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the issues discussed as of the date of publication. Because Microsoft must respond to changing 
market conditions, the information presented herein should not be interpreted to be a commitment on 
the part of Microsoft, and Microsoft cannot guarantee the accuracy of any information presented after 
the date of publication. 
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rights under copyright, no part of this document may be reproduced, stored in, or introduced into a 
retrieval system, or transmitted in any form or by any means (electronic, mechanical, photocopying, 
recording, or otherwise), or for any purpose, without the express written permission of Microsoft 
Corporation. 
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these patents, trademarks, copyrights, or other intellectual property. 

 
Unless otherwise noted, the example companies, organizations, products, domain names, e-mail 
addresses, logos, people, places, and events depicted herein are fictitious, and no association with 
any real company, organization, product, domain name, e-mail address, logo, person, place, or 
event is intended or should be inferred. 

 
Except as expressly provided in any written license agreement from Microsoft, the furnishing of this 
document does not give you any license to these patents, trademarks, copyrights, or other 
intellectual property. 
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trademarks or trademarks of Microsoft Corporation in the United States and/or other countries. 

 
All other trademarks are property of their respective owners. 



       Infrastructure Optimization - The Foundation for a People-Ready Business  

                                                  
Page 3 

Introduction 
We frequently look to investments in technology to help us differentiate our businesses-in many cases, 
technology is a strong imperative for improved business performance in the modern enterprise. However, 
technology alone does not hold the key to business success. IT systems will not offer creative insight into new 
product development, will not seize opportunities for process improvement, and will not develop strong 
relationships with our business partners. Technology plays an important role as an enabler to support every 
enterprise's most valuable asset-its people.  

 

 
You can view the entire study at http://www.gartner.com/press_releases/asset_143678_11.html 
. 

 

 
1.   Higher IT capability directly correlates with superior revenue growth. 
2.   Companies in the top quarter of the IT capabilities had 23 percent higher revenue per employee that the 

lowest quarter of their peers. 

 
You can view the full study and its findings at http://www.microsoft.com/business/enterprise/itdrivesgrowth.mspx. 

 
Companies today are realizing that there has never been a greater need for IT to become-and be seen as-a true 
corporate asset that delivers ongoing business value. This changing agenda is evident by looking at what chief 
information officers (CIOs) and IT leaders defined as their top priorities. A 2006 survey by Gartner shows that 
CIOs are focused on business intelligence, security, collaboration, mobility, and customer relationships-IT 
priorities that align closely with the business challenges and trends in the modern enterprise. 

 
CIOs need an IT infrastructure that can help advance rather than impede business. Close alignment between 
business and IT objectives can help organizations deploy solutions that empower people to reach customers 
more effectively, harness critical business insight, and collaborate across boundaries. A people ready business 

The "State of the CIO" study shows that 
CIOs are looking for IT to proactively initiate 
technology solutions to enable business 
outcomes. This is a dramatic shift from a few 
years ago when the majority of CIOs viewed 
the role of IT as a supporter and enabler of 
predefined business initiatives. 
 
This study also affirms the strong focus that 
CIOs are placing on aligning business IT 
priorities, which they ranked as their number 
one management priority for 2006. 

The business case for investing in technology that supports business objectives 
is compelling. Microsoft sponsored a study by Keystone Strategy, Inc. to correlate 
IT capabilities with business performance and to answer the question "does IT 
matter?" The study, which was conducted under the direction of Professor Marco 
Iansiti of the Harvard Business School, looked at IT enablement of business 
processes in four areas: customer relationship and support, product and service 
development, operations and financial control, and partner and supplier 
management. The study found that businesses with advanced IT capabilities in 
these areas grew faster and had higher revenue per employee. The research 
findings were clear on two points: 

http://www.gartner.com/press_releases/asset_143678_11.html
http://www.microsoft.com/business/enterprise/itdrivesgrowth.mspx
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uses IT infrastructure solutions as a foundation to amplify the impact of their people, manage complexity, protect 
information, control access, and advance the business.  

 

 
 

 
Each of the models illustrate the strategic value and business benefits of moving from a "basic" stage of 
optimization, where the IT infrastructure is generally considered a "cost center," toward a "dynamic" infrastructure, 
where the business value of the IT infrastructure is clearly understood and is viewed as a business growth enabler 
and strategic business asset. Using these models, you can gauge the current stage of the infrastructure, establish 
a technology vision for the future, and build a clear roadmap to achieving that vision. 

  

 
As businesses advance their IT 
capabilities and achieve a sustained 
improvement in their IT infrastructure, 
they must take a long term, strategic 
view of optimization and link these 
capability and optimization 
improvements to their business 
needs and strategy. The goal for 
infrastructure optimization is to help 
companies build the people-ready 
business by helping them realize the 
full value of their IT infrastructure to 
drive business results.  
 
Infrastructure optimization- centered 
on using an organization's IT assets 
to support and advance the 
business- helps businesses measure 
their level of infrastructure 
optimization and drive for a truly 
people-ready infrastructure. Microsoft 
has developed three models-focusing 
on core infrastructure, business 
productivity infrastructure and 
application platform - that outline a 
progression through four stages of 
infrastructure optimization and that 
can lead to a roadmap for 
infrastructure maturity. 
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Why a Business Productivity Infrastructure Optimization Model? 
 

 

Scenario: Demands of the Global Market 
We are evolving toward one world of business a diverse yet unified global market, with customers, partners, and 
suppliers who work together across cultures and continents. The global workforce is always on and always 
connected requiring new tools to help organize and prioritize work and personal lives. Business is becoming more 
transparent, with a greater need to help ensure accountability, security, and privacy within and across 
organizations. 

 

Solution: Help People Interact and Use Information  
Technology can help your business keep pace with changes and meet the challenges of this new world of work by 
helping your people to:  
•   Simplify working together.  
•   Secure and manage content.  
•   Find information and improve business insight.  

 
As a business investment, technology has the flexibility and capacity to adapt as your people increase their own 
capacity and output. IT can deliver value in this dynamic environment through integration, simplification, and 
software applications and services that manage complexity in the background and extend human capabilities. It 
can do this by facilitating interaction and helping people to both manage the overload of information and make 
sense of complex data. 

 
More specifically, we believe you can amplify the impact of the people in your organization with a business 
productivity infrastructure built on the 2007 Microsoft Office system.  

 
Key Solutions. The BPIO model defines five key technology capabilities that are required to build a more agile IT 
infrastructure:  
• Collaboration - Pervasive workspace capabilities simplify how people work together. 
• Unified Communications (UC) - Pervasive messaging, voice, instant messaging, and conferencing 

capabilities enable higher productivity.  
• Enterprise Content Management (ECM) - Forms, documents, records, and Web content management 

simplify the way you manage and secure your content while align with regulatory compliance.  
• Enterprise Search - Search technologies streamline the management of information and processes 
• Business Intelligence (BI) - Reporting; analysis; scorecards; dashboards; advanced analytics; extraction, 

transformation, and loading (ETL); data mining; and data warehousing technologies improve business insight 
and drive business performance.  

 

Optimize Your IT Infrastructure  
The BPIO model offers a starting place to evaluate the current state of your IT infrastructure and provides a 
detailed framework for how to achieve the level of maturity appropriate for your business. 

 
The BPIO model has been developed based on industry best practices with extensive feedback and input from 

The Business Productivity Infrastructure 
Optimization (BPIO) model is a complete set of 
technologies that helps streamline the management 
and control of content, data, and processes across 
all areas of a customer's business. It helps simplify 
how people work together, make processes and 
content management more efficient, and improve 
the quality of business insight while enabling IT to 
increase responsiveness and have a strategic 
impact on the business. 
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analysts. As you progress through the model, note that:  
• Dramatic cost savings can be realized by moving from an unmanaged environment toward a dynamic 

environment. IT management moves from being highly manual and reactive to highly automated and 
proactive.  
• Processes move from fragmented or non-existent to optimized and repeatable.  
• A company's ability to use technology to improve its business agility and deliver business value increases as 

it moves from a basic state up the continuum toward a dynamic state that increasingly empowers information 
workers and managers and supports new business opportunities.   

 
By working with Microsoft and using this model as a framework, a company can quickly understand the strategic 
value and business benefits of moving from a basic level of maturity-where the IT infrastructure is generally 
considered a cost center-toward a more dynamic state of optimization, where IT is viewed as a strategic asset and 
business facilitator. 

 

Business Productivity Infrastructure Optimization Model 
Assessment for test 

 
Based on the assessment tool completed on line by Eastlake Test Company's team, we analyzed your current 
Business Productivity Infrastructure to determine how to better optimize it for efficiencies, cost savings and 
improved business value. In addition, we detailed how you compare to your peer group. The results have been 
organized by the BPIO model's five capability areas: 

 
Business Productivity Infrastructure 

Optimization Capabilities 
Basic Standardized Rationalized Dynamic 

Collaboration ᾛ       

Unified Communications         

Enterprise Content Management         

Business Intelligence         

Enterprise Search         

 

Comparing test to Peers 
Comparing test to similar organizations within the Healthcare industry, located in the United States, and 500-999 
PCs , test's Business Productivity Infrastructure compares to peers as follows: 
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Collaboration 
test was compared in Collaboration capability and maturity (Collaborative Workspaces & Portals) against 614 
respondents in the Healthcare industry, 3232 respondents located in the United States, and 2074 respondents 
with 500-999 PCs. For Collaboration, test scored a Basic level of optimization, while other peer survey 
respondents scored as follows: 

 

 
Basic = 1 Standardized = 2 Rationalized = 3 Dynamic = 4                                                Percentage of respondents 
Total respondents = 631 in the Healthcare industry, 3,340 located in the United States, and 2,105 with 500-999 PCs. 

 
 

test's Responses for Collaboration 

Question Response 

1. Can the end-users collaborate on documents in collaborative workspaces that provide 
document/content locking to prevent concurrent editing/overwriting and versioning capabilities? 

 No 

2. Are the collaborative workspace tools in this company integrated with the desktop productivity 
tools such as their email, word processing, spreadsheets, etc? 

 Yes 

3. Do end-users and IT have control for collaborative workspace provisioning, policies and 
permissions using the company's collaborative workspace platform? 

 No 

4. Does the organization have one or more portals centrally controlled/managed/monitored by IT 
as part of one infrastructure for accessing information as well as people and role information? 

 Yes 

5. Does the organization offer collaboration tools that support the ability for end users to 
disconnect from corporate network, locally operate (offline) on shared collaboration workspace or 
portal content, reconnect and automatically synchronize back to corporate collaborative 
workspace/portal environment? 

 No 

6. Does the organization's portal infrastructure provide role-based targeting capabilities?  Yes 
7. Does the organization offer simple social computing/Web 2.0 capabilities such as wikis, blogs 
and RSS feeds that are integrated with desktop productivity tools and that are integrated as part of 
the organization's single productivity infrastructure? 

 No 

8. Does the organization provide the ability to securely share information and collaborate with 
external partners, vendors and/or customers, leveraging existing collaborative workspace and 
portal infrastructure -- allowing for collaboration activities to occur between users whether they are 
inside or outside of the organization's infrastructure? 

 Yes 

9. Does the workspace and portal infrastructure enable both IT and end users to build, edit and 
track collaborative process workflows, leveraging collaborative workspaces and portals 
infrastructure?   

 Yes 

10. Is rich information about people and their expertise (self-reported and/or corporate-generated) 
available on the organization's standardized, single collaborative workspaces and portals 
infrastructure? 

 No 

11. Can IT  integrate LOB data with read/write capabilities (such as CRM data or financial data) 
into the collaborative workspace and portal infrastructure and make it available to appropriate end 
users? 

 No 
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12. Does the organization have the ability to securely share information and collaborate with 
trusted external partners, leveraging existing collaborative workspaces and portal infrastructure 
and not relying on incorporating users external to the organization into a single user directory 
service? 

 Yes 

13. Does the organization offer a collaboration infrastructure that permits collaboration activities 
(document collaboration, workflow participation, etc) to occur via collaboration tools regardless of 
connectivity (online/offline), device (notebook, PDA, smartphone, etc) or data type (structured and 
unstructured data) all while leveraging integrated (include voice?), data and presence as part of 
integrated productivity infrastructure? 

 Yes 

14. Has the portal environment, which is deployed on an organization's existing, productivity 
infrastructure, evolved from having content available for users to find, peruse and consume to 
being Portals that deliver rich, targeted, meaningful  information to users based on learned 
intelligence of interests, search history and professional network, and while offering advanced 
social computing capabilities offered as part of the existing infrastructure? 

 Yes 

 

Benefits of Advancing a Level within the Business Productivity Infrastructure 
Optimization Model 
Advancing to the next BPIO level within one or more of the capability areas can help your organization simplify 
how people work together, make processes and content management more efficient, and improve the quality of 
business insight. 

 
Collaboration Capability 
Collaboration solutions help information workers easily find and share information, communicate with the right 
people at the right time, and effectively utilize mobile devices, the Internet and desktop productivity tools. 
Collaboration solutions offer organizations: 

 
• A complete, inclusive set of tools and services for information workers to help them get more work done faster 

and at less expense.  
• Tools for document sharing, workflow creation, enterprise search, real-time communications, e-mail, and 

business productivity. These tools work together out of the box, with no complex or expensive integration 
required.  
• User access to critical data from the desktop, a Web browser, or a mobile device all using a consistent, and 

familiar interface. This increases user productivity and cuts wasted time.  
• Electronic records management tools that can help reduce compliance overhead and expense.   
• Easier and less expensive deployment and management to reduce IT overhead costs for providing a 

complete collaboration environment.    

 
Unified Communications Capability 
Quick access to communications from a single inbox and a single set of communications and collaboration tools 
enables people to be more informed and productive. Unified Communications solutions can help organizations: 

 
• Manage and secure their messaging infrastructure. 
• Communicate from within the applications and workflows they are already using. 
• Simplify how people work together 
• Increase productivity through pervasive messaging, voice, instant messaging, and conferencing capabilities.  

 
Enterprise Content Management Capability 
The Microsoft ECM solution helps organizations protect and manage content. The ECM solution can help 
organizations: 
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• Quickly find and reuse needed information. 
• Protect sensitive business information from unauthorized use.  
• Facilitate structured and collaborative creation of documents.  
• Better comply with government regulations. 
• Reduce legal risk caused by improperly retained content 
• Hold records required during legal discovery. 
• Quickly author and publish content. 
• Maintain branding across all Web sites. 
• Reduce the cost of managing multiple sites in multiple languages. 
• Gain process efficiency by automating manual tasks.  
• Gather and validate business-process input data from multiple channels with a single form.  
• Rapidly develop, deploy, and manage electronic forms solutions. 

 
Business Intelligence Capability 
Reporting, analysis, scorecards, data mining, and data warehousing are a few of the business intelligence 
solutions that are improving business insight and driving business performance. Business Intelligence solutions 
can help organizations: 

 
• Control IT costs by providing a single business intelligence framework that is easier for IT professionals to 

manage than disparate programs located in different departments. 
• Improve collaboration and the quality of decisions by making information throughout the organization 

available to people at all levels. 
• Reduce the need for training employees by providing them with BI functionality within the familiar and intuitive 

Microsoft Office interface.  
• Give people an in-depth view into business operations through an integrated set of analytic applications, 

scorecards, dashboards, reports, analysis, data mining, data warehousing, and other BI technologies.  
• Assist managers to plan and forecast work by presenting a single, common overview of a company's business 

processes across departments.  

 
Enterprise Search Capability 
Enterprise search technologies help streamline the management of information and processes. An Enterprise 
Search solution can help organizations: 

 
• Find the hidden experts within: Enterprise Search uses advanced technology to mine the undocumented 

information and relationships within an organization, helping staff to find subject matter experts through a 
simple search interface. 
• Reach into business data: Using powerful business data connectors, including out of the box support for both 

Siebel and SAP, users can search for business answers from core systems.  
• Improve security, scalability, manageability and support. From the ability to deploy and manage Windows 

Desktop Search clients centrally, through to the filtering of search results to respect the security applied to 
information indexed in your enterprise, Microsoft has built the products and services to support search in a 
way that reduces the burdens of your IT staff, respects security, and can scale to meet your needs whether 
you have an emerging business or a large corporate network. 
• Search the desktop and beyond: Use the power of the desktop to find content, people, information- regardless 

of the data source. 

 

How test Can Optimize their Business Productivity Infrastructure 
In order to advance test's Business Productivity Infrastructure to the next level, the following projects should be 
considered: 

 
Collaboration (advance from Basic to Standardized) 
To advance from the current Basic level to Standardized, we recommend the following projects: 
• Collaborative workspace provisioning, policy and permissions 
• Collaborative workspace integrated with desktop productivity applications; document/content locking and 
versioning capabilities as part of collaborative workspace infrastructure 
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• Directory service integration for portal access 
• Simple social computing capabilities offered at a business-unit level 

 

The Value of test Improving 
The value of advancing Business Productivity Infrastructure in all capability areas is estimated to generate from $ 
664,188 to $ 845,330 in total annual savings. (Source: All value estimates based on Alinean, Inc. analysis) 

 

 
 

Value of Advancing BPIO in Total 
Annual 
Benefits 

(Conservative) 

Annual 
Benefits 

(Probable) 

Annual 
Benefits 

(Optimistic) 
Drive Additional Revenue Opportunities and Improve 
Responsiveness / Satisfaction 

   

 Direct Sales Revenue $ 0 $ 0 $ 0 

 Indirect Sales Revenue $ 0 $ 0 $ 0 

 Customer and Partner Turnover Costs $ 0 $ 0 $ 0 

 Total $ 0 $ 0 $ 0 

    

Improve Strategic Management and Agility    

 Revenue Opportunities $ 70,468 $ 80,077 $ 89,686 

 Supply Chain Effectiveness (COGS / COS) $ 0 $ 0 $ 0 

 Cost Management and Process Improvements $ 85,751 $ 97,444 $ 109,137 

 Total $ 156,218 $ 177,521 $ 198,824 

    

Improve Knowledge Worker Productivity    

 Overall Improvements (on road / telecommuting / 
meetings) 

$ 109,626 $ 124,575 $ 139,524 

 Improve Collaboration Productivity $ 104,712 $ 118,991 $ 133,270 

 Improve Communications Productivity $ 0 $ 0 $ 0 

 Improve Content Management Productivity $ 15,121 $ 17,183 $ 19,245 

 Improve Business Intelligence and BPM Productivity $ 0 $ 0 $ 0 

 Improve Search Productivity $ 0 $ 0 $ 0 

 Reduce knowledge worker training and learning time $ 52,923 $ 60,140 $ 67,357 

 Total $ 282,382 $ 320,889 $ 359,396 

    

Reduce Business Expenses $ 70,460 $ 80,068 $ 89,676 
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Reduce Business Risks $ 127,754 $ 145,175 $ 162,596 

Reduce IT Spending $ 6,005 $ 6,824 $ 7,643 

Improve IT Productivity $ 3,307 $ 3,758 $ 4,209 

Reduce IT Risks $ 18,061 $ 20,524 $ 22,987 

    

Total Value $ 664,188 $ 754,759 $ 845,330 

 
This value is determined by advancing the various capability areas within Business Productivity Infrastructure as 
follows: 

 
Collaboration 
The value of advancing Collaboration from a Basic level to Standardized is estimated to generate from $ 664,188 
to $ 845,330 in total annual savings. (Source: All value estimates based on Alinean, Inc. analysis) 

 

 
 

Value of Advancing Collaboration from Basic to 
Standardized 

Annual 
Benefits 

(Conservative) 

Annual 
Benefits 

(Probable) 

Annual 
Benefits 

(Optimistic) 
Drive Additional Revenue Opportunities and Improve 
Responsiveness / Satisfaction 

   

 Direct Sales Revenue $ 0 $ 0 $ 0 

 Indirect Sales Revenue $ 0 $ 0 $ 0 

 Customer and Partner Turnover Costs $ 0 $ 0 $ 0 

 Total $ 0 $ 0 $ 0 

    

Improve Strategic Management and Agility    

 Revenue Opportunities $ 70,468 $ 80,077 $ 89,686 

 Supply Chain Effectiveness (COGS / COS) $ 0 $ 0 $ 0 

 Cost Management and Process Improvements $ 85,751 $ 97,444 $ 109,137 

 Total $ 156,218 $ 177,521 $ 198,824 

    

Improve Knowledge Worker Productivity    

 Overall Improvements (on road / telecommuting / 
meetings) 

$ 109,626 $ 124,575 $ 139,524 

 Improve Collaboration Productivity $ 104,712 $ 118,991 $ 133,270 

 Improve Communications Productivity $ 0 $ 0 $ 0 



       Infrastructure Optimization - The Foundation for a People-Ready Business  

                                                  
Page 12 

 Improve Content Management Productivity $ 15,121 $ 17,183 $ 19,245 

 Improve Business Intelligence and BPM Productivity $ 0 $ 0 $ 0 

 Improve Search Productivity $ 0 $ 0 $ 0 

 Reduce knowledge worker training and learning time $ 52,923 $ 60,140 $ 67,357 

 Total $ 282,382 $ 320,889 $ 359,396 

    

Reduce Business Expenses $ 70,460 $ 80,068 $ 89,676 

Reduce Business Risks $ 127,754 $ 145,175 $ 162,596 

Reduce IT Spending $ 6,005 $ 6,824 $ 7,643 

Improve IT Productivity $ 3,307 $ 3,758 $ 4,209 

Reduce IT Risks $ 18,061 $ 20,524 $ 22,987 

    

Total Value $ 664,188 $ 754,759 $ 845,330 
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What's Next? 
As you move beyond these industry averages and high level metrics to explore your particular and unique TCO, 
service levels, and business opportunities for improvement, we invite you to take advantage of the following next 
steps: 

1.  Review IO white papers and customer case studies to learn more about the benefits and value of IO.  
http://www.microsoft.com/business/peopleready/assessment/default.mspx. 

 
2.  Request that a Microsoft representative contact you regarding your IO assessment and a more detailed 

optimization analysis 
https://profile.microsoft.com/RegSysProfileCenter/wizard.aspx?wizid=e040f48d-4111-42ca-ad5c-97033d637df1&lcid=1033. 

