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Executive Summary 

Hewlett Packard Enterprise (HPE) commissioned 

Forrester Consulting to conduct a Total Economic 

Impact™ (TEI) study to examine the potential return on 

investment (ROI) enterprises may realize by deploying 

HPE Service Anywhere. The purpose of this study is to 

provide readers with a framework to evaluate the 

potential financial impact of HPE Service Anywhere 

within their organizations. 

To better understand the benefits, costs, and risks 

associated with an investment in HPE Service 

Anywhere, Forrester interviewed an existing customer 

that had nine months’ experience using HPE Service 

Anywhere. This customer Organization has a main IT-

focused service desk with three physical locations. 

These service desks support staff in 37 offices in 45 

countries 24x7. The interviewed Organization has 

requested to remain anonymous. 

The HPE Service Anywhere service desk software-as-

a-service (SaaS) solution leverages social self-service and big data insight to improve service quality, staff efficiency, and IT 

end user satisfaction. For more details on the HPE Service Anywhere solution, see the section titled: HPE Service 

Anywhere: Overview. 

Prior to investing in HPE Service Anywhere, the Organization had another legacy service desk tool that lacked a web portal, 

did not meet the Organization’s reporting needs, and was no longer supported by the vendor. Therefore, it was supported 

internally and required significant development work. 

Our interviews and subsequent financial analysis found that the Organization experienced the risk-adjusted ROI, benefits, 

and costs shown in Figure 1. 

The analysis points to risk-adjusted benefits of $929,413 over three years versus costs of $422,803, equating to a net 

present value (NPV) of $506,610. The risk-adjusted ROI was a very favorable 120% and the NPV per the beginning 17 

service desk analysts is $29,800 over three years. 

 

HPE Service Anywhere helped the Organization achieve 

the following benefits (risk- and present value [PV]-

adjusted) over three years, totaling $929,413: 

 

• Service desk labor savings from fully automated 

tickets — $127,483. 

• Service desk labor savings from the elimination of 

duplicate tickets and calls — $227,175. 

• Service desk labor savings — other efficiencies — 

$318,708. 

• Cost avoidance of no longer supporting legacy service 

desk solution — $256,046. 

In addition, the return on the HPE Service Anywhere 

investment (ROI) was a very favorable 120%, and the 

payback period was seven months. 

FIGURE 1 

Financial Summary Showing Three-Year Risk-Adjusted Results 

ROI: 
120% 

Benefits PV: 
$929,413 

Costs PV: 
$422,803 

NPV: 
$506,610 

NPV Per 
Analyst: 
$29,800 

Source: Forrester Research, Inc. 
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› Benefits associated with HPE Service Anywhere. The Organization experienced the following benefits (risk- and 

present value-adjusted) over three years, totaling $929,413 (further described in the Benefits: Quantified section): 

• Service desk labor savings from fully automated tickets — $127,483. 

• Service desk labor savings from the elimination of duplicate tickets and calls — $227,175. 

• Service desk labor savings — other efficiencies — $318,708. 

• Cost avoidance of no longer supporting legacy service desk solution — $256,046. 

› Costs associated with HPE Service Anywhere. The Organization experienced the following costs (present value-

adjusted) over three years, totaling $422,803 (further described in the Costs section — Table 7): 

• Due diligence and assessment labor costs for vendor selection process — $4,500. 

• Labor cost to plan and deploy HPE Service Anywhere — $47,775. 

• Labor for ongoing support of the HPE Service Anywhere platform — $77,590. 

• HPE Service Anywhere subscription and professional services fees — $294,069. 

If the risk-adjusted ROI and NPV of costs and benefits still demonstrate a compelling business case, it raises confidence that 

the investment is likely to succeed because the risks that threaten the project have been taken into consideration and 

quantified. The risk-adjusted numbers should be taken as “realistic” expectations, as they represent the expected values 

considering risk. Assuming normal success at mitigating risk, the risk-adjusted numbers should more closely reflect the 

expected outcome of the investment. 

Disclosures 

The reader should be aware of the following: 

› The study is commissioned by HPE and delivered by Forrester Consulting. It is not meant to be used as a competitive 

analysis. 

› Forrester makes no assumptions as to the potential return on investment that other organizations will receive. Forrester 

strongly advises that readers use their own estimates within the framework provided in the study to determine the 

appropriateness of an investment in HPE Service Anywhere. 

› HPE reviewed and provided feedback to Forrester, but Forrester maintained editorial control over the study and its findings 

and did not accept changes to the study that contradict Forrester’s findings or obscure the meaning of the study. 

› The customer name for the interviews was provided by HPE. HPE did not participate in the customer interviews. 
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TEI Framework And Methodology 

INTRODUCTION 

From the information provided in the interviews, Forrester has constructed a Total Economic Impact (TEI) framework for 

those organizations considering investing in HPE Service Anywhere. The objective of the framework is to identify the 

benefits, costs, flexibility, and risk factors that affect the investment decision. 

APPROACH AND METHODOLOGY 

Forrester employed four fundamental elements of TEI in modeling HPE Service Anywhere: benefits, costs, flexibility options, 

and risks. 

Forrester took a multistep approach to evaluate the impact that HPE Service Anywhere can have on the Organization (see 

Figure 2). Specifically, we: 

› Interviewed HPE Service Anywhere marketing, sales, and product management personnel, along with Forrester analysts, 

to better understand the value proposition for HPE Service Anywhere. 

