
The following information will help us profile your company in our Service Management Analysis. We reserve the right to publish all answers returned in print and on our Web site. If your company has additional material in the way of research, white papers and demonstrations that you feel would be helpful, please include it. If your have questions contact Bruce Boardman via email bboardman@nwc.com. Companies that decline to answer questionnaire may still be included in the article, at the author’s discretion.

Please RSVP by March 27

June 22 Service Management Survey
1. Please provide at least two reference customer contacts for interview.
· Interviews will take place between NWC and the customer without the vendor.

· The interview will be used to understand Service Management issues, challenges and strategies

· We can shield the contact’s identity by saying, for example, “an IT manager for a 10,000 employee manufacturing firm.” 
Here are our two references.  I have attached success stories you can read ahead of time so you have some background on each one.
Advance Transformer has implemented our service management tools from more of an ITIL approach.
2. Describe your Service Management features architecture regarding:
· Automation

· Integration

· Processing
See attached “HP OpenView description.doc”
3. Please provide an annotated architectural diagram in jpeg or bitmap format. 
Attached (Total 2.jpg).  Due to our extensive portfolio this is more of a “markitecture”.  If text is not visible enough, let me know.  I can get our graphics people to come up with a better version.  Also attached is “Network computing submission notes.rtf”, which is a detailed description of our model.
4. Please provide Service Management metrics reported/measured by product, categorized by the following:

· Technical IT infrastructure, i.e. CPU, IO, MTTR

· Financial impact of service

HP OpenView collects detailed metrics and aggregates on several areas listed below.  The metrics are summarized in out-of-the-box reports, and reports can easily created and customized.  In addition, HP OpenView takes the collected data and provides advanced analytics for balancing, trending and forecasting.  Collected data is also used for capacity planning for over/under utilization.  In keeping with the one of the key features of the OpenView portfolio, metrics can be pulled from third party applications and aggregated into actionable business intelligence as well.  HP OpenView has an extensive partner program with hundreds of partners that integrate with our tools, as well as SDKs and other features to easily handle custom data integrations.

The following list summarizes the metric categories:
· Systems: CPU, memory, network, process, availability, inventory and events 
· Network: Devices and interfaces, Frame, ATM, MPLS, IPT, IP QoS, RMON, RMON2, NetFlow, VLAN, Service Assurance, MTTR, MTBF, events and node availability 

· Applications: Detailed packaged application specific metrics (i.e. WebLogic, Oracle, SAP, MS Exchange, etc.) 
· Services: Performance Metrics (response time, throughput, SLO violations, and availability)  service calls,  incidents, problems, changes, service level agreements, service level objectives, SLA/SLO current and potential violations 

· Asset/Financial: Asset and expense tracking, TCO, Total cost of Service, Contracts (both inbound and outbound), software usage, Actual vs. Budgeted expenses, cost per user (IT and Service), economic impact of SLA violation, incident or change 
5. Please provide figures on units sold, delivered, customers serviced, etc.
Unfortunately, we don’t provide this type of data.  See Question 9 for relevant data concerning our market presence.
6.Product pricing:

· High and low ranges

· Average initial purchase

Obviously, deal size can vary greatly based on whether the customer is implementing a single service management tool to deal with a particular pain point or is implementing multiple products as part of a large service management rollout.

Entry pricing for basic service level monitoring starts around $15,000.  Full scale rollouts of service management solutions including problem and incident management, configuration management, operations, asset management, etc. in a large enterprise can run into seven figures.

Our average initial deal involves the customer starting with 2-3 products as part of a potential longer-term service management project.  This initial deal will average at around $250,000.

7. Please provide project implementation planning guidelines.
Again, implementation time can vary greatly based on whether the customer is implementing a single service management tool to deal with a particular pain point or is implementing multiple products as part of a large service management rollout.

For most project implementations, installing the software is the easy part.  In fact, you could be monitoring basic service levels of key applications within a few hours.  But the length of the project will depend on the scope.  Monitoring one or two key business processes with our BSM solutions might take 2-4 weeks depending on the complexity of the environment.  Committing to a full ITIL and service management rollout with all the process changes, defining services, etc. can take several months up to a year for extremely large IT environments, depending on the size again.  We had one global shipping customer make this happen globally in 11 months using our tools.  HP has extensive expertise in ITIL and service management in our Consulting and Integrations Services that can not only help install and configure the software, but will assess current state, help define necessary processes and services, and move customers towards complete IT service management.
8. Describe your Service Management product roadmaps – including market segmentation and underlying assumptions like required customer process maturity – for the next 2 years.
· Benefits of your Service Management solutions to IT and to the business. 

· Organizational profiles of businesses that will best be able to take advantage of your Service Management offering(s). Include factors such as size of business by gross revenue, market, industry, technology deployed, and processes implemented.

