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High Availability Leadership

Creating Business Value for the Adaptive Enterprise

CIOs LEADING AVAILABILITY CHALLENGES

ERIC ROCCO:
 CIOs in large enterprises today are looking at availability and seeing a lot of challenges associated with it. Traditionally, they looked at availability and measured it in terms of the cost of downtime. And those costs were – some were seen and measured and easily. And some were unseen and not measured easily. 


Today, availability is looked at as a way really to help their strategy get to the next level. The problem is that many CIOs and IT managers simply haven’t had the money to appropriately invest in the next wave of available and availability solutions. For example, they haven’t had the dollars in the recent technology recession to buy new technology, to really use external services providers to help them get there. 


But, we think as the loosening of the purse strings occurs in lots of the CIO budgets this year and certainly into next year, we’re going to see a lot more emphasis going forward on looking at availability as truly a means of tying business value with the value of the investments around IT. 


And availability will no longer be measured just in costs of downtime, but certainly we’ll take it to the next level and be measured at how high availability solutions really can create real good means of producing revenue enhancement, flexible, nimble, and adaptive organizations into the years to come. 

CHALLENGES FOR HP CUSTOMERS

MIKE RIGODANZO: We think about the challenges as adaptive enterprise challenges. And whether you use the term adaptive enterprise or real time IT, the challenges are really very similar. Our customers are trying to use IT to drive business value, that’s really what it’s all about. Our CIO customers tell us that their business partners want the right service levels from IT, they want the right solutions at the right time. And they want that all within a budget that can be very effectively managed. So from an IT strategy point of view, that implies more of a focus on proactive management, the people, the processes and the technology. And it implies an ability to really measure success in business terms.

HIGH AVAILABILITY SERVICES: WHAT COMPANIES NEED

MIKE RIGODANZO: Well, our customers are asking us to help them in a number of different ways. They like us to help them reduce risk in their IT environment, the risk associated with change. They’re looking for help in managing complexity. Obviously, they want to control their IT costs, and they want to ensure a high quality level of service from IT. And in all of that, they’re looking for a partner who’s really willing to commit and take a stake in those issues with them.


Now key to our approach is to really use our IT service management methodologies and our strong capabilities around mission-critical and high availability service, and complement that with tools like OpenView. Now in many ways, this isn’t any different than what we’re doing inside the company. HP has completed the largest merger in high-tech history, and we successfully merged the IT environments of these two companies using the same approach.

THE IMPORTANCE OF HIGH AVAILABILITY
MIKE RIGODANZO:
Most of the business processes in an adaptive enterprise need high availability at the core. You really can’t have an adaptive enterprise if the business processes aren’t highly available. And those business processes could be supply chain, they could be Web ordering, it could be the messaging backbone, but they have to be readily available. This is an area of strength for HP, we know how to do this. But what we see in our customer’s environment is more real time access to the IT infrastructure, as well as a lot more change. So the high availability needs are increasing.

GARTNER HIGH AVAILABILITY MAGIC QUADRANT

ERIC ROCCO:
 The Gartner server vendors high availability services magic quadrant is really a tool that users can use to help them address a lot of the issues they’re having around high availability. It really positions vendors in a way that allows them to figure out who’s out there, who’s good at what and really what the best alternatives are. 


This year, when we were doing our research, we did it in a combination of looking at – under the – really under the hood for each of the vendors to find out exactly what’s driving them, what kinds of offerings they have, what kinds of capabilities they have. 


And also, we used customer references to verify and really enhance a lot of our findings and fine tune and really put into perspective where those vendors are. 


Those vendors who tend to be in the leadership quadrant are those that do very well on both axes of the quadrant. So, for example, the ability to execute is one of the axes that vendors are measured against. And that would include things like the ability to have global onsite capability, the ability to execute around SLAs and restoration time, and the ability to really make a presence with their account management. 


The strategic vision axis really helps the user look at those vendors that do very well around their overall strategic plan, their overall offerings, and portfolio elements around high availability services as well their escalation process. 


So, being in the leadership quadrant really shows excellence in those areas and really helps companies position the folks that they think are above the rest in the overall ability to execute and vision for magic quadrant participants. 

THE HP APPROACH

MIKE RIGODANZO: Well our approach is proactive and it’s value based. And by proactive, we mean working with the customer to address any sources of disruption before they happen, and we think that’s key to achieving both service excellence as well as operational efficiency. By value based, we mean working with the customers to design a customized support plan for them that aligns with their business priorities, and then being able to measure the value we deliver in terms that aligns with the customer’s business priorities.

HIGH AVAILABILITY MAGIC QUADRANT:

HP TAKES TOP SPOT

ERIC ROCCO: 
HP is in the leadership quadrant above all the other vendors in the leadership quadrant for a number of reasons. We actually looked at a number of factors around evaluating HP – not only our own internal primary research but also certainly the customer references. And a number of themes arose. 


First of all, HP’s vision and strategy is very, very clear – perhaps best among all the vendors in that it shows a level of investment and a level of dedication to high availability services and high availability in general. It does a real good job of tying back not only ROI, but certainly tying into its new strategy corporate way, which is the adaptive enterprise. 