› Conducted an in-depth interview with the Organization’s project manager in the business solutions department to obtain 

data with respect to costs, benefits, and risks. 

› Constructed a financial model representative of the interviews using the TEI methodology. The financial model is 

populated with the cost and benefit data obtained from the interviews. 

› Risk-adjusted the financial model based on issues and concerns the Organization highlighted in interviews. Risk 

adjustment is a key part of the TEI methodology. While the Organization provided cost and benefit estimates, some 

categories included partial projections or a broad range of responses, or had a number of internal forces that might have 

raised or lowered costs and benefits. For that reason, each benefit has been risk-adjusted and is detailed in each relevant 

section. 

Given the increasing sophistication that enterprises have regarding ROI analyses related to technology investments, 

Forrester’s TEI methodology serves to provide a complete picture of the total economic impact of purchase decisions. 

Please see Appendix A for additional information on the TEI methodology. 

  

FIGURE 2 

TEI Approach 

Source: Forrester Research, Inc. 

 

Perform 
due diligence

Conduct customer 
interviews

Construct financial 
model using TEI 

framework

Write 
case study
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Analysis 

THE INTERVIEWED CUSTOMER: THE ORGANIZATION 

For this study, we conducted interviews with the Organization’s project manager in the business solutions department. The 

Organization is using the HPE Service Anywhere SaaS solution to support 3,500 staff in disparate locations around the 

world. 

About The Organization 

At interview time, the Organization had nine months’ experience using HPE Service Anywhere, with 17 service desk analysts 

at three service desk locations around the world. These service desks support about 2,700 staff in 37 offices in 45 countries 

on a 24x7 schedule. Service desk tickets averaged 38,800 annually before the Organization deployed HPE Service Desk 

Anywhere. 

Prior to investing in HPE Service Anywhere, the Organization had another legacy service desk tool that lacked a web portal, 

did not meet the Organization’s reporting needs, and was no longer supported by the vendor. Therefore, it had to be 

supported internally and required significant ongoing development work.  

In addition, there was confusion among employees as to how to access the legacy service desk. And when it was accessed, 

there was no self-service functionality, so all requests landed with a service desk analyst. Also, some employees were not 

following the process; for example, employees would seek help from the service desk analyst they liked, and analysts 

wouldn’t want to seem unhelpful so they would answer the question or solve the problem. In this common scenario, tickets 

were forgotten, lost, or duplicated, which created extra work. 

Today, the Organization is using the following HPE Service Anywhere capabilities: request handling, change management, 

service-level management, and request fulfillment. At the time of the interview, it was starting to use configuration 

management.  

INTERVIEW HIGHLIGHTS: THE ORGANIZATION 

After a vendor selection process, the Organization selected HPE Service Anywhere for its service desk needs. HPE Service 

Anywhere was viewed as an easy-to-use service desk with no on-premises installation. Benefits that caught the attention of 

the Organization included the ability to leverage social self-service and big data insights to improve service quality, staff 

efficiency, and IT end user satisfaction. 

The Organization’s high-level goals, objectives, and commentary with the HPE Service Anywhere solution were as follows: 

› The Organization wanted ease of use in terms of configuration. It was looking for something that was easy to set up and 

maintain, which lends itself to the Organization’s requirement that it be cloud-based. 

› It wanted to replace three separate service desks with a single self-service portal and one worldwide IT support queue. 

› The Organization needed a solution that had comprehensive IT service management (ITSM) process coverage. HPE 

Service Anywhere supports service desk processes, including incident, problem, change, request, release, service 

catalog, service portfolio, and knowledge management processes. HPE Service Anywhere also uses IT Infrastructure 

Library (ITIL) best practices to improve IT service support and delivery processes. 

› To promote self-help among users, the Organization removed the ability to log tickets via email in favor of using the 

Service Anywhere portal to request help (tickets). Users now have to think about their problem and attempt to find the 

answer themselves before they can initiate a service desk ticket. This not only reduces the number of tickets, including 

duplicates to the service desk, but service desk analysts are able to focus on the complicated issues and those that add 

the most value. 
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› Efficient IT service management is vital and, according to the Organization, it found the answer with the cloud-based 

solution HPE Service Anywhere. The Organization is now considering extending the use of HPE Service Anywhere to 

provide service management across all its corporate services.  

› Support documentation has been moved from the Organization’s Intranet to the service desk portal, where it’s far more 

accessible and easier to manage. While no major changes have been made to information articles, the Organization uses 

the management reporting generated by HPE Service Anywhere to flag topics on which people need the most support. 

FORRESTER NOTE 

Service desk tools were once thought to be so mature that to even discuss the market evolution was a waste of time. But the 

new service desk market is very different from the old help desk market, and ITIL was the catalyst that lifted all vendors — 

new, old, large, and small — to higher levels of value. Changes in how these solutions are being purchased or used are 

evident in a recent Forrester Research report, where a full 35% of ITSM buyers plan to take advantage of SaaS-based IT 

management and automation tools — and the service desk is the most popular SaaS-based solution. 

 

 “The aspiration for our corporate performance division is to have a one-stop 

shop for all corporate services. Because it's based on service management best 

practices, we believe that HPE Service Anywhere could transcend IT to become 

the solution that will enable us to achieve that aim.” 

