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Service Performance Insight

Service Performance Insight is a research organization dedicated to improving operational effi-
ciencies in services-driven organizations. Our purpose is to optimize the three main components
of services-driven organizations: its people, processes and capital. Information technology is the
great enabler but only when used by organizations dedicated to its success. SPI Research studies
software solutions in the services sector to determine how they impact the organizational man-
agement and delivery of services.

Service Performance Insight provides a unique third party perspective. Our market research and
reporting provides the context in which both buyers and sellers of information technology-driven
solutions can optimize the effectiveness of solution development, selection, deployment and use.
Our ongoing work with business and technology media enables our clients to remain informed
and in front of the buying public.

Adexta

Adexta, Inc. is a management consulting practice focused on helping technology-centric busi-
nesses accelerate growth, market leadership and profitability.

Adexta is:
e Focused on providing innovative strategies and superior execution so that our clients
achieve dominant positions in their core markets
e Led by senior executives with successful operating backgrounds in the technology sector

e Committed to fast-cycle and pragmatic problem-solving, modeled in best practices and
rooted in real-world experience

e Passionate about business innovation and our clients

By combining strategy development, market-focused planning and change management, Adexta
partners with our clients to achieve superior business results. Our engagements are led by indus-
try veterans that combine world-class best practices with pragmatic, real-world operating expe-
rience and the vigor of a startup swat team.

Adexta’s Service Practice helps companires

vices organizations — not only in tangible revenue and margin improvement but also in harvest-
ing the intangible value of customer retention and loyalty, rapid technology adoption and intimate
customer application knowledge.

Adexta’s Service Practice helps technology

A Service Strategy
— Lack of Alignment with Corporate, Sales or Partner strategy

— Services becomi ng masolaionsfacusr at egi c

A Underperforming service organization
— Revenue and margin below expectations and benchmarks
— Poor forecasting accuracy and predictability

A Limited ability to articulate the service value proposition

— Inability to leverage services to drive product and service sales

— UncleariGo t o Marketl strategy and poor

A Immature processes

under

compé
moving
or no



— Limited reuse of IP, methods and tools
— Lack of project methodology and discipline, no project repeatability
A Poor customer satisfaction
— Failed projects
— Difficulty securing references and testimonials
A Skills imbalance
— Not enough or too many people, sub-par utilization and high attrition
— Inability to recruit/retain/ramp or quickly and easily staff projects
To provide us with your feedback on this research, please send your comments to:
david.hofferberth@spiresearch.com or jurich@jurich.biz.

The information contained in this publication has been obtained from sources Service Performance Insight and Adexta believe to be reliable, but is not
guaranteed by SPI Research or Adexta. SPIResearc h and Adexta publications reflect the analyst’s judgme

notice.
The trademarks and registered trademarks of the corporations mentioned in this publication are the property of their respective holders.

Warning: United States copyright law and international treaties protect this publication. Unless otherwise noted, the entire contents of this publication is
copyrighted by Service Performance Insight and Adexta and may not be reproduced, stored in a retrieval system, or transmitted in any form or by any
means without prior written consent. Unauthorized reproduction or distribution of this publication, or any portion of it, may result in severe civil and

criminal penalties, and will be prosecuted to the maximum extent necessary to protect the rights of the publishers.

License Agreement: Permission to use this report is granted solely on an individual basis. Reproduction or distribution of this report without prior

written permission is completely forbidden.
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tion that you accept all of the terms contained in this Customer License Agreement (the "Agreement”). Please read these terms carefully, because down-
loading this document indicates your acceptance of them. If you do not agree with these terms, then Publishers are unwilling to license the Publication to

you. In this event, you should return this document to the place from which it was acquired within ten (10) days after purchase for a full refund.

THIS IS A LICENSE FOR INDIVIDUAL USE. IT IS ASSOCIATED WITH ONE UNIQUE PERSON. ADDITIONAL LICENSES MUST BE PUR-
CHASED FROM THE PUBLISHERS FOR ADDITIONAL USERS.

