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Service Performance Insight

Service Performance Insight is a research and consulting organization dedicated to helping our
clients make quantum improvements in operational efficiency and effectiveness. Our belief is that
professional service organizations achieve success through the optimization of five Service
Performance Pillars:

1. Vision, Strategy and Culture
Finance and Operations
Human Capital Alignment
Service Execution
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The SPI Advantage — Research

Service Performance Insight provides an
informed and actionable third-party perspective
for clients and industry audiences. Our market
research and reporting forms the context in
which both buyers and sellers of information
technology-based solutions maximize the
effectiveness of solution development, selection,
deployment and use.
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The SPI Advantage — Consulting

Service Performance Insight brings years of service leadership and experience to every consulting
project. SPI Research helps clients ignite performance by objectively assessing strengths and
weaknesses to develop a full-engagement improvement plan with measurable, time-bound
objectives. SPI Research offers configurable programs proven to accelerate behavioral change and
improve bottom line results for our clients.

To provide us with your feedback on this research, please send your comments to:

david.hofferberth@spiresearch.com or jeanne.urich@spiresearch.com

For more information on Service Performance Insight,
please visit:

www.spiresearch.com

The information contained in this publication has been obtained from sources Service Performance Insight believes to be reliable, but is not
guaranteed by SPI Research. All forecasts, analyses, recommendations, etc. whether delivered orally or in writing, are the opinions of SPI
Research consultants, and while made in good faith and on the basis of information before us at the time, should be considered and relied on
as such. Client agrees to indemnify and hold harmless SPI Research, its consultants, affiliates, employees and contractors for any claims or
losses, monetary or otherwise, resulting from the use of strategies, programs, counsel, or information provided to client by SPI Research or its
affiliates.

The trademarks and registered trademarks of the corporations mentioned in this publication are the property of their respective holders.
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The information contained in this publication has been obtained from sources
Service Performance Insight believes to be reliable, but is not guaranteed by SPI

Research.

The trademarks and registered trademarks of the corporations mentioned in this

publication are the property of their respective holders.

This document is the result of primary research performed by SPI Research. SPI
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the best analysis available at the time of publication. Unless otherwise noted, the

entire contents of this publication are copyrighted by SPI Research and may not be

reproduced, distributed, archived or transmitted in any form or by any means

without prior written consent by SPI Research.

You may download this report and print a copy for your personal use, but you may
not distribute it, reproduce it, or alter it in any way or store it in a retrieval system

without prior written consent.

Service Performance Insig®R| Research) is a globally-focused research and consulting firm specializing in business improvement and
transformation for project and service oriented firms. SPI uses its industry standard Professional Services Maturity Model to help service
organizations assess, prioritize and implement their service improvement and transformation plans.

The firm closely follows professional services organizations (PSOs), independent software vendors (ISVs) and other technology providers,
analyzing how organizations best use technology to make their people more productive and profitable. SPI Research pays particular attention
to the integration of the three key assets of a PSO: its people, (business) processes and capital, and how technology can help optimize their
use.

Visit www.SPIresearch.com for more information on Service Performance Insight.
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