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Background of the research

Background of the research

e In today’s digital age where “applications are the business,” establishing agile, resilient, and cost-effective IT operations has become
critical for enterprises, as they look to build and push new products to the market faster than competition. The need for “business-aligned”
IT operations has translated into mainstream adoption of next-generation IT infrastructure concepts such as cloud, converged
infrastructure, and operational analytics

¢ However, most enterprises continue to struggle to reap benefits that are commensurate with the extent of their investments. One of the
key reasons that enterprises fail to realize the desired benefits is the lack of a “coherent and business context-centered” IT operations
automation (ITOA) strategy. In order to obtain “true business benefits”, enterprises need to adopt an automation strategy that:
— Offers high agility and resilience to support dynamic business requirements (i.e., self-learning / conscious IT infrastructure)
— Takes a pragmatic adoption approach, supported by a clear decision framework (where to and where not to adopt)
— Gives due consideration to existing process maturity levels, rather than driving a “big-T” transformation without proper evaluation of the

criticality of underlying applications/businesses

— Has a robust product strategy at its heart — a technology-agnostic platform that alleviates vendor lock-in concerns

e In this research, we present the assessment and detailed profiles of eight Independent Software Vendors (ISVs) featured on the PEAK
Matrix for products: IT operations automation software. Each ISV profile gives a comprehensive picture of their IT operations automation
products’ vision, company performance & nature of operations, and product functionality

e The assessment is based on Everest Group’s annual Request for Information (RFI) process conducted in Q4 2016 and Q1 2017,
interactions with leading IT operations automation software vendors, and an analysis of the broader IT operations automation market

Scope of this report

e Product: IT operations automation software

e Geography: Global

e Product vendors: Eight leading IT operations automation ISVs

This report includes the profiles of the following eight ISVs on the PEAK Matrix for IT operations automation software:
e Leaders: Arago, IPsoft

e Major Contenders: Automic, Ayehu, Cortex, HPE, and Thoughtonomy

e Aspirants: Softomotive
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R
Our research methodology is based on four pillars of strength
to produce actionable and insightful research for the industry

e Market thought leadership

e Actionable and insightful research
e Syndicated and custom research deliverables

c Robust definitions and e Primary sources of e Diverse set of market e Fact-based research
framework information touchpoints (Data-driven analysis with
(PEAK Matrix, market (Annual contractual and (Ongoing interactions with expert perspectives, trend-
maturity, and technology operational RFls, service key stakeholders, input from analysis across market
adoption/investment) provider briefings, and a mix of perspectives and adoption, contracting, and

market feedback) interests, as well as support service providers)
data analysis and thought
leadership)

Services Problem
Industry
Issue Issue Issue
T

Data Gathering and Analysis

|

Conclusions and Recommendations

Hypothesis |+
H

Annual RFI process and interaction with leading IT infrastructure/cloud service providers
Dedicated team for IT infrastructure/cloud services adoption trends

Over 25 years of experience in advising clients on global services decisions
Executive-level relationships with buyers, service providers, technology providers, and industry associations
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Everest Group’s IT operations automation research is based
on three key sources of proprietary information

e Demonstrations and interactions with technology vendors

— Vision and strategy for IT operations automation

— Annual performance and future outlook

— Key strengths and improvement areas

— Emerging areas of investment (e.g., focus on artificial intelligence (Al) and cognitive
solutions)

— Detailed demos and interviews with ITOA technology vendors for a comprehensive
view of solutions

— Executive-level discussions with technology vendors that cover the current state of
market, opportunities and challenges, and key trends

e Ongoing buyer surveys and interactions

— Drivers and challenges for adopting IT operations automation

— Assessment of ISV performance

— Emerging priorities

— Lessons learnt and best practices

— Executive-level discussions with industry enablers / specialist technology integrators /
IT service providers to get the buyer perspective and also reaffirm the findings from
other sources

e Proprietary database of ITOA technology vendors
— Company performance
— Key features/capabilities of the automation software
— Value delivered
— Portfolio mix
— Commercials
— Implementation & support
— Automation creation and management features
— Buyer coverage in terms of industry, geography, and buyer size

ISVs assessed

@ arago

>] |

2 )
(@ cortex  Cayehu
—1
Automic Hewlett Packard
Enterprise
Sisee
thoughtonomy™ o ftamative

yvour virtual workforce

Confidentiality: Everest Group takes its confidentiality pledge very seriously. Any information that is contract-specific will be presented back to the industry only in an

/aerest Group

aggregated fashion
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This report focuses on IT operations automation products and
offers insights into prominent ISVs operating in this space

NOT EXHAUSTIVE

Automation within IT operations management

e Automation within IT operations management (e.g., servers, storage, network, OS/virtualization, database, and middleware)

e Examples of tasks automated: Hardware or service provisioning, capacity management, performance monitoring, incident management,
change management, scheduling self-healing, maintenance, compliance, and prevention

e Transformation and modernization — using performance data to identify areas for improvement and modernization of IT operations

Third party automation / analytics product providers
(illustrative examples)

() e O ayehu cal rece. B N0oss

Service providers (illustrative examples)

PN . ,
‘0) cortex >] | o TATA CONSULTANCY SERVICES witRo
e Offer IT infrastructure services automation products e Design, implementation, and management services
— Sold either directly to clients or through channel for IT infrastructure services automation
partners (e.g. IT service providers) — Offered within managed services or as a stand-
— Can also offer managed services in addition to alone “automation as a service”
products (e.g. IPsoft) — Cover third-party products and / or in-house IP

Focus of this report (Assessment of ISVs for IT operations
automation focused on the product capabilities)
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Automation is amongst the top priorities for enterprises as
they...

Enterprise technology priorities Enterprises value the ability of software vendors

Near term

Mobile application for
consumer engagement @

EVEREST GROUP INTERACTION WITH ENTERPRISES

@ Data security

- . ~
/@ Automation
~ -

~

Content management
and mining e

@ Cloud-based hosting and deployment
Natural language L
processing engines @ Distributed ledgers
@ Application modernization

High

@ Predictive analytics

Moderate
Additional investments
@ Package implementation

Connected devices @ @ Cognitive computing

Social media marketing ~ Virtual reality @
Timing of impact

@ Edge computing

Long term

More than XX% of enterprises are actively pursuing / planning to adopt automation within their IT operations

Next horizon for IT operations automation IT operations automation
- High - Medium Low

Maturity & enterprise adoption:

Sl O T e e Key enterprise expectations- IT operations automation

Theme Relevance Details

Current level of maturity q v
+ Outcome-oriented P== °

approach

Scripting and Run Book Autonomics /s .
Automation (RBA) neural automat Cognitive |

Theme B ——— °

. Highly mature concept, well-
entrenched within enterprise IT
infrastructure operations for many
years

. Has been leveraged as a key cost-

. Maturing concept with industry-
standard tools witnessing
increasing traction/mindshare

. Adoption expected to spike over the
coming years, with a substantial

: .

| 3 . Represents the next horizon, offering the

! i potential to spawn new businessesforiP- . ToToTTToos L

! h

' | owners and enterprises |= .

i e Cognitive computing is being experimented with Theme C

| ! for replacing FTEs with “virtual agents/bots” in
reduction lever by enterprisesand IT | number of use cases and success ' the service desk space |
service providers for managing ! stories coming to the fore e Focus within broader IT infrastructure is on J °
standardized environments e Upfront investments and time for | leveraging & centrally analyzing structured and Theme D L’

. Low upfront investments and well- i integration (typically three to six | unstructured data generated by various assets
established use cases | months for a standard enterprise s Cognitive computing and autonomics will

. urrently, several technology vendors | setup) offset by unlocking of significant ' eventually combine to offer autonomous, v
C th | technoll d | t ffset by unlock f ficant tuall bine to off: t

are innovating around scripting and ' business value in the mid- / long-term ' real-time delivery of services to businesses Theme E |L. °
o deliver automation an I y collapsing the gap between end-users

RBA to dell t ti d | b Il th bet d

orchestration services ! | and IT (a truly “conscious IT infrastructure”)

! 1
! 1

Source: Everest Group (2017)
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This IT operations automation compendium report has 8 IT
software vendor profiles, focusing on their IT operations
automation products, capabilities and features

Company vision & strategy

XYZ positions itself as” company enabling enterprises’ automation strategy. Automation is a key use case for its Al solution, and is leveraged as the initial step to roll out Al
to other spaces. XYZ aims to differentiate itself by delivering high levels of autonomy across all business layers through individual, dynamic, and intelligent processes for
delivering IT operations and business process automation. XYZ focuses on providing Al-enabled automation to deliver high automation rates, and speed of execution,
through knowledge retention and reuse
Strengths Areas of improvement
e Strong automation capabilities across the L2 and L3 layer in areas such as e Needs to further shift from an engineering-driven mindset to a business-driven

capacity management and problem management automation approach (articulate value proportion aligned to “business needs”)
e Flexible commercial models aligned to enterprise requirements e Needs to focus on improving its marketing capabilities, which has been a key
e Minimal manual intervention required to build workflows as the solution does it deterrent for enterprise adoption of its Al solution

autonomously based on the knowledge items created by humans e Needs to address client apprehensions in certain cases around autonomous
e Ability to modify resolution based on system changes resolution leading to lack of accountability within the automation process
Process coverage (mix of use cases deployed) Automation type (mix of use cases deployed)

M High (>30%) " Medium (15-30%) M Low (<15%) W High (>50%) [ Medium (15-50%) W Low (<15%)

Incident management @@  Request fulfillment Human in the loop End-to-end functional automation [l
Change management Others [ Others (e.g. escalation automation) B

Overview of capabilities and features — XYZ
Capability/features

Feature set XYZ’s Al solution optimizes the resolution path and incorporates a range of features such as proactive recommendations, audit, risk

mitigation, and management features, ontology-based machine reasoning, knowledge graph traversal, and knowledge aggregation,
curation, and representation

Deployment options Can be deployed in relevant formats — client-hosted, hosting by XYZ, and hosting by third parties

Creation and modification Provides option of automation creation through coding of knowledge items and allows the clients’ internal teams to manage and create
fresh automation cases independently; modifies the resolution path accordingly based on changes

Support Provides consulting and training services through its internal staff as well as through partners/resellers

Commercials Offers flexible commercial models based on client requirements, primarily leveraging “as-a-service” constructs

Source: Everest Group (2017)
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Cloud and Infrastructure Services research calendar

Il Published B Current

Topic Release date

Infrastructure Services — Annual Report 2016
Private Cloud Enablement Services — PEAK Matrix™ Assessment and Profiles Compendium

Hosted Private Cloud Services — PEAK Matrix™ Assessment and Profiles Compendium

Upcoming Contract Renewals — Infrastructure Services: “Over 40% Incumbents Replaced Annually; Providers Beware!”

IT Infrastructure Automation — Market Update and PEAK Matrix Assessment for Solutions (Focus on IT service providers)

IT Operations Automation — Market Update and PEAK Matrix Assessment for Products (Focus on ISVs)

Workplace Services — Market Trends, PEAK Matrix™ Assessment & Profiles Compendium ... Q3 2017
Enterprise Cloud Services — Annual Report 2017 Q3 2017
Infrastructure Services — Annual Report 2017 Q3 2017
IT Security Services — Market Trends, PEAK Matrix™ Assessment & Profiles Compendium Q32017
0T Services — PEAK Matrix™ Assessment & Profiles Compendium Q3 2017
Hybrid Cloud Enablement Services — Market Trends and PEAK Matrix™ Assessment & Profiles Compendium Q4 2017
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Additional research recommendations

The following documents are recommended for additional insight into the topic covered in this research. These documents either
provide additional details on the topic, or complementary content that may be of interest

1. Enterprise Pulse Study 2016 — “Customer (Dis)Satisfaction: Why Are Enterprises Unhappy With Their Service Providers”
(EGR-2017-4-R-2077); 2017. Despite large scale investments by service providers, customers are largely dissatisfied. This report
presents insights into the unstated expectations in an engagement and reviews the enterprises’ current satisfaction level with their
service providers. The report also details the technology investment priorities of enterprises and opportunity areas for service providers.
The objective of the report is to aid service providers strategize their engagement approach and prioritize investments to meet mounting
customer expectations

2. IT Infrastructure Services Automation - Codified Consciousness is the Future (EGR-2016-4-R-1885); 2016. The lack of a “coherent
and business context-centered” IT infrastructure service automation strategy is one of the key reasons that enterprises fail to realize
desired benefits from IT infrastructure investments. This market report investigates this trend and provides an in-depth analysis of the IT
infrastructure services automation market. The research covers the current state of the market, enterprise adoption drivers, challenges,
best practices, imperatives for IT service providers, technology provider landscape, and outlook for 2016-2017

For more information on this and other research published by Everest Group, please contact us:

Chirajeet Sengupta, Partner: chirajeet.sengupta@everestgrp.com
Yugal Joshi, Practice Director: yugal.joshi@everestgrp.com
Ashwin Venkatesan, Practice Director: ashwin.venkatesan@everestgrp.com
Bharath Reddy, Senior Analyst bharath.reddy@everestgrp.com
Mukesh Ranjan, Senior Analyst mukesh.ranjan@everestgrp.com

ITS research: ITSresearch@everestgrp.com

Website: www.everestgrp.com | Phone: +1-214-451-3000 | Email: info@everestgrp.com
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Everest Group

From insight to action.

About Everest Group

Everest Group is a consulting and research firm focused on strategic IT, business
services, and sourcing. We are trusted advisors to senior executives of leading
enterprises, providers, and investors. Our firm helps clients improve operational
and financial performance through a hands-on process that supports them in
making well-informed decisions that deliver high-impact results and achieve
sustained value. Our insight and guidance empowers clients to improve
organizational efficiency, effectiveness, agility, and responsiveness. What sets
Everest Group apatrt is the integration of deep sourcing knowledge, problem-
solving skills and original research. Details and in-depth content are available at

www.everestgrp.com.

Dallas (Headquarters)
info@everestgrp.com
+1-214-451-3000

Bangalore
india@everestgrp.com
+91-804-276-4533

Delhi
india@everestgrp.com
+91-124-496-1000

London
unitedkingdom@everestgrp.com
+44-207-129-1318

New York
info@everestgrp.com
+1-646-805-4000

Toronto
canada@everestgrp.com
+1-647-557-3475

Stay connected

Website

WWW.everestgrp.com

Social Media
@EverestGroup

m @Everest Group

Blog Sherpas In Blue Shirts

www.sherpasinblueshirts.com



http://www.everestgrp.com/
mailto:info@everestgrp.com
mailto:info@everestgrp.com
mailto:canada@everestgrp.com
mailto:unitedkingdom@everestgrp.com
mailto:india@everestgrp.com
mailto:india@everestgrp.com
mailto:india@everestgrp.com
mailto:unitedkingdom@everestgrp.com
mailto:info@everestgrp.com
mailto:india@everestgrp.com
mailto:canada@everestgrp.com
https://twitter.com/EverestGroup
https://www.linkedin.com/company/everest-group
http://www.everestgrp.com/
http://www.sherpasinblueshirts.com/

