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Executive Summary

Aberdeen Group surveyed 235 organizations in October 2007 to identify
challenges and best practices around optimizing Wide Area Networks
(WAN) for acceleration of enterprise applications. This report is a roadmap
for organizations that desire to achieve those goals through Best-in-Class
use of technology solutions for WAN optimization and application
acceleration.

Best-in-Class Performance

Aberdeen used three key performance criteria to distinguish Best-in-Class
companies: improvement in bandwidth utilization, improvement in response
times for business critical applications, and decrease in WAN latency. Best-
in-Class organizations reported:

e | 158% average improvement in response times for business critical
applications

e 87% average improvement in bandwidth utilization

o |00% decreased WAN latency

Competitive Maturity Assessment

Survey results show that the firms enjoying Best-in-Class performance
shared several common characteristics:

e The Best-in-Class are two-times more likely to have policies for
prioritization of WAN traffic in place in comparison to Laggards

e The Best-in-Class are two-times more likely to have capabilities to
centrally manage WAN optimization appliances in comparison to
Laggards

e The Best-in-Class are 2.5-times more likely to use application
specific compression tools in comparison to Laggards

Required Actions

In addition to the specific recommendations in Chapter Three of this
report, to achieve Best-in-Class performance, companies must:

e Develop capabilities for monitoring and analyzing performance of
applications that are running on their WANs

e Use historical data to plan changes in bandwidth capacity
e Deploy technology solutions for shaping WAN traffic

e Develop controls to limit the use of bandwidth for applications

Send to a Friend AN

Research Benchmark

Aberdeen’s Research
Benchmarks provide an in-
depth and comprehensive look
into process, procedure,
methodologies, and
technologies with best practice
identification and actionable
recommendations

“Ongoing network
management requires process,
knowledge, and experience.
Just like in gastronomy, you
need excellent raw material,
tools, and skill sets to not only
create excellent meals but to
obtain optimal repetitive results
on an ongoing basis.”

~ CEO, Consulting Company
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Chapter One:
Benchmarking the Best-in-Class

Business Context

—
In August of 2007 Aberdeen surveyed more than 430 organizations, and S

93% indicated that they need more visibility and control over the v 93% of organizations
performance of their networks. As organizations are leveraging bandwidth- Lepzrtild rl]ncreas.es in
intense applications, finding the balance between maximizing network and andwidth capacity

application performance and optimizing costs to operate and manage the V' 18% of all organizations
network is becoming increasingly important. that increased their
bandwidth capacity
P ... d
Pressures Driving Resources on Optimizing WAN for :;';?;Zmaennt -
APP’iCdﬁon Acce’erdtion app”cation response
Figure | shows that organizations are driven to invest resources in times by 50% or more

optimizing their WANs predominantly due to the need to accelerate key
business processes. In addition, Aberdeen's research shows that the need to
provide timely and continuous customer service and optimization of
networking costs are the key pressures for more than half the organizations
surveyed. It is noticeable that the majority of organizations are trying to find
the right balance between improving application performance to streamline
business processes and keeping networking costs under control.

Figure |: Top Pressures Driving Organizations to Focus Resources
on WAN Optimization for Application Acceleration

Need to accelerate business
processes

72%

|

Need for better customer senice 63%

52%

Escalation of networking cost

Globalization of value chain 32%

Low enterprise productivity 28%

|

Source: Aberdeen Group, October 2007

In general, organizations are increasing the number of remote locations and
individual remote users while centralizing data repositories and enterprise
applications. Forty-five percent (45%)of respondents in Aberdeen's survey
have 20 or more remote network locations and 49% have 100 or more

© 2007 Aberdeen Group. Telephone: 617 723 7890
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individual remote employees. That highlights that enabling seamless, timely
access to applications and data repositories for any of the organization's
employees accessing corporate data over their WAN is rapidly becoming a
major item on their IT departments' agenda.

The Maturity Class Framework

Aberdeen used three key performance criteria to distinguish the Best-in-
Class from Industry Average and Laggard organizations. These Key
Performance Indicators (KPIs) are: improvement in bandwidth utilization,
improvement in response times for business critical applications, and
decrease in WAN latency.

Table I: Companies with Top Performance Earn Best-in-Class

Status

Definition of
Maturity Class

Best-in-Class:
Top 20% of
aggregate
performance scorers

Mean Class Performance

= 87% average improvement in bandwidth utilization

= | 158% average improvement in response times for
business critical applications

= |00% decreased WAN latency

Industry Average:
Middle 50% of
aggregate
performance scorers

= 40% average improvement in bandwidth utilization

= 99% average improvement in response times for
business critical applications

= 41% decreased WAN latency

Laggard:
Bottom 30% of
aggregate
performance scorers

= | 6% average improvement in bandwidth utilization

= |0% average improvement in response times for
business critical applications

= 0% decreased WAN latency

Source: Aberdeen Group, October 2007

The Best-in-Class PACE Model

Best-in-Class organizations are adopting strategies, developing internal
capabilities and leveraging technology to optimize their WANSs for
application acceleration, which has an impact on their performance
measured through three metrics listed in Table |. Aberdeen's research
shows that leveraging the enabling technologies listed in Table 2 directly
affect organization’s ability to improve application response times,

bandwidth utilization, and decrease WAN latency.
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Table 2: The Best-in-Class PACE Framework

Pressures Actions Capabilities Enablers
= Accelerate = Reduce network = Policies for prioritization of | * Application-specific compression tools
business processes | complexity network traffic = Auto troubleshooting of application response
= Enable global = Dedicated headcount for times
access to application performance = Byte caching
enterprise management

L = Object / file caching
applications = Capacity planning based on

. ; = Auto prioritization of business-critical
historic data

applications

* Centralized management of | . TP acceleration tools

WAN optimization
appliances

= Defined traffic thresholds
for optimal application
performance

= Intelligent traffic agents for assigning class-of-
service

= Auto alerts for issues with application
performance

Source: Aberdeen Group, October 2007

Best-in-Class Strategies

Aberdeen's research shows that the top strategic actions that Best-in-Class
organizations are taking to address the challenges of optimizing their
WAN!'s for optimal application performance are:

e Reduce network complexity (48%)
e Enable global access to enterprise applications (47%)
e Converge corporate applications (41%)

The fact that the majority of Best-in-Class organizations chose reducing
network complexity and converging corporate applications as the top
strategic actions in response to the need to streamline business processes
shows that these organizations realize how important effective network
management is in achieving operational efficiencies.

In addition to business pressures that organizations are addressing though
deployment of WAN optimization solutions, network managers need to
optimize their WAN:s for different infrastructure initiatives and new
technology rollouts (Figure 2). Enterprise-wide infrastructure projects such
as VolP and MPLS deployments, and consolidation of data centers and
branch offices are driving enterprises to develop capabilities for optimizing,
monitoring, and controlling their networks so that new technology rollouts
will not cause deterioration of network performance.

© 2007 Aberdeen Group. Telephone: 617 723 7890
www.aberdeen.com Fax: 617 723 7897
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Figure 2: Top Infrastructure Projects Impacting WAN

VolIP deployments 72%

|

Data Center consolidation 54%

Server virtualization 48%

MPLS transition _ 40%
Business continuity / disaster recovery 39
iniiatives _ :

Source: Aberdeen Group, October 2007

Is Adding More Bandwidth a Viable Solution for Dealing
With Network Complexity?

As new technologies and applications are being rolled out on their
networks, organizations are trying to ensure optimal performance of their
WANs predominantly by adding more bandwidth capacity. Figure 3 shows
that 93% of organizations increased their bandwidth capacity over the last
two years. However, only 52% of these organizations experienced an
improvement in application response times and only 18% improved
response times of business critical applications by 50% or more.
Additionally, only 36% of all organizations that increased their bandwidth
capacity reported decreases in WAN latency.

Figure 3: Changes in Bandwidth Capacity over the Last Two Years

93%

6%
1%

Increased Remained the same Decreased

Source: Aberdeen Group, October 2007
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Eighty-seven percent (87%) of organizations that participated in Aberdeen's
survey reported that managing their networks has become more complex
over the last two years. New technology rollouts, convergence of voice and
data networks, and multiple bandwidth-intensive applications that are
running on the same network are driving organizations to add more
bandwidth capacity to support the role of their networks in achieving
strategic organizational goals. In some cases, such as a significant increase in
the number of employees per location, or the creation of new data centers,
investments in additional bandwidth services are justified and required. But,
adding more bandwidth for the sole purpose of improving application and
overall WAN performance is not viable solution, as 48% of organizations
that increased their bandwidth capacity did not experience improvements in
application performance.

