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Executive Brief Supporting Notebook Computers -
How to Maximize Your ROI

According to IT analysts at Meta Group, the installed base of
wireless-enabled laptops will grow more than 200% in North America by 2006.
Therefore, it's essential to develop a solid notebook computing support
strategy that meets your company’s needs now and in the future.

For a ROI Supporting Notebook Computers -
Vital to Your Company’s Success
analysis tailored to Mobility Empowers Your Workforce

Notebook computing has forever changed the way people work.
Employees with laptops can do their jobs anytime, anywhere.

your company’s They are empowered to respond to customers, partners, and
colleagues faster and more effectively. Sales, service,
specific needs, marketing and logistics improve..generating a substantial

ROI for your company.
contact CommNet Support and Security are Paramount
But these gains can be quickly erased by hidden support costs.
International at When users migrate from desktops to laptops, the amount of
time they spend supporting their own systems can increase
exponentially. The opportunity cost of this lost time can directly

800-345-8988 or impact your company’s bottom line.
. Moreover, notebook computing can dramatically increase your
sales@commnetinter- company'’s risk. Laptops raise many security issues by
extending the perimeter of the corporate network -- to branch
national.com. offices, airports, homes, hotels and other remote locations.

This creates a need to improve data security, virus protection
and asset management.

Wireless mobility is a key innovation that further increases

this need. According to IT analysts at Meta Group, the installed
base of wireless-enabled laptops will grow more than 200%

in North America by 2006. Therefore, it's essential to develop
a solid notebook computing support strategy that meets your
company’s needs now and in the future.

CommNet Delivers a 236% ROI

CommNet specializes in partnering with IT organizations to

support their mobile workforces. This paper reveals how

this partnership delivers an ROI of more than 236% in a

typical scenario -- by reducing costs, boosting productivity and
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CommNet’s help desk
can boost knowledge
worker productivity by
more than $134,000
per year for every 200

notebook users.
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Supporting Notebook Computers -
Cost/Benefit Analysis

Knowledge Worker Productivity

How much does it really cost to support notebook users? Almost all are
considered “knowledge workers”- executives, consultants, managers,
support staff and other professionals. According to research by Cisco
Systems, knowledge workers are compensated at an average rate of
$70 per hour. Bonuses, benefits, facilities and other support costs can
account for more than half of their hourly rate.

In terms of notebook computing, four factors play a major role in
knowledge worker productivity and satisfaction:
» The amount of time users spend on the phone with your help desk;
* The productivity impact of your hardware repair program;
* The burden of installing security patches and software updates;
» The opportunity cost of lost productivity from the above activities.

Let’s calculate these costs using two scenarios:
* An IT department “going it alone”;
* An IT department in partnership with CommNet.

For analysis purposes, we’ll base this study on a typical SMB
(Small/Medium Business) scenario. Let's assume that we need to
support 200 notebook users in this company.

Help Desk

Cost/Benefit Analysis - IT Alone
Most U.S. knowledge workers say they are on the phone with their help
desk for a half an hour or more every week, according to a study
commissioned by Siemens Business Services and published in
Information Week. We want to be conservative in this analysis, so we’ll
assume that our sample help desk is especially efficient and able to cut
this time in half -- to 15 minutes a week. What’s the real cost of this
time? A total of $182,000 in lost knowledge worker productivity per year
for every 200 notebook users. Here’s the math:

* 15 minutes call duration x 200 notebook user calls per week = 3,000

minutes or 50 hours per week;
* 50 hours per week x 52 weeks per year = 2,600 hours per year;
* 2,600 hours per year x $70 hour = $182,000.

Cost/Benefit Analysis - CommNet Partnership

In contrast, users supported by the CommNet Help Desk call in an
average of 1.3 times per month and are on the phone for an

average of just 13 minutes. Your company can benefit from

knowledge worker productivity gains of more than $134,000 per year for
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every 200 notebook users:
* 13 minutes call duration x 260 calls per month = 3,380 minutes or
57 hours per month;
* 57 hours per month x 12 months = 684 hours per year;
* 684 hours per year x $70 per hour knowledge worker time = $47,880.

