
HOW IS YOUR IT ORGANISATION 
PERFORMING? 

Unlock your potential using IT customer feed-
back. Create a positive IT vibe today.

The enthusiasm of employees towards IT is no longer just a ‘nice to 
have‘, it has become a necessity in all organisations. Satisfaction with 
the IT department and services is of enormous value to an organisation, 
both financially and non-financially, and without structured insights, an 
organisation will continually find themselves on the back foot. 

Yorizon is a specialised and independent company in the area of IT 
satisfaction surveys, reporting and benchmarking. With over 20 years  
of experience, Yorizon serves organisations in virtually every industry, 
both profit and non-profit.

We are convinced that to be happy with IT is to get the best from daily 
jobs and to contribute to the success of the entire organisation. Our 
drive is to help organisations achieve this through the insights that we 
provide.



Use the ONE to measure  
satisfaction with your IT 

services, IT project, 
application(s), or any 
other topic at a single 

point in time.

Customized surveys:  
Every possible question  

set and  methodology 
(CSAT, NPS, IT-Happi-

ness etc). Various ways 
to distribute the survey 
(online, iPad Pole, floor 
walkers), different tar-

get survey.

The FREQUENT is the   
ultimate way to under-

stand  the perceptions of 
your IT end users. This 
will provide you with 
frequent insights, de-

velopments, trends and 
observations of your IT 

user satisfaction.

The happiness with IT 
can be compared with 

other companies and or-
ganisations when using 

our surveys, allowing 
you to make compari-

sons between your own 
organisation and those 

globally.

Our DAILY is an  
incident-driven survey 

designed to measure the 
quality of the Service 

Desk after a ticket has 
been handled.

Our specialists are  
always happy to  

advise you on the best 
approach (content,  

frequency and  
reporting) of the survey 

for your organisation 
based on your  

information needs.

OUR 
SERVICES



ONE

The ONE is our online IT survey measuring the satisfaction with any IT related 

topic. The ONE can be used as a baseline measurement for possible future fol-

low-up surveys or as a one-off survey for a specific topic. The ONE holds a stan-

dard approach but with usage of any methodology (NPS, CSAT or IT-Happiness) 

and IT survey topics. The ONE is suitable for any organisation size.

IT-HAPPINESS ONE+
With the IT-Happiness ONE+ we can 
customise our survey to suit your 
needs by adjusting segmentation (e.g.  
departments and locations) and ques-
tions based on the original IT-Happiness 
ONE survey. The IT-Happiness ONE+ is 
suitable to execute surveys among vari-
ous stakeholders, e.g. IT end users, sen-
ior management and senior leadership 
teams. 

WHEN TO USE THE ONE?

1.  You’ve never done a survey before and would like to have an idea about 
your current IT service quality

2.	 	You	have	a	specific	information	need	about	a	project,	application	or	service	
you’re offering to the business

3.	 	You	have	done	this	by	yourself	in	the	past,	but	that	didn’t	work	out

4.	 	You	have	a	requirement	in	your	SLA	to	report	on	end	user	and	customer	
satisfaction

5.	 	You	don’t	want	to	invent	the	wheel,	but	rather	make	use	of	best	practices	
already	in	the	market

For IT end users, different question sets 
can be used based on your situation and 
requirements, e.g.:
- Workplace services
- Business Applications
-  Projects (migrations,  

roll-outs etc.)

MORE INFORMATION: WWW.ITHAPPINESS.COM



FREQUENT
SURVEY

The FREQUENT survey is the ultimate way to understand the perceptions of your 

IT end users on a regular basis. This survey option will provide you with frequent 

insights, developments, trends and observations of your IT user satisfaction. 

In the case of an overall IT end user 
survey or if there are >1,000 end us-
ers, it is worth considering questioning 
50% of the total user population each 6 
months, or 1/4th every quarter or even 
1/12 each month. Here’s our rule of 
thumb:

Frequent surveys allow a trend analysis 
over the year to be completed without 
surveying the IT end user too frequently. 

WHEN TO USE THE FREQUENT?

1.  Your IT organisation is continuously changing and you would like to  
keep track on what users are thinking

2.	 	You	are	interested	in	knowing	the	extent	to	which	your	improvements	 
contributed to the perception of end user happiness within your IT  
organisation

3.  You have never done a survey and would like to start with a baseline 
measurement	and	to	keep	monitoring	the	developments

4.	 	You	have	a	requirement	in	your	SLA	to	report	on	user	and	customer	 
satisfaction year-round

5.  You want to conduct a frequent survey but you don’t have the resources  
or knowledge to do this properly

Of course, the sample should have the 
same segmentation & questions each 
survey cycle to be use.