In addition, Aberdeen's research shows that rolling out new technologies
and applications doesn't necessarily lead to deterioration in network
performance. Seventy-three percent (73%) of Best-in-Class organizations
reported an increase in their ability to estimate the impact of new
technology rollouts on network performance as compared to 28% of all
others. This led to Best-in-Class organizations reporting an average of only
2% deterioration in network performance due to new technology rollouts
as compared to a 24% average deterioration rate for Laggard organizations.

Aberdeen Insights - Strategy

In Aberdeen's survey respondents were asked about level of importance of
20 different enterprise applications for their organization. Interestingly, 14
out of 20 applications listed were selected by at least 30% of respondents
as business critical. As organizations are converging voice and data
networks and are rolling out new applications on their existing networks,
thus, adding more bandwidth capacity might seam to be a logical solution.
However, only 18% of all organizations that increased their bandwidth
capacity experienced an improvement in application performance of 50% or
more. Part of the challenge for the majority of organizations is that they
see increasing bandwidth as one of the first steps in dealing with increasing
network capacity. Instead of starting by adding more bandwidth these
organizations first need to develop capabilities to achieve full visibility into
network performance and bandwidth consumption to identify potential
bottlenecks. This would allow them to make an educated decision about
technologies and services they need to invest in to optimize their network
for better application performance.

In the next chapter, we will see what the top performers are doing to
achieve these gains.

“I make sure that on a monthly
basis | am looking at the
trending of individual links;
utilization and availability. |
ensure that | am aware of new
applications that are being
planned for the network and
that testing has been done to
verify any impact that may
have.”

~ IT Manager, Professional
Services

© 2007 Aberdeen Group.
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Chapter Two:
Benchmarking Requirements for Success

The selection of WAN Optimization and application acceleration
technologies and their integration with business intelligence and business
process management systems plays a crucial role in the ability to turn these
strategies into profit.

Case Study - Utilities Company Prioritizing WAN Traffic

the country. The company bandwidth was exceeding its existing capacity,
causing low network speed. In response to this, the company decided to
use a software solution for filtering and prioritizing network traffic, giving
Internet use and large file transfers a lower priority than the rest of the
network traffic.

The company’s first step in the process was to create an in-house solution
that would capture User IDs and Terminal IDs for every bandwidth-
intensive application used on the network. Initial results showed that the
majority of bandwidth-intensive applications being used were for non-
productive work like streaming videos and music, and sending large files
during peak hours of network operation.

The next step was to deploy the software solution on their routers to
prioritize network traffic. As the software was deployed, the company
instituted a set of internal policies to define appropriate usage of network
bandwidth. These actions helped network managers to improve the
capacity of the existing network bandwidth, while improving the speed and
performance of their network without increasing the cost of bandwidth.

“The key issue with network performance is how to get a good handle on
what types of traffic you are experiencing when you are seeing higher
throughput rates, and educating users on flow of traffic through the
network,” said the IT Director of the utilities company.

Take the example of a utilities company in the U.S. that has 26 sites around

Competitive Assessment

The aggregated performance of surveyed companies determined whether
they ranked as Best-in-Class, Industry Average, or Laggard. In addition to
having common performance levels, each class also shared characteristics in
five key categories: (1) process (policies for prioritization of network
traffic; pre-defined traffic thresholds for optimal application performance);
(2) organization (dedicated headcount for application performance
management); (3) knowledge management (WAN capacity planning
based on historic data); (4) technology (the selection of appropriate tools
and the intelligent deployment of those tools); and (5) performance
management (the ability of the organization to measure the benefits of
technology deployment and use the results to improve key processes
further). These characteristics (identified in Table 3) serve as a guideline for
best practices, and correlate directly with Best-in-Class performance across
the key metrics.

Fast Facts

\/

Twice the number of
Best-in-Class
organizations decreased
bandwidth cost (as a
percentage of total IT
spend) compared to
Laggards

Three-times more Best-
in-Class organizations
decreased the
percentage of network
traffic occupied by non-
critical usage compared
to Laggards