HP OpenView is targeted at enterprises of all sizes and most industries.  The HP OpenView portfolio is a good fit for companies that depend on IT to solve business problems.  Key industries are service providers (network service providers and telcos), financial services industry, manufacturing and Governments.  Companies with heterogeneous environments will benefit significantly from deploying HP OpenView management software.  Process maturity doesn’t need to be a limiting factor, as HP has an industry leading consulting and integration practice and is the worlds largest provider of ITIL training.  HP Consulting and integration will assist companies with process design and product and process implementation.
HP OpenView ITSM Solution enables, enforces and automates key IT processes to demonstrate value to the business, keep the right services available and effectively adapt to change while reducing risks, costs and errors.  Additionally HP's BSM solution mines operational data, derives business intelligences and drives operational behaviors.  HP is the industry leading vendor for the fastest implementation times with some products taking hours to install and configure to very large ITIL implementations taking mere months.
Of HP OpenView's solutions, ITSM continues to be the largest investment within the portfolio.  This level of investment will continue for the foreseeable future.  Through year end 2008 the focus of investment of ITSM and BSM will be on:

· Moving configuration management from maintaining a passive repository of data to an active policy store driving automated continuous control of the IT environment 

· Continue to increase IT efficiencies through optimized end-user self service and expanded Service Catalog capabilities 

· Provide additional analytics to drive tactical and strategic IT decisions and activities 

· Expand both the types of vertical business processes and links to key packaged applications natively supported for better out of the box value and faster implementations 

· Continue industry leading support for ITIL best practices by staying in sync with upcoming updates that HP is authoring

9. Describe your company’s market presence, including the following:
· Number of customers

· Service management revenue for fiscal year 2005

· Recent acquisitions, partnerships and technology developments related to service management

· Third-party indicators of market leadership (for instance, analyst rankings or awards)

We don’t break down our finances below the HP Software level, which includes both the HP OpenView and HP OpenCall product lines.  Since we consider most of the HP OpenView portfolio to be related to service management, this gives you an idea.  Needless to say we are one of the larger management vendors.
For our Q1 earnings report (quarter ending January 31, 2006), here are our numbers.

HP Software reported quarterly revenue of $304 million, an increase of 29% year-over-year, with revenue in HP OpenView and HP OpenCall increasing 34% and 19%, respectively.

Q4 earnings - Software reported quarterly revenue of $311 million, an increase of 11% year-over-year, with revenue in HP OpenView and HP OpenCall increasing 16% and 3%, respectively.

Q3 earnings - Software reported quarterly revenue of $249 million, an increase of 11% year-over-year, with revenue in HP OpenView and HP OpenCall increasing 13% and 5%, respectively.

Q2 earnings - Software reported quarterly revenue of $277 million, an increase of 23% year-over-year, with revenue in HP OpenView and HP OpenCall increasing 36% and 4%, respectively.
So for trailing four quarters (February 2005 – January 2006) HP Software had total revenues of approx. $1.14 billion.
Most recent acquisition

In December 2005, HP closed the acquisition of Peregrine Systems, Inc., which adds key asset and service management components to the HP OpenView portfolio.
Analyst info
Attached (EMA_HPC030_WP.pdf) is a report from Enterprise Management Associates on HP OpenView, and it talks a great deal about our position in service management.  Here is a short excerpt, but the paper as a whole is well worth reading.

"HP has uniquely contributed to ITIL best practices, rather than fashionably bolted on a newfound and welling allegiance to ITIL as some of its competitors have done recently. Partly because of this process sophistication, as well as because of its product history in Service Desk and Service Navigator, HP has remained the “company to beat” in service management. When this is combined with the fact that HP alone among the major platform providers has a balanced and long-standing capability to support not only enterprises but also service providers – where managing services as a business is a way of life, it’s no surprise that many IT buyers tend to trust HP as their preferred partner in this space.”
In the interest of full disclosure, we commissioned this report, but it does contain some negative commentary as well, so it’s not completely biased.  Worth the read I think.
HP OpenView and IDC’s Problem Management Software Rankings
(We did not purchase these reports from IDC so I cannot provide them to you – this is from data they publicly released.)

IDC defines problem management software as software that tracks, records, and manages problems related to the IT infrastructure and operations. This category includes IT help desk applications and related problem determination and resolution  applications. In IDC’s most recent Worldwide  Problem Management Software  2005-2009 Forecast  and 2004 Vendor Share report (published in August 2005) both the HP OpenView Service Desk and HP OpenView ServiceCenter products were ranked within the top 5 vendor share slots. HP OpenView ServiceCenter holds the #2 position and HP OpenView Service Desk, the #5 position.

HP OpenView and IDC’s IT Asset Management Software Rankings

IDC defines IT Asset Management software as software tools that are typically used for IT hardware or software inventory and corporate IT asset-value management. Functions include: 

· Discovery/inventory.  Discovery/inventory is the initial  discovery of  hardware and software within  the  environment.  This discovery includes hardware and software and can include network assets such as routers and switches, as well as servers, desktop,  laptop,  handheld,  and  remote  devices. The discovered inventory information is maintained in an actionable database. 

· License  management.  License management monitors  and  controls the total company seats of software for acquiring and managing the company's software and its allocation. 

· Software metering. Software metering is the monitoring and control of software licenses  for  the  purpose  of  determining  specific  individuals  authorized  to  have access to software, either from a device standpoint or a person standpoint. 

· Planning and  support.  This includes infrastructure planning and support for other primary value-added functions such as IT help desk. 
In IDC’s most recent Worldwide IT Asset Management Software 2005-2009 Forecast and  2004 Vendor Share report published in December 2005, HP’s combined ranking of both traditional OpenView products and those derived through the acquisition of Peregrine Systems in late 2005, placed HP in the #5 and #6 vendor share position
In addition, IDC ranks HP worldwide leader in software license revenue and market share for distributed performance and availability management software (tracking performance and availability are certainly keys to meeting service levels).  See attached press release from August 2005 (532_idcsoftware1.doc).  We did purchase this report, so if you would like it, I can get it for you.









