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Better ...
But Not
There Yet

About 60 percent of vendors managed to
improve customer satisfaction in 2007. The
rest had better work harder. By allan alter

year ago, we kicked

off our annual Ven-

dor Value survey

with gloomy news:
Value, reliability and customer
loyalty were all down. This year,
it seems most vendors heard the
message and improved.

How they did it varied: Check
Point Software’s customers like
the way it combined quality with
lower costs; T-Mobile’s clients say
it became more responsive. But,
bottom line, average scores rose
year over year in nearly every cat-
egory we track. That's much better
than last year, when for every ven-
dor that improved, three declined.

This is the fifth year CIO In-
sight has polled IT executives on
how well their major vendors de-
liver business value, reliability
and quality. Google appears on
our list for the first time, and Ado-
be, No. 1 in our first Vendor Value

survey, in 2003, appears on the
list again. While Adobe ranked
12th this year, Google took second
place, tying with Hewlett-Packard
and VeriSign. This year’s No.1ven-
dor: open source software vendor
Red Hat, which earned a remark-
able 97 percent loyalty rating.

A two- or three-point average
rise in nearly all seven categories,
coupled with a four-point boost in
the average customerloyalty score,
is a big step in the right direction.
But it's not a breakthrough. All but
the loyalty ratings remain in the
same three- or four-point range
as they did in our earlier surveys.
And only 22 of the 38 vendors in
our survey can claim that more
than 66 percent of their custom-
ers give them good or excellent
grades for overall value. That’s far
too many disappointed custom-
ers. So thanks, vendors, for making
up lost ground. But don't stop yet.
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Top 10

VENDOR
Red Hat
Google
Hewlett Packard
VeriSign

Check Point Software
Research in Motion
Cisco Systems

Citrix Systems

Dell

McAfee

Percentage of IT executives rating vendor as excellent
or good
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The Big Picture
overal

Overall rating (combined  Meets expectations Solves the business
RANK  RANK value and reliability for increasing Meets expectations  problem paid to Meets ROI
2007 2006 ratings)* revenues*t for lowering costs*  solve* expectations*

Vendor RANK RANK RANK RANK

1 3 RedHat 80% 79% 3 80% L 8% 9 7% 5
N/A Google 79 80 2 77 2 83 8 79 1
6  Hewlett Packard 79 75 6 75 4 84 6 77 5
10 Verisign 79 8L 1 68 1 8 1 79 1
14 Check Point Software 77 76 5 69 8 85 5 72 12
5  Research in Motion 77 77 4 69 8 86 1 78 3
3 Cisco Systems 76 73 7 e84 11 86 175 8
7 Citrix Systems 76 73 7 74 5 84 6 73 1
7 Dell 76 73 777 2 79 12 78 3
10 McAfee 76 72 10 72 7 86 1 76 7
2 Trend Micro 75 72 10 73 6 81 10 74 9
/A Adobe 73 69 13 63 12 80 11 74 9
13 EMC 71 66 16 61 15 79 12 70 13
9 Apple 70 72 10 55 22 79 12 6 19
14 Symantec 69 66 16 63 12 77 15 68 14
10 Motorola 68 69 18 61 15 76 16 63 17
17 IBM 66 65 19 59 18 72 21 65 16
21 Sun Microsystems 65 60 24 55 2 74 18 66 15
26 SAP 64 67 15 60 17 73 19 63 17
26 T-Mobile 63 62 22 58 19 65 30 62 19
26 BellSouth 62 66 16 56 21 69 24 62 19
24 Microsoft 62 63 20 51 28 76 16 59 25
18 Verizon Wireless 62 62 22 55 2 71 23 60 23
30 Business Objects 61 63 20 53 25 69 24 54 28
33 sunGard 61 53 31 49 3 73 19 53 32
23 Novell 60 52 32 62 14 67 2 62 19
25 Avaya 59 54 30 52 27 67 2 54 28
16 Palm 59 57 27 58 19 62 32 60 23
18 Nortel Networks 58 57 271 45 3% 66 28 57 2
30  Oracle (including Hyperion) 58 59 25 45 34 72 2il 54 28
/A Deloitte 56 58 26 51 28 57 3 48 36
26 Sprint Nextel 56 51 3 47 32 66 28 57 26
38 Quest Communications 54 45 3 53 25 6l B 54 28
36 Verizon Communications 54 55 20 51 28 65 30 51 38
3% CA 52 51 3 45 3 56 % 51 38
35 Cognos 51 48 36 46 68 60 34 47 37

cf/| 30 AT&T (including Cingular) 49 45 37 44 37 59 35 49 35
40 Accenture 47 50 3 43 3 55 38 44 38

*Percentage of IT executives rating vendor as excellent or good. tMeets expectations for achieving mission (for not-for-proft organizations).
**Cingular ranked 38th in the 2006 Vendor Value survey



Reliability
Meets commitments
ontimeand on
budget*
RANK
81% 1
79 2
78 5
79 2
78 5
79 2
78 5
78 5
78 5
76 11
78 10
75 12
72 13
72 13
71 15
70 16
65 20
67 19
61 26
68 17
65 20
64 23
61 26
65 20
68 17
59 31
64 23
60 29
60 29
61 26
62 25
57 32
54 34
52 35
57 32
52 35
47 37
46 38

Is fexible and
responsive*

73%
71
78
77
72
66
75
70
70
69
72
69
70
68
64
63
64
64
59
65
57
51
58
56
63
54
51
51
54
49
54
57
53
50
50
44
48
48

RANK

4

11

5)
11

8
13
16
19
16
16
21
15
23
30
22
25
19
26
30
30
26
35
26
23
29
33
33
38
36
36

Meets quality
expectations*

85%
84
84
86
90
81
85
79
80
81
79
83
80
78
76
76
73
71
67
61
61
68
68
65
68
67
69
62
64
67
63
59
56
56
54
59
54
42

RANK RANK

3
5
5

12
10

8
12

7
10
14
15
15
17
18
23
30
30
20
20
26
20
25
19
29
27
23
28
32
34
34
36
32
36
38

Loyalty

If had a choice,

would continue to do

business ( yes)

97%
95
92
94
94
98
95
93
89
91
92
91
89
86
87
87
88
85
89
73
83
84
84
83
79
70
85
81
75
79
79
71
3
79
68
80
74
62

*Respondents identifed all the ways they work with each vendor.
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12
10

10
12
18
16
16
15
19
12
38
23
21
21
23
27
36
19
25
31
27

35
34
27
37
26
32

W10-24% mHE 25-49% MEES50-74% mmEE75-100%

Consultant

Qutsourcer

Telecom

Hardware

Software

Security

Worked
with during
the past

12 months

19%
17
59
29
14
29
72
42
64
36
13
45
27
15
40
14
53
27
13
15
15
85
36
19
15
16
19
13
18
46
12
23
14
27
24
18
50
13

No. of
respondents

90
80
280
135
67
138
338
199
301
170
61
212
128
69
191
68
250
127
61
71
70
399
171
92
70
74
92
63
85
218
57
107
66
127
111
85
235
60

RANK
2007
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The Specifcs

Most Frequently
Voted Excellent or Poor

These numbers reveal which com-
panies are doing especially well
by customers and which are doing
especially poorly. The same five
companies top the “excellent” lists,
with Google displacing Apple to
emerge No. 1. Apple’s customers
recorded a dropoff of five points or
more. Also noteworthy: Despite all
the security problems companies
are facing, three security software
companies—Check Point, McAfee
and VeriSign—received enough
excellent marks to make the lists.
As for “poor ratings,” the good news
here is that the average “poor”
scores for the firms on those lists
declined by three or four percent-
age points. Accenture, which ranked
lowest in this year’s survey, also
fared worst here.

Best at Value and
Reliability

It’s hard to beat free—which explains
why Google, with its free search
engine and tools, rises to the top for

value. What’s remarkable is that the
other top 10 vendors come so close.

Value: Average of ratings for increasing revenues and lowering
costs as expected, solving the business problem paid to solve,
and meeting ROI expectations. Reliability: Average of ratings for
meeting commitments on time and on budget, being flexible
and responsive, and meeting respondents’ quality expectations.

Best and Worst at
Customer Loyalty

Customer loyalty is rising. The
average loyalty score for all
companies we surveyed rose to 84
percent, the highest since 2003. Last
year, only five firms earned loyalty
grades of 90 percent or higher; this
year, 11 companies did. Loyalty leader
Red Hat score gained seven points;
Accenture scored lowest again.

Companies With Highest Percentage of Excellent Ratings

RANK SCORE T RANK
Google’r GoogIeT GoogIeT
Apple 30 Apple Apple 30
Cisco Systems 3 RedHat 27 Cisco Systems
Adobet E3 I Adobet Adobet
5 Red Hat 26 [ cisco Systems Hewlett Packard
Il McAfee Il McAfee McAfee
Research in Motion || Research in Motion Red Hat
Hewlett Packard EN Hewlett Packard [l Research in Motion
|1 Dell 773 [N Check Point Software [0 Dell
[N check Point Software  IZZH  [JEM Dell Check Point Software
1 verisign [E000 Verisign

Companies with Highest Percentage of Poor Ratings

Overall Reliability

RANK score [ RANK
Accenture ) Accenture Accenture 18%
Qwest Communications CA Qwest Communications [JE&
CA °) Oracle (including Sprint Nextel

Hyperion)
EN sprint Nextel Qwest Communications [ 4 [@

ﬂ AT&T (including Cingular) | &

["51] AT&T (including Cingular) "5 sunGard

e~ Blel e
[ (S [ al o [~

5 g)fgecr'igrg')”d”d'”g - .AT&T (including Clngular) . Verizon Communications
2 peloittet [ peloittet P8 A peloittet
A Verizon communications 23 A Sprint Nextel - A Microsoft
Oracle (including
B " H B
Cognos Microsoft Palm
110} Microsoft Verizon Communications

Value Top 10* Reliability Top 10*

RANK RANK
Google Check Point Software 80%

1 RedHat 80 Hewlett Packard

80
VeriSign 1 RedHat 80
n Hewlett Packard VeriSign m
n Research in Motion B Cisco Systems
n Citrix Systems n Google
[T pen Adobe
n McAfee Citrix Systems
n Check Point Software Dell
nTrend Micro Trend Micro

% Yes % No

RANK RANK SCORE
1 RedHat 97% Accenture 38%
Cisco Systems CA
Googlet E - Novell
Check Point Software - - Sprint Nextel
n VeriSign H Qwest Communications

n Citrix Systems - - T-Mobile 27
n Research in Motion - AT&T (including Cingular)
n Hewlett Packard 92 B Nortel Networks
nTrend Micro n Deloittef
K08 Adobet - n Oracle (including Hyperion)
1101 McAfee - n SunGard
n Verizon Communications

Blue: New to top 10 list
*Percentage of IT executives rating vendor as excellent or good.
tNot in 2006 vendor value survey









