say outdated technology
or inefficient processes contribute to this issue?

Base: High employee engagement is a challenge (n=556) -
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In addition to human costs, time efficiency is also impacted by these issues.
Executives at the VP to Senior Executive level are more likely to say a
significant to moderate amount of time is wasted on these issues

m Manager-Director VP-Senior m C-Suite
49% 37% Inefficient processes, 68% A
56%— 0 systems, or procedures
A lack o I
integration/communication 62% A
between different
departments or systems _ 43%
1% 1%
r / T T / 7
Inefficient processes, A lack of integration/ Issues with payment .
systems, or procedures communication between and billing _ 37%
different departments or systems Issues with payment 40%
Don't No time = A small m A moderate m A significant and billing _ 35%
know wasted amount amount amount |

A = Significantly higher than other subgroup

Q8. How would you rate the amount of time lost at your company dealing with each of the following challenges?
Base: All respondents (n=702), Manager-Directors (n=292), VP-Senior Execs (n=151), C-Suite (n=259)
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As they say, time is money. About 2 in 5 leaders report at least a
moderate amount of money wasted on each of these issues.

T2B 46% 41%

$532.2K

estimated
wasted

per quarter

$359.6K

estimated
wasted

per quarter

—

$294.3K

estimated _
wasted

per quarter

37%

27%
22%
| 18% 1% | ° 1% | 1% |
Inefficient processes, systems, A lack of integration/communication between Issues with payment and billing
or procedures different departments or systems
Don’t know No money wasted ®m A small amount m A moderate amount m A significant amount

Q9. How would you rate the amount of money lost at your company dealing with each of the following challenges?
Base: All respondents (n=702),

Q10. On average, how much money would you estimate is lost dealing with each of the following challenges quarterly? Your best guess is fine.

Base: Wasted money on issue (n=Varies)
Proprietary & Confidential
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Solutions and Investments

What solutions are companies focusing on and what investments are they prioritizing?
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Leaders identify improving the overall customer experience, improving
employee retention and attracting new talent, and adapting quickly to global
changes as their top three investment focuses for the next five years

What are your top three investment priorities for your business in the next five years?
— 37%

Improving the overall customer experience

Improving employee retention and/or
attracting new talent

Being agile and adapting quickly to what is
going on in the world

Staying current with new trends
and/or technology

Improving data management and analytics

Improving our administrative systems,

including tools used to manage billing and...

Improving internal collaboration

Focusing on the ethical and environmental
impact of our business

Other

Don’t know

Q12. What are your top three investment priorities for your business in the next five years? Please select your top three goals.

Base: All respondents (N=702)

I 17

2%

2%

25%

35%

I,

33%

Q13: What percent of earnings (EPS) is your company currently investing in each of its top three priorities?

Base: Varies

43%

43%

Q14. In your opinion, is your company currently investing enough of its budget to reach each of these top three goals?

Base: Varies
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On average, leader estimate...

5.2% of EPS is invested in improving

the overall customer experience

o 55% of leaders say they are investing
the right amount

o 36% of leaders say they are not
investing enough

4.8% of EPS is invested in improving
employee retention/attracting new talent
o 37% of leaders say they are

investing the right amount

e 49% of leaders say they are
not investing enough

4.6% on being agile and adapting quickly
to what is going on in the world
e 53% of leaders say they are

investing the right amount

o 36% of leaders say they are
not investing enough
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To improve their customer experience, leaders are primarily looking
to empower their employees with the tools they need to meet

customer expectations

40%

34%

Empowering Providing a more Improving

employees with the personalized customer
proper tools and experience for loyalty
resources to meet customers
customer

expectations

Q16. What areas of your customer experience, if any, are your company looking to improve?

Base: All respondents (N=702)
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What areas of your customer experience, if any, are your company looking to improve?