 
3.  Take the other optimization assessments; Application Platform Optimization and Core Infrastructure 

Optimization. 
http://www.microsoft.com/business/peopleready/assessment/launch.mspx. 

 

  

http://www.microsoft.com/business/peopleready/assessment/default.mspx
https://profile.microsoft.com/RegSysProfileCenter/wizard.aspx?wizid=e040f48d-4111-42ca-ad5c-97033d637df1&lcid=1033
http://www.microsoft.com/business/peopleready/assessment/launch.mspx
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About the Research  
This financial analysis is based on research and software developed by Alinean, Inc. To develop the financial 
model used to estimate the value of proposed optimizations, the Alinean team developed a proprietary chart of 
accounts to analyze the various opportunities for improvement. For each capability, the value of each potential 
optimization improvement line item was estimated as to the impact it would have to reduce costs, improve 
productivity or drive incremental revenue across each of the chart of account elements. The result for a particular 
organization is a unique value estimate range. 

 
To develop the estimated opportunity for improvements - the current (as is) costs and improvement 
opportunities - the Alinean team utilized their Value Base(tm) repository, a database of financial performance, 
business metrics and IT spending for over 20,000 worldwide companies. The improvement opportunities can be 
edited to more specifically match the organization's unique current performance and improvement potential. 

 
To develop the estimated benefit impacts or specific optimizations, the Alinean team analyzed capability aligned 
ROI primary research and / or models developed for Microsoft by IDC, Forrester and other analyst firms. This 
compilation of benefit metrics was supplemented and reviewed with specific interviews with Microsoft product 
specialists and Alinean analysts to create conservative and achievable value estimates for each optimization line 
item. These estimates provide a range of achievable value improvements. 

 
Since 1994, the Alinean team has been the pioneering builder of tools to help quantify and improve the ROI and 
TCO of IT investments. Alinean was named for the Spanish word for "Align", matching the Alinean mission as the 
leading developer of analytical tools to help IT vendors, consultants and IT executives align IT investments with 
business strategies. 

 
The Alinean team has over a decade of experience in the practical development and application of ROI and TCO 
methodologies, models and tools to optimizing IT investment decision making. In 1994, the Alinean team formed 
Interpose, the original pioneers of ROI tools, developing analytical software for over 50 major IT vendors and 
consulting companies worldwide, and creating the industry standard TCO Manager and TCO Analyst software. 
Interpose was sold to Gartner in 1998, where the team continued their developments and marketing of ROI and 
TCO software tools. The original team reunited to form Alinean in 2001, once again becoming the leading 
pioneers and developers of ROI sales and analytical tools. 

 
Additional information about Alinean can be found at http://www.alinean.com. 
 

http://www.alinean.com/
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APPENDIX A: Business Productivity Infrastructure Optimization 
Model  

 
As a business investment, technology has the flexibility and capacity to adapt as your people increase their own 
capacity and output. IT can deliver value in this dynamic environment through integration, simplification, and 
software applications and services that manage complexity in the background and extend human capabilities. It 
can do this by facilitating interaction and helping people to both manage the overload of information and make 
sense of complex data.  

 

 
 

By working with Microsoft and using this model as a framework, an enterprise can quickly understand the 
strategic value and business benefits to the organization in moving from a "basic" level of optimization, where the 
IT infrastructure is generally considered a "cost center", towards a more "dynamic" use, when the business value 
of the IT infrastructure is clearly understood and the IT infrastructure is viewed as a strategic business asset and 
business enabler. 

 

Capabilities  
The BPIO model defines five capabilities that are required to build a more agile IT infrastructure: 

 
Collaboration - Describes  how customers uses workspaces and portals to provide a productive collaboration 
environment where IT can define processes and standard solutions that can be customized to meet specific 
Business needs  and can be extended to provide social computing capabilities,  integration with Line of 
Business applications and federated relationship with other organizations. 

 
Unified Communications - Describes how customers should manage and secure their messaging infrastructure 
to protect users from viruses, SPAM, malware coming from other users while collaborating and/or doing business. 
As structure and un-structure data converge with other type of communication like voice, presence and 
conferencing; this capability provides a framework on how IT can leverage their infrastructure to provide new (or 
improve) IT services that simplify how people work together. 

 
Enterprise Content Management - Describes what customer should consider implementing for web authoring, 
Forms, documents and Web content management, record management that streamline the management of 
content and process. 

 
Business Intelligence - Reporting, analysis, and performance management capabilities that can improve 
business insight by allowing IT defining standard reports, analysis and data transformation that can be exposed 
and accessed by users in a rich user interface and based on roles to assure that information is available to people 
with the right set of permissions. (this is jointly owned with the application platform team). 

 
Enterprise Search - As information (structure and un-structured data) is growing at fast speed, the ability to 

The Business Productivity Infrastructure 
Optimization (BPIO) model is a complete set of 
technologies that helps streamline the 
management and control of content, data, and 
processes across all areas of a customer's 
business. It helps simplify how people work 
together, make processes and content 
management more efficient, and improve the 
quality of business insight while enabling IT to 
increase responsiveness and have a strategic 
impact on the business. 
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provide a robust enterprise search solution is critical to allow users to make the right decisions based on the 
corporate knowledge collected by their users. This capability describes how customers should integrate this 
information with standard search capabilities that integrate different formats, data sources and Line of Business 
applications from a centralized and standard infrastructure that leverage a current set of standard business 
productivity solutions. 

 

Optimization Levels 
The BPIO model defines four optimization levels (basic, standardized, rationalized, and dynamic) for each of the 
capabilities. The characteristics of these optimization levels are as follows: 

 
Basic - The basic business productivity infrastructure is characterized by simple e-mail and file shares. Standard 
telephone service is the primary communication medium. Data is stored in file shares and personal drives with 
disparate search tools (Search typically deployed in silos - both desktop and server - It could include complex or 
specialized search applications deployed for a limited number of users). Records management is through 
manual, paper-based processes. Performance is tracked using manually entered key performance indicators 
(KPIs) and static documents. 

 
Standardized - The standardized infrastructure introduces ad-hoc teaming around functions and projects. 
Content is consolidated and records retention is managed using disconnected repositories with basic search 
capabilities. Standards in place for both desktop and server-side search and business drivers for a search 
solution are typically based on cost savings and enhanced productivity. Transactional processes are forms based 
and reporting and analysis for centrally managed data is IT dependent. Although governance is not yet fully in 
place; organization may be experimenting with social computing capabilities, but these are not part of the existing 
organization-wide collaboration and portal infrastructure. 

 
Rationalized - The organization has single collaboration and portal infrastructure that connects people, process 
and information across the organization and more sophisticated methods of collaboration are enabled; 
organizations are able to take files offline, and they offer content-centric social computing capabilities integrated 
into existing infrastructure while governance policies are fully in place. The e-mail platform supports compliance 
and meets legal discovery needs. Voice over Internet Protocol (VoIP) has scenario-specific integration with PBX 
phones and deeper penetration of presence. Document and records management, search as a considered as 
strategic enabler for the business and is integrated with one or more Business Productivity infrastructure 
investments (ECM, Portal, Collaboration, Line Of Business Applications) and IT has defined process and 
procedures to  provisioning  search integration with new Line of Business applications. Content Management 
solutions offer a multi-tier authoring environment, with XML schema-based document templates and forms-based 
solutions to support enterprise-wide business processes are in place. The infrastructure provides enterprise-wide 
strategic alignment and financial consolidation. Reporting and analysis are user-driven and centrally managed 
and the infrastructure provides automated tools for budgeting, planning and forecasting. 