TOTALLY CAREFREE
Our team carries out the entire survey 
process; sampling, communication and 
the invites being sent to your end users 
are all things that we will take care of. 
This leaves you with the sole job of ob-
serving the data held within our online 
Dashboard made available to you.

#IT end users Survey	frequency

<1.000 Once/twice a year

1.000 - 5.000 Per quarter

>5.000 Per month



DAILY: SERVICE  
DESK SURVEY

Our DAILY survey is an incident-driven survey designed to measure the quality of 

the Service Desk after a ticket has been handled.

CONTINUOUS SERVICE DESK  
FEEDBACK
Your service desk employees undoubt-
edly do everything from dealing with 
incidents, service requests and chang-
es while being under time pressures 
to have these tasks done in an agreed 
amount of time. To know where im-
provements could be made is hugely 
beneficial to any organisation. 

INCORPORATED WITH YOUR  
SERVICE DESK TOOLING
We have created the DAILY survey  
specifically for your Service Desk. We  
create a link between your IT Service 
Management System and our survey 
tool which will allow you to obtain  
feedback from a sample of handled  

WHEN TO USE THE DAILY?

1.  You have never done this before and really need this feedback to have  
better	interaction	with	your	IT	customers	based	on	the	feedback	they	 
provide

2.	 	You	are	doing	this	already	but	don’t	use	sampling,	meaning	some	users	
might	receive	multiple	questionnaires	in	a	short	period	of	time

3.	 	You	use	the	automated	feedback	mechanism	of	your	ITSM	tooling.	 
The response is very low and it doesn’t provide valuable insights

4.	 	You	are	going	to	outsource	the	Service	Desk	and	want	to	steer	on	 
satisfaction towards your vendor

5.	 	You	are	going	to	change	the	Service	Desk,	e.g.	centralisation,	or	 
decentralisation,	creating	self-help	portals	or	ITSM	tooling

incidents and/or requests. Survey links 
can be sent to those who have had tick-
ets closed within 24 hours, or a time 
specified by you. By using our online 
dashboard you will be able to under-
stand how your Service Desk satisfac-
tion is trending over time while also 
gaining insights into which incidents led 
to service desk (un)happiness.

ONLINE REPORTING
You will get access to our online report-
ing platform. Make your own analysis 
between various user segments and/or 
the type of incident, service request or 
service desk employee(s). Use the feed-
back within your service desk teams to 
learn, share and improve. 



CUSTOM 
SURVEY

We completely understand that organisations may have different needs from one 

another. As a result, we develop a custom approach for you. Our custom surveys 

use a customized approach with usage of any methodology (e.g. NPS, CSAT or 

IT-Happiness) and IT survey topics. The Custom is suitable for any organization 

size. 

A Custom IT Survey can use questions 
and response categories which have 
been designed with your specific organ-
isational needs in mind. This survey can 
include specific segmentation require-
ments, increased advice and support 
while also supporting every possible  
language, regardless of the character set. 

Another feature of the Custom is the 
ability to change the questions your end 
users will receive based on a database 
provided by you. 

WHEN TO USE THE CUSTOM?

• You	are	considering	various	me-
thods	(CSAT,	NPS,	IT-Happiness	etc.)

• You would like to have a new way 
of	measuring	but	still	be	able	to	
trend	with	the	past	methodologies.

• 	You	are	exploring	more	ways	to	
distribute	the	survey	(e.g.	online,	
iPad	pole,	floor	walkers)

• You	have	multiple	target	audiences	
(end	users,	business/senior	ma-
nagement	and/or	stakeholders)

• You	need	multiple	languages

Furthermore, almost anything can be 
arranged in terms of reporting:  
Powerpoint reports, management sum-
maries, segment reporting with auto-
matic distribution to the appropriate 
people within your organisation are all 
possibilities.

• You	have	multiple	IT	subjects	to	
involve	(e.g.	workplace,	migration/
roll-out,	business	applications,	etc.)

• 	You	have	specific	needs	in	getting	
the	feedback	coming	from	diffe-
rent	segments	(countries,	locati-
ons,	application	users	etc.)

• You	require	customised	reports	
(PPT/PDF)

• You	might	need	a	way	to	distribute	
reports to various internal stake-
holders



BENCHMARKS

The Benchmark data that we provide allows you to compare the results of your 

own IT Organisation against over 1 million responses that we have within our 

database. 

Satisfaction with IT is a very important indicator for the quality of IT and the quality 
of IT communication. The level of IT user satisfaction, or as we call it, IT-Happiness, 
can be compared with other companies and organisations when using our surveys. 

Overall IT Service  
Desk

Workplace  
services

IT  
Communication

Office and  
business  

applications 



ADVISORY
SERVICES

We are convinced that to be happy with IT is to get the best from daily jobs and to 

contribute to the success of the entire organisation.

Our drive is to help organisations achieve this through the knowledge and the 

insights that we provide.

Our specialists are always happy to consult you on the best approach (content, 
frequency and reporting) of the survey for your organisation based on your infor-
mation needs. We are also there to advise you on survey conclusions and recom-
mendations.

WHEN COULD CONSULTING BE  
BENEFICIAL?

•	 	You	want	to	create	a	roadmap	for	
measuring	IT	satisfaction	among	
different target groups

•  You would like to have advice on  
survey	design,	scaling	&	metho-
dology,	questionnaires	content	
which	matches	your	information	
needs	&	objectives

•  You would like to have advice on 
determining	survey	frequency,	how	
to	best	involve	end	users,	logical	

sampling	and	about	inviting	and	
reminding	end	users

•  You would like to have advice on 
reports,	distribution	of	results	to	
specific	stakeholders	and	about	
change	management

•  You would like to have insights and 
advice	on	IT	communication	and	
information	sharing	(content	and	
channels)



OUR 
SURVEYS

Our surveys are proven and tested with our latest generation having been desig-

ned while thinking about:

1.  Your end users’ time: the majority of 
our surveys will only take a minute to 
fill out

2.  Your time: our surveys have been de-
signed in a very powerful way and can 
be customised with minimum effort

3.  Design: good looking with easy-to-
read, high contrast screens suitable 
for any device

4.  Capturing both the improvement 
potential as well as the IT strengths

5.  Balanced usage of simple closed 
questions as well as powerful open 
questions.

6.  Best practice questions set are availa-
ble on multiple subjects.



OUR 
RESULTS

You will get access to our online reporting platform allowing you to discover 

trends and developments, learn from the qualitative feedback and slice and dice 

your own data to conduct additional analyses.

PDF AUTOMATED REPORTS 

Additional to our online dashboard, we 

have easy-to-print PDF reports availa-

ble to you. We have created various 

reports ranging from a 1 page summary 

to fully customised reports. 



OUR 
ADD-ONS

Next to the knowledge and advice that comes with our survey services, we offer 

add-ons to enrich your survey(s):

SELFIE 
A great opportunity is to measure the 
internal perception of your IT team. 
Does this perception differ from those 
of your end users?

IPAD POLE
You have the possibility to use an iPad 
stand survey to test end users at a  
physical location.



WHY
YORIZON

We are a full service company with decades of experience in IT satisfaction  

surveys. We provide you with the best possible approach based on our services 

model, know-how and experience. We provide:

Are you considering or already preparing an IT end user satisfaction survey?

We are happy to share our knowledge with you. An IT Survey is only as succes-

sful as you allow it to be. Good planning and execution leads to actionable results 

which will ultimately impact your bottom line. Give yourself the greatest chance 

to succeed by referring to our checklist

OR CONTACT US FOR MORE INFORMATION:      

Call: +31-(0)102409088 (business hours CET)

E-mail: info@yorizongroup.com

Yorizon BV 

Wijnhaven 65

3011 WJ Rotterdam

The Netherlands

www.yorizongroup.com

•  Fully integrated survey and reporting 
solutions 

•  Dedicated experts with extensive 
know-how

•  Both customised and predefined sur-
vey concepts and questionnaires like 
IT-Happiness

•  Advice on creating involvement of IT 
teams, stakeholders and end users 

• Multilingual surveys
•  Online and offline ready-to-use  

reports
• Benchmarks and recommendations
• Yearly Awards
• 100% independence
• 100% anonymity guaranteed
•  Compliance to data protection  

policies

http://www.yorizongroup.com/checklist
mailto:info%40yorizongroup.com%20?subject=
http://www.yorizongroup.com 