— Project manager, business solutions department, the Organization 

BENEFITS: QUANTIFIED 

The service desk is an IT organization's first line of response to business user incidents and requests. Because these 

interactions shape a business' perception of IT, it's critical to not just resolve the issue but do it in a timely manner that 

maximizes user satisfaction and productivity. To manage these expectations in a cost-efficient manner, organizations must 

operate an efficient service desk that increases first-contact resolution rates and minimizes costly escalations. To do this, the 

service desk staff must be empowered, knowledgeable, and equipped with the proper tools. 

With its investment in HPE Service Anywhere, the Organization experienced the following quantified benefits related to labor 

efficiencies and productivity of service desk processes and support, which are further described below: 

› Service desk labor savings from fully automated tickets. 

› Service desk labor savings from the elimination of duplicate tickets and calls. 

› Service desk labor savings — other efficiencies. 

› Cost avoidance of no longer supporting legacy service desk solution. 

 Service Desk Labor Savings From Fully Automated Tickets 

HPE Service Anywhere is available to all 3,500 staff at the Organization, and they access it through a self-service portal. 

Many service desk requests and questions are repetitive in nature. To minimize support requirements and costs, the 

Organization’s service desk team documented such repetitive requests and activated the HPE Service Anywhere self-

service portal that enables automatic answers to questions. 
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Compared with its legacy service desk, the Organization reported a reduction in service desk labor due to automated tickets. 

The Organization estimates that each year, it will answer 2,000 self-service portal inquiries automatically with HPE Service 

Anywhere. Employees can browse the catalog of services and receive services automatically. They can also read service 

news, submit ideas, collaborate with their peers, and search for knowledge. 

The automated ticket functionality in HPE Service Anywhere allowed the Organization to reduce its service desk workload by 

0.88 full-time equivalents (FTEs). At an average fully loaded cost of $65,000 for a first-level analyst, it was able to save a 

risk-adjusted $51,263 annually, or $153,789 over the three years of our analysis.  

The Organization was able to achieve these savings by not backfilling an open requisition. The Organization’s legacy system 

did not allow for tracking ticket categories, making detailed comparisons to HPE Service Anywhere difficult. For this reason, 

this benefit was risk-adjusted (reduced) by 10% in Table 1. See the section on Risks for more detail. 

Note: The first three references (green shaded area) in Tables 1, 2, and 3 include pre-HPE Service Anywhere data. 

 Service Desk Labor Savings From Eliminating Duplicate Tickets And Calls 

Prior to the Organization’s investment in HPE Service Anywhere, employees were confused about how to access the service 

desk. When they were able to access it, they had no self-service functionality, so all requests landed with a service desk 

agent. Tickets were frequently lost or duplicated, which created extra work. The Organization averaged 3,600 duplicate 

tickets and calls each year, as the legacy service desk system lacked reporting capabilities to identify duplicate requests. 

TABLE 1 

Service Desk Labor Savings From Fully Automated Tickets 

Ref. Metric Calculation/Source Year 1 Year 2 Year 3 

A1 
Total service desk tickets before HPE Service 

Anywhere 
Annual — interview 38,800 38,800 38,800 

A2 Original number of service desk analysts Interview 17 17 17 

A3 Service desk tickets per analyst A1 / A2 2,282 2,282 2,282 

A4 
Number of fully automated tickets avoided with 

HPE Service Anywhere 
Annual — interview 2,000 2,000 2,000 

A5 
Service desk analyst FTEs saved with fully 

automated tickets 
A4 / A3 0.876 0.876 0.876 

A6 
Average fully loaded cost of a service desk 

analyst 
Interview $65,000 $65,000 $65,000 

At 
Service desk labor savings from fully 

automated tickets 
A6 * A5 $56,959  $56,959  $56,959  

 Risk adjustment ↓10%    

Atr 
Service desk labor savings from fully 

automated tickets (risk-adjusted) 
  $51,263  $51,263  $51,263  

 

Source: Forrester Research, Inc. 
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With HPE Service Anywhere, users are presented with potential solutions through self service automation, allowing them to 

find the answer themselves before they can initiate a service desk ticket. This reduces the number of tickets and calls, 

including duplicates, to the service desk. The Organization’s project manager reported a 99% reduction in duplication tickets 

and calls with HPE Service Anywhere. With the legacy service desk, it took the same amount of time to identify, sort out, and 

close a duplicate request as it did to resolve a request. The Organization was able to eliminate 99% of the 3,600 annual 

legacy requests, for a total of 3,564 eliminated tickets and calls, saving the Organization 1.56 FTEs. At an average fully 

loaded cost of $65,000 for a first-level analyst, it was able to save a risk-adjusted $91,350 annually, or $274,051 over the 

three years of our analysis. 

The Organization was able to achieve these savings by not backfilling departing analysts. The Organization’s legacy system 

had inadequate reporting, making detailed comparisons to HPE Service Anywhere challenging. For this reason, this benefit 

was risk-adjusted (reduced) by 10% in Table 2. See the section on Risks for more detail 

 Service Desk Labor Savings — Other Efficiencies 

The features and functionality in HPE Service Anywhere allowed for other service desk labor efficiencies and savings, in 

addition to the savings from fully automated tickets and elimination of duplicate tickets and calls (see Tables 1 and 2). 

Prior to its use of HPE Service Anywhere, the Organization’s employees were supposed to call or email the service desk to 

initiate a service desk ticket. Instead, they would often directly contact the analyst who had helped them before. For example, 

TABLE 2 

Service Desk Labor Savings From Eliminating Duplicate Tickets And Calls 

Ref. Metric Calculation/Source Year 1 Year 2 Year 3 

B1 

Total service desk tickets before HPE Service 

Anywhere Annual — interview 38,800 38,800 38,800 

B2 Original number of service desk analysts Interview 17 17 17 

B3 Service desk tickets per analyst B1 / B2 2,282 2,282 2,282 

B4 
Number of duplicate tickets and calls before 

HPE Service Anywhere 
Annual — interview 3,600 3,600 3,600 

B5 
99% of duplicate tickets and calls avoided with 

HPE Service Anywhere 
B4 * 99% 3,564 3,564 3,564 

B6 
Service desk analyst FTEs saved avoiding 

duplicate tickets 
B5 / B3 1.562 1.562 1.562 

B7 
Average fully loaded cost of a service desk 

analyst 
Interview $65,000 $65,000 $65,000 

Bt 
Service desk labor savings from eliminating 

duplicate tickets and calls 
B6 * B7 $101,501 $101,501 $101,501 

  Risk adjustment ↓10%       

Btr 
Service desk labor savings from 

eliminating duplicate tickets (risk-adjusted) 
  $91,350  $91,350  $91,350  

 

Source: Forrester Research, Inc. 
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employees might walk down to the service desk and ask for face-to-face help. As a result, tickets were not logged in the 

system, or one ticket might cover multiple issues. The whole process of handling issues was very resource-intensive. With 

the legacy environment, the Organization found it difficult to have an overall view of what was being requested, keep track of 

calls and tickets, and know when and which tickets were resolved.  

“In deploying HPE Service Anywhere, the biggest challenge was to change behavior — moving people away from using 

email and phone and from turning up randomly at the service desk,” said the Organization’s project manager. “To support 

this, we ran a publicity campaign the month before launch. We then turned off email communication to the service desk, but 

people can still phone us when necessary.” 

In addition, HPE Service Anywhere allowed the Organization to move from three separate service desks to one IT support 

queue. Service desk analysts now have a clearer view of what is happening across the entire Organization. Where there are 

dedicated IT support teams for certain business functions, the tickets automatically get forwarded to them through HPE 

Service Anywhere. 

In addition to the savings from fully automated tickets and elimination of duplicate tickets and calls (see Tables 1 and 2), 

service desk calls and tickets have been reduced by an additional 5,000 tickets annually for the following reasons: 

› Employees are now able to resolve issues themselves using the information in HPE Service Anywhere, which results in 

fewer tickets coming into the service desk. This improves the productivity and efficiency of the analysts, which also 

improves the resolution time for tickets. 

› Call volume to the service desk has been reduced by 45%. The Organization will never eliminate calls to the service desk, 

but the self-help features of HPE Service Anywhere have reduced employees’ need to call. 

› HPE Service Anywhere helps service desk analysts handle trouble tickets more efficiently using actionable intelligence 

from embedded big data analytics, as analysts can quickly respond to employees with answers and information.  

› The HPE Service Anywhere knowledge base has expanded the skillsets of the service desk analysts. 

With an additional reduction of 5,000 tickets annually, the Organization is able to further reduce service desk headcount by 

2.2 FTEs through attrition and job transfers and by not backfilling departing analysts. The Organization’s legacy system had 

inadequate reporting, making detailed comparisons to HPE Service Anywhere challenging. For this reason, this benefit was 

risk-adjusted (reduced) by 10% in Table 3. See the section on Risks for more detail 
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 Cost Avoidance Of No Longer Supporting Legacy Service Desk Solution 

Prior to investing in HPE Service anywhere, the Organization had another legacy service desk tool that lacked a web portal, 

did not meet the Organization’s reporting needs, and was no longer supported by the vendor. Therefore, it had to be 

supported internally and would have continued to require significant and ongoing development work if the Organization 

chose to keep it. The Organization estimates that the development and support work equated to two-thirds of an FTE or 

$102,960 annually, assuming a fully loaded cost of $156,000 for a full FTE. Forrester did not risk-adjust this benefit, as the 

elimination of two-thirds of an FTE has already happened. See Table 4. 

 

 

 

 

 

 

TABLE 3 

Service Desk Labor Savings — Other Efficiencies 

Ref. Metric Calculation/Source Year 1 Year 2 Year 3 

C1 
Total service desk tickets before HPE Service 

Anywhere Annual — interview 38,800 38,800 38,800 

C2 Original number of service desk analysts Interview 17 17 17 

C3 Service desk tickets per analyst C1 / C2 2,282 2,282 2,282 

C4 
Number of other tickets avoided with HPE 

Service Anywhere 
Interview 5,000 5,000 5,000 

C5 
Service analyst FTEs saved — other 

efficiencies 
C4 / C3 2.191 2.191 2.191 

C6 
Average fully loaded cost of a service desk 

analyst 
Interview $65,000 $65,000 $65,000 

Ct 
Service desk labor savings — other 

efficiencies 
C5 * C6 $142,397  $142,397  $142,397  

 Risk adjustment ↓10%    

Ctr 
Service desk labor savings — other 

efficiencies (risk-adjusted) 
 Ct-10% $128,157  $128,157  $128,157  

 

Source: Forrester Research, Inc. 
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TABLE 4 

Cost Avoidance Of No Longer Supporting Legacy Service Desk Solution 

Ref. Metric Calculation/Source Year 1 Year 2 Year 3 

D1 
FTEs saved not supporting legacy service 

desk 
Interview 0.66 0.66 0.66 

D2 Fully loaded cost per developer FTE Interview $156,000 $156,000 $156,000 

Dt 
Cost avoidance of no longer supporting 

legacy service desk solution 
D1 * D2 $102,960  $102,960  $102,960  

 Risk adjustment 0%    

Dtr 

Cost avoidance of no longer supporting 

legacy service desk solution (risk-

adjusted) 

 Dt-0% $102,960  $102,960  $102,960  

Source: Forrester Research, Inc. 

 

Total Benefits 

Table 5 shows the total of all benefits as well as present values (PVs) discounted at 10%. Over three years, the Organization 

expects risk-adjusted total benefits to be a PV of $929,413. 

 

Rows E1, E2, and E3 in Table 6 represent the comparative legacy data. Table 6 also calculates the total service desk labor 

savings from Tables 1, 2, and 3, including service desk analyst FTEs saved with fully automated tickets, avoiding duplicate 

tickets, and other efficiencies. A total of 4.64 FTEs were saved compared with the legacy service desk tool, for an annual 

risk-adjusted savings of $270,771, or $812,313 over the three years of our analysis. 

TABLE 5 

Total Quantified Benefits (Risk-Adjusted) 

Ref. Benefit Category Year 1 Year 2 Year 3 Total 

Present 

Value 

Atr 
Service desk labor savings from fully 

automated tickets 
$51,263  $51,263  $51,263  $153,789  $127,483  

Btr 
Service desk labor savings from 

eliminating duplicate tickets and calls 
$91,350  $91,350  $91,350  $274,051  $227,175  

Ctr 
Service desk labor savings — other 

efficiencies 
$128,157  $128,157  $128,157  $384,472  $318,708  

Dtr 

Cost avoidance of no longer 

supporting legacy service desk 

solution 

$102,960  $102,960  $102,960  $308,880  $256,046  

 Total benefits (risk-adjusted) $373,731  $373,731  $373,731  $1,121,192  $929,413  

Source: Forrester Research, Inc. 
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TABLE 6 

Total Service Desk Analyst Productivity Savings (Total Of Tables 1, 2, And 3) 

Ref. Metric Calculation/Source Year 1 Year 2 Year 3 

E1 
Total service desk tickets before HPE Service 

Anywhere 
Annual — interview 38,800 38,800 38,800 

E2 Original number of service desk analysts Interview 17 17 17 

E3 Service desk tickets per analyst A1 / A2 2,282 2,282 2,282 

A5 
Service desk analyst FTEs saved with fully 

automated tickets 
A4 / A3 0.876 0.876 0.876 

B6 
Service desk analyst FTEs saved avoiding 

duplicate tickets 
B5 / B3 1.562 1.562 1.562 

C5 
Service desk analyst FTEs saved — other 

efficiencies 
C4 / C3 2.191 2.191 2.191 

E4 Total FTEs saved — service desk analysts A5 + B6 + C5 4.64 4.64 4.64 

E5 Average fully loaded cost of a service desk 

analyst 
Interview $65,000 $65,000 $65,000 

Et Total service desk labor savings  E4 * E5 $300,856  $300,856  $300,856  

 Risk adjustment ↓10%    

Etr 
Total service desk labor savings (risk-

adjusted) 
  $270,771 $270,771 $270,771 

 

Source: Forrester Research, Inc. 

BENEFITS: UNQUANTIFIED 

The Organization identified the following additional benefits of using HPE Service Anywhere, but it was not able to quantify 

the benefits at the present time: 

› The Organization has 24x7 access to HPE support via a web portal. It also has access to an HPE customer success 

manager who can answer its questions and provide expedited support. The HPE software services team supports ongoing 

development of HPE Service Anywhere for the Organization as well. 

› HPE sponsors periodic customer design partner forums, where the Organization can contribute to the development of the 

Service Anywhere solution on a wider scale and give feedback on proposed changes.  

 

 



 

 

12 

“HPE Service Anywhere really stood out to us in terms of the intuitiveness of the 

product. We weren’t going to have to spend forever training people. You could 

pick it up with very little, if any, training. And we could configure Service 

Anywhere into a single one-stop shop for all of our service teams.” 

— Project manager, business solutions department, the Organization 

COSTS 

The Organization incurred costs in four categories associated with its investment in HPE Service Anywhere. 

 Due Diligence And Assessment Labor Costs For Vendor Selection Process 

The labor associated with The Organization’s vendor selection process totaled 60 man-hours over a three-week period and 

involved project managers, a service desk manager, and business unit staff. Tasks included determining the Organization’s 

requirements, reviewing vendor proposals, and participating in vendor pilot demonstrations. At an average fully loaded cost 

of $75 per hour, the vendor selection process expenses totaled $4,500 (60 hours * $75 = $4,500). 

 Labor Cost To Plan And Deploy HPE Service Anywhere 

The labor associated with planning and deploying HPE Service Anywhere involved the following employees: an architect, the 

senior manager of development, and the service desk manager, along with the vice president of enterprise business 

technology, who provided oversight. There were 637 total labor hours for planning and deployment tasks categorized as 

follows: 

› Two FTEs working the two-week pilot (proof of concept) full-time, totaling 160 hours. 

