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Introduction

Today’s I'T operations have it tough. They are pressured to cut costs as
well as expected to give their companies the edge of a real-time enter-
prise in order to respond with agility to changing conditions. As busi-
ness processes have become more complex, so have the required
applications, infrastructure, and I'T processes.

Yet, what has been done to assist an IT organization in bringing to
itself the repeatability, automation, collaboration, and real-time visibil-
ity and control that it has enabled for the rest of the company? Until
recently, the answer has been “not much.” What the IT organization
has accomplished for other areas of the enterprise hasn’t been applied
to itself; in other words, there hasn’t been much “IT for IT.”

Most IT processes remain manual, highly labor intensive, and error
prone. However, a new concept and products are emerging on the
scene that apply business management rigor to IT. Essentially, 360°
visibility, control, and automation for IT organizations. This concept
is termed technology chain management (TCM). The intent of TCM
is to manage a company’s I'T organization the same way the rest of the
business is managed (i.e., by using technology to speed and standard-
ize processes, automate manual tasks, reduce risk, boost productivity,
and decrease cost).

What exactly is TCM, and why is it becoming increasingly important?
What is the Kintana solution for TCM? What are the benefits associ-
ated with the adoption of TCM, and what are some of the challenges
confronting both vendors and IT organizations in adopting TCM?
This white paper addresses these questions. It is based on primary and
secondary research conducted by IDC at the request of Kintana Inc.,
a leading TCM solutions vendor.

What Is Technology Chain Management, Why Is It Important?

Enterprise software is part of an increasingly complex and continually
evolving technology chain of business processes, participants, applica-
tions, and infrastructure through which companies conduct their busi-
ness initiatives and operations. Technology-enabled business processes
have become more complicated as both the number of participants
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and the number of technologies involved have increased. Participants in
a technology chain typically include a variety of players, such as internal
technology and business teams, systems integrators, technology vendors
and partners, application service providers, and technology users.

In addition to enterprise packaged applications, technology chain par-
ticipants often use custom and legacy applications, electronic com-
merce applications and infrastructure, as well as other software
products, to execute technical and operational initiatives. Technology
chain processes are required to complete tasks such as adding new
business offerings, enhancing existing functions, implementing ebusi-
ness solutions, merging the technologies of a newly acquired company,
responding to user requests, and incorporating new capabilities from a
technology provider. Integrating these participants, technologies, and
processes in an automated technology chain is critical to the success of
many businesses. IT executives are under increasing pressure to speed
up the deployment of revenue-generating applications or efficiency-
enhancing technologies, reduce information technology costs, and
maximize return on technology-related investments.

Most IT departments still do not have a Although a significant level of investment and time has been expended
comprehensive software solution to by businesses on enterprise application software and technology infra-
cost-effectively implement, maintain, structure, most I'T departments still do not have a comprehensive soft-
and manage technology initiatives. ware solution to cost-effectively implement, maintain, and manage

technology initiatives. Existing development and deployment software
does not provide a sufficient level of automation, integration, and col-
laboration. Consequently, CIOs and other IT executives lack visibility
and control over the activities of their organizations that other execu-
tives such as chief financial officers have gained through enterprise
resource planning (ERP), sales executives have gained through cus-
tomer relationship management (CRM), and supply and logistics
executives have achieved through supply chain management (SCM)
software. With enterprise systems becoming increasingly business-
critical and more difficult to manage effectively, there is a growing
need for TCM software that enables IT executives to respond to the
challenges of effectively planning, deploying, and managing technolo-
gy initiatives and aligning them with business strategies.

Therefore, TCM can be viewed as the “fourth wheel” of the enterprise
(Figure 1). It completes the enterprise suite by doing for IT what
CRM does for sales, ERP does for finance and operations, or SCM
does for supply and logistics.
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The greatest advantage of TCM is its
application to complex, enterprise-level
environments, such as those
encountered in many of today's
business-critical systems.

Today, the major competition to TCM
solutions offered by vendors such as
Kintana is not other software vendors
but in-house processes and tools, or
those built via custom consulting
engagements.
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Figure 1
TCM: The “Fourth Wheel”
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TCM is definitely not a magic bullet for IT organizations. It doesn’t do
everything, and it isn’t for everyone. However, for an increasingly large
number of companies, it can be very valuable. TCM addresses the inte-
gration and automation of I'T processes; it doesn’t replace specific tools
or solutions, but it does provide a platform to track and invoke critical
development and deployment functions. The greatest advantage of
TCM is its application to complex, enterprise-level environments, such
as those encountered in many of today’s business-critical systems.

TCM manages process flow across the organization throughout the
technology chain and application life cycle. It provides central visibility
and control, enhances communication and collaboration, leverages
existing technology investments, and automates routine IT procedures.

What Is the Size of the Market Opportunity for TCM?

Today, the major competition to TCM solutions offered by vendors
such as Kintana is not other software vendors but in-house processes
and tools, or those built via custom consulting engagements. Therefore,
a pure supply-side—based approach to market sizing and forecasting pro-
vides an inadequate market model for TCM. IDC adopted a predomi-
nantly demand-side methodology to derive the potential market
opportunity for TCM solutions. The market model is based on
demand-side research results, including receptivity to TCM solutions,
and expectations for expenditures on such solutions combined with the
opportunity potential in number of establishments by size, class, and
industry sector.
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TCM solutions are most compelling for larger companies in specific
vertical industries (e.g., finance, manufacturing, and telecommunications
and technology), thus the model was based on the distribution of large
(i.e., greater than 1,000 employees) companies by vertical industry.

Estimated spending by a company for a TCM site license (for IT and
end users) was extrapolated from data collected in a survey conducted
by IDC for Kintana. Penetration rates were calculated based on adop-
tion projections by industry.

The overall revenue projections reflect both demand-side — as
described above — and supply-side factors (e.g., the size and growth
of the application development and deployment packaged software
market). The worldwide market for TCM software licenses and main-
tenance revenue (excluding any consulting and services revenue) is
estimated at $186 million in 2001 and is expected to grow to over
$1.7 billion by 2005 (Figure 2).

Figure 2
The Worldwide TCM Market, 2001-2005 ($M)
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The Kintana TCM Solution

The Kintana product line is designed to Kintana is a pioneer in the development and deployment of TCM
help companies automate and manage solutions. The Kintana product line is designed to help companies
business and technology processes. automate and manage business and technology processes, including

those related to implementing and updating key enterprise applica-
tions, such as ERP, CRM, SCM, human resource management sys-
tems (HRMS), electronic commerce, and custom and legacy
applications. It also integrates with and leverages existing products
along the technology chain, such as project management, content
management, version control, and help desk applications.
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The Kintana solution helps create a technology chain by allowing cor-
porate business and technology groups — or a confederation of teams
from different companies — to work together on an IT initiative. Such
an initiative allows information and components (including content
and code) to traverse from source to consumption and vice versa, thus
facilitating more collaboration and reducing latency and downtime.

Key elements of the Kintana solution are:

Ease of use and collaboration. The Kintana solution allows col-
laboration across groups and among extended team members. The
software can be accessed using a Web browser and can be operated
by technical and nontechnical users. No programming is required
to set up the Kintana software. A GUI interface is used to define
process workflow.

Process automation. Businesses can graphically model and sys-
tematize technology chain processes through configurable work-
flows that integrate industry best-practice rules. The software
automates many of the complex tasks required to implement,
maintain, and manage business solutions and leverages a common
workflow management and repository layer.

Integration. Integration allows businesses to work with existing
investments in tools and technology. The software includes built-
in integration with existing technologies, as well as a family of
“accelerators” that automate the implementation and maintenance
processes of many popular packaged business applications and
infrastructure technologies.

Kintana Capabilities and Products

The Kintana solution comprises the following products and their asso-
ciated capabilities:

Visibility and control. Kintana Dashboard™ provides a real-time
TCM portal, giving 360° visibility and control over IT initiatives
and operational tasks. Visual displays and exception reports tai-
lored to an individual’s role give a real-time, high-level view and
provide the ability to drill down for details.

Enterprise initiative management. Kintana Drive™ enables com-
panies to streamline and standardize the planning, tracking, and execu-
tion of business initiatives and projects across all phases of the
technology chain.

Request management. Kintana Create™ lets companies auto-
mate and manage information aggregation, prioritization, and
approval, enabling effective collaboration of participants across all
involved organizations on both the business and technology sides.

Deployment management. With Kintana Deliver™, companies
can automate and manage deployment and distribution from a
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The survey respondents indicated
considerable interest in the TCM
functions/features described.
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single point of control, covering packaged applications, custom
applications, legacy systems, and Web content.

*  Accelerators for enterprise applications and technologies. Kin-
tana provides built-in best-practice templates and automation for
specific packaged applications and technologies that are commonly
used within IT organizations.

What Are the Challenges to TCM Adoption?

Kintana commissioned IDC to conduct a survey to assess market
receptiveness to the TCM concept and Kintana’s solution to address it.
The survey was administered between December 2000 and February
2001. The nearly 200 respondents represented a cross section of IT
and business professionals. All respondents indicated that they had sig-
nificant influence on purchasing decisions for the type of solution
being offered by Kintana.

The survey instrument included questions in six major categories:
demographics, ebusiness and enterprise application initiatives, product
concept reaction, licensing and pricing, purchasing decisions, and
advice to vendors of TCM solutions.

Survey Results

A key goal of the survey was to ascertain the categories of ebusiness
and enterprise application initiatives planned or in process at the
respondent organizations. All of the ebusiness and enterprise applica-
tion initiatives cited by respondents involved a high degree of involve-
ment by personnel outside of the IT organization.

Product Concept Reaction

The survey respondents indicated considerable interest in the TCM
functions/features as described in Figure 3. Although they were gener-
ally concerned about the issues addressed by TCM, they displayed a
lukewarm reaction to the TCM solution concept as outlined in the
survey instrument. Responses to subsequent questions and verbatim
comments lead IDC to believe that at least some of the lack of interest
is the result of not understanding what a TCM solution can actually
provide.

Purchase Decision

The survey showed that a broad range of people within an organiza-
tion would evaluate a TCM solution, led by an IT department head.
The purchasing decision, however, often involves the CIO. The high
importance of features and functions in the purchase decision are typi-
cal of a “technology lead” sale. Most respondents expressed a preference
for dealing directly with the solution supplier rather than a third party.
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Figure 3

Importance of TCM Solution Features
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Conclusion

IDC believes that this survey represents a reasonable cross section of
the potential customers for a TCM solution such as that offered by
Kintana. The respondents are representative of the diversity and com-
plexity facing large companies tackling ebusiness and enterprise appli-
cation initiatives.

The survey respondents had difficulty grasping the TCM solution con-
cept as presented in the survey instrument. This was not entirely unex-
pected due to the complexity and breadth of the solution being
described and the fact that it is a new concept.

The respondents did see a strong need for the functions and features
offered. However, there was a considerable degree of skepticism that
such a solution could exist (or at least could deliver the suggested func-
tionality without considerable effort and pain on the part of the cus-

tomer).

It is clear that a TCM solution such as It is clear that a TCM solution such as Kintana’s requires education
Kintana's requires education and proof- and proof-of-concept demonstrations to convince potential customers
of-concept demonstrations to convince of the utility and feasibility of the product in the customer’s environ-
potential customers of the utility and ment. Clearly education and evangelism are required before widespread
feasibility of the'product in the adoption will occur.

customer's environment.
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Domestically, the company employs an
IT staff of approximately 3,500, with
teams dispersed all over the world,
and supports seven lines of business.
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Early Adopters Are Reaping the Benefits of TCM

Nevertheless, a number of IT organizations that have adopted the
Kintana TCM solution are reaping the benefits. IDC conducted four
case studies of Kintana clients in a selection of vertical industry
segments.

TCM Case Studies

A Large Financial/Insurance Company

IT Environment

This corporation is a large institution participating in the complex
financial and insurance marketplaces. It must balance a significantly
large number of varied systems in perpetual motion. The company’s
systems group works as a central corporate unit dedicated to architec-
ture and operations, while line-of-business systems areas focus on tac-
tical development. Domestically, the company employs an IT staff of
approximately 3,500, with teams dispersed all over the world, and
supports seven lines of business.

The organization’s systems environment is heterogeneous, with appli-
cations on several platforms, including mainframe, midrange, and dis-
tributed environments. Its software acquisition strategy is a complete
mix of buy, build, and customize. The organization leverages internal
and external resources to get what it needs accomplished.

The company manages a large number and variety of databases. It is
mostly a DB2 shop with respect to its mainframe and midrange systems.
For the distributed side of the house, SQL is the main development tool.

The Challenge

Increasing pressures in the insurance industry find many firms com-
peting with similar products for a larger book of business. This in part
is driving firms such as this to deliver its products faster and make its
systems more efficient.

The company is looking to gain efficiency by standardizing processes
and systems. Additionally, it has a goal to reduce the level of staff
assigned to duties associated with pure administration and mainte-
nance of systems.

The company is embarking on an enterprisewide project to revolu-
tionize the way it addresses I'T. This project seeks to:

* Standardize development and deployment processes

* Consolidate a multitude of systems to gain efficiencies and
productivity

* Facilitate and measure performance related to IT service-level
agreements

IDC
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In a few months, the company
completed its first release of the
Kintana application.

Right out of the starting gate, with the
aid of its Kintana solution, the IT team
has already seen significant ROI by
consolidating its systems.
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The company also needs a way to register and track change. With so
many different ways to initiate a project and request change, the com-
pany desires a centralized source to capture the process and data.

The Solution

The company wanted a solution that met its requirements out of the
box. It did not want a long-term development cycle requiring millions
of dollars of investment. It found the Kintana TCM solution to be
highly configurable, relatively low cost, and quick to implement.

In a few months, the company completed its first release of the Kin-
tana application. This phase of development primarily utilizes the
“Create” and “Deliver” pieces of Kintana’s TCM solution. The solution
addresses issues across the organization, including registering and
tracking changes, producing metrics, managing projects and requests,
and enforcing standards. The company assembled its own team that
worked closely with Kintana’s support team. Within the firm, every
service organization is involved in creating requirements. To date, there
are hundreds of workflows completed with more in process. The Kin-
tana solution interfaces with other systems to populate information.

The solution is not fully rolled out yet because the company plans to
package the system and associated processes later this year. With an
enterprisewide license, plans include a companywide implementation
to an IT and business user base of over 25,000 people. The company
plans to provide Web-based online training along with more tradition-
al classroom-style instruction for the heavier users within the I'T and
systems administration staff.

Benefits

Right out of the starting gate, with the aid of its Kintana solution, the
IT team has already seen significant ROI by consolidating its systems.
As the company continues the rollout of its enterprisewide standardiza-
tion project, even larger savings are anticipated.

The Kintana-based solution addresses issues in registration and
accountability, as well as captures needed metrics. The organization is
anxious, and it is in the process of incorporating more applications
into its TCM solution. By efficiencies gained, the company anticipates
utilizing its I'T staff in a more value-added fashion. The IT director
sees that the system is not just about managing tasks but provides the
automation behind the workflows that can have the greatest positive
impact on the organization.

Future Thoughts

According to this particular I'T director, the biggest risk to a company
would be not to deploy such a solution as Kintana’s TCM. If an IT
organization continues to exist and does not change, it will not propel
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Being among the first to the Internet
meant that Cisco was also first to
wrestle with many of the industrial-
strength, Internet commerce
challenges.
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itself into the future and risks being stagnant in a market that
demands faster turnaround of product and increased ROL.

With the advent of TCM, the company’s IT director sees the land-
scape changing greatly. With its evolution, processes will be better
defined, and interaction and bidirectional communications will take
place amongst all IT service areas. This director’s words of advice to
others are to, “Stop thinking and just act. If you really mean to elicit
change in an organization, do something that’s beneficial and shows
real results.”

Gisco

IT Environment

The Cisco Systems Internet commerce site, Cisco Connection Online
(CCO), is one of the largest Internet commerce sites in the world.
It handles more than 90% of Cisco’s orders, bringing in more than
$2 million per hour.

Being among the first to the Internet meant that Cisco was also first to
wrestle with many of the industrial-strength, Internet commerce chal-
lenges, such as higher uptime demands, hundreds of thousands more
users, greater diversity of content and code types, and constant
upgrades and changes to software.

An important facet of Cisco’s [T department mission has been to cost-
effectively increase efficiency while also increasing customer, client,
and partner success and satisfaction. This IT team spans the world in a
variety of locations, centralized in that it builds and maintains global
systems but at the same time distributed in its support at local levels.

To handle these demands, Cisco’s strategy has always been to buy and
customize versus build from scratch. The company tends to purchase,
extend, and integrate best-of-breed solutions, and it is moving toward
the expanded use of Java and J2EE, with customizations becoming
more standards based.

The company runs its back-end applications on a single Oracle ERP
solution; however, it has different solutions for its call center and other
front-office applications. Most of these have been purchased, extend-
ed, and integrated into one core set of applications that run on Unix

and Oracle DBMS platforms.

Cisco uses other life-cycle management tools in its development
process. It is using Kintana Deliver™ for managing and deploying
application code and content.

The Challenge

Cisco needed to build and maintain an extremely complex environ-
ment. It knew that it could not achieve the realization of the CCO
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With the help of the Kintana solution,
Cisco processes 2,000 application
change requests per quarter and
10,000 content deployments per month.
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system without a solution to help manage deployments and reduce the
risk associated with configuration changes.

The company needed to ensure a stable environment, a way to track
customizations, and ensure application integrity. It needed to manage
change — not stop it — plus gain and maintain control to accommo-
date more change. The solution needed to support and track repeatable
processes. At the same time, acquiring a system that could tie into the
company’s existing ERP applications was very appealing.