Real-time customer

improved service, experience to

provide better

engagement

25%
I i 21%
Streamlining Unifying data Tracking

payment and collection to easily ~ ROl/commercial
billing systems assess customer impact of customer
opportunities experience efforts
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In general, leaders at different seniority levels agree about
which solutions and investments should be prioritized

Managers-Directors

Improving employee
retention/attracting new talent
50% say not investing enough

33% say investing the right amount

Improving overall
customer experience
30% say not investing enough

56% say investing the right amount

Improving administrative tools,
including tools used to manage

billing and payments
32% say not investing enough

55% say investing the right amount

VP-Senior Execs

Improving data management
and analytics
54% say not investing enough
40% say investing the right amount

Being agile and adapting
quickly to global issues
49% say not investing enough
43% say investing the right amount

Improving employee
retention/attracting new talent
55% say not investing enough
37% say investing the right amount

Q12. What are your top three investment priorities for your business in the next five years? Please select your top three goals.
Base: All respondents (n=702), Manager-Directors (n=292), VP-Senior Execs (n=151), C-Suite (n=259)
Q14. In your opinion, is your company currently investing enough of its budget to reach each of these top three goals?

Base: Varies
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C-Suite

Improving overall
customer experience
33% say not investing enough
61% say investing the right amount

Being agile and adapting
quickly to global issues
30% say not investing enough
60% say investing the right amount

Staying current with new
trends and technology
26% say not investing enough
61% say investing the right amount
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Leaders say prioritizing improvement to inter-company integration and
investing in technology to enhance internal processes is important

In your opinion, which of the following are solutions to your business challenges that
your company should prioritize?

W
Investing in technology that will enhance interal processes - I 7

Improving integration/communication

. 47%
between different areas of the company

Updating outdated systems and/or processes 45%

Investing in technology that will enhance the customer experience 41%
Focusing on hiring new talent 37%

Improving communication from leadership 37%

Improving integration between internal operational technologies 35%
Streamlining payment and billing systems 34%

None of the above h 5%

Other | 1%
J

Q11. In your opinion, which of the following are solutions to your business challenges that your company should prioritize? Please select all that apply.
Base: All respondents (N=702)
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While overall leaders are in agreement about necessary investments, there
are some differences on what solutions companies should be prioritizing

In your opinion, which of the following are solutions to your business challenges that
your company should prioritize?

® Manager-Director VP-Senior Exec  mC-Suite

56%
52% A° 53%
0,
a8% A A 5% % 45%
; 43% 46% 41% 45% ° A A
41% A 39% 40% 38% A 37% 40% 37%
I ] I I I I 32%33%I I i
Improving integration/ Investing l Improving ‘ Updating Focusing Investing in Streamlining Improving
communication between in technology communication outdated systems on hiring technology that payment and integration
different areas that will enhance from leadership and/or processes new talent will enhance the billing systems between internal
of the company internal processes customer experience operational technologies

A = Significantly higher than other subgroup

Q11. In your opinion, which of the following are solutions to your business challenges that your company should prioritize? Please select all that apply.
Base: Manager-Directors (n=292), VP-Senior Execs (n=151), C-Suite (n=259)
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Significantly more C-Suite leaders say executive leadership is prioritizing
the right investments than do lower-level leaders

To what extent do you agree or disagree with the following statements -
Total Agree Summary

® Manager-Director VP-Senior Exec  m C-Suite

84%

77%
75%

63% 68%
A

| believe executive leadership is prioritizing Executive leadership is not focused enough on The employee experience is valued equally at
right investment areas for our company improving day to day challenges employees face my company as the customer experience

A = Significantly higher than other subgroup

Q15. To what extent, if at all, do you agree or disagree with the following statements?
Base: Manager-Directors (n=292), VP-Senior Execs (n=151), C-Suite (n=259)
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Thank you!
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Appendix
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Majority of all respondents say their company performed above average
in all of the past five years, exceptin 2020

How has your company performed overall compared to corporate expectations
in each of the last five years?

17%
(o) o, 44%‘< (o) o,
5o/ 97 % Above 1% — 56%
Above Above average/ Above Above ) )
average/ average/ LA <xceptional average/ average/ m Exceptional performance
exceptional exceptional exceptional exceptional m Above average performance
Met expectations
e Below average performance
=0 Poor performance
28% i
35% 32% 27% Not sure
21%
: 16% 13%
6%,y 8% 1, D T R
i il il kil Sl
In 2018 In 2019 In 2020 In 2021 In2022

Q1. How has your company performed overall compared to corporate expectations in each of the last five years?
Base: All respondents (N=702)
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Leaders at the Vice President to Senior Executive level identify more
challenges as major to moderate compared to other leaders