 
Dynamic - Customers with a dynamic infrastructure enjoy seamless collaboration with suppliers and partners 
across the firewall. Organization is leveraging an integrated collaboration and portal infrastructure to seamlessly 
connect people inside and outside the organization to the people, process and information they need; they are 
building sophisticated composite applications within a role-based environment, offering people-centric social 
computing capabilities and are fostering federated relationships with other organizations. Integration of Unified 
Communication solutions with business processes and LOB applications. Federated Document & Record 
Management within and outside the enterprise and single search across desktop, enterprise content, LOB 
applications and devices. Proactive analysis takes place in real time in a closed loop process. 
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APPENDIX B: Business Value of Improved Business Productivity 
Infrastructure 

Business Value Impacts Description 
Drive Additional Revenue Opportunities 
and Improve Responsiveness / 
Satisfaction 

 

Direct Sales Revenue  

Reduce sales cycles 
Ability to better manage customer / partner care, and streamline sales processes to help 
reduce the sales cycle time - duration from qualified prospect opportunity to closed 
transaction. 

Reduce customer churn 
Ability to reduce customer turnover/defections by better understanding and predicting 
customer behavior and satisfaction. Measured as revenue loss avoidance. 

Improve customer responsiveness and 
satisfaction 

Ability to respond quicker to customer demands and maintains higher levels of customer 
satisfaction. Measured as additional transactions per customer as a result of improved 
satisfaction, and increased share of wallet. 

Capture new clients 
Ability to attract new prospects and improve sales close rates by better understanding 
prospects 

Indirect Sales Revenue  

Reduce partner churn 
Ability to reduce partner turnover/defections by better understanding and managing partner 
relationships and satisfaction. Measured as avoidance of lost revenue. 

Improve partner responsiveness and 
satisfaction 

Ability to respond quicker to partner requests, demands and maintain higher levels of 
customer satisfaction. Measured as additional transactions per partner as a result of 
improved satisfaction. 

Capture new partners Ability to attract new partners and open new indirect sales channel opportunities. 

Customer and Partner Turnover Costs  

Reduce customer churn 
Ability to reduce customer turnover/defections by better understanding and predicting 
customer behavior and satisfaction. Measured as replacement cost savings. 

Reduce partner churn 
Ability to reduce partner turnover/defections by better understanding and managing partner 
relationships and satisfaction. Measured as avoidance of replacement costs. 

Improve Strategic Management and 
Agility 

 

Revenue Opportunities  

Improve Time to Market for new products 
Reduce the time from product research and conception to market launch / delivery, 
accelerating potential revenue from the new product launch by reducing time to market. 

Improve Time to Market for new applications 
/ projects 

Reduce the time from project kickoff to delivery of the new application or project, 
accelerating the additional revenue benefits of the project by reducing key steps and friction 
between steps in the application / project lifecycle. 

Improve decision making speed (reaction 
time) and effectiveness 

Improve the ability for knowledge workers to improve their access to key information, ability 
to analyze the information and make key decisions. Measured as accelerated revenue on 
transaction based customer / partner facing processes. 

Improve forecasting accuracy 
Improve the ability for the organization to forecast demand, leading to less out-of-stock 
conditions and related revenue loss / delay. 

Reduce business process error / exception 
costs 

Ability to analyze business processes to discover waste, including mistakes/errors and 
exceptions, helping to protect revenue opportunities. 

Improve business alignment 
Improve the alignment of projects and efforts towards the achievement of prioritized 
business goals and objectives. Measured as improved revenue by better meeting revenue 
and growth objectives. 

Supply Chain Effectiveness (COGS / COS)  

Improve supply chain effectiveness 
Reduce COGS / COS through better strategic management and business insight / decision 
making 

Reduce inventory through better strategic 
management and business insight / 
decision making 

Reduce inventory and annual recurring carry costs through better management 
information, insight and streamlined processes and decision making. 

 
Business Value Impacts Description 

Reduce cycle times 
Ability to reduce cost of carrying working capital (interest expense) (accelerate 
cash-to-cash cycle times) by accelerating/automating data-intensive workflows 

Cost Management and Process 
Improvements 
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Improve cost management and process 
efficiency 

Reduce SG&A expenses through better strategic management & business insight / 
decision making 

Improve decision making speed (reaction 
time), insights and effectiveness 

Improve the ability for knowledge workers to improve their access to key information, ability 
to analyze the information and make key decisions. Measured as overall cost savings on 
key internal business processes. 

Improve Time to Market for new products 
Reduce the time from product research and conception to market launch / delivery, 
accelerating potential cost savings from the new product launch by reducing time to market. 

Improve Time to Market for new applications 
/ projects 

Reduce the time from project kickoff to delivery of the new application or project, 
accelerating the cost saving / productivity benefits of the project by reducing key steps and 
friction between steps in the application / project lifecycle. 

Reduce business process error / exception 
costs 

Ability to analyze business processes to discover waste, including mistakes/errors and 
exceptions. 

Improve business alignment 
Improve the alignment of projects and efforts towards the achievement of prioritized 
business goals and objectives. Measured as reduction in cost on wasted projects, and 
reduced costs by better meeting cost savings objectives. 

Improve Knowledge Worker Productivity  

Improve overall productivity  

Improving road warrior collaboration and 
communication productivity 

Improve the productivity of road warriors and time knowledge workers spend traveling via 
work anywhere communication and collaboration tools. 

Improving telecommuting collaboration and 
communication productivity 

Improve the productivity of telecommuters via work anywhere communication and 
collaboration tools. 

Communicating and collaborating in 
Meetings 

Improve the productivity of knowledge worker time in meetings by empowering quicker 
access to information in meetings, and avoiding certain meetings through communication 
and collaboration tools. 

Communicating and collaborating with 
partners 

Improve the productivity of knowledge worker time in communicating and collaborating with 
partners by empowering rich communication and collaboration tools such as portals for 
partner communications. 

Communicating and collaborating with 
customers 

Improve the productivity of knowledge worker time in communicating and collaborating with 
customers by empowering rich communication and collaboration tools such as portals for 
customer communications. 

Improve collaboration productivity  

Finding and accessing news, status and 
basic business performance information 

Reduce person hours spent on searching and finding news, project and business status, 
and basic business performance information. 

Finding people, capabilities, roles, 
organization and contacts information 

Reduce person hours spent on searching for and finding people, roles, capabilities, 
organization information and contacts. 

Sharing and collaborating on documents Reduce person hours spent on sharing and collaborating on documents. 

Building, tracking, editing and managing 
collaborative workflows 

Reduce person hours spent on building, tracking, editing and managing collaborative 
workflows including review and approval processes, change and configuration 
management. 

Publishing and sharing information such as 
that now contained in blogs and wikis 

Reduce person hours spent on publishing and sharing information via blogs and wikis. 

Web and voice conferencing Improve productivity and reduce wasted travel time via web and voice conferencing. 

Improve Communications Productivity  

Communicating and collaborating via e-mail 
/ messaging 

Improve the productivity of knowledge workers while they are communicating and 
collaborating via e-mail and messaging. 

Managing e-mail storage and size 
restrictions 

Reduce the person hours by knowledge workers spent managing e-mail storage, archiving 
and deletions due to size restrictions. 

Handling spam messages Reduce the person hours by knowledge workers spent deleting spam messages 

 
Business Value Impacts Description 

Using instant messaging 
Improve the productivity of knowledge workers while they are communicating and 
collaborating via instant messaging, and managing the IM system. 

Scheduling meetings 
Improve the productivity of knowledge workers in scheduling meetings by providing 
calendaring and scheduling coordination solution. 

Accessing and managing voice mailbox 
Improve the productivity of knowledge workers in accessing and managing their voice 
mailbox. 

Sending and receiving FAX 
communications 

Improve the productivity of knowledge workers sending and receiving FAX 
communications. 

Improve Content Management Productivity  

Creating, managing and publishing content 
to collaborative workspaces and portals 

Improve the productivity of content management staff in streamlining tasks related to 
creating, managing and publishing content to collaborative workspaces and portal. 
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Creating, managing and publishing people 
directories and org charts 

Improve the productivity of content management staff in streamlining tasks related to 
creating, managing and publishing content to collaborative workspaces and portal. 

Creating, managing and publishing news 
and business performance information to 
portals 

Improve the productivity of content management staff in streamlining tasks related to 
creating, managing and publishing news and business performance information to 
workspaces and portal. 

Consolidate and manage key content and 
documents to centralized and classified 
repositories 

Improve the ability of content management staff to consolidate and manage key content 
centrally. 

Creating, managing and publishing to web 
sites 

Improve the productivity in creating, managing and publishing content to web sites. 

Manage policy based content retention and 
archiving 

Automate and streamline tasks related to managing content based on policy and retention. 

Code standardized documents for 
classification schema 

Automate and streamline the creating and coding of standardized documents. 

Improve Business Intelligence and BPM 
Productivity   

 

Accessing and aggregating data 
Reduce the person hours needed to find, access, gather, and consolidate data from 
disparate sources for analysis 

Analyzing data 
Reduce the person hours needed to consume, manipulate,  & understand data; Spot 
highlights, trends, & opportunities; Gain insights 

Developing graphs and charts to better 
visualize data 

Reduce the person hours spent on developing graphs and charts to help visualize and 
present analytical data. 

Developing and distributing reports to help 
analyze business performance data 

Reduce the person hours spent creating traditional management reports, including design, 
incorporating data, data updating, and distribution 

Creating, managing, tracking and 
communicating business objectives and 
alignment / scorecards 

Reduce the person hours spent on creating, managing, tracking, communicating and 
collaborating on business objectives, goals and alignment scorecards. 

Financial Planning (budgeting, planning, 
forecasting) 

Reduce the person hours spent in financial budgeting, forecasting, planning, and 
consolidation of financials 

Collaborating and communication on BI 
information 

Reduce the person hours spent on: Analysis distribution, collaboration, and reuse (share 
analytical best practices, and disseminate analysis methods and results); Incorporating 
analysis results into documents (graphics, presentations, web) 

 
Business Value Impacts Description 

Improve productivity in managing forms and 
forms driven workflows 

Reduce the person hours spent managing forms driven business processes, creating 
forms, and performing forms driven workflow steps such as filling in forms, reviewing, 
approving, handling errors and exceptions. 

Tracking business activities and metrics for 
particular business processes 

Reduce the person hours expended on key business process activity tracking and 
management. 

Handling business process errors and 
exceptions 

Reduce the person hours spent by process participants on handling business process 
errors and exceptions. 

Improve Search Productivity    

Searching for information in documents 
Reduce the person hours needed to search and find information contained in documents, 
or documents themselves. 

Searching for information in e-mail / 
messaging 

Reduce the person hours needed to search and find information contained in e-mail / 
messages, or e-mail / messages themselves. 

Searching for information about people, 
partners and customers 

Reduce the person hours needed to search and find information on people (name, 
organization, skills, contact information), partners, and customers. 

Searching for information contained within 
LOB applications 

Reduce the person hours needed to search and find information contained in line of 
business applications 

Searching for information on corporate web 
site 

Reduce the person hours needed to search and find information contained on the corporate 
web site. 

Recreating content because it could not be 
found 

Reduce the person hours spent recreating content or documents because the information 
could not successfully be found. 

Reduce knowledge worker training and 
learning time 

Reduce overall training and learning person hours through communication and 
collaboration automation and tools to make job easier and automate key information, 
reports and tasks. 

Reduce Business Expenses  

Reduce knowledge worker training costs 
With communication and collaboration tools, portals, business intelligence and process 
automation, the ability to reduce knowledge worker / process participant training costs 
including class and instructor fees and T&E. 
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Reduce knowledge worker travel costs 
With communication and collaboration tools, virtual meeting rooms, teleconferencing, 
portals, business intelligence and process automation, the ability to reduce travel costs. 

Reduce spending on paper based forms With automated electronic forms, reduce spending on paper based forms. 

Reduce printing and mailing costs 
With automated business intelligence and other process automation reporting, reduce 
printing and mailing costs. 

Improve knowledge worker retention 
With improved productivity solutions such as communication and collaboration tools and 
automation, help to improve teamwork, keep employee job satisfaction high and improve 
employee retention. 

Reduce knowledge worker real estate costs 
(Work Anywhere) 

Reduce real estate costs by helping empower work anywhere strategies through unified 
communications, content management, process automation, collaboration, portals and BI 
solutions. 

Reduce Business Risks  

Reduce Compliance and Auditing Costs 
and Risks 

Reduce the cost of compliance policy management, reporting and auditing, as well as 
reducing the risk of compliance issues and litigation / cost on any realized issues. 

Reduce Fraud and Theft Losses and Risks 
Reduce the risk of fraud or theft via automation and monitoring of key transactions, 
business processes, and financials. 

Reduce Risks from Poor Credit 
Management / Bad Debt 

Reduce the risk of extending bad credit or realizing bad debt write-downs / losses 

 
IT Value Impacts Description 

Reduce IT Spending  

Consolidate and standardize collaborative 
workspace and portal solutions 

Reduce spending on collaborative workspace and portal solutions via consolidation and 
standardization. 

Consolidate and standardize e-mail / 
messaging solutions 

Reduce spending on e-mail / messaging solutions via consolidation and standardization. 

Reduce e-mail storage costs 
Reduce e-mail storage costs via reduction in spam messages and improved storage 
lifecycle management including archiving. 

Reduce voice telecommunication spending 
through convergence (toll bypass) 

Reduce telecommunication system spending via unified communication IP telephony 
solutions utilizing corporate network for intra-office communications, helping to avoid toll 
charges (toll bypass). Additional reductions in teleconferencing and cell phone fees. 

Reduce web and teleconferencing system 
spending and fees 

Reduced spending on teleconferencing system and fees via consolidation, standardization, 
unified communications and management. 

Consolidate and standardize content 
management solutions 

Recoup investments being made on current content management solutions. 

Consolidate and standardize electronic 
forms solutions 

Recoup investments being made on current electronic forms and workflow management 
solutions. 

Consolidate and standardize business 
intelligence (BI) solutions 

Recoup investments being made on current BI solutions. 

Consolidate and standardize ETL solutions Recoup investments being made on current ETL solutions. 

Consolidate and standardize data 
warehouse solutions 

Recoup investments being made on current database and data warehouse solutions. 

Consolidate and standardize enterprise 
search solutions 

Recoup investments being made on current enterprise search solutions. 

Improve IT Productivity  

Manage e-mail and messaging systems Reduce the person hours needed to manage e-mail and messaging systems. 

Manage e-mail security including 
AV/AS/anti-phishing protection 

Reduce the person hours needed to manage e-mail security solutions and deal with 
security issues, including anti-virus, anti-spam and anti-phishing solutions. 

Manage e-mail and messaging storage 
Reduce the person hours needed to manage e-mail storage via reducing the amount of 
primary storage and automated information lifecycle management tools. 

Manage e-mail, collaboration and 
communication systems disaster recovery 
and prevention 

Reduce the person hours needed to manage e-mail, messaging, unified communications 
and collaboration system disaster recovery and prevention solutions, policies and 
procedures. 

Manage e-mail archiving and retention 
policies 

Reduce the person hours needed to manage archive systems, and retention policies and 
procedures. 

Manage mobile messaging devices (PDAs) 
and applications 

Reduce the person hours needed to manage mobile messaging devices and mobile device 
applications. 

Manage voice communication systems 
Reduce the person hours needed to manage voice communication systems such as PBX 
and IP telephony central systems and deskside phones and devices. 

Manage web and teleconferencing solutions 
Reduce the person hours needed to manage in-house or outsourced service web and 
teleconferencing solutions. 
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Manage instant messaging applications Reduce the person hours needed to manage IM software and systems 

 
 
 
 
 

IT Value Impacts Description 
Manage portals and collaborative 
workspace systems 

Reduce the person hours needed to manage enterprise portals and collaborative 
workspace systems such as SharePoint servers. 

Manage wikis, blogs, RSS feeds and other 
Web 2.0 solutions 

Reduce the person hours needed to manage Web 2.0 software and systems that provide 
wikis, blogs and RSS feeds. 

Managing data administration, databases 
and data warehouses 

Reduce the person hours spent on management and administration of existing database 
software, servers and data marts 

Managing BI solutions 
Reduce the person hours spent on managing business intelligence software, integration 
and servers 

Development/integration of business 
applications/software that involve BI or data 
stored in the warehouse 

Reduce the person hours needed for development/integration of business 
applications/software that involve BI or data stored in the warehouse 

ETL / Integration of LOB and other data 
Reduce the person hours needed for Extraction, Transformation, and Loading (ETL) of 
source system data into data marts/warehouse 

Create and centrally manage parameterized 
reports for business owners 

Reduce the person hours expended by IT resources to develop standard or customized 
(ad-hoc) business reports 

Manage quality of data 
Reduce the IT person hours needed to monitor and manage the quality of data in 
databases and data warehouses. 

IT service desk 
Reduce the person hours spent on IT service desk tasks including level 0/1 basic support, 
level 2 more advanced support and level 3 engineering / dispatched deskside support. 

IT supporting compliance management and 
audits 

Reduce the IT person hours spent supporting compliance policies, procedures, reporting 
and audits. 

Reduce IT Risks  

Reduce security risks and impacts 
Reduce the risk of IT security issues helping to avoid the realization of security attacks such 
as viruses, malware and Trojans. 

Improve systems availability and resilience 
Improve the availability of servers and systems for unified communications, collaboration 
and communications. 
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APPENDIX C: Detailed Opportunities for Improvement for this 
Business Productivity Infrastructure Optimization Assessment 
Company Profile    
What is the name of your organization? test 
Which best describes your industry? Healthcare 
Which best describes your organization's location? United States 
How many PCs does your organization have? 500-999 
What currency would you like to use for this assessment? United States, Dollars ($) 
What is the company's total annual sales revenue or equivalent? $ 176,290,598 
 
 

Drive Additional Revenue Opportunities and Improve Responsiveness / 
Satisfaction 

Detailed 
Opportunities for 

Improvement 
Value of Opportunity 

Direct Sales Revenue     
What percentage of total sales revenue is result of direct sales and marketing 
efforts? 

60.0% $ 105,774,359 

What percentage of direct sales revenue could be improved through reduced 
sales cycle time? 

9.6% $ 10,154,338 

What percentage of direct sales revenue is lost per year due to customer 
churn, and could potentially be recaptured due to better customer 
responsiveness and service? 

4.9% $ 5,182,944 

What percentage of direct sales revenue could be improved through better 
customer relationships / responsiveness and satisfaction? 

4.9% $ 5,182,944 

What percentage of direct sales revenue could be improved through better 
targeting and capture of new clients / market share? 

7.8% $ 8,250,400 

Indirect Sales Revenue     
What percentage of total sales revenue is result of channel partners / indirect 
sales? 

40.0% $ 70,516,239 

What percentage of indirect sales revenue is lost per year due to partner 
churn, and could potentially be recaptured due to better partner 
responsiveness and service? 

4.5% $ 3,173,231 

What percentage of indirect sales revenue could be improved through better 
partner relationships / responsiveness and satisfaction? 

4.8% $ 3,384,779 

What percentage of total sales revenue could be improved through better 
targeting and capture of new partners / market share? 

7.7% $ 5,429,750 

 
 
Customer and Partner Turnover Costs     
What is the annual cost and fees to the business from customer churn? $ 3,109,766    
What is the annual cost and fees to the business from partner churn? $ 3,137,973    

 
 
 
 

Improve Strategic Management and Agility 
Detailed 

Opportunities for 
Improvement 

Value of Opportunity 

Revenue Opportunities     
What percentage of total sales revenue could be improved through better 
business insight / decision making efficiency and effectiveness? 

4.7% $ 8,285,658 
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What percentage of total revenue could be improved through better business 
agility / velocity to market for new products? 

6.0% $ 10,577,436 

What percentage of total sales revenue could be improved with better 
velocity to market on new applications / projects? 

4.0% $ 7,051,624 

What percentage of revenue is lost per year due to poor forecasting 
accuracy, with the potential for recapture via improvements? 

3.0% $ 5,288,718 

What percentage of revenue is lost per year due to process errors or 
exceptions, with the potential for recapture via improvements? 

3.0% $ 5,288,718 

What percentage of revenue is lost per year due to business alignment 
issues, with the potential for recapture via improvements? 

3.0% $ 5,288,718 

Supply Chain Effectiveness (COGS / COS)     
What is the organization's average gross margin? 48.1% $ 84,795,778 
What is the organization's average cost of goods sold / cost of services 
(COGS)? 

51.9% $ 91,494,820 

What percentage of the total COGS/COS annual costs could be improve 
through better supply chain effectiveness? 

11.5% $ 10,521,904 

What is the current days sales outstanding (DSO)? 59.4    
What is the current average annual accounts receivable value? $ 28,689,484    
What is the average carry cost of the accounts receivable? 9.9%    
Cost Management and Process Improvements     
What is the organization's average net margin? 20.6% $ 36,315,863 
What is the organization's average sales, general and administrative 
expenditures (SG&A)? 

27.5% $ 48,479,915 

What percentage of SG&A could be reduced through better cost 
management, forecasting, and business insight / decision making efficiency 
and effectiveness? 

4.7% $ 2,278,556 

What percentage of SG&A could be reduced through better business agility / 
velocity to market for new products? 

1.0% $ 484,799 

What percentage of SG&A could be reduced with better velocity to market on 
new applications / projects? 

7.7% $ 3,732,953 

What percentage of SG&A could be reduced through better process 
efficiency improvements? 

5.0% $ 2,423,996 

What percentage of SG&A could be reduced through better business 
alignment? 

2.0% $ 969,598 

 
 
 
 
 
 
 
 

Improve Knowledge Worker Productivity 
Detailed 

Opportunities for 
Improvement 

Value of Opportunity 

How many employees does the company currently have? 771   
Of these employees, what percentage are knowledge workers, computer 
users who can be potentially empowered by business process optimization? 

