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Overview

Few organizations collect and maintain the detailed
metrics they need to compare new software applications
and business processes with existing IT or business
solutions. Typically, an organization would implement a
Business Service Monitoring (BSM) solution to gather the
required data necessary for comparison; however, many
of the benefits gained from implementing a BSM

solution may be difficult to quantify. Justification for a
BSM solution can be described with guidelines about the
savings and benefits provided by implementing a fully
functional solution from a provider like Reveille
Software.

Simply put, return on investment (ROI) can be
calculated by comparing the investment for Reveille
Software licenses and startup costs to the savings
gained by using Reveille relative to your current BSM
system. This document provides a summary of
considerations that can be used to calculate ROI for a
Reveille Software solution.

Reveille Software Benefits

Investment

The investment required to implement Reveille typically
includes the following items. Not all are required; but
should be considered in the implementation plan.

e  Cost of software licenses and support

e  Cost of hardware

e  Analysis of application data and work flow
e  Design and configuration

e Installation and implementation

e Validation and documentation

e  Training

e Enduser transition

Return on Investment

The ROI for Reveille is enabled by the ability to
proactively monitor, diagnose and repair line -of-business
applications and process failures before end -users (e.qg.
customers and employees) are impacted. With proper
configuration, a Reveille monitor detects and highlights
negative symptoms from the end -users perspective. This
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Reveille simulates the customer/ end -user

experience, not just the

hardware/software up -time.

e Reveille confirms that the application components
and business process uptime to both business and
IT/technical staff via a notification chain that

to start troubleshooting and possibly fixing the problem
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Reveille also helps minimize time to resolution by
raising service level awareness with business friendly
graphical executive dashboards and identifying the fault
domain for application support teams.

reduces oOapplication babysittingo.
e Reveille reduces ochasingo olal[egtg%%\/mg%d reduces

finger-pointing between line of business owners, IT
and vendors.

e Reveille provides rapid time to value and
implements in weeks versus many months for
traditional low level agent methods.

o Reveille enables centralized support structure
leveraging existing notification processes.
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Reveille provides direct savings in the following areas:

e Reduced number of trouble tickets . As direct
operations cost per ticket is increasing, Reveille can
help reduce duplicated and redundant tickets by
allowing support teams to reach root cause quicker.



e Reduced time in reacting to problems . Reveille
decreases staff labor time tracking down an outage

thereby reducing time on bridge/conference calls.

e Reduced problem analysis time
application impact from the top down versus a silo
bottom up approach Reveille will reduce the time it

. By understanding

takes an analyst to troubleshot issues and reduce
time to resolution.
e Reduced application babysitting Reveil
to automate check points eliminates network
operations staff labor time to manually maintain
application checklists.

e Reduced support requirement for 7X24X365
availability.
labor time and cost for off hours coverage by

Reveille reduces or eliminates staff

recognizing issues in the network and restarting
application systems without intervention.

Secondary Savings

In addition to the direct savings in monitoring,
diagnosing and repairing issues with your application
systems, Reveille monitoring provides significant
secondary benefits that increase your ROI:

e Reduces or eliminates business analyst time.
Reveille can automate the manual process to
source, pull, and prepare application service level
information providing reports in real time or by
scheduled report delivery via email.

e Reduces production support impact on new
projects and deliverables . Reveille benefits IT by

eliminating delays or lost time on new projects by

showing the impact of new applications in real -

time.
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e Reduces SLA penalties. Reveille, by automating
SLA reporting, can minimize or eliminate contract
penalties and increased charge backs that can
plague manually generated reporting.

e Provides reference baseline information o}
Reveille provides objective understanding of
application changes and impact to users when
implementing new or updated applications, reduced
time in raising bugs and closing issues

ability

Organization Benefits

Implementing Reveille throughout your organization can

improve the flow information across departmental

boundaries by providing transparency between IT and

Business. Additionally, Reveille can provide the

following benefits for your customers:

e  Better communication and collaboration among
departments

e Consistent information for customers, reducing
operational issues and requirements for customer
support

e  Opportunities to deliver more efficient applications
to customers and partners

e Enhanced opportunities for innovation and new
information

Localized Operations Savings

A simple example illustrates the potential savings
provided by Reveille monitoring. This example uses a
recent major retail applications outage at a prominent
wireless telecommunication company. The outage was
discovered by Reveille twenty -four (24) hours before the
first user tickets were opened at the National

Operations Center.