› Two FTEs working full-time over a two-week period to design and build the integration points, totaling 160 hours 

› Two FTEs working two-thirds of their time over a six-week period doing configuration and training activities, totaling 317 

hours. 

At an average fully loaded cost of $75 per hour, the labor cost to plan and deploy HPE Service Anywhere totaled $47,775 

(637 hours * $75 = $47,775). 

 Labor Cost For Ongoing Support For HPE Service Anywhere 

The labor associated with ongoing internal support for HPE Service Anywhere equates to 8 hours per week, 52 weeks per 

year, or a total of 416 hours annually. Ongoing tasks include doing project and configuration management, managing the 

impact of HPE software updates, collecting requests for improvements, and reporting service desk statistics. At an average 

fully loaded cost of $75 per hour, the labor cost for ongoing support of HPE Service Anywhere was $31,200 (416 hours * $75 

= $31,200) annually, or $93,600 over our three-year analysis. 

 HPE Service Anywhere Subscription Fees 

HPE Service Anywhere fees include subscription and professional services fees as outlined in Table 7. Professional services 

include custom consulting from HPE or partners, who can help with an organizational or process re-design of the service 

desk, provide onboarding and implementation services, and train the Organization’s service desk employees. 
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Total Costs 

Table 7 shows the total of all costs as well as associated present values, discounted at 10%. Over three years, the 

Organization expects costs to total $495,594, with a present value of $422,803. Forrester chose to not risk-adjust costs 

because the Organization had already incurred these costs or had a fixed-fee contract with HPE Service Anywhere. 

TABLE 7 

The Organization’s Total Costs Associated With HPE Service Anywhere 

Ref. Cost Initial Year 1 Year 2 Year 3 Total 
Present 

Value 

F1 
Labor for vendor selection 

process 
$4,500 $0 $0 $0 $4,500 $4,500 

F2 
Labor to plan and deploy 

HPE Service Anywhere 
$47,775 $0 $0 $0 $47,775 $47,775 

F3 
Labor for ongoing support 

of HPE Service Anywhere 
 $0 $31,200 $31,200 $31,200 $93,600 $77,590 

F4 

HPE Service Anywhere 

subscription and 

professional services fees 

 $0 $139,881 $123,114 $86,724 $349,719  $294,069  

Ft 

Total costs associated 

with HPE Service 

Anywhere 

$52,275  $171,081  $154,314  $117,924  $495,594 $422,803  

Source: Forrester Research, Inc. 

FLEXIBILITY OPTIONS 

Flexibility, as defined by TEI, represents an investment in additional capacity or capability that could be turned into business 

benefit for some future additional investment. This provides an organization with the “right” or the ability (or option) to engage 

in future initiatives but not the obligation to do so. In our case study, it answers this question: Now that the Organization has 

invested in HPE Service Anywhere, what other things (flexibility options) can it do cheaper, better, and/or faster as a result of 

that initial investment? 

One of the future flexibility options being considered by the Organization is using HPE Service Anywhere as a solution for its 

other ITSM requirements. Future plans include using HPE Service Anywhere to manage the Organization’s worldwide IT 

assets, which will help ensure that the Organization has sufficient equipment to support staff in each of its global offices and 

that the equipment is up to date.  

As an additional flexibility option, the Organization would like to leverage HPE Service Anywhere to automatically set up new 

users on its applications and systems. Today this is done manually for all new users. 

The Organization is in the early stages of considering these options, so it was not able to articulate and quantify these future 

flexibility option benefits. Therefore, Forrester did not quantify them for this study. 

Forrester encourages readers to learn more about HPE Service Anywhere’s capabilities to determine the potential 

quantifiable flexibility option benefits for their organizations. The value of the flexibility option, when calculated, is based on 

the Black-Scholes Option Pricing formula. (For information regarding the flexibility calculation, please see Appendix A.) 
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RISKS 

Forrester defines two types of risk associated with this analysis: “implementation risk” and “impact risk.” Implementation risk 

is the risk that a proposed investment in HPE Service Anywhere may deviate from the original or expected requirements, 

resulting in higher costs than anticipated. Impact risk refers to the risk that the business or technology needs of the 

Organization may not be met by the investment in HPE Service Anywhere, resulting in lower overall total benefits. The 

greater the uncertainty, the wider the potential range of outcomes for cost and benefit estimates. Note: Forrester chose to not 

risk-adjust costs because the Organization has already incurred these expenses or has fixed price quotes from HPE. 

 

Highlighting impact risk by adjusting the benefits results in more meaningful and accurate estimates and a more accurate 

projection of the ROI. In general, risks affect costs by raising the original estimates, and they affect benefits by reducing the 

original estimates. The risk-adjusted numbers should be taken as “realistic” expectations since they represent the expected 

values considering risk. 

The following implementation risk that affects costs is identified as part of this analysis: 

› HPE Service Anywhere fees. Although Forrester did not risk-adjust HPE Service Anywhere fees, other organizations’ costs 

may vary due to discounts. 

The following impact risk that affects benefits is identified as part of the analysis: 

› There are significant service desk analyst FTE reduction numbers that contribute to the benefits and subsequent ROI in 

this study. The Organization and Forrester recognize that when you provide analysts with time-saving tools, not all the 

saved time translates to increased productivity. In addition, FTE savings assumes normal attrition of service desk analysts; 

therefore, Forrester risk-adjusted each benefit by 10%, recognizing 90% of the potential benefit (see Table 8). 

 
TABLE 8 

Benefit And Cost Risk Adjustments 

Benefits Adjustment 

Service desk labor savings from fully automated tickets � 10% 

Service desk labor savings from the elimination of duplicate tickets and calls � 10% 

Service desk labor savings — other efficiencies � 10% 

Cost avoidance of no longer supporting legacy service desk solution � 0% 

Costs Adjustment 

(Costs were not risk-adjusted) � 0% 

 

Source: Forrester Research, Inc. 
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Table 8 shows the values used to adjust for risk and uncertainty in 

the cost and benefit estimates. The TEI model uses a triangular 

distribution method to calculate risk-adjusted values. To construct 

the distribution, it is necessary to first estimate the low, most likely, 

and high values that could occur within the current environment. 

The risk-adjusted value is the mean of the distribution of those 

points. Readers are urged to apply their own risk ranges based on 

their own degree of confidence in the cost and benefit estimates.  

  

“I’d like to comment on how 

HPE Professional Services 

engaged with us. We work 

together to try and fix shared 

problems rather than them 

being here to answer questions 

and tell us how it’s going to be 

done. It’s a true partnership 

that is really appreciated and 

has been very beneficial.” 

— Project manager, business solutions 

department, the Organization 
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Financial Summary 

The financial results calculated in the Benefits and Costs sections can be used to determine the ROI, NPV, and payback 

period for the Organization’s investment in HPE Service Anywhere. 

Table 9 shows the risk-adjusted ROI, NPV, and payback period values. These values are determined by applying the risk-

adjustment values from Table 8 in the Risks section to the total benefit and cost numbers in Table 5 and Table 7. 

The ROI was a very favorable 120%. If risk-adjusted costs, benefits, and ROI still demonstrate a compelling business case, it 

raises confidence that the investment is likely to succeed because the risks that might threaten the project have been taken 

into consideration and quantified. The risk-adjusted numbers should be taken as “realistic” expectations, as they represent 

the expected value considering risk. Assuming normal success at mitigating risk, the risk-adjusted numbers should more 

closely reflect the expected outcome of the investment. 

  

TABLE 9 

Cash Flow (Risk-Adjusted) 

Initial Year 1 Year 2 Year 3 Total Present Value 

Costs ($52,275) ($169,837) ($154,314) ($117,924) ($494,350) ($422,803) 

Benefits $0  $373,731  $373,731  $373,731  $1,121,192  $929,413  

Net benefits ($52,275) $203,894 $219,417  $255,807  $626,842  $506,610  

ROI 120% 
     

Payback period 
Seven 

months      

 

Source: Forrester Research, Inc. 
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HPE Service Anywhere: Overview 

The following information is provided by HPE. Forrester has not validated any claims and does not endorse HPE or its 

offerings. 

The Service Anywhere solution is an easy-to-use service desk with no on-premises installation. With social self-service, 

continuous delivery, and simple administration, organizations are free to focus on innovation and service quality and not on 

"keeping the lights on." 

The HPE Service Anywhere service desk solution leverages social self-service and big data insights to improve service 

quality, staff efficiency, and IT end user satisfaction. 

KEY BENEFITS 

Benefits of HPE Service Anywhere include the ability to: 

› Improve IT service quality with exceptional visibility into emerging service desk trends, enabling proactive problem 

management and process improvement. 

› Increase staff efficiency handling tickets quicker and more effectively with current and relevant knowledge and fit-for-

purpose user interfaces. 

› Improve end user satisfaction, enable self-sufficiency, and reduce tickets with social collaboration, the right information, 

and pertinent answers. 

› Have superior total cost of ownership and quick time-to-value with a SaaS service desk that requires less customization 

and is simple to use, deploy, and maintain. 

› Easily extended with pre-built integrations for automation, event management, discovery, and more. 

SOLUTION HIGHLIGHTS 

› Comprehensive ITSM process coverage. HPE Service Anywhere supports service desk processes such as incident, 

problem, change, request, release, service catalog, service portfolio, and knowledge management processes, based on 

ITIL best practices. 

› Social self-service. In addition to handling requests and issues, HPE Service Anywhere promotes social collaboration 

within the user community. It further applies big data analysis to user searches, questions, responses, and even survey 

results to understand what is trending. The resulting information can be applied in proactive knowledge delivery and 

process improvement. 

› Embedded big data. HPE Service Anywhere is powered by HPE Haven big data technology for actionable insight and 

real-time analytics across all relevant ITSM information sources. It also provides powerful natural search, ubiquitous 

knowledge delivery, and trend analytics for increasing staff efficiency, continually improving processes, and enhancing 

service quality. 

› Agile, continuous delivery. HPE Service Anywhere is based on a modern SaaS architecture. With codeless 

configuration, upgrades are seamless, and all customers are on the current version. Deployments are quick and ongoing 

maintenance is reduced. 

› Complete solutions. HPE Service Anywhere includes robust asset management capabilities, ideation and proposal 

management, and now application portfolio management on a single platform. Integrations provide automation, event 

management, discovery, and more. Combined with HPE education and services, HPE can uniquely deliver complete 

solutions for IT operations management. 
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Appendix A: Total Economic Impact™ Overview 

Total Economic Impact is a methodology developed by Forrester Research that enhances a company’s technology decision-

making processes and assists vendors in communicating the value proposition of their products and services to clients. The 

TEI methodology helps companies demonstrate, justify, and realize the tangible value of technology initiatives to both senior 

management and other key business stakeholders. 

The TEI methodology consists of four components to evaluate investment value: benefits, costs, flexibility, and risks. 

BENEFITS 

Benefits represent the value delivered to the user organization — IT and/or business units — by the proposed product or 

project. Often, product or project justification exercises focus just on technology cost and cost reduction, leaving little room to 

analyze the effect of the technology on the entire organization. The TEI methodology and the resulting financial model place 

equal weight on the measure of benefits and the measure of costs, allowing for a full examination of the effect of the 

technology on the entire organization. Calculation of benefit estimates involves a clear dialogue with the user organization to 

understand the specific value that is created. In addition, Forrester also requires that there be a clear line of accountability 

established between the measurement and justification of benefit estimates after the project has been completed. This 

ensures that benefit estimates tie back directly to the bottom line. 

COSTS 

Costs represent the investment necessary to capture the value, or benefits, of the proposed project. IT or the business units 

may incur costs in the form of fully burdened labor, subcontractors, or materials. Costs consider all the investments and 

expenses necessary to deliver the proposed value. In addition, the cost category within TEI captures any incremental costs 

over the existing environment for ongoing costs associated with the solution. All costs must be tied to the benefits that are 

created. 

FLEXIBILITY 

Within the TEI methodology, direct benefits represent one part of the investment value. While direct benefits can typically be 

the primary way to justify a project, Forrester believes that organizations should be able to measure the strategic value of an 

investment. Flexibility represents the value that can be obtained for some future additional investment building on top of the 

initial investment already made. For instance, an investment in an enterprisewide upgrade of an office productivity suite can 

potentially increase standardization (to increase efficiency) and reduce licensing costs. However, an embedded collaboration 

feature may translate to greater worker productivity if activated. The collaboration can only be used with additional 

investment in training at some future point. However, having the ability to capture that benefit has a PV that can be 

estimated. The flexibility component of TEI captures that value. 

RISKS 

Risks measure the uncertainty of benefit and cost estimates contained within the investment. Uncertainty is measured in two 

ways: 1) the likelihood that the cost and benefit estimates will meet the original projections and 2) the likelihood that the 

estimates will be measured and tracked over time. TEI applies a probability density function known as “triangular distribution” 

to the values entered. At a minimum, three values are calculated to estimate the underlying range around each cost and 

benefit. 
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Appendix B: Glossary 

Discount rate: The interest rate used in cash flow analysis to take into account the time value of money. Although the 

Federal Reserve Bank sets a discount rate, companies often set a discount rate based on their business and investment 

environment. Forrester assumes a yearly discount rate of 10% for this analysis. Most organizations typically use discount 

rates between 8% and 16% based on their current environment. Readers are urged to consult their respective organizations 

to determine the most appropriate discount rate to use in their own environment. 

Net present value (NPV): The present or current value of (discounted) future net cash flows given an interest rate (the 

discount rate). A positive project NPV normally indicates that the investment should be made, unless other projects have 

higher NPVs. 

Present value (PV): The present or current value of (discounted) cost and benefit estimates given at an interest rate (the 

discount rate). The PV of costs and benefits feed into the total NPV of cash flows. 

Payback period: The breakeven point for an investment. This is the point in time at which net benefits (benefits minus costs) 

equal initial investment or cost. 

Return on investment (ROI): A measure of a project’s expected return in percentage terms. ROI is calculated by dividing 

net benefits (benefits minus costs) by costs. 

A NOTE ON CASH FLOW TABLES 

The following is a note on the cash flow tables used in this study (see the example table below). The initial investment 

column contains costs incurred at “time 0” or at the beginning of Year 1. Those costs are not discounted. All other cash flows 

in years 1 through 3 are discounted using the discount rate (shown in the Framework Assumptions section) at the end of the 

year. PV calculations are calculated for each total cost and benefit estimate. NPV calculations are not calculated until the 

summary tables are the sum of the initial investment and the discounted cash flows in each year. 

FRAMEWORK ASSUMPTIONS 

Table 10 provides the model assumptions that Forrester used in this analysis.  

The discount rate used in the PV and NPV calculations is 10%, and the time horizon used for the financial modeling is three 

years. Most organizations typically use discount rates between 8% and 16% based on their current environment. Readers 

are urged to consult with their respective company’s finance department to determine the most appropriate discount rate to 

use within their own organizations. 

TABLE [EXAMPLE] 

Example Table 

Ref. Metric Calculation/Source Year 1 Year 2 Year 3 

      

 

Source: Forrester Research, Inc. 
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TABLE 10 

Model And Case Study Assumptions 

Ref. Metric Calculation/Source Value 

G1 
Average fully loaded annual cost 

for service desk analysts 
Interview $65,000 

G2 
Annual service desk tickets per 

analyst 
Interview 2,282 

G3 

Average fully loaded annual cost 

for project managers, developers, 

and service desk managers 

Interview $156,000 

    

Source: Forrester Research, Inc. 

 


