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ABSTRACT

ComputerLand Managed Services centre on the provision of essential IT services to organisations of typically
between 1,000 and 10,000 seats. Many organisations do not have the delivery of IT services to the business
as a core competence, and as such look to third-party providers to deliver these services on their behalf.
Although the importance of a partnership relationship between the customer organisation and the Managed
Services Provider (MSP) is much touted by all MSPs, there is clear evidence that ComputerLand actually
delivers on this approach, and Butler Group believes that this is a strength of the overall proposition.
ComputerLand expertise lies in the support of Wintel-based devices, and as such uses partners for the
support of other devices, which some potential customer organisations will view as detrimental to the overall
proposition. As a horizontal solution the managed services are firmly targeted at mid-sized organisations
across all industries, although they can scale to the larger end of mid-sized organisations (proven to 16,000
seats) and there is also a managed services offering for organisations with less than 1,000 seats. Potential
customer organisations need to consider the use of managed services as part of an organisation-wide
sourcing strategy and determine their requirements over the short to medium term; ComputerLand may well
be able to offer a quality service with guaranteed cost reductions in response to these requirements.

KEY FINDINGS
Strong evidence of partnership relationship Clear roadmap for the adoption and use of
between ComputerLand and customer. ComputerLand managed services.
Rigorous risk identification and mitigation Non-Wintel-based devices supported
reduces potential for project failure. through a third party.
UK-based organisation with no offshore Standard managed services available for
delivery. organisations < 1,000 seats.

LOOK AHEAD

Following the recent acquisition of ComputerLand by Capita Group, it is anticipated that the shared
capabilities of both organisations will present significant growth opportunities moving forwards.
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FUNCTIONALITY

Service Analysis

ComputerLand Managed Services centre on the provision of essential IT services to organisations of typically
between 1,000 and 10,000 seats. The ‘essential’ IT services offered by ComputerLand fall into four
categories, and these are described as follows:

o Desktop Managed Services: service desk; remote resolution; site-based resolution; hardware
maintenance; Moves, Adds, Deletes, Changes (MADC); application packaging; application distribution;
inventory management; software metering and licence management; Microsoft patch management; non-
Microsoft patch management; anti-virus management; spyware and malware management; pre-delivery
inspection; build management; managed print services; and installation to desk.

e Server Managed Services: remote monitoring; back-up management; end-to-end server management;
hardware maintenance; Microsoft patch management; non-Microsoft patch management; anti-virus
management; firewall monitoring and management; content security management (e-mail and Web
filtering); intrusion prevention monitoring; network security; Web application firewall; secure and remote
access; and threat and vulnerability information.

o Service Management: service level management; incident management; problem management; change
management; capacity management; availability management; service improvement programme;
continuous improvement programme; asset and configuration management; and service reporting.

e Procurement and Portfolio Management: on-line procurement; hardware supply; software supply;
portfolio management; service improvement programme; and continuous improvement programme.

All services support Wintel-based technology from the end-user's desktop through to the data centre.
Customer organisations can take a combination of the services they require, and as has to be the case with
any managed service targeted at medium-sized enterprises and above, there is no one-size-fits-all approach.
It would be fair to say that the more services a customer organisation takes from ComputerLand, the more
efficient and streamlined the service will be. ComputerLand has found that some customers prefer to start
with a discrete set of services and then add more as they become increasingly confident in the service,
whereas others will take a larger set of services simultaneously. In Butler Group’s opinion there is no right or
wrong way to start out with, or enhance, the use of managed services, as long as they are procured in line
with an organisation-wide outsourcing strategy.

In common with all Managed Services Providers (MSPs), ComputerLand aims to deliver a quality managed
service to its customers. To achieve this, the company states that it uses only experienced and client-
dedicated, full-time employees for its customer organisations, using integrated toolsets and processes so it
can deliver the vast majority of its services remotely from its Nottingham (UK) office. There is also the option
of having on-site support, or the use of a national team of mobile engineers able to service users at smaller
and dispersed sites.
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Although there are preferred toolsets used by ComputerLand (BMC Remedy Service Desk; BMC
Configuration Manager; Dameware Remote Control; Compuware Servervantage; and Microsoft Operations
Manager), in reality the service provider is tools agnostic. As such it is typical for ComputerLand to use the
toolsets already in use at the customer organisation.

At this point it is important to understand that the ComputerLand managed services proposition is made up of
three component stages:

1. Transition: This relates to the transition of a contracted service from in-house within the customer
organisation, or a third party, to the ComputerLand remote model.

2. Steady State: Exactly as it implies, this is the achievement of the continuous managed service provided
by ComputerLand to its customers.

3. Transformation: Once ‘Steady State’ has been achieved and the service is classed as ‘business as
usual’, ComputerLand works with its customers to identify any solutions and/or activities that could
significantly transform the IT environment or architecture, reduce service volumetrics, and enhance the
quality of service.

Specifying the three phases of working with ComputerLand for the delivery of managed services helps
customer organisations understand what the next step is, and how they will benefit from it. Butler Group’s
view is that although other service providers will undertake much of the above, recognising and stating the
process for its target market is a strength of the ComputerLand proposition.

ComputerLand describes itself as a mid-tier MSP compared to other service providers, but believes that this
is advantageous because it allows its delivery teams to work closely together, thereby encouraging team and
departmental interaction. Although the services are targeted at organisations with between 1,000 and 10,000
seats, at O2 the ComputerLand service has been proven to scale to 16,000 seats.

There is also a shared managed service available for the Small- to Medium-sized Enterprise (SME) market,
which does not have the flexibility of the services targeted at the 1,000-10,000 seats market space, but which
appears to well serve the needs of smaller organisations. Indeed Butler Group believes that SMEs want to
draw on the cost savings and improved service availability benefits of managed services, without needing the
latest best-of-breed solution configured specifically for their requirements.

Service Operation

The typical architecture of the key elements of ComputerLand managed services is described in Figure 1 as
follows:
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Figure 1: Typical ComputerLand Fully Managed IT Support Service
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Source: ComputerLand UK DATAMONITOR

The services are delivered from a robust, highly available, continually monitored and fully managed hosted
infrastructure. ComputerLand also undertakes proactive management of the hosted infrastructure using
integrated management toolsets that either the customer organisation already has in place or are provided as
part of the service transition activities to provide pre-failure alerting, trending information, and usage reports,
and these are all presented to the client through formal reviews. Every customer organisation also has access
to real-time service reports as needed, through a Web portal. ComputerLand is very much a customer-led
MSP, wanting its customers to be highly satisfied with the service they are receiving and also believing that
they are gaining the maximum value through using ComputerLand’s managed services.

ComputerLand has a Service Delivery Centre of Excellence from which around 80% of its services are
delivered. This has a resilient configuration, including diverse network routing for both communications and
data to ensure that customer organisations are able to contact ComputerLand and also that the systems can
always be accessed remotely. Business continuity and disaster recovery issues, an essential component of
any managed service, are addressed through ComputerLand being able to rapidly establish a new support
centre using a different building on a separate site that is also connected to the network design, and also
having a team of skilled technicians available to respond to requirements in the event of a major disaster.
Having this volume of services delivered from the Centre of Excellence enables ComputerLand to achieve
high levels of efficiency. Indeed, one of the benefits of using a managed services provider is the adherence to
rigorous and robust processes that the MSP has to do in order to achieve its economies of scale.
ComputerLand has its set of core processes aligned to ITIL industry best practices for the delivery of support
services.
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Common components across all solutions include remote manageability, service management from
ComputerLand’s perspective providing reporting of performance against agreed service levels, escalation
processes, and monthly review meetings. Outside of these components of the support solution all others are
available as discrete services or as part of a wider solution.

Service Emphasis

ComputerLand has transitioned to being a managed services provider with a good range of customer
organisations through its quality of service delivery, referenceability, and innovation. The company has a set
of Key Performance Indicators (KPIs) against which it tests its delivery of its services, and these KPIs are as
follows:

e Improve the supportability of the service through transformation activities.

e  Support significant cost reductions throughout the lifecycle of the relationship.
e Ensure the ongoing alignment of operational services to the business.

e Deliver technology transformation to operational services.

e Deliver service transformation to operational services.

e Deliver the accurate forecasting of transformation costs.

DEPLOYMENT

As discussed under Service Analysis above, ComputerLand will specify a transition programme to integrate
the customer organisation into its support services. This is always led by a ComputerLand Transition
Manager, who creates a project team focused on delivering the necessary support solution. ComputerLand
also points out that transitions are the most successful when the customer organisation appoints its own
Transition Manager, to provide a central point of contact for both parties. In Butler Group’s opinion this is
essential, not only from the point of view of transitioning the service to ComputerLand (in this case), but also
for maintaining an in-house knowledge of what the managed service will deliver, and how it will achieve this.