When Reveille threshold alarms are tied to automatic
notifications, the outage may have been limited to a
minor impairment instead of the resulting 14 hour
outage that had dozens of application support teams
reacting in the middle of a business weekday.
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The following is an example of the hard and soft costs NS | C") l] A @ S l:l 2 I
associated with this outage. This representative
example shows the dramatic cost of downtime for
customer facing applications. Reveille monitoring Vice President Telecommunications IT
provides a business view of application service levels in T-Mobile
business ter ms. I n addition, Reveill eds automated
reporting delivers a level of transparency without
additional labor costs.
Figure 1A ROI spreadsheet
Reveille Software ROl Example for Retail Store Applications
Category Cost/Number Line #
Annual Revenue of your Company 22,000,000,000.00 1
Number of Employees: # 36,000 2
Calculate Average Revenue per Employee: ( Line 1)/(Line 2) 611,111.11 3
Determine Total Hours per year, per Employee: (e.g. 40 hours x 50 weel
2,000 hours) 2,080 4
Avg. Revenue per Employee/hour: (Line 3)/(Line4) 293.80 5
System Restoration Cost
Total Labor Hours required to replace lost data and restore system 260 6
Per hour cost of Restoration Services: 65.00 7
Cost of Labor to restore system: (Line 6)x(Line 7) 16,900.00 8
Lost Employee Productivity Cost
Total Hours the system is down or impaired: # 14 9
% of employees (excluding systems staff) that are unproductive during
downtime 5% 10
Cost of Employee Downtime: [(Line 2) x (Line 5)] x (Line 9) x (Line 10)% 7,403,846.15 11
Lost Sales Opportunity Cost
Number of Sales per year # 580,000,000 12
Estimated number of sales lost due to outage: # 13,200 13
Sales Opportunity Loss:
[(Line 1) / (Line 12)] x (Line 13) 500,689.66 14
Lost Customer and Damaged Reputation Cost
Total number of customers last year: 455,537,500 15
Avg. Revenue per customer: (Line 1)/(Linel5) 48.29 16
Number of customers lost due to system failure: # 11,600 17
Customer and Reputation Cost: (Line 16) x (Linel7) 560,217.33 18
Total Cost of Network Downtime: (Line 8) + (Line 14) + (Line 18) 1,077,806.98 19
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The graph below shows that as the number of stores However, with the introduction Reveille EPM for

increases, the Mean Time to Resolution (MTTR) of an proactive monitoring of store systems, MTTR

application issue increases rapidly without proactive decreased as more retail locations were included

monitoring due to several factors: due to:

e  Problem reporting is user driven; therefore, a time e |IT has immediate visibility to application issues
gap exist between user impact and IT awareness prior to end -user impact

e  Lack of visibility to the end -user issue leads to e  Electronic natifications, tailored to IT staff,
finger pointing, fire fighting and time to perform diminish finger pointing, fire fighting and manual
situational analysis problem analysis

e |T cannot physically scale to meet the demands of
potentially thousands of retail locations

Graph 1A Mean Time to Resolution

Mean Time to Resolution (MTTR)

— With Reveile EPM
— Without Monitoring

MTTR (Minutes)

Retail Locations (000's)
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About Reveille
Reveille SoftwareE is the provider of the most widely used

experience and performance management (EPM) solution for
enterprise content management (ECM) applications. Used by
hundreds of companies, including GSK, T-Mobile and Chase,
Reveille EPM helps companies ensure businesgritical appli-
cations perform at peak efficiency and availability f without
application babysitting. Reveille EPM proactively monitors
user experience, application processes and business metrics
to diagnose and repair failures before end -users

experience delay. For more information, visit
www.ReveilleSoftware.com.

3820 Mansell Road, Suite F20
Alpharetta, GA 30022

t. +1 877.897.2579

f. +1 770.642.2726
reveille.sales@reveillesoftware.com
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