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Introduction

Organizations seeking the services of a value-added reseller (VAR), channel partner, implementer, vendor, or consultant
require an evaluation of what this service provider has to offer.

This report will assist organizations looking to determine the best-fit service provider for their implementation needs.
Based on information provided to TEC by softWrench Solutions, this report focuses on real-life implementation projects
delivered by the service provider to three of its existing clients. sofWrench Solutions is now TEC Accredited

for Enterprise Asset Management (EAM), as of August 5, 2011.

Please note that TEC Accreditation and the associated Accreditation Report are valid for a period of one year.

Renewal of TEC Accreditation status requires that at least one new and valid customer reference check be submitted to
TEC on an annual basis. This ensures that service providers continue to meet the standards established by TEC.



Overview

Since 1998, softWrench Solutions has provided clients with quality products and services. softWrench Solutions is a
member of the Control Group of companies, a 103-year-old privately held company specializing in facility maintenance
services, with offices throughout the United States, United Kingdom, and Europe.

softWrench Solutions has achieved TEC Accreditation for the enterprise asset management (EAM) industry, for which it
claims to provide customers of all sizes and budgets with high-quality products and services.

During the accreditation process, we examined the level of satisfaction for three softWrench Solutions customers, and
created a visual representation for each of the following sections:

e services received

e service delivery and support

* maintenance

e  project evaluation

¢ likelihood of customer recommendation

As the graphs in this report demonstrate, the average level of satisfaction of softWrench Solutions’ clients sits squarely
between “met e X p e cahdd te ix @ reegdctattbns, With the lowest score of about 47 points from one client for
service delivery and support, and the highest score of about 70 points from another for maintenance. As for the
likelihood of customer recommendation, softWrench Solutions receives 90 points—showing that this service provider
would definitely be recommended by its clients.

According to softWrench Solutions, what sets it apart from its competitors is its proprietary interface that simplifies IBM
Maximo and IBM Tivoli products. Its main competitors are DataSplice, Aquitas, Interlock Tech Solutions, and Cohesive
Solutions.

Note that not all customers interviewed required all services offered by softWrench Solutions, and some areas are
therefore flaggedas“ not ap'plicabl e

For more details about softWrench Solutions and the services it offers, see the softWrenchp r o f i | @T DirectoryT EC’ s
http://directory.technologyevaluation.com/softwrench-solutions-vid19365.html.
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Service Provider Details

The following provides you with an understanding of softWrench Solutions and the types of professional services it
offers. This includes an overview of softWrench Solutions’ v -adHed serategy, its accreditations, and partnerships, the
functionality it provides, its business and application area focus, and its geographical presence.

Company Snapshot

softWrench Solutions is a leading software solutions provider focused on helping their clients get the most returns on
their technology, resources, and investments. Its proprietary product, softWrench, simplifies and enhances the robust
capabilities of IBM Maximo and IBM Tivoli solutions.

Computer, IT, and Software; Education;
Electronics and High-tech Components;
Industries Served Food and Beverage Products; Health Care;
Manufacturing; Transportation; Utilities;
and Warehousing

Number of Permanent Employees 2549
Number of Contract Employees Fewer than 25
Percentage of Total Staff That Are Technical 60%
Percentage of Total Technical Staff Dedicated to Development 50%
Approximate Number of Current Active Clients 24
Approximate Number of Total Clients 24

Professional Services

The following sections address the types of professional services softWrench Solutions offers its clients.

Value-added Strategy

This section covers softWrench Solutions’ v -adted strategy. According to softWrench Solutions, the following
strengths set it apart from its competitors.

Provides industry templates
Provides add-ons
Supports code-level modification




Accreditations and Partnerships

This section covers the accreditations and partnerships softWrench Solutions has attained. Many accreditations are
recognized by governments and around the world, and often reflect the quality of service offered by the service
provider.

Certificates and Accreditations

softWrench Solutions has received technical certifications to provide specialized professional services for IBM
Maximo and Level 1, 2, and 3 technical support.

IBM Certified Advanced Deployment Professional
o Asset and Financial Management, Tivoli Service Management Solutions, and Tivoli Business
Application Management
IBM Certified Deployment Professional
o Tivoli Usage and Accounting Manager (v. 7.1) and Tivoli Asset Management for IT (v. 7.1)
IBM Certified Deployment Professional
o IBM Maximo v. 6 ITSM and Tivoli Monitoring (v. 6.2)
IBM Certified Solutions Advisor
o Tivoli Service Management Solutions
IBM Certified Support Associate and Tivoli Support Provider

IBM Redbooks Authorship
Certification Study Guide Series—IBM Maximo Asset Management (v. 7.1)
IBM Press Certification Study Guide Series—IBM Tivoli Asset Management for IT (v.7.1), IBM Press
Certification Study Guide Series—Foundations of Tivoli Process Automation Engine, IBM Press

Project Management Institute
Certified Project Management Professionals (PMP)

softWrench Solutions is a Microsoft Partner, with its certified PMPs using SharePoint project management
technology for client deployment.