IT and Internet systems have become more and more important to
Cisco’s business. In addition to 90% of orders transacted via Internet
commerce systems, 82% of the company’s inquiries are answered via
the Internet, and more than 40% of technical support problems are
resolved online. The company believes that the current economic situa-
tion has not changed the market’s need for the Internet, and although
it may have impacted capital spending, it has not impacted changing
strategies with respect to B2B. Organizations need to evaluate and
obtain the best value for their IT investments. When growth is strong
it hides this need. Now the requirement to obtain value is becoming
much more imperative.

With little having been done to provide the IT department with sup-
port to capture best practices and automate processes for its massive
Internet projects, Cisco went looking for solutions. The company dis-
covered Kintana, which one of Cisco’s IT directors now describes as

“IT for the IT business.”

The Solution

Cisco started using an early Kintana product (Object*Migrator™)
with its Oracle ERP system, which went live in 1996. It then
employed Kintana Deliver in 1997. The company has subsequently
rolled out 285 different applications on the “use and deliver” system
and for the majority of its CCO solution that was first implemented in
1998. The “use and deliver” system’s capabilities span all of Cisco,
including ERP, supply chain, and Manufacturing Connection Online
solutions, along with other mission-critical applications.

With the help of the Kintana solution, Cisco processes 2,000 applica-
tion change requests per quarter and 10,000 content deployments per
month. The company estimates that between 300-400 people are
actively using the software.

The solution is not only used for application management with Cisco’s
workflows, business rules, and scripting, but it is also used for manag-
ing Web content. Engineers and application developers utilize the sys-
tem for code checkout with library systems and for processing change
requests. The content creators and anyone in the approval chain,
including some of Cisco’s business community, get involved.

-11- Technology Chain Management:
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The primary benefits obtained from
deploying the Kintana solution are in
productivity, speed, and accuracy.

Cisco notes that companies need to
obtain a "sense of urgency" to address
IT's need for TCM solutions.

The company's software acquisition

strategy includes a mix of buy and build;

however, if possible, it first opts to buy
and customize rather than build fully
custom applications.
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Benefits

The primary benefits obtained from deploying the Kintana solution
are in productivity, speed, and accuracy. Through the Deliver product,
the Kintana solution allows Cisco to support its CCO solution’s guar-
anteed capability to deploy four servers supporting load balancing,
added capacity, and redundancy. Prior to installing this solution, the
entire I'T process was manual with an email workflow system. The
only audit trail was in the email trail. The new system now provides a
complete audit trail — with its database, built-in business rules and
workflow, and approval processes.

The company contends it would have been very difficult to create and
implement all the applications for “eSupport” without a solution such
as it created with the Kintana software. Cisco relies on its online
ordering capability to be always ready. If the system went down for a
day due to an incorrect systems change, the impact would be felt not
only in the bottom line (revenue) but also in customer satisfaction
because Cisco’s systems extend daily beyond its boundaries to thou-
sands of customers and partners. If the system or network were to go
down for even an hour to handle a bug fix, it would have huge impact.

With the aid of its TCM solution, Cisco has been able to scale its sys-
tems — tripling the number of applications and doubling the number
of change requests. It has also been able to accomplish this without
increasing its staff, and, at the same time, it has been able to focus its
efforts on other mission-critical tasks.

Future Thoughts

As the company expands into a more J2EE-componentized develop-
ment environment and increases its sharing of modules across func-
tions, Cisco sees that the management of the technology chain will
become even more important. This will be the case throughout the
industry. Cisco notes that companies need to obtain a “sense of
urgency’ to address I'T’s need for TCM solutions.

Cisco’s advice to others investigating TCM is that teams spend the
time necessary to identify business processes and get the workflow
right. Most important, I'T must listen to the (systems) engineers to get
to know their concerns. And as with other IT initiatives, it is a lot eas-
ier if top management commitment and full enterprise support are
enlisted.

Another Large Financial/Insurance Company

IT Environment

This large corporation resides in the multifaceted financial and insur-
ance business. It has a complex environment of many different appli-
cations within various stages of development and deployment. The
company’s software acquisition strategy includes a mix of buy and
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The company's customization
requirements demanded an inordinate
amount of manual input with respect to

the system’s setup and registration data.

Pressures from corporate management
require the team to turn around fixes in
production promptly.
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build; however, if possible, it first opts to buy and customize rather
than build fully custom applications. Its systems environment is
extremely heterogeneous, with applications located on multiple plat-
forms, including mainframe, midrange, and distributed environments.
Over the past few years, the company has been trying to control the
diversity and complexity of its environment by standardizing and con-
solidating on fewer technologies and platforms.

The specific systems group interviewed supports an enterprisewide
Oracle financial application suite, including general ledger, purchasing,
accounts payable, and fixed assets. The solution has been in production
for over three years, supporting countrywide requirements and loca-
tions. The application handles a core of 500 to 600 users, with self-
service Web applications for requisitioning and purchasing for 3,000
users.

The application did require a fair amount of customization; however,
development and support for the system has been basically centralized,
with the exception of a recent expansion to include offshore support
(in India). The team primarily uses Oracle developer tools, including
forms and reports, while running the application on Sun Solaris plat-
forms. The enterprise also deploys a cadre of other system life-cycle
management tools.

The Challenge

When the system administration manager was faced with the initial
implementation of the Oracle solution, he had what he referred to as a
“rude awakening.” He discovered that much of the systems setup
required manual keying — and separately in each environment (i.e.,
development, QA, and production). In addition, the company’s cus-
tomization requirements demanded an inordinate amount of manual
input with respect to the system’s setup and registration data.

According to this lead system administrator, when he first returned
from his Oracle training class, he didn’'t know what he had gotten him-
self into. So he set out to find a workable solution. After combing the
marketplace and investigating point products, the desire for an inte-
grated solution was foremost on his mind. In addition, the ideal solu-
tion would need to provide a seamless solution for the Oracle
application environment.

Moving forward to the current economic and competitive influences,
this company must quickly and accurately deploy I'T solutions — solu-
tions that address business-critical needs. Pressures from corporate
management require the team to turn around fixes in production
promptly. This manager emphasizes, “Do you want to have your folks
doing busy work — things that can be automated — or doing mis-
sion-critical things?” He adds, “You can do it the smart way, or do it
the old way. And if you do it the old way, you might not be there,”
reinforcing the real-world pressures to stay alive in the new economy.
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The company worked very closely with
Kintana's presale and implementation
teams, defining the existing
organizational structure, proceaures,
and workflows.

Primary benefits to this organization in
deploying a TCM solution involve
improvements in speed and accuracy.

Technology Chain Management:
A Solution to Manage IT

The Solution

The company did due diligence with reference sites and also acquired
an evaluation copy of the Kintana solution to assess what TCM could
actually do for its organization.

Almost from the beginning of the initial implementation of Oracle,
Kintana with its “accelerators” has been on the scene. The company
first used the Object Migrator with its first module, which came in on
time. After getting a better feel for Chain Link (the former name of
Kintana), and familiarizing itself with what Kintana and its products
were all about, the organization acquired the Deliver product. Being a
large institution, introducing this type of product involved standards
committees and a more formal vendor approval process. It is here that
the organization has realized its biggest return on its investment.

The company worked very closely with Kintana’s presale and imple-
mentation teams, defining the existing organizational structure, proce-
dures, and workflows. The company conducted its own internal
end-user training. According to the system administration manager,
who did the training himself, all went smoothly due to a very smart
staff and to the Kintana product being “pretty intuitive.”

The solution created involves individuals across the entire IT spec-
trum, including DBAs, system administrators, program managers,
developers, and quality assurance testers.

Benefits

Primary benefits to this organization in deploying a TCM solution
involve improvements in speed and accuracy. The company can quick-
ly configure and process its system releases and fixes into production.
It has also avoided bogging down its IT staff with manual keying
tasks, freeing it up to focus on more critical projects and at the same
time avoiding the potential for errors. The solution provides the neces-
sary checks and balances to address the firm’s extensive systems audit
requirements.

Currently a team of four, plus the system administration manager,
who has been with the project from the beginning, runs the Oracle
system. When the solution was in its first development stages, there were
about seven system administrators. Now there are only four (with only
2 V5 acting full time). According to the manager, if they had not used
TCM, they would have needed to hire an additional four to five systems
administrators. And at that time, finding experienced and affordable
Oracle system administrators was, “just about an impossibility.”

The organization believes the Kintana product has benefited them by
improving speed and accuracy. As an example, for the first and least-
customized application module, the team needed to create 96 custom
user roles — each with a separate menu. It took two people a full week
and a half to just enter the data in the development environment.
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In the future, the company looks to
further exploit the use of the Kintana
TCM solution across the enterprise as
applicable.
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The company's software strategy is to
purchase applications and perform very
limited customization.
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Without the Kintana tool, the company estimates it would have taken
another week and a half to enter the same data in the QA environment
and an additional week and half for the production environment.

The company has also developed ways to take advantage of the Deliver
Yy y g
product — it developed a process to address the need to keep the pro-
duction system “quiet” while implementing monthly releases. The
team requires users to be inactive at critical times — not running jobs or
reports. A workflow process that had taken 19 manual steps was automat-
ed, including handling changes to HTML login pages and Oracle DBMS
passwords. The process automatically brings the system down and secures
it with a special password passed as a parameter. Once the release passes
all the tests, the process completes and sets the system as it was.
Y

Future Thoughts

In the future, the company looks to further exploit the use of the Kin-
tana TCM solution across the enterprise as applicable (i.e., for applica-
tions large enough and those systems requiring enough rate of change
to see a benefit). The company is also interested in exploring how to
make the Kintana product suite work in ways it hasn’t yet thought of
— perhaps a help desk solution or other applications that could bene-
fit from the workflow engine.

Colorcon

[T Environment

Colorcon, a division of BPSI, is a global company that develops, man-
ufactures, and supplies specialty chemicals and excipients for the phar-
maceutical industry. Colorcon’s core business is the design and
technical support of advanced coating systems for pharmaceutical
dosage forms. In order to meet the diverse requirements of internation-
al customers, Colorcon has positioned its business offices, manufactur-
ing facilities, and technical service laboratories in strategic locations
around the world. This global network ensures fast, timely access to
Colorcon’s products and services that customers demand. Colorcon
employs over 900 people worldwide and recognizes that key I'T invest-
ments are instrumental in its globalization efforts; thus, business and
IT initiatives must stay aligned to achieve maximum ROI on these
global investments.

The company takes a pragmatic approach to new technologies —
looking to products that are already used by leading, mainstream, ref-
erencable sites. The company does and will remain aggressive but will
not take on so much risk as to jeopardize the high availability required
of its systems.

The company’s software strategy is to purchase applications and per-
form very limited customization. The IS team’s goal is to extend appli-
cations and integrate them within the environment without
compromising the applications themselves. Its major focus has been on
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For Colorcon and its marketplace, the
data center has now become an
extension of the business itself.

The company is using Kintana for
change management for all Oracle
applications.
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manufacturing and ERP applications and will leverage this internal
foundation for expansion into CRM and B2B activities.

The company has committed to Oracle’s OPM 11i Software suite, but
it does not perform a lot of pure Oracle development work. The IT
team does work with Oracle Reports, Oracle Portal, PL SQL, and
Java, along with other off-the-shelf tools in MS Office, Brio, and oth-
ers. The standard operating platform has been HP Unix since 1997,
with a Web-based, middle-tier technology to serve up the company’s
Web applications.

The Challenge

For Colorcon and its marketplace, the data center has now become an
extension of the business itself. The data center will merge and sup-
port additional divisions within the overall BPSI organization. The
industry and business also requires the systems to integrate with over
3,000 customers and, within those customers, multiple divisions, loca-
tions, and systems. The IT organization faces a world of increasing
complexity, and it is aware that it must remain proactive and ahead of
the curve.

Because of its integrated, high-tech (and highly regulated) environ-
ment, change management, control, and reporting are vital to this
organization to maintain world-class compliance for customer require-
ments as well as government and industry regulations. It is critical for
the company to audit, record, and archive all artifacts of system
changes.

With this in mind, the company has developed a formal change con-
trol process. Understanding that the organization had a fairly compli-
cated data center addressing global expansion concerns and complex
systems with a mix of middle-tier servers and storage area networks,
the CIO sought to have a validated, qualified deployment process that
was repeatable, and more important, based on automation and pro-
ductivity tools. The production environment needs to stay “pristine.”
Adding to this pressure, Colorcon participates in the pharmaceutical
market, thus is required to accommodate industry and government
regulatory requirements. In addition, the company also desires to
remain cost conscious and not have to dedicate staff to just manage
system changes.

The Solution

Colorcon chose Kintana’s TCM solution to address these challenges.
One major influencing factor was the built-in functionality that the
products provide, especially in its “accelerators” built specifically to
support Oracle applications.

The company is using Kintana for change management for all Oracle
applications. It is also using other features like Kintana Create and has
rolled it out to the organization’s user community to manage requests.
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There are approximately 25 global IT personnel using the product,
with another 150 end-user licenses rolled out by department.

The TCM system is only part of the solution. Colorcon’s CIO believes
that in order to be effective, the IT team “must over communicate.”
The organization has embraced the need for consistent and “first-time
right” processes. The CIO believes the company’s I'T staff and user
community have both the desire and skill to strive for such ambitious
goals.

The Kintana services and Colorcon teams worked together for two
weeks in designing the most optimal implementation of the technolo-
gy. It then took only a week to fully integrate Kintana with the Oracle
application suite.

Colorcon did not use every module of the product right at the onset. It
rolled out the solution in a flexible fashion without upsetting too
much of the existing environment.

With a lot of up-front planning, the implementation was considered a
huge success. Kintana trained the IT staff using a “train the trainer”
approach and built an online tutorial for its end users without the need
for additional formal training. The involvement of the business analyst
and user community was the key to successful adoption of TCM.

Benefits
The Kintana TCM solution has afforded a number of benefits to Col-

orcon:

*  The company now has the comprehensive documentation required
to ensure an audit trail and high-level of traceability within its sys-
tems.

*  With its process of tracking systems changes and maintaining
paths of responsibility, the possibility of confusion and misinter-
pretation was minimized. It has taken the emotion out of the
equation, and all vested parties can now deal with the facts.

* Colorcon has seen increased efficiency, quality, and cost savings

with the deployment of the TCM solution.

e Prior to the implementation of Kintana TCM, changes could have
caused unnecessary systems downtime. With the solution in place,
the company has significantly reduced its risk and has avoided
unplanned downtime quite effectively.

*  Due to the automated workflow and consistent process for changes
to production, Colorcon did not have to hire an additional admin-
istrator to manage change control. By using Kintana’s products to
move data, the company’s functional and IT personnel can focus
on the strategic projects instead of mundane tasks.
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As applications gain broader use and
touch the customer, it will be even more
paramount that there are minimal,
ideally no, interruptions or errors in the
production environment.
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Future Thoughts

As the company continues to grow, the Colorcon CIO indicates, “The
Kintana solution fits right in with how we need to scale.” The compa-
ny is building technologies that an organization nearly three times its
size usually deploys.

Colorcon plans to extend its applications using portal technology in
the later part of 2001. It is extending applications with the portal
using object technology and leveraging the company’s skills and
investments with Oracle along with EJB, HTML, and JavaScript. The
company anticipates extending the portal to its customers and suppli-
ers during 2002. The Kintana solution will help manage the upgrades
and changes for that environment.

Other projects on the horizon include CRM and its B2B offering. The
company is preparing these systems to address its market when appro-
priate. According to Colorcon’s CIO, none of this work is easy. As
these applications gain broader use and touch the customer, it will be
even more paramount that there are minimal, ideally no, interruptions
or errors in the production environment. It also means additional
workflows and authorized users to contend with — something the
Kintana solution addresses.

Colorcon’s CIO offers a few words of advice to others seeking to uti-
lize and achieve success from this type of solution:

e As with most technologies, ownership must exist across the IT
organization.

e Whether buying or building technologies, companies will always
have a need for a strong development and technology team. The
most valuable resources are those that balance knowledge between
the functional and technology aspects of the business.

*  Reduce back-end utility costs and automate functions so that you
can utilize resources in a more valuable fashion. With a more
sophisticated back-end, companies can invest in other technolo-
gies.

e The organization should have a mind-set and appreciation for
what it is trying to achieve, as well as overcome reluctance with
constant reinforcement and encouragement. To best capitalize on
this technology, the organization must already support a process
methodology and a skill set to put it in place, or else it may not be
“ready for Kintana.”

- 18- IDC

i



IDC believes the market opportunity for
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It is high time that IT organizations
cease being the "cobbler’s children"
and apply modern technologies, such as
TCM, to their own shops.
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Conclusion

IDC believes the market opportunity for TCM is real and potentially
large. The challenges facing vendors of TCM are sizeable but not insur-
mountable.

The first hurdle is the education of the market. IDC’s survey revealed
an initial lack of understanding of TCM concepts and value. However,
the case studies of TCM users indicated that TCM provided measura-
ble value and ROL.

TCM, at least initially, is not for everyone. Larger companies with mis-
sion-critical applications or in highly regulated industries are the most
receptive prospects. Also, a predisposition to and thorough apprecia-
tion for a process-centric approach to application development and
deployment are essential ingredients. It is virtually impossible to sell a
solution to a problem someone doesn’t believe they have.

We believe that these challenges will in time be overcome, and the
TCM market will experience healthy growth. Integration of IT
processes, automation of mundane tasks, improved quality, and timeli-
ness of releases will reap benefits for companies that adopt a more
structured and automated approach to IT.

It is high time that IT organizations cease being the “cobbler’s children”
and apply modern technologies, such as TCM, to their own shops.
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