Major/Moderate Challenge Summary

m Manager-Director VP-Senior Exec m C-Suite
65%
AC 61%
AC 9
53% 92% SZA SA%
C 45%  50%50%52% AC 51%  46%
42% 41% .
37% B 36% 37% 4%

35%

45%

41%
35%

Employee Inefficient Not enough Disruption to A lack of Preparing for Issues with Issues with Difficulty Insufficient ~ Service concerns

engagement processes, new or repeat business integration/ unexpected receiving payment and meeting funding to with vendors
and retention systems, sales and/or caused by communication business production billing systems financial targets / support and suppliers
or procedures customers inflation between different  disruptions  materials and/or meeting initiatives
departments (e.g., wars, shipping delays shareholders'
or systems  pandemics, etc.) needs

Q2. To what extent, if at all, are the following challenges for your company? Please select one response per item.
Base: Manager-Directors (n=292), VP-Senior Execs (n=151), C-Suite (n=259)
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Differences between leaders at different seniority levels are seen
in their evaluation of the impact of these challenges

Il Manager-Director (A) VP-Senior Exec (B) B C-Suite (C)
Impacts of inefficient processes, Top 5 impacts of a lack of integration Top 5 impacts of issues with
systems,or procedures of departments or systems payment and billing systems
Too much time is spent 52% Stress for employees 48% 1
on tasks that ShOU.ld be 67% AC and/or emp|oyee burnout 067% AC Delays in payments _ 352/.05‘y
simple 56% 48% from clients P 42%
Stress for employees 49% Too much time is spent 41% Too much time is spent 3%
and/or employee 65% AC on tasks that should be 485/31/" AC on tasks that should be 53% AC
burnout 45% simple o simple 36%
) . ]
Mistakes caused by 43% Internal communication 37% 27%
human errors and 57% AC failures 55% A Incorrect payments 38%
0, 0,
manual process 42% 45% 36%
Extended project Mistakes caused by 38% Mistakes caused by 31%
Xtendead projec 9 9 human errors and 34%
e 50% AC human errors and manual 45%
timelines process 45% manual process _ 33%
: % il 30%
Internal communication . Extended project _ 28% Incorrect amounts billed 38% C
. 41% AC L 42% A to clients . 27
failures timelines _ 39% A ! 27%

Q5. You mentioned inefficient processes, systems, or procedures are a challenge for your company. What kind of impact does this issue create? Please select all that apply.
Base: Selected “inefficient processes” as a challenge (n=523)

Q6. You mentioned a lack of integration/communication between different departments or systems is a challenge for your company. What kind of impact does this issue create?
Base: Selected “lack of integration” as a challenge (n=508)

Q7. You mentioned issues with payment and billing systems are a challenge for your company. What kind of impact does this issue create?

Base: Selected “issues with payment/billing systems” as a challenge (n=422)
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Leadership at different levels agree initiatives to improve the customer
experience as drivers of their digital transformation

To what extent do you agree or disagree with the following statements —
Total Agree Summary

m Manager-Director VP-Senior Exec  m C-Suite

80% 79%

74%

r
Initiatives to improve the customer experience are the main drivers of our digital transformation

Q15. To what extent, if at all, do you agree or disagree with the following statements?
Base: Manager-Directors (n=292), VP-Senior Execs (n=151), C-Suite (n=259) wexw
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About the Study

These are some of the findings of an Ipsos poll conducted on behalf of WEX and Edelman between March 1-14,
2023. For this survey, a sample of business leaders in manager or above positions working in administration,
finances, operations, sales, human resources, or other executive functions from the continental U.S., Alaska, and
Hawaii was interviewed online in English. The sample includes 292 Managers, Senior Managers, and Directors,
151 Vice presidents, Senior Vice Presidents, and Senior Executives, and 259 C-Suite level leaders.

Statistical margins of error are not applicable to online non-probability polls. All sample surveys and polls may be
subject to other sources of error, including, but not limited to coverage error and measurement error. Where
figures do not sum to 100, this is due to the effects of rounding. The precision of Ipsos online polls is measured
using a credibility interval. In this case, the poll has a credibility interval of plus or minus 4.5 percentage points
for all respondents. Ipsos calculates a design effect (DEFF) for each study based on the variation of the weights,
following the formula of Kish (1965). This study had a credibility interval adjusted for design effect of the
following (n=702, DEFF=1.5, adjusted Confidence Interval=+/-6.0 percentage points).
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