Microsoft Certified Technology Specialist .NET Frame work 2.0, Windows Applications
Microsoft Certified Technology Specialist .NET Frame work 3.5, ASP.NET Applications
Microsoft Certified Solution Developer .NET

Microsoft Solutions Framework 3.0

MicrosoftVi s u a | C# -.NET -C++ 6.0

Microsoft Visual Studio .NET

softWrench Solutions uses Team Foundation Server (TFS), a Microsoft product that automates and streamlines
the software delivery process for all team members.

Professional Associations and Affiliations

IBM Advanced Business Partner
Microsoft Partner

Dell Partner for application hosting
Avnet Technology Solutions Partner
Carpathia Hosting Partner

Support agreements
IBM Tier 2
Reseller agreements

IBM Tivoli products




Functionality Offered

This section covers the type of functionality that softWrench Solutions offers its clients. These are high-level features
supported through product capability.

Analytics and reporting

Auditing

Contract management

Customer service and support
Electronic records management
Employee self-service

Financials and accounting

Fixed assets

Fleet management

Forecasting

Inventory management and control
Item configurator

Logistics and distribution management
Maintenance management
Manufacturing management

Mobile computing

Order management

Portal support

Production planning

Project management

Purchasing management

Report management

Sales force automation and management
Scheduling

Security management

Shop floor control

Time and expense management
Tracking technologies

Training and development
Version control and management
Workflow manager

Workforce management

Business Area Focus

The following list represents the business areas targeted by softWrench Solutions.

Administration

Customer service

Facility management*
Information technology (IT)
Maintenance

Operations

Planning

Purchasing

Security

Warehouse or inventory control

An asterisk (*) denotes a core competence of the service provider.




Application Area Focus

The following list represents the application areas that softWrench Solutions focuses on.

Enterprise asset management (EAM)*
Event management

Help desk

Hospital information system
Information security

Picture archiving and communication system (PACS)

An asterisk (*) denotes a core competence of the service provider.

Services Offered

The following list represents the types of services offered by softWrench Solutions.

Service level agreements (SLAs)* Implementation audits
Software licenses* Data cleansing

Project management services* Data migration

Consulting services* System management services
Business needs assessment Data conversion

Business process modeling Security services

Business process re-engineering Disaster recovery services

IT infrastructure design and planning Training

Programming services Reporting services
Customization services Application support

Implementation services*

An asterisk (*) denotes a core competence of the service provider.



Geographical Presence

The following list represents the geographical presence of the service provider. Geographical presence includes compliance
with local accounting, taxation regulations and requirements, local currency, language requirements, local manufacturing
(health and safety/quality control), and local labor relations. In some cases this may also include local government
clearance.

United Kingdom

United States




Service Provider Client Reference Summary

Three of softWrench Solutions’'c | i ent s responded t & oTE GG na bBedséaihatityt Bhetrmmesgdg ar d
responses give you a better understanding of the typesoft h e s er v i clients gnd ppojedtsthedhdwsoftWrench
Solutions was rated by its clients.

Client Reference Snapshot

The following table provides a high-level snapshot of the three clients TEC surveyed about their experience with
softWrench Solutions.

CLIENT REFERENCES SNAPSHOT & PROJECT OVERVIEW

CLIENT ONE CLIENT TWO CLIENT THREE
INDUSTRY Manufacturing Utilities Finance and Banking
ANNUAL REVENUE $51 to $250 million Less than $10 million More than $1 billion
CONCURRENT USERS 26 to 50 users 1to 25 users 1 to 25 users
COMPANY HEADQUARTERS United States United States United States
Project Breakdown
We definea “ pr o phe enderfible af Services offered by softWrench Solutions to a client. We have identified the

following six areas of evaluation for projects:

e Overall quality of the project delivered
e Services received

e Service and delivery support

* Maintenance

*  Project evaluation

*  Recommendation

The following sections provide an overview of the responses given by each client.



Overall Quality of the Project Delivered

Based on the overall quality of the project delivered by the service provider (taking into account services received, service

delivery and support, maintenance, project evaluation, and recommendation), this section of the report details client

responses to the project.

The following graph displays the overall level of client satisfaction.

CLIENT OVERALL LEVEL OF SATISFACTION

Greatly Exceeded Expectations 100
Exceeded Expectations 70
Met Expectations 50
Fell Short of Expectations 30
Failed Entirely to Meet Expectations 0
CLIENT ONE CLIENT TWO CLIENT THREE AVERAGE
Services Received
Based on the services received during the implementation of their projects, this is how softWrench Solutions’ cl
responded.
CLIENT LEVEL OF SATISFACTION WITH SERVