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Stefanini Gains in Workplace & Infrastructure Services

SUMMARY & KEY INSIGHT

Stefanini is a Brazilian multinational with 
offerings that include digital workplace 
services with a focus on tailoring the 
customer experience. The company’s support 
model Workplace Anywhere uses personas 
combined with digital enabling technologies 
to improve its clients’ end-user experience. 
The company also promotes a gainsharing 
model to engage with clients differently. 
Stefanini offers global coverage, including 
the U.S. and with the highest presence in 
Brazil. Stefanini’s “Big Enough, Small Enough” 
approach means it is big enough to meet 
a variety of market needs and serve most 
enterprises while it is small enough to offer 
high touch services. ISG believes Stefanini 
can offer value in the changing market for 
digital workplace solutions, especially in 
the manufacturing and banking / financial 
services sectors.
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ISG’s recent workplace research study 
finds that enterprises are dealing with 
a changing workforce. The workplace is 
changing from a hierarchical, physical 
workspace centered around the office to a 
collaborative, egalitarian, flexible, mobile and 
always-connected workspace. Enterprises 
seeking to recruit the best people must 
adjust, sometimes moving away from 
decades-old policies, assumptions, services 
and technologies. The most progressive 
enterprises see technology as one component 
of an integrated approach to workplace 
modernization that also includes workspace 
design, policies and culture. Stefanini is 
responding to this workforce evolution.
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Stefanini recently briefed us on its broad 
range of digital workplace offerings, which 
focus on IT service desk and field services 
using cross-functional services to give clients 
an integrated solution of tools and processes. 
Stefanini says its smart workplace solutions 
and services platform drive IT and service 
innovation for clients. It focuses on digital 
technologies that are meant to improve the 
end-user experience with devices and in 
interactions with IT.

For the recent ISG study Creating the 
Workplace of the Future, ISG talked with 
30 enterprises about the workplace, what’s 
changing and the effects of digital innovation. 
In this cross-industry, cross-region study, 
we detected several themes, including the 
need to focus on user experiences to address 
changing demographics, and the need to 
balance the demand for high-satisfaction 
employee experiences while keeping IT costs 
down. Enterprises are interested in using 
emerging technologies and enhancing their 
relationships with providers. Enterprises need 
to think of their employees as individuals and 
support the changing workforce (Figure 1).

© 2019 Information Services Group. Inc All Rights Reserved

PERSPECTIVE

Figure 1: Employee Flexibility in the Workplace 

Source: ISG Digital Framework Survey 2019, n=543
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Perspective

Stefanini has broken its solutions into four 
main categories: Workplace and Infrastructure, 
Digital, Applications and Advisory. The company 
touts consistent policies and practices 
across these solution categories. Besides 
these consistencies of service, Stefanini 
focuses on knowing its clients’ end users 
and  personalizing and contextualizing 
their experiences, evaluating outcomes, 
and – as a result – improving service quality 
(Figure 2). The company fosters a culture of 
technological innovation and adoption of 
new tools with the goal of creating continual 
improvement toward an efficient self-service 
model aimed at meeting the needs of the  
end user.

On the relationship front, Stefanini promotes 
a “co-creation” client partnership, reflected 
in its gainsharing model. The model seeks 
shared responsibility with a specific set of 
results – real metrics with target end dates 
and a dashboard for tracking those metrics. 
Stefanini says the gainsharing model offers 
clients a lower up-front cost. In this gainshare 
model, Stefanini provides a cost savings 
calculator and claims to pass on 60 percent of 
savings to the client. This results in the need 
for a thorough due diligence assessment 
of clients’ ambitions versus their abilities, 
so Stefanini can adjust its services to what 
customers can realistically accomplish.

Figure 2: Stefanini Smart Workplace

Source: Stefanini
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Perspective

Stefanini applies emerging technologies to 
its digital workplace services via its cognitive 
automation platform, Sophie. Sophie is 
based on cognitive computing and artificial 
intelligence with a focus on self-adapting, 
interactive and contextual automation that 
enables self-learning and other automation 
capabilities. Sophie provides consistent 
process execution, proactive support and 
multi-lingual chat / text in more than 60 
languages. Sophie supports hundreds of 
thousands of users with tens of thousands of 
interactions per month. Stefanini promises 
that this cognitive platform and AI agent adds 
value through better customer experiences at 
lower costs (Figure 3). 

ISG research shows that predictive and 
proactive mobile device support leads to 
a reduction of incidents reported to the 
service desk and field services. Mobile device 
management is another place Stefanini 
applies Sophie. Sophie helps manage mobile 
devices with limited manual provisioning, 
security and policy deployment with the 
service catalogue fully automated, offering 
24x7 service anywhere. 

Figure 3: Sophie Cognitive Platform 

Source: Stefanini
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Perspective

Stefanini also continues to drive innovations 
and automation to reduce the number of 
onsite interventions required. Many of the 
automations focus on a zero-touch install  
and imaging process. Paired with robotic 
process automation (RPA) tools, Sophie can 
accelerate time to resolve a request, reducing 
the need for human intervention and thereby 
reducing costs. 

The company uses its own core technologies 
to provide flexibility and speed of deployment 
– not relying on IBM Watson, Microsoft LUIS 
or Google Delval. For certain features, e.g. 
real-time translations and voice interactions, 
Stefanini relies on technology partners. The 
company records all the data it can and uses 
it to improve interactions. Also, Stefanini’s d3 
workplace analytics integrates with Sophie to 
show endpoint user experience data to help 
flag problem areas in context, with proactive 
problem identification and resolution. 

Unified Endpoint Management is another 
high-growth area for Stefanini. Expertise at 
regional delivery centers complements its 
automation and partnerships, such as with 
CDW and FedEx for Device-as-a-Service.

Stefanini plans to expand its digital workplace 
services in APAC and EMEA and amplify its 
reach within North America. Stefanini appears 
large enough to make strategic, relevant 
investments and has the staff to address the 
needs of larger organizations with complex 
needs. Yet the company is also small enough 
to listen and understand, be agile, flexible 
and customer centric as reflected in its 
approaches to co-investment in innovation 
and gainsharing agreements.

Stefanini Gains in Workplace & Infrastructure Services



86

Agriculture Solutions. The company had 
a high volume of service calls and long wait 
times, with poor monitoring and limited 
times for help availability. Stefanini applied its 
Sophie platform so customers could access 
the service desk and self-service options any 
time. This enabled the company to better 
monitor the services. One impressive result 
was a 55 percent reduction in average wait 
times for calls. 

REFERENCES AND CASE STUDIES

Stefanini showcases several examples of its 
digital workplace clients. These stand out 
based on the business result they produced 
and the fact that they are applying Stefanini-
specific innovative solutions. 

Chemical Company. The company was 
a spin off that had to quickly establish 
its own applications and infrastructure 
support. Stefanini implemented its managed 
services with an integrated delivery model 
and gainsharing, taking responsibility for 
coordination with all third-party vendors. 
The result was rapid implementation that 
provided 30 percent cost savings while setting 
the stage for increased capacity of 20 percent 
over three years. 

Automotive Manufacturer. The company 
had two different and poorly integrated 
end-use computing (EUC) support solutions, 
leading to worker dissatisfaction. Stefanini 
consolidated the EUC solutions into one, 
based on its service desk. Stefanini also 
deployed the d3 monitoring and analytics for 
real-time monitoring and problem diagnosis. 
The result was proactive support with 
consistency that lowered costs and increased 
productivity. 

© 2019 Information Services Group. Inc All Rights Reserved
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So, for gainsharing to work for both parties, 
enterprises need to be willing to change. 
Meanwhile providers such as Stefanini need 
to be flexible, while offering innovations and 
methods that reduce the risks of the changes 
for enterprises. Gainsharing is based on 
Stefanini’s initial analysis and understanding of 
clients, and it does not guarantee extra savings 
that come via joint efforts. So due diligence by 
the provider and the enterprise can establish 
a baseline. Stefanini offers the flexibility 
to adapt to different enterprise scenarios 
and collaborate with clients in managing 
transformations, with a good balance between 
its global footprint and its flat structure and 
smaller size. 

ISG’s experience is that flexibility comes at a 
price, and enterprises need to reflect on whether 
they have the process maturity necessary to 
take best advantage of the provider’s flexibility. 
ISG recommends organizational change 
management (OCM) via a party independent of 
the enterprise and provider to aid the adoption 
of any new delivery model. When OCM fails, 
the provider costs don’t go down and the client 
prices for services don’t fall. 

Stefanini has the frameworks, technologies and 
expertise for digital workplace transformation. 
Enterprises ready to consider a gainsharing 
relationship with a provider that has extensive 
digital workplace experience and capabilities 
may choose to look at Stefanini. ISG research 
shows that while many enterprises use 
managed service providers in some capacity, 
they often do not take advantage of the robust 
capabilities available from those providers. With 
Stefanini, enterprises can access innovations 
such as Sophie and d3 technologies and 
gainsharing contracts to transform their 
workplace services.

GUIDANCE

Stefanini’s digital workplace services and 
plans address many of the changes and 
challenges ISG sees in enterprises. Digital 
workplace services are a significant part of 
Stefanini’s business, and the company has 
many substantial engagements around 
the world, some with global multi-national 
companies. Stefanini is growing, both in 
revenue and number of clients. According to 
ISG’s Momentum research, Stefanini has 14 
percent of the Brazil market and is in the top 
15 providers for engagements with annual 
contract value (ACV) globally for workplace 
services where ACV is greater than $5 million.

A gainsharing approach relies on an 
enterprise’s ability to adopt transformation. 
If a provider doesn’t guarantee pricing 
but rather guarantees a percentage of its 
efficiency improvements, the enterprise client 
could pay more for services. Many of ISG’s 
enterprise clients prefer known pricing that 
includes guaranteed price improvements. 

A gainsharing model means that the 
enterprise has a role in the provider lowering 
costs by encouraging the adoption of the 
automation and other key technologies 
and services in the Stefanini solution. In 
ISG’s experience, the model fails when 
enterprises refuse to allow any adoption 
of the new technologies designed to make 
the transformations work. For example, 
in large global organizations, successful 
implementation of single sign-on and 
automated password reset tools have a large 
upfront cost with a large return on investment 
(ROI). If the provider makes the investment 
but the client doesn’t facilitate adoption, 
the provider financials don’t work, and that 
segment of the deal becomes unprofitable. 

© 2019 Information Services Group. Inc All Rights Reserved
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SUMMARY FACTS
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HQ: Sao Paulo, Brazil. Regional HQs in U.S., 
Mexico, and Belgium.

Digital Workplace Revenue: Private company, 
self-reported revenue of $1B+.

DWP Core portfolio: Service Desk, Field 
Services, Unified Endpoint Management, 
Infrastructure Management, Applications 
Management.

Markets: U.S., Brazil, Europe, remainder of 
Latin America, APAC.

Industry groups: Manufacturing, BFSI, 
Telecom and Media, Retail, Public Sector, 
Healthcare.
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