It takes high availability to that next level and treats it more – less of a reactive scenario and more of a proactive scenario in which customers can find real dedicated value into putting their dollars into investment with HP high availability products and services. 


The other big thing that HP scored very well in terms of vision was its overall portfolio of services – everything from consulting, through outsourcing, through disaster recovery, and of course, proactive and a reactive support services. HP showed one of the fullest portfolio offerings in the industry and gets very high marks in that space. 


And perhaps the third real strength in this area is around the escalation and tools area. HP shows a real strong dedication to escalations of problem management. And part of that is identified in its overall high availability observatory which is a set of processes and tools that really helps customers understand what it’s going to get and takes care of customers in a way that I think other vendors really can’t match. 


So, ultimately, HP scores very well in those areas and deserves to be among – and above – all the leaders in the high availability quadrant. 

ABILIT TO EXECUTE: HP STRENGTHS

ERIC ROCCO: 
In the ability to execute portion of the magic quadrant, we looked at a number of factors around how vendors do very well. Now, HP is a very strong vendor in the ability to execute on a number of levels. 


First of all, HP is the strongest player, we believe, in the area of open systems mission critical service and support. And to that end, it actually demonstrates that strength in a number of ways. 


One of the ways is certainly its global onsite footprint. It has one of the most extensive and consistent set of onsite capabilities – not only reactive and proactive technical and technician skills, but certainly those that actually are account management and account focus representatives that really do a good job at managing accounts that are deemed mission critical and deemed strategic to HP. 


The other area where HP does very well around execution is in its management and use of alliances and partnerships across the board to help its customers get the best of everything – meaning that it allies itself with leading software and hardware vendors and other service providers to really get the multi-vendor aspect of high availability covered in a way that other vendors really haven’t matched. So, we think the partnership and alliance strategy for HP is very, very strong.  


And lastly, HP is one of the few – if not the only vendors – to offer a real stringent and guaranteed non-customized set of restoration guarantees to its end users – meaning that they can get guaranteed restored hardware and software time across the board without having to do a customized agreement. 


So, for all those reasons, we believe HP is very strong in the ability to execute and should do very well in the future as we look at this magic quadrant. 

UNIQUE CAPABILITIES OF HP
MIKE RIGODANZO: HP has unique capabilities in a number of areas: in our people, in our technologies and in our processes. One of the things we provide our customers is a seamless, integrated account team. This team is comprised of high availability experts, some work on-site with the customer, some are remote in our response centers. And this seamless team works with the customer to develop a support plan that meets the business objectives and the critical high availability needs of the customer. The team’s success is measured on our ability to deliver those service levels, and the process includes an ongoing review to make sure the customer’s business needs are being met. 


Our IT professionals are certified and trained in industry recognized IT service management methods based on ITIL. We find many of our customers are adopting these same methods, so it gives us a great way to work with the customer to ensure that their high availability objectives are being met.

MIKE RIGODANZO: Another key area of strength for us in our industry-leading, proactive technologies. We have technologies that span the entire IT environment and can monitor the health of our customers’ IT. It also links back into our own Web and call center based services as well. We’re using OpenView based technology that we call the high availability observatory. This allows us to monitor the customer’s environment and prevent problems before they occur. And our own data across all of our mission-critical customers suggests that 20 to 30 percent of all problems can be prevented and avoided, which really helps improve availability.


Furthermore, if we do have a problem and we need to react very quickly, we have a head start because we understand what changes have occurred in the customer’s environment. So this combination of proactive and fast reactive allows us to really minimize downtime. And across all of our mission-critical customers, our customers experience only about three hours of downtime per year, which we know is far better than the industry average in this space. So we think our technology really allows us to improve the service we provide to customers.

MIKE RIGODANZO: Well another very important capability for us is that we can provide a consistent level of services across our customer’s IT environment. So we recognize that our customers use multiple technologies in their environment, and that they’d like to be able to assure availability up through the application level. So that really means that all the pieces need to work together.


We’ve designed our portfolio to offer consistent service levels and capabilities across Unix, Linux, Windows, and Non-stop. And then we measure our ability to do that in business terms that are relevant to our customers. So we measure service levels, we measure cost of downtime, operational efficiency, as well as the customer’s ability to add capacity to their IT if that’s important. So in summary, HP has unique capabilities in the areas of our people, our technology, as well as our approach that spans the customer’s IT environment.

AN EVEN STRONGER FUTURE

MIKE RIGODANZO: We’re committed to continuing our leadership position and high availability. One of the ways we’ll do that is by pushing into the application and business process space by working with our open systems partners like Microsoft and SAP. We’ll do that so that our customers really get the maximum value in terms of increased service level as well as decreased cost of ownership. We really feel strongly that it’s all about driving business value. And to that end, we’ll continue to work with our customers to improve their IT performance over time, and we’ll ensure that we can measure that improvement in ways that translate into the customer’s bottom line and maximize their return on IT. We think that’s what’s key to achieving the adaptive enterprise vision.
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