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Key Trends
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Conclusions

• PCs are not personal.

• PCs are integrated into the fabric of everyday work environments.

• Device diversity adds new levels of management complexity.

• Best practices (i.e., standardization, lockdown, asset management and policies
enforcement) do lower TCO.

• Use project management best practices when doing migrations.
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PCs are integrated to all systems
PCs are no longer just personal
PCs are not alone

Focus on manageability
IT must assume control

PCs are enterprise clients

,������
	���-.���
	��
������
������������
������	�
�������	
���	
���
	�
��
�����
����������

��
�����
�������������	���
������	����	�������
�����	��
�������	�	�����
��'��������������
�������
�����	
���������
���
���������	�
��	
��
���
����
�
��������
�����
����
��	�	�����������������	����������/������
	���0
	������
����
	�������
	��������������������
����
�

��������)#�
���%
���1-2�	���������	

�����������
	���134.���+������	�������� �
�����	�
��
������!�������
�������
�	���
���
�5����
���
��"(��
�
�������

��������
�
����
��������������	
��������	�	�����
���
	�
��$
��
��������
	���
��
���	���	�
�
��

���
	���	����
���
�����
��	
��
��
������
	�
��$
��
���6
	�
��	�������������
��
�
���
����������

���
��	�������	�	�������������������	�	����������������������
��
��	
����
�
�������
���
������
�������	���
�����������
���������������	
�������������	����
������
	�
��$
��
�/���
�������
	��
�	�����������
	�����
	��
�����	
��
����������
�����
��������������
�
��
����������
�������
��
������
�
�������������������	
����	
��
������������		
�����������
�
��������
��	
�	�
�������

����
�'�
���
��������
���	��
��
$
	��
��	

�������������
����
�����������
�
�������

Strategic Planning Assumption: By 2003, enterprises that ignore managing PCs as
enterprise clients will assume, on average, two to three times the traditional technical
support costs of  fully managed PCs (0.8 probability).

Source: Gartner Research
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Platform Issues
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Strategic Planning Assumptions: By 2004, 60 percent of office productivity workers will
carry or own at least three mobile devices (0.8 probability). By 2004, 80 percent of
corporate and government IT shops will be forced to support three “appliance” operating
system platforms (0.8 probability).

Source: Gartner Research
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Imperative: There are no easy solutions when reducing client-side computing costs.
Focusing on best practices that are cross-organizational in nature, as well as retooling
inefficient processes, yields the greatest return for the enterprise.

Source: Gartner Research

Starts With Process
Software Distribution

Asset Management
Remote Control

Desktop Lockdown
Self-Healing

What Process?
Sneakernet
High management $
100% Dispatched Help
Users in Complete Control
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Helpless Desk

Freedom Control

Leveraging best practices
can lead to an 18%-26%

reduction in TCO
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Strategic Planning Assumption: Through 2003, enterprises that fail to look beyond
price/performance in vendor/platform selection will miss opportunities to reduce TCO by
as much as 26 percent (0.7 probability).

Source: Gartner Research
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Strategic Planning Assumption: Through 2004, 80 percent of enterprises that fail to
change their processes and communicate accordingly, and instead use a tools-only
focus, will not successfully implement desktop lockdown (0.8 probability).

Source: Gartner Research
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Strategic Planning Assumption: By 2005, 80 percent of enterprises will require 50 percent
less effort to establish and maintain PC-based standards due to evolving “plug and play”
technologies (0.7 probability).

Source: Gartner Research
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Strategic Planning Assumption:  Through 2002, at least 50 percent of large enterprises
that fail to exploit "free" PC OEM basic services will overspend by as much as 10
percent on PC purchases (0.7 probability).

Source: Gartner Research
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Strategic Planning Assumption: The CPU performance benefits derived from Moore’s
Law will remain marginal through 2004 for mainstream users (0.8 probability).

Source: Gartner Research
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Strategic Planning Assumption: Through 2004, the primary useful life of a standard
notebook offering is 30 to 36 months (0.7 probability).

Source: GartnerGroup
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Imperative: Most enterprises will be best served by standardizing on two vendors across
desktop, notebook and low-end server platforms.