70.0% 540 

What is the average burdened salary per knowledge worker? $ 79,550 $ 42,957,000 
Improve Overall Productivity     
On the road 7.6% $ 3,264,732 
Telecommuting 7.6% $ 3,264,732 
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Communicating and collaborating in meetings 3.1% $ 1,331,667 
Communicating and collaborating with partners 3.2% $ 1,374,624 
Communicating and collaborating with customers 3.2% $ 1,374,624 
Total 24.7% $ 10,610,379 
For each of the following capabilities, provide the percentage of time 
knowledge workers spend on each of the tasks currently (total below should 
be less than 100%): 

    

Improve Collaboration Productivity     
Finding and accessing news, status and basic business performance 
information 

0.7% $ 300,699 

Finding people, capabilities, roles, organization and contacts information 0.2% $ 85,914 
Sharing and collaborating on documents 2.9% $ 1,245,753 
Building, tracking, editing and managing collaborative workflows 1.5% $ 644,355 
Publishing and sharing information such as that now contained in blogs and 
wikis 

0.4% $ 171,828 

Web and voice conferencing 1.5% $ 644,355 
Total 7.2% $ 3,092,904 
Improve Communications Productivity     
Communicating and collaborating via e-mail / messaging 7.5% $ 3,221,775 
Managing e-mail storage and size restrictions 0.2% $ 85,914 
Handling spam messages 0.2% $ 85,914 
Using instant messaging 1.0% $ 429,570 
Scheduling meetings 1.0% $ 429,570 
Accessing and managing voice mailbox 1.0% $ 429,570 
Sending and receiving FAX communications 0.5% $ 214,785 
Total 11.4% $ 4,897,098 
Improve Content Management Productivity     
Creating, managing and publishing content to collaborative workspaces and 
portals 

0.8% $ 343,656 

Creating, managing and publishing people directories and org charts 0.7% $ 300,699 
Creating, managing and publishing news and business performance 
information to portals 

0.7% $ 300,699 

Consolidate and manage key content and documents to centralized and 
classified repositories 

1.0% $ 429,570 

Creating, managing and publishing to web sites 1.5% $ 644,355 
Manage policy based content retention and archiving 0.5% $ 214,785 
Code standardized documents for classification schema 0.5% $ 214,785 
Total 5.7% $ 2,448,549 

 
 

Improve Knowledge Worker Productivity 
Detailed 

Opportunities for 
Improvement 

Value of Opportunity 

Improve Business Intelligence and BPM Productivity     
Accessing and aggregating data 2.5% $ 1,073,925 
Analyzing data 2.5% $ 1,073,925 
Developing graphs and charts to better visualize data 2.5% $ 1,073,925 
Developing and distributing reports to help analyze business performance 
data 

2.5% $ 1,073,925 

Creating, managing, tracking and communicating business objectives and 
alignment / scorecards 

1.5% $ 644,355 

Financial Planning (budgeting, planning, forecasting) 1.5% $ 644,355 
Collaborating and communication on BI information 1.0% $ 429,570 
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Improve productivity in managing forms and forms driven workflows 1.0% $ 429,570 
Tracking business activities and metrics for particular business processes 2.5% $ 1,073,925 
Handling business process errors and exceptions 2.9% $ 1,245,753 
Total 20.4% $ 8,763,228 
Improve Search Productivity     
Searching for information in documents 2.0% $ 859,140 
Searching for information in e-mail / messaging 2.0% $ 859,140 
Searching for information about people, partners and customers 2.0% $ 859,140 
Searching for information contained within LOB applications 2.0% $ 859,140 
Searching for information on corporate web site 1.0% $ 429,570 
Recreating content or coping with available information because it could not 
be found 

4.0% $ 1,718,280 

Total 13.0% $ 5,584,410 
Reduce knowledge worker training and learning time 4.0% $ 1,718,280 
Total for all Knowledge Worker Productivity Tasks Indicated (should be 
less than 100%) 

86.4% $ 37,114,848 

 
 
 
 
 
 

Reduce Business Expenses 
Detailed 

Opportunities for 
Improvement 

What does the organization spend annually on training class and certification 
fees and expenses for knowledge workers? 

$ 5,928,066 

How much is spent annually on travel costs and related expenses? $ 6,188,400 
How much is spent annually on paper based forms for forms driven requests 
and processes (printing and mailing)? 

$ 188,622 

How much is spent annually on report and other printing and mailing costs 
(excluding forms)? 

$ 249,750 

How much is spent annually on knowledge worker turnover (churn)? $ 894,240 
How much is spent annually on knowledge worker office space? $ 849,312 
 
 
 
 

Reduce Business Risks 
Detailed 

Opportunities for 
Improvement 

How much is spent annually on compliance and auditing costs and the cost 
of non-compliance (fines / litigation)? 

$ 4,839,177 

How much is lost annually due to theft / fraud issues? $ 3,525,812 
How much is lost annually on bad debt / poor credit management? $ 5,288,718 
 
 

Reduce IT Spending 
Detailed 

Opportunities for 
Improvement 

What is the current annual capital hardware and software and support / 
maintenance spending on the following business productivity infrastructure 
tools? 
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Collaborative workspace and portal solutions $ 227,480 
E-mail / messaging solutions $ 892,080 
E-mail storage costs $ 1,115,100 
Voice telecommunication systems spending and fees $ 5,687,010 
Web and teleconferencing system spending and fees $ 802,872 
Content management solutions $ 546,399 
Electronic forms solutions $ 557,550 
Business intelligence (BI) solutions $ 2,230,200 
ETL solutions $ 557,550 
Database and data warehouse solutions $ 3,345,300 
Enterprise search solutions and appliances    

 
 
 
 

Improve IT Productivity 
Detailed 

Opportunities for 
Improvement 

Value of Opportunity 

What is the total number of IT FTEs managing environment? 11.4   
What is the average annual burdened salary per IT professional? $ 79,550 $ 906,870 
What is the current percentage of total IT FTE time spent on the following 
business productivity infrastructure management tasks?       

Manage e-mail and messaging systems 8.00% $ 72,550 
Manage e-mail security including AV/AS/anti-phishing protection 1.00% $ 9,069 
Manage e-mail and messaging storage 2.00% $ 18,137 
Manage e-mail, collaboration and communication systems disaster recovery 
and prevention 

0.96% $ 8,706 

Manage e-mail archiving and retention policies 0.50% $ 4,534 
Manage mobile messaging devices (PDAs) and applications 1.00% $ 9,069 
Manage voice communication systems 7.00% $ 63,481 
Manage web and teleconferencing solutions 1.00% $ 9,069 
Manage instant messaging applications 0.50% $ 4,534 
Manage portals and collaborative workspace systems 1.35% $ 12,243 
Manage wikis, blogs, RSS feeds and other Web 2.0 solutions 0.00%    
Managing data administration, databases and data warehouses 8.00% $ 72,550 
Managing BI solutions 5.00% $ 45,344 
Development/integration of business applications/software that involve BI or 
data stored in the warehouse 

2.00% $ 18,137 

ETL / Integration of LOB and other data 2.00% $ 18,137 
Create and centrally manage parameterized reports for business owners 3.00% $ 27,206 
Manage quality of data 1.00% $ 9,069 
IT service desk 14.46% $ 131,133 
IT supporting compliance management and audits 0.97% $ 8,797 
Total 59.74%   

 
 

Reduce IT Risks 
Detailed 

Opportunities for 
Improvement 

How much does it cost the business per year due to the following IT risks and 
issues?  

Reduce security risks and impacts $ 453,287 
Improve systems availability and resilience $ 459,590 
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