IT GIVES YOU CERTAIN LIMITED RIGHTS TO USE THE PUBLICATION, AND PUBLICATION COPIES. YOU MAY PURCHASE MULTIPLE
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THE PUBLISHERS RETAIN OWNERSHIP AND TITLE TO THE ENTIRE PUBLICATION, PUBLICATION COPIES, AND ALL COPYRIGHTS
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1. Definitions.
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(a) "Publication means t he document entitled —The Naacemerfsraadfneds si onal Servic
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2. Grant of License.

Publishers hereby grant to you a limited, non-exclusive license to use the Publication based on the terms and conditions set forth in this Agreement. The
Publication and all copyrights and other proprietary rights therein are owned by Publishers, are protected by United States copyright laws and internation-

al treaty provisions, and may not be used, reproduced, modified, distributed, or transferred except as expressly provided in this Agreement.

YOU MAY: (a) Load the Publication into RAM and use it individually. If you have obtained additional user licenses of the Publication, you may use it
on a LAN or other multi-user system, provided that the number of users using the Publication at any one time may not exceed the number of users for
which you have licenses from the Publishers; (b) Install copies of the Program onto hard disk drives or similar storage devices only as necessary for use
of the Publication by the users referred to above; (c) Make and maintain one (1) backup copy of the Publication on electronic media (in addition to the

original media), provided this copy is used only for backup purposes and you keep possession of the backup copy at all times.
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permit any other party to use the Publication or to exercise your rights under this Agreement; (c) Alter, modify, translate, or plagiarize the Publication; or
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3. Additional Restrictions.

(a) All Publication Copies made by you must reproduce and include the copyright and trademark notices embedded in the Publication; (b) Any upgrade
or enhancement of the Publication subsequently supplied by the Publishers may be used only upon the destruction of the prior version of the Publication.
Unless otherwise specified in writing by the Publishers, all upgrades and enhancements, if any, supplied to you shall be governed by this Agreement; (c)
You may not sell, assign, or otherwise transfer the Publication to another party without the prior authorization of the Publishers. Any purported transfer
without such authorization will be void. The Publishers will authorize transfers only if (i) you deliver to the recipient the original Publication and all
Documentation, including this Agreement; (ii) you destroy all other Publication Copies in your possession; (iii) the recipient agrees, in a written state-
ment delivered to the Publishers, to accept and abide by all the terms and conditions of this Agreement (d) Export of the Publication is restricted by U.S.

export regulations. Contact the Publishers for information regarding exportation of the Publication.
4. Term.

This Agreement is effective from the date you open the Publication, and continues in effect until terminated. You may terminate this Agreement at any
time. This Agreement and the license granted herein will terminate automatically and without notice if you fail to comply with any term or condition of
this Agreement. You agree upon termination to return the original Publication to the Publishers and to destroy all other Publication Copies in your pos-

session.
5. Indemnification.

You hereby indemnify and agree to defend and hold harmless the Publishers, their participating copyright rights holders and users, and any third party

information providers to the Publishersfromand agai nst all ¢l aims, |l osses, expenses, damages

from any violation of this Agreement by you.
6. General.

This Agreement represents the complete and exclusive understanding between you and the Publishers regarding the Publication and Publication Copies,
and supersedes any prior purchase order, confirmation, advertising, representation, or other communication. This Agreement may not be modified except
by a written agreement signed by an authorized representative of the Publishers. If any provision of this Agreement is found to be void, invalid, or unen-
forceable, it shall be severed from and shall not affect the remainder of this Agreement, which shall remain valid and enforceable. Any such severed
provision shall be replaced with a similar provision which conforms to applicable law and embodies as closely as possible the original intent of the par-
ties. This Agreement and any disputes between you and the Publishers shall be governed by the internal laws of the State of California. Further, you agree
that jurisdiction over any action arising out of or relating to these terms is exclusively in the Superior Court of the State of California for the County of
San Mateo or the federal courts of the Northern District of California. In the event of any legal action to enforce this Agreement, the prevailing party shall

be entitled to recover its attorneys
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