ComputerLand also expects that there will be an ad hoc involvement in the transition phase from subject
matter experts from the customer organisation to provide information relating to the customers IT
infrastructure, existing support processes, and any existing toolsets that are to be migrated to the service
provider. Butler Group believes that this demonstrates the partnership approach that ComputerLand not only
says it favours, but actually appears to deliver on.

As the customer organisation can take almost any combination of managed services from ComputerLand’s
offering, it is not feasible to give average timescales for moving to ComputerLand from an incumbent service
provider or in-house provision. However, ComputerLand has given the example of transitioning what it
describes as a highly complex set of support services from an incumbent supplier to itself in the space of six
weeks, including the hiring and training of a team of over 60 support staff, and suggests that a medium-sized
deployment could take around eight weeks to transition.
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In common with all managed services, once a service has been transitioned to ComputerLand, the resource
overhead is provided by the service provider in terms of support staff and management. Following on from
our comments above about the importance of a transition manager within the customer organisation, it is also
essential in Butler Group’s view that an in-house service manager or team is appointed to manage the
ongoing relationship between ComputerLand and the customer organisation. Being aware of the service
being delivered, how it is delivered, the achievement of service quality, and how to move the service forward,
in addition to catering for the vital exit strategy, are all elements of good IT governance of third-party
providers.

The training requirements for ComputerLand managed services vary, ranging from simply informing users
how to place a support call, through to communication sessions during the transition phase with all users
impacted by the new service. ComputerLand states that the communication of a new service to its users is a
critical component of business transition management and an area that it spends considerable time and effort
focusing on throughout this phase.

Managed services from ComputerLand are aimed at the support of Wintel-based devices, although it is
possible to include technologies outside of this scope if required. In these cases ComputerLand looks at the
use of a partner to deliver those services, but always maintains responsibility for those services directly with
its customer organisations. Butler Group believes that the lack of in-house expertise for non-Wintel devices
could be viewed as a weakness by some potential customers.

Deployment Examples

Comet: The UK-based electrical goods retailer had a requirement to improve its service targets and service
delivery quality, and achieve best quality hardware maintenance provision across all of its retail estate. The
transition phase took place over Comet's busiest time of the retailing year, December-January, and
ComputerLand now provides support for all hardware at Comet stores, with tailored service levels depending
upon the importance of the equipment and the criticality of the trading period.

02: Moving from an incumbent services provider, the UK mobile services provider wanted to increase the
speed of incident resolution and quality of support in line with its current and future objectives. ComputerLand
provides a range of portfolio management services and manages O2’s IT procurement to deliver ongoing
savings.

Manchester City Council: ComputerLand provides a fully-managed supply and maintenance service for the
Council’s IT estate, comprising around 9,000 PCs, 2,200 printers, and 140 servers, spread across 200 city
centre sites. Transitioning from an incumbent provider, ComputerLand has introduced on-line procurement,
supported by image management and implementation services.

SERVICE STRATEGY

Following on from our previous comment about ComputerLand acting upon its ‘partnership relationship’ with
its customer organisations, the service provider is particularly keen on integrating with any existing business
processes and procedures from its customers to ensure the least amount of disruption when moving to its
managed services. Particularly relating to support services, ComputerLand will look to augment existing
processes wherever possible or introduce new ones where none exist, and again this reinforces Butler
Group’s view that using a MSP can enforce adherence to processes that may not previously have been in
place.
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ComputerLand’s transition methodology discussed throughout this Technology Audit has been successful for
the company, as it states it has never seen a transition fail. As with any change there are risks associated
with it, and ComputerLand has an extensive range of risks that it identifies and subsequently mitigates,
covering processes, people, and technology. In Butler Group’s opinion attention to detail such as this means
that the relationship will get off to a very positive start, and is another strength of the ComputerLand offering.

ComputerLand builds each support solution based on the requirements of the customer organisation,
reinforcing the edict that there is no one-size-fits-all approach to managed services for the relevant target
market. Pricing is offered as a fixed quarterly cost or cost per user/device/call/incident. Return On Investment
(ROI) is dependent upon the scope and range of services selected, although ComputerLand recognises that
the start point for cost needs to be lower than the cost of an organisation delivering the same service
internally. This calculation takes into consideration the total cost of employment for associated resources and
the total cost of support for the respective services. Transition costs are also charged separately and vary
dependent upon the complexity of the end solution, but are typically less than 3% of the Year 1 contract
value.

The ComputerLand managed services offering is sold directly by the company’s own salesforce, and is
applicable to organisations across all vertical sectors, targeted specifically at organisations with between
1,000 and 10,000 seats with a UK head office, or where 80% of the user population is UK based.
ComputerLand contends that organisations looking to reduce the scope of a larger outsourcing or managed
services deal have not yet fully tested the market, and as such there is increased opportunity here. Butler
Group concurs to an extent; however, many of these opportunities are likely to be as a provider to the Service
Provider, rather than directly with the customer organisation. To this end ComputerLand has confirmed that it
would work in this way, as well as directly with potential customers. The company will also partner with other
providers to deliver services that it cannot deliver directly itself according to customer requirements.

There is no specific release strategy for the services, as the offering is a service oriented solution. However,
ComputerLand chairs internal monthly customer service reviews to ensure that best practice, efficiencies, and
innovations are shared and deployed to benefit all customers.

COMPANY PROFILE

ComputerLand UK plc was founded in 1988 by Graham Gilbert, and was quoted on the AIM list of the LSE
(ticker: CPU). In March 2008 Capita Group reached an agreement with the ComputerLand board on the terms
of a recommended cash offer to acquire the issued and ‘to be issued’ share capital of ComputerLand.
Although this agreement has not yet been finalised, it is anticipated that ComputerLand will operate as a
separate business unit within Capita and continue to trade under the same name.

The head office of ComputerLand is located in Nottingham, and this houses several central functions, plus
Sales and a Service Delivery Centre of Excellence. Satellite offices also exist in London and Manchester. The
company has in excess of 500 employees, 400 of whom are client-facing service delivery staff, and the
remaining 100 people are split roughly 50/50 to cover sales and central functions based out of the different
offices in the UK.
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As a public company until very recently ComputerLand revenue figures for the previous three years are
available as follows:

|Tab|e 1: Financial Details |
Year ending 30 April 2007 2006 2005
Revenue (UKE Million) 67 5988 6195
Change on Previous Year (%) 13% (0.3%) N/A
Total Profit before Tax /(Loss) (UKE Million) 2.8 2.2 2.1
Source: ComputerLand UK plc DATAMONITOR

Customer organisations include: O2; Experian; Egg; Heinz; British Sugar; Manchester City Council; Toyota
Manufacturing; and Whitefriars Housing Association. ComputerLand has ten dedicated Managed Services
contracts with clients, which are delivered from within ten client-facing teams. In addition, ComputerLand has
a shared managed service capability which targets the 1,000 users and below market space, and this has
approximately 50 clients.

SUMMARY

Butler Group believes that the Managed Services offerings from ComputerLand represent a strong
proposition for mid-sized organisations with a defined and organisation-wide sourcing strategy. The attention
to detail that ComputerLand has, along with the emphasis on delivering to the customer’s expectations (rather
than solely to the letter of the contract), means that customer organisations are likely to gain the benefits from
the service fairly rapidly. The acquisition of ComputerLand by Capita Group presents both challenges and
benefits for ComputerLand, and ultimately the fit between the two organisations means that customers should
have a broader range of managed services to choose from, backed up by the stability that a large parent
company can bring.
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|Tab|e 2: Contact Details
ComputerLand UK plc

Discovery House

Ruddington

Nottingham

NG11 6JW

UK

Tel: +44 (0)115 931 8000

E-mail: andrew.carr@computerland.co.uk
www.computerland.co.uk

Source: ComputerLand UK
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DATAMONITOR

Headquarters Butler Direct Pty Ltd.

Level 46, Citigroup Building,

Butler Group

Europa House, 245 Fifth Avenue,

184 Ferensway,

Hull, East Yorkshire,

HU1 3UT, UK

Tel: +44 (0)1482 586149
Fax: +44 (0)1482 323577

2 Park Street, Sydney,
NSW, 2000,

Australia

Tel: +61(02) 8705 6960
Fax: + 61 (02) 8705 6961

4th Floor, New York,
NY 10016,

USA

Tel: +1212 652 5302
Fax: +1212 202 4684

For more information on Butler Group’s Subscription Services please contact

one of the local offices above.

Important Notice

This report contains data and information up-
to-date and correct to the best of our
knowledge at the time of preparation. The data
and information comes from a variety of
sources outside our direct control, therefore
Butler Direct Limited cannot give any
guarantees relating to the content of this report.
Ultimate responsibility for all interpretations of,
and use of, data, information and commentary
in this report remains with you. Butler Direct
Limited will not be liable for any interpretations

or decisions made by you.