CommNet can save your company $134,120 in knowledge worker
productivity a year by reducing the time users spend talking to the help

desk.
CommNet’s hot spare
IT alone IT with Savings with
program ensures that CommNet CommNet
. g
your user receives a ohone with the Help Desk $182,000 $47,880 $134,120

fully configured

Here’s why notebook users spend much less time with CommNet’'s
replacement note- help desk:

» CommNet’s help desk team specializes in supporting
mobile computer users;

next day. » CommNet provides proactive maintenance so users have
less problems;

« CommNet's experts deliver a superior level of service with an 85% first-
call-fix rate, thereby reducing return calls and escalations;

» CommNet uses real time asset tracking and discovery to
expedite calls;

» CommNet also uses remote control tools for diagnostics and repairs -
instead of the time-consuming and error-prone process of talking
callers through these operations.

book computer the

Hardware Repair

Hardware repairs are another major factor. Gartner Group reports that an
average of 25% to 35% of notebook computers will fail over a “normal”
3-year life span. This range is driven by several variables including usage,
make and age. In terms of damage, drops are the number one cause,
followed by spills, being crushed, dirt, heat and vibration.

Failed laptops can create major disruptions for end-users and headaches
for IT staff. Typically, manufacturers will replace hard drives under
warranties and service contracts. But the new notebooks aren’t configured
for your users. Someone has to load all their applications and restore all
their data.

A partnership with CommNet ensures that your user receives a fully configured

replacement notebook the next day. “Hot spares” are restored to the latest image —

with the operating system, system configuration and all software programs. All data

is restored to the last backup. This advantage increases user satisfaction and saves
Page 3 of 12 hours of valuable time.
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CommNet proactively
monitors the
configuration of each
PC and deploys
security patches and
software updates with
little or no user

interaction.
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In terms of ROI, the total cost of hardware repair varies greatly by company.
CommNet would be happy to calculate these costs for you during an in-depth
ROI analysis. The type of system, the conditions under which it was used, and
the age of the equipment are all key variables. Instead of analyzing these
variables now, we’ll move on to the next productivity drain - software and patch
updates.

Software and Patch Updates

A Variety of Methods
Installing software and patch updates can be frustrating and time-consuming -
for notebook users and IT staff. Yet, it’s critical to update computers weekly or
even more often. Typical methods are labor-intensive:
« Contacting end-users and asking them to bring their laptops into the main
office;
* Traveling to branch offices to install software for remote users;
» Mailing CDs to end-users and asking them to install the software updates
from the CDs;
 Asking end-users to download updates over the Internet.

In the last two methods, end-users are expected to install updates on their own.
Across a wide population, there is a high risk that one or more users will not
successfully install the update. This can create maintenance problems and leave
the network vulnerable to attack. Some IT organizations are using automated
methods to improve the update process. IT can “push” software updates to
end-user laptops using centralized tools such as Microsoft's SMS. But this
technology “locks up” the notebook during the update and it is essentially
unavailable to the user. Therefore, this method can be as much of a productivity
drain as asking users to install updates themselves.

A better approach is to install agent technology on end-user laptops to “pull”
updates tested and approved by your IT Department for deployment.
CommNet provides this technology as a Managed Service, but we’ll expand on
this concept later in this paper.

Cost/Benefit Analysis - IT Alone
For analysis purposes, let's assume that we send out one update per month to
each of our 200 notebook users. The amount of time it takes to install the update
will vary by the size of the service pack and whether or not it requires a reboot.
We'll estimate that it takes an average of 30 minutes for our users to install
updates every month. Therefore it costs $84,000 in productivity losses to install
one update per month per 200 notebook users:

* 200 users x 30 minutes lost productivity = 6,000 minutes or

100 hours;
* 100 hours per month x 12 months = 1,200 hours per year;
+ 1,200 hours per year x $70 per hour = $84,000 per year.
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CommNet can deliver
a 236% return on your
company’s investment
in supporting

notebook users.
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Cost/Benefit Analysis - IT and CommNet

CommNet works in partnership with your IT Department to deploy tested and
approved software updates to your systems with no or minimal user interaction.
This can save your company $84,000 annually in user productivity gains for
every 200 notebooks you support.

IT alone IT with Savings with
CommNet CommNet

Knowledge Worker time
installing updates (IT Staff costs ~ $ 84,000 $0 $ 84,000

are developed later)

CommNet manages the distribution of approved software from the company’s
data center in Voorhees, NJ. Software agents are used to install approved
software updates on your client PCs and notebooks including:

» Operating System patches;

* Anti-virus updates;

» Updates to proprietary software applications, templates, and utilities.