Source: Gartner Research
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PC Server
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� Use Third-Party Management Tools
� Commoditization Yields Higher Levels of Standardization
� Select Notebook, Server, Then Desktop
� Alternate Primary/Secondary Roles
� Reduces Risk
� Allows Enterprises to Optimize Processes
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Source: Gartner Research

Imperative: IS organizations must leverage a portfolio of technologies to achieve
success for a IT service and support management strategy.
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Strategic Planning Assumption: By 2004, 75 percent of enterprises will possess the
necessary technical components (hardware, tools and infrastructure) to optimize PC
staffing levels but will fail to capitalize on them due to lack of appropriate processes (0.7
probability).

Source: Gartner Research

Average Number of People Supported
by One PC Staff Member

0

50

100

150

200

250

300

Help Desk
Low

Help Desk
High

Level 2
Low

Level 2
High

Number
of Users

��	'��++���
*	1�� 	��	���	�����	!�"�����

Best Practices
Type B

Type C

Type A

 A
���
����������
	����
�����
�"�����J!����
��
��
��������
����$$������
���"(��
�
��	�
�
�
���)������"(��8���������
	���
�������
���������������8����������
�5���������		������
�����
�����	��
����	
�
����������	����0	
��
��
	��
	����	�����������
�
������������
�
�����?�����
,�6�
����K+@������
��
���
	������	�	��
���
������������
�
��������#
���
	����
���������

��
�
���
����
���	���
	�������������'�����
�������	�	������,���
���-...�
����
�
�/���

������
	�

�����
��	
����������	��
������������
�
������������������'�
���
���	�����
	����	�
�����

������������
��
�������
����������
	
���������
������
	���
���������
���L�
������
�������	��
���
��������
�
�������	
�������
�������	�
���
�����
���
������������
����	���
�����	����
��"#

	�
��$
��
����
��
���	
�����
����
������
	���"����������������	������

����������
��
��	���
�
�
�'���
����	��
���
�����	����	�������
	����	�
������
� ����
	�!��
������
	���
�����

���������	
���������
�	�����	�������+����������������	���������������������
�����	�����������	�	��������
�	�����%#�������� �����
�	�
����	
	���������������������������	��	����	���������
������	�� �����������
��
�������,	�	��&�����,	�	��-��
����������	�
��	���������	������	��������	
�
����	
	���



Copyright © 2001

End-User Computing Best Practices

Page 14
Mark Margevicius
36B, SPG3, 5/01

Strategic Planning Assumption: Through 2003, 80 percent of enterprises will have per-
image creation costs (consisting of 20 applications at 500 megabytes) that range between
$4,500 and $7,600 (0.7 probability).

Source: Gartner Research
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• Build an image-creation process
• Application testing and integration
• Offer superset of software
• Integrate management tools
• Create index system for master images
• Augment with software distribution and

personality migration tools
• Normalize the release schedules
• Managed diversity is a good thing
• Document the images
• Retire old images with old hardware
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Imperative: Ensure that everybody is on the same page by creating a formalized policy
that reflects the interest of all parts of the enterprise�(e.g., the IS organization, the legal
department and human resources).

Source: Gartner Research

• Build technology-specific (PC, laptop, PDA) policies
• Should not supersede other company policies
• Address Internet, e-mail, data
• Should be concise, well-defined
• Endorsed by management
• Fully enforceable
• Reviewed on a periodic basis
• Exit clauses involve business units

— link business and IT objectives
• Conduct baseline analysis — where do problems

exist?
• Identify potential opportunities for cost

savings/avoidance
• Prioritize and evaluate opportunities in the context

of contribution
• Communicate
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Strategic Planning Assumption: In 2002, 80 percent of enterprises that did not have a
manageable Windows desktop environment in 1999 will still not have a manageable
Windows 2000 environment, and will have failed to recoup their migration costs primarily
due to political and cultural issues (0.7 probability).

Source: Gartner Research
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Tactical Guideline: Enterprises should consider laptop PCs that were purchased in 2H99
or later — and desktop PCs that were purchased in 1H99 or later — to be the best
candidates for upgrades to Windows 2000 Professional.

Source: Gartner Research
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Regardless of which migration
method used, disk imaging
coupled with “personality”
migration tools is the most
reliable and least costly
approach to system migrations.
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Recommendations

• Readjust user perception so that the PC is no longer personal.

• Non-PC proliferation will add significant complexity, which requires new methods of
management and support.

• TCO is real, and there are several best practices that help optimize it.

• Policies, governance and communication are keys to success.

• PC environments are more fluid than static, and developing processes for technology change
and migration are key.
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