Five-times more Best-in-
Class organizations
reported an
improvement in their
ability to prevent issues
with application
response times
compared to Laggards
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Best-in-Class ‘ Average ‘ Laggards ‘
Policies for prioritization of network traffic
73% | 59% | 35%
Process Defined traffic thresholds for optimal application
performance
41% 31% 19%
Dedicated headcount for application performance
Organization | management
35% | 23% | 5%
Centralized management of WAN optimization appliances
49% | 39% | 20%
Knowledge
Capacity planning based on historic data
52% | 44% | 38%
WAN optimization and application acceleration
technology currently in use
= 42% byte = 25% byte = 2% byte caching
caching caching = |4% auto
= 40% auto = 30% auto prioritization of
prioritization of prioritization of business-critical
business-critical business-critical applications
applications applications = |5% application-
= 40% application- | = 32% application- specific
specific specific compression
compression compression tools
tools tools = | 1% object / file
Technology | =34% object / file | = 24% object / file | caching
caching caching = 8% auto
= 32% auto = |3% auto troubleshooting
troubleshooting troubleshooting of application
of application of application response times
response times response times = 7% TCP
= 32% TCP =28% TCP acceleration
acceleration acceleration tools
tools tools = 5% intelligent
= 28% intelligent = 19% intelligent traffic agents for
traffic agents traffic agents assigning class-
for assigning for assigning of-service
class-of-service class-of-service
Application and response times measured in real-time, or
Performance | hear real-time:

65%

35%

22%

Source: Aberdeen Group, October 2007

Fast Facts

Aberdeen's research found no
correlation between company
size and type of the network
design with categorization into
Best-in-Class, Industry Average,
and Laggards. With that said, an
average distance between
network locations for Best-in-
Class organizations was 3,995
miles compared to 3,900 miles
for the average Laggard
organization. In addition to
that, the average Best-in-Class
organization in Aberdeen's
survey reported $1.9 billion in
annual revenues compared to
the average of $1.4 billion for
all others. Also, it is important
to highlight that 38% of Best-in-
Class organizations have annual
revenues of $100 million or
less and 28% of Laggard
organizations reported annual
revenues of $1 billion or more.
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Capabilities and Enablers

Based on the findings of the Competitive Framework and interviews with
end users, Aberdeen’s analysis of the Best-in-Class reveals that these
organizations have developed more robust internal capabilities and are
more likely to deploy technology solutions for WAN optimization and
application acceleration

Process

Table 3 shows that, compared to Laggards, Best-in-Class organizations are
two times more likely to have policies for prioritization of WAN traffic in
place. These policies include assigning a higher importance to applications
that are business critical and time sensitive. Having these policies in place
contributed to nearly three-times more Best-in-Class organizations
decreased the percentage of network traffic occupied by non-critical usage
compared to Laggards.

Table 3 also shows that Best-in-Class organizations are two-times more
likely to have defined traffic thresholds for optimal application performance
compared to Laggards. This enables the network managers of Best-in-Class
organizations to more quickly identify potential problems with application
performance. The result is that five-times more Best-in-Class organizations
reported an improvement in their ability to prevent issues with application
response times. It is important to highlight that even though 59% of Best-in-
Class organizations do not have defined traffic thresholds, 49% of these
organizations plan to develop it in near future (Figure 4). Organizations with
a documented plan to expedite defining these thresholds are moving in the
right direction by further expanding their capabilities around WAN
optimization.

Figure 4: Best-in-Class Plans for Developing New Capabilities

49% 49%

46%

Defined traffic thresholds Dedicated headcount for Centralized management
for optimal application application performance of WAN optimization
performance management appliances

B Currently use B Plan to implement

Source: Aberdeen Group, October 2007

© 2007 Aberdeen Group.

www.aberdeen.com

Telephone: 617 723 7890
Fax: 617 723 7897



;)azzin;izzing WAN for Application Acceleration Aberdeen G}ﬂoup

A Harte-Hanks Company

Organization

Best-in-Class organizations are seven-times more likely to have a dedicated
headcount for managing application performance compared to Laggards.
Having a dedicated staff for application performance management enables
these organizations to get a better understanding of challenges related to
application performance and, therefore, allows them to react faster and
resolve performance issues before they cause disruption to business
processes. Figure 4 shows that while 35% of Best-in-Class organizations
have already developed this capability, an additional 24% are implementing it
in the near future. Ensuring a dedicated headcount to manage application
performance resulted in Best-in-Class organizations reporting a 38%
decrease in Mean Time to Repair (MTTR) for application response times
compared to 7% decrease for all the others.

Knowledge Management

Best-in-Class organizations are two-times more likely to have capabilities for
centralized management of WAN optimization appliances compared to
Laggards. Having this capability in place not only allows network managers
to have better control of their networks, but also to be more productive
because it provides them visibility into WAN appliances across the network
through Web browser. Figure 4 also shows that the overwhelming majority
of Best-in-Class organizations that currently do not have this capability are
planning to implement it in near future. This contributed to Best-in-Class
organizations reporting an | 1% decrease in labor costs associated with
managing the network (as a percentage of total IT spend) compared to a 4%
increase for Laggard organizations. Also, it is important to highlight that
Best-in-Class organizations are 69% more likely to outsource optimization
of their WAN: s to a third party. That enables them to achieve operational
efficiencies while maintaining a high level of network performance.

Also, Best-in-Class are 37% more likely to plan their network capacity by
basing it on historic performance data. Monitoring, recoding, and analyzing
data around network performance enables network managers to make
better decisions about the solutions and services needed for optimal
network performance. Utilizing historical performance data when planning
their network capacity led to two-times more of the Best-in-Class
organizations reporting decreases in bandwidth cost (as a percentage of
total IT spend) compared to Laggards.

Technology

Table 3 shows that Best-in-Class organizations are choosing different
technologies to optimize their WANSs for better application performance. It
is important to highlight that none of the techniques for WAN optimization
and application acceleration are being deployed by more than 49% of Best-
in-Class organizations. However, Aberdeen's research shows that when it
comes to deployment of WAN optimization and application acceleration
solutions all Best-in-Class organizations have two common characteristics:
they are two to 2|-times more likely to have specific technology enablers in
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place compared to Laggards, and they were able to improve their
performance at significantly higher rates compared to the rest of the
market. Additionally, Aberdeen's research shows that 68% of Best-in-Class
organizations are internally managing their WAN optimization capabilities
while 32% are either outsourcing WAN optimization to a third party or
using on-demand solutions for WAN Optimization. These organizations are
realizing that the effectiveness of different products and strategies varies
based on the applications involved and internal capabilities they have in
place. Having this knowledge in advance allows these organizations to make
better and faster decisions around strategies and technology solutions
needed for WAN optimization and application acceleration.

Best-in-Class organizations are realizing that improvement in WAN
performance can not be achieved through deployment of a single technology
enabler, but instead through integration of several different capabilities that
allows organizations to monitor, optimize, and control their WAN traffic
for optimal application performance.

Monitor, Analyze, and Prevent

Figure 5 shows that Best-in-Class organizations are nearly two times more
likely to have tools for auto troubleshooting of application response times
compared to all others. In addition, Best-in-Class organizations are nearly
two times more likely to have auto alerts for application performance issues
compared to all others. Also, Best-in-Class organizations have automated
processes in place to identify, analyze, and resolve issues with application
performance in timely manner. This contributed to the fact that, on average,
Best-in-Class organizations experienced 47% decrease in end-user
complaints due to application response times compared to 12% decrease
for all others.

Figure 5: The Best-in-Class Monitor, Analyze, and Resolve Faster

49%

44%

Auto Tools to measure Auto alerts for ~ Auto performance
troubleshooting of performance issues with benchmarking
application compliance to application
response times SLAs performance

m Best in Class m All Others
Source: Aberdeen Group, October 2007
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Also, it is important to highlight that two times more Best-in-Class
organizations reported increases in customer satisfaction compared to all
others. The ability to identify and solve issues with application response
times before they impact end-users allowed these organizations to be more
responsive to customers' needs and improve efficiency of customer-facing
employees.

Optimize, Accelerate, and Control

Table 3 shows that Best-in-Class organizations have developed more robust
capabilities to optimize WAN traffic compared to all others. These tools
include different techniques for accelerating WAN traffic such as byte
caching, file caching, application-specific compression tools, and TCP
acceleration tools. In addition, these organizations are leveraging tools to
control WAN traffic such as techniques for auto prioritizing of WAN traffic
and assigning class-of-service. It is important to highlight that, on average,
Best-in-Class organizations were able to accelerate business critical
applications at | 15.8-times higher rate compared to the average Laggard
organization (I 158% improvement compared to 10% improvement). Even
though Best-in-Class organizations selected different WAN optimization and
application acceleration techniques to improve performance of their WAN:S,
they all share common gains from these deployments measured through
labor costs, bandwidth costs, business processes efficiencies, and customer
satisfaction.

Best-in-Class organizations are taking a lifecycle approach to deploying
technology solutions to improve performance of applications running on
their networks. This type of approach includes optimization, acceleration,
and control integrated with ongoing monitoring and analyzing enables Best-
in-Class organizations to achieve a superior performance when compared
against their peers.

Aberdeen Insights - Technology

Aberdeen's May, 2007 benchmark study Network Transformations: Managing
Transitions for Growth found that the top strategic action that Best-in-Class
organizations are taking around deployments of network optimization
solutions is justifying cost to Finance. However, the top strategic action for
Laggard organizations was development of detailed project plan.
Consequently, Best-in-Class organizations were able to develop more
robust capabilities to manage their networks and improve their
performance at significantly higher rate compared to Laggards. Network
and IT managers have a good understanding of the importance of improving
visibility into performance of their networks and the development of
capabilities to control and optimize their networks, but they need to be
able to prove to their finance departments and senior management the
impact that optimizing their WANSs could have to achieving the key
strategic and financial goals of the organization.
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Aberdeen Insights - Technology

The fact that Best-in-Class organizations are able to reduce labor costs,
costs of bandwidth services, improve customer satisfaction, and streamline
their key business processes should become a tool that network managers
and application performance managers could leverage to get buy-in from
their finance departments to invest more resources in optimizing their
WAN:s for application acceleration.
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Chapter Three:
Required Actions

Best-in-Class practices can be used as a set of guidelines to help Laggards
and Industry Average users improve their performance in optimizing their
WAN:Ss. There is also room for improvement for Best-in-Class organizations
and some specific actions that these organizations could take to further
improve their performance.

Laggard Steps to Success

Develop policies and deploy auto tools for prioritizing
WAN traffic

Sixty-five percent (65%) of Laggard organizations do not have
developed policies for prioritization of WAN traffic, and 86% of
these organizations do not have tools for automatic prioritization of
business-critical applications in place. It is becoming increasingly
important for these organizations to be able to reduce the
percentage of WAN bandwidth taken up by non-critical traffic. As
organizations are rolling out new applications on their networks and
more applications are becoming business-critical, organizations need
to make decisions about how they want their WAN bandwidth to
be used and deploy technology solutions to enable network
managers to reinforce these decisions. This would allow these
organizations to avoid unnecessary costly investments in additional
capacity and enable them to improve performance of business
critical applications.

Implement technologies and techniques for accelerating
and optimizing WAN traffic

Eighty-five percent (85%) of Laggard organizations do not have tools
for WAN traffic compression in place. In addition, 93% do not
possess tools for TCP acceleration while 89% lack tools for file or
byte caching. The deployment of these technology solutions for
accelerating and optimizing WAN traffic would enable Laggard
organizations to improve bandwidth utilization, decrease application
response times, and save on bandwidth costs. Additionally,
acceleration and optimization tools will allow Laggards to decrease
the amount of data on their networks and reduce the impact of
WAN latency on application performance.

Industry Average Steps to Success

Define traffic thresholds and plan WAN capacity based on
historic data

Sixty-nine percent (69%) of Industry Average organizations do not
have defined traffic thresholds for optimal application performance.
Furthermore, 56% of these organizations do not plan WAN capacity
based on historic data on bandwidth utilization. These organizations

Fast Facts

\/

Laggard organizations
should develop policies
and deploy auto tools
for prioritizing WAN
traffic

Industry Average
companies should use
historic data to define
traffic thresholds for
optimal application
performance

Best-in-Class
organizations should
continue to take a
holistic approach to
network management
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need to develop capabilities to capture and store data related to
bandwidth consumption per network location as well as bandwidth
consumption per application. That data should be used to plan
potential changes in network capacity as well as to define traffic
thresholds for optimal application performance. Establishing these
baselines for optimal consumption of WAN traffic per application
would allow network managers of Industry Average organizations to
identify and resolve issues with traffic congestion in timely manner
and preserve optimal application performance. Additionally,
deploying technology solutions for automating the processes of
establishing, analyzing, and managing traffic thresholds would enable
these organizations to achieve additional savings in labor costs to
manage the network.

e Implement auto alerts for issues with application
performance

Sixty-eight percent (68%) of Industry Average organizations do not
have auto alerts for issues with application performance in place.
After these organizations are able to capture historic data around
network performance and use it to define traffic thresholds for
optimal application response times, the next step would be to
develop capabilities to alert network managers when traffic reaches
defined thresholds. That would enable them to reduce mean time to
repair application performance issues and protect end-users from
potential deterioration in application performance.

e Centralize management of WAN optimization appliances

Sixty-one percent (61%) of Industry Average organizations do not
have capabilities for centralized management of WAN appliances in
place. To ensure ease of management and operational efficiency,
these appliances should be managed through a Web interface with
centralized access. Also, Aberdeen's research shows that the
average distance between network locations for Industry Average
organization is 3,700 miles. Therefore, developing the ability to
manage remote WAN appliances from a central location is critical
for Industry Average organizations seeking Best-in-Class
performance.

Best-in-Class Steps to Success

e Create a new job role: application performance manager

Even though Best-in-Class organizations are seven-times more likely
to have this capability in place compared to Laggards, 65% of Best-
in-Class organizations still do not have this capability. As
organizations try to accelerate their business processes through
deployment of WAN optimization solutions, having dedicated staff
to ensure that all application response time issues are resolved
before end-users are affected is a critically important factor in
attaining operational efficiencies. Aberdeen's research shows that
organizations that have staff dedicated to application performance
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management have been able to reduce their labor costs for network
management at a higher rate than all others. Taking some of the
current responsibilities away from network managers and creating a
new job role solely in charge of network application performance
management will enable that individual to far more productively and
effectively deal with application performance issues.

e Manage a full lifecycle of network management

Aberdeen's research shows that Best-in-Class organizations are
taking a holistic approach to managing their WAN:Ss for application
acceleration. The majority of these organizations established the
ability to cover all four major segments of network management:
monitoring, optimization, control, and design - or re-design (Figure
6). These organizations realize that managing the network is a
continuous and dynamic process, and they are investing in tools and
capabilities to establish control of the full lifecycle in relation to
network management. Best-in-Class organizations should continue
to treat their enterprise networks as one of their key strategic
assets to meet new challenges of increased network complexity and
maintain a high level of performance.

Figure 6: Network Lifecycle Management

Monitor e)Design
Control Monitor

Monitor Optimize

Source: Aberdeen Group, October 2007
Aberdeen Insights - Summary

With increases in the complexity of enterprise networks it seems that the
job of network manager has never been more difficult. However, Best-in-
Class organizations are able to continuously improve the performance of
their networks while reducing operating costs. They are able to do this by
taking a holistic approach to optimizing their WAN:Ss for application
acceleration and by developing organizational capabilities that allow them to
use their existing resources more effectively. As organizations roll out new
applications and continue to increase the amount of WAN traffic, the role
of effective network management in streamlining business processes and
improving customer responsiveness will become even more important. The
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Aberdeen Insights - Summary

best way for these organizations to find the optimal balance between
application performance and the cost to manage and operate the network
is through addressing the full lifecycle of network performance management
by developing capabilities for monitoring, optimizing, controlling, and
transforming WAN:s.
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Appendix A:
Research Methodology

In October 2007, Aberdeen examined the use, the experiences, and the
intentions of more than 230 enterprises using VWAN optimization and
application acceleration technologies in a diverse set of enterprises.

Aberdeen supplemented this online survey effort with telephone interviews
with select survey respondents, gathering additional information on WAN
optimization and application acceleration strategies, experiences, and
results.

Responding enterprises included the following:

e  Job title / function: The research sample included respondents with
the following job titles: network or IT manager (34%); senior
management (15%); IT or MIS Director (13%); and network
management staff (10%).

e Industry: The research sample included respondents from 29
industries. Some of the largest industry segments were: computer
equipment and peripherals (19%); high technology / software (17%);
manufacturing (16%); education (9%); finance / banking (9%); and
retail (9%).

e  Geography: The majority of respondents (56%) were from North
America. The majority of remaining respondents were from the
Asia-Pacific region (20%) and Europe (14%).

e Company size: Thirty-two percent (32%) of respondents were from
large enterprises (annual revenues above US $1 billion); 38% were
from midsize enterprises (annual revenues between $50 million and
$1 billion); and 30% of respondents were from small businesses
(annual revenues of $50 million or less).

e Headcount: Eighteen (18%) of respondents were from small
businesses (headcount between | and 99 employees); 30% were
from midsize enterprises (headcount between 100 and 999
employees); and 52% of respondents were from large enterprises
(headcount greater than 1,000 employees).

Solution providers recognized as sponsors of this report were solicited after
the fact and had no substantive influence on the direction of the Optimizing
WAN for Application Acceleration Benchmark Report. Their sponsorship has
made it possible for Aberdeen Group to make these findings available to
readers at no charge.

Study Focus

Responding executives
completed an online survey
that included questions
designed to determine the
following:

V' The degree to which
WAN optimization and
application acceleration
solutions are deployed
on their networks and
the implications of the
technology

V' The structure and
effectiveness of existing
WAN optimization and
application acceleration
implementations

V' Current and planned use
of WAN optimization
and application
acceleration solutions to
aid operational and
promotional activities

v The benefits, if any, that
have been derived from
WAN optimization and
application acceleration
initiatives

The study aimed to identify
emerging best practices for
WAN use, and to provide a
framework by which readers
could assess their own
management capabilities
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Table 4: The PACE Framework Key

Overview

Aberdeen applies a methodology to benchmark research that evaluates the business pressures, actions, capabilities, and
enablers (PACE) that indicate corporate behavior in specific business processes. These terms are defined as follows:

Pressures — external forces that impact an organization’s market position, competitiveness, or business operations
(e.g., economic, political and regulatory, technology, changing customer preferences, competitive)

Actions — the strategic approaches that an organization takes in response to industry pressures (e.g., align the
corporate business model to leverage industry opportunities, such as product / service strategy, target markets, financial
strategy, go-to-market, and sales strategy)

Capabilities — the business process competencies required to execute corporate strategy (e.g., skilled people, brand,
market positioning, viable products / services, ecosystem partners, financing)

Enablers — the key functionality of technology solutions required to support the organization’s enabling business
practices (e.g., development platform, applications, network connectivity, user interface, training and support, partner
interfaces, data cleansing, and management)

Source: Aberdeen Group, October 2007

Table 5: The Competitive Framework Key

Overview ‘

The Aberdeen Competitive Framework defines enterprises In the following categories:
as falling into one of the following three levels of practices Process — What is the scope of process standardization?

and performance: What is the efficiency and effectiveness of this process?
Best-in-Class (20%) — Practices that are the best Organization — How is your company currently
currently being employed and are significantly superior to organized to manage and optimize this particular process?
the Industry Average, and result in the top industry

Knowledge — What visibility do you have into key data

performance. and intelligence required to manage this process?

Industry Average (50%) — Practices that represent the
average or norm, and result in average industry
performance.

Laggards (30%) — Practices that are significantly behind
the average of the industry, and result in below average
performance.

Technology — What level of automation have you used
to support this process? How is this automation integrated
and aligned?

Performance — What do you measure? How frequently?
What's your actual performance?

Source: Aberdeen Group, October 2007

Table 6: The Relationship Between PACE and the Competitive Framework

PACE and the Competitive Framework — How They Interact

Aberdeen research indicates that companies that identify the most impactful pressures and take the most transformational
and effective actions are most likely to achieve superior performance. The level of competitive performance that a
company achieves is strongly determined by the PACE choices that they make and how well they execute those decisions.

Source: Aberdeen Group, October 2007
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Appendix B:
Related Aberdeen Research

Related Aberdeen research that forms a companion or reference to this
report include:

e Network Transformations: Managing Transitions for Growth; May
2007

e |ook before You VolP: Inventory Management Paves the Way to
Convergence, January 2007
o CFQO’s View of Telecom Cost Management, March 2007

e Latency Matters: The Wide Area Network (WAN) Benchmark
Report; February 2007

e Beyond Dial-Tone: Unified Communications Benchmark Report;
December 2006

e Twice As Many Mid-Market Organizations to Purchase IP Telephony
in 2007 Then Large Organizations; December 2006

Information on these and any other Aberdeen publications can be found at
www.Aberdeen.com.

Author: Bojan Simic, Analyst, Telecommunications Research,
bojan.simic@aberdeen.com

Founded in 1988, Aberdeen Group is the technology- driven research destination of choice for the global business
executive. Aberdeen Group has 400,000 research members in over 36 countries around the world that both
participate in and direct the most comprehensive technology-driven value chain research in the market. Through its
continued fact-based research, benchmarking, and actionable analysis, Aberdeen Group offers global business and
technology executives a unique mix of actionable research, KPls, tools, and services.This document is the result of
primary research performed by Aberdeen Group. Aberdeen Group's methodologies provides for objective fact based
research and represent the best analysis available at the time of publication. Unless otherwise noted, the entire
contents of this publication are copyrighted by Aberdeen Group, Inc. and may not be reproduced, distributed,
archived, or transmitted in any form or by any means without prior written consent by Aberdeen Group, Inc.

As a Harte-Hanks Company, Aberdeen plays a key role of putting content in context for the global direct and targeted
marketing company. Aberdeen's analytical and independent view of the "customer optimization" process of Harte-

Hanks (Information — Opportunity — Insight - Engagement — Interaction) extends the client value and accentuates the
strategic role Harte-Hanks brings to the market. For additional information, visit Aberdeen http://www.aberdeen.com
or call (617) 723-7890, or to learn more about Harte-Hanks, call (800) 456-9748 or go to http://www.harte-hanks.com
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