This process ensures that users remain productive during downloads. Data
transfers happen in the background - so users can keep right on working.
Automatic restart and recovery enable users to be disconnected or manually
disconnect if they need to. For optimum flexibility, CommNet also enables
software updates over wireless networks using bandwidth throttling technology.
Users can continue to be productive while their software updates are transferred
in the background.

CommNet makes it easy to track the status of each update or PC configuration.
The system reports back to a Web Portal, where the status can be easily
reviewed by CommNet's engineers and your IT staff.

By partnering with CommNet, your company can significantly improve the
productivity of your notebook users. Here’s how it adds up in our 200 notebook

scenario

Knowledge Worker Productivity - Supporting 200 Notebooks

IT alone IT with Savings with
CommNet CommNet

Knowledge Worker time
installing updates

$ 84,000 $0 $ 84,000

Total Knowledge Worker
productivity savings with $ 218,120
CommNet Partnership
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CommNet’s help desk
can boost knowledge
worker productivity by
more than $134,000
per year for every 200

notebook users.
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Knowledge Worker Opportunity Cost
We’'ve just calculated that 200 knowledge workers spend more than 3,114
hours a year supporting their notebooks. This adds up to $266,000 in lost
productivity. What’s the opportunity cost of this valuable time in your company?
Most professionals agree that this time is better spent:

» Making sales calls;

» Expediting decision-making;

* Handling urgent messages;

» Supporting customers;

« Staying in touch with the home office;

* Responding to e-mails and voicemails;

* Other business-critical activities.

Technical Support Cost

Cost/Benefit Analysis - IT Alone

Next, let’s turn our attention to the IT department. Increased demand for IT
staff time should also be considered when calculating ROI. Gartner reports that
it costs an IT department $1,130 per year to support the average notebook.
This includes technical staff costs for notebook and service desk support -
hardware and software maintenance as well as Tier Il and Il support.

Therefore it will cost $226,000 per year to support the 200 notebooks in our
analysis scenario.
* $1,130 per year x 200 notebooks = $226,000.

Cost/Benefit Analysis - IT and CommNet

A partnership with CommNet can significantly reduce this cost. CommNet’s
suite of services typically costs between $45 and $65 per notebook per month.
You can select from these services to meet your company’s needs and budget.

Let’s calculate how much it costs to partner with CommNet. We’ll assume an
average price of $55 per seat per month for the 200 notebooks:

* $55 per seat x 200 notebooks = $11,000 per month;

» $11,000 per month x 12 months = $132,000 per year.

By partnering with CommNet, your IT department can save $94,000 per year
for every 200 notebooks you support.

IT alone IT Savings with
(Internal 1T partnering CommNet
Costs) with
CommNet

Technical Support costs (Help

Desk, hardware and software $226,000 $ 132,000 $94.000

maintenance including patches
and updates)
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CommNet complements your IT team by adding the mobile computing
expertise you need. Your IT resources can focus on other
business-critical projects. Plus, your company will gain the

following benefits:

* Centralized, updated, and accurate reporting on the hardware and
software configuration of all managed PCs;

* Proactive management, including reliable and consistent
deployment of operating system patches and anti-virus updates, thereby
reducing the risks of viruses, worms, and other malware;

« Significantly fewer problems per notebook user;

* IT resources are freed from staffing help desk and hardware
“hot spare” needs.

Adding It Up

We’ve just uncovered the real cost of supporting 200 notebooks - with and
without CommNet. This conservative analysis was based on reduced cost
estimates from leading industry analysts including Meta, Gartner, and
Yankee. Here’s how it all adds up:

Total Costs -- Supporting 200 Notebooks

IT alone IT with Savings with
CommNet CommNet

B 84,000
installing updates
Technical Support costs (Help

Desk, hardware and software ¢ 506 00 §132000  $ 94,000
maintenance including patches

and updates)
Total $492,000 $179,000 $ 312,120

By partnering with CommNet, our sample company can save $312,120 per
year for every 200 notebooks we support. This represents a 236% return on
our $132,000 investment in purchasing CommNet's services. As our
sample company continues to add more laptops, the savings will increase
incrementally.

Of course, these numbers will vary by company. Your company’s help desk
call frequency and duration, software and patch update processes and IT
staff costs may be higher or lower than what we calculated here. CommNet
can calculate these exact costs for you during an in-depth ROI analysis.

But controlling costs is only half of the story. The other half is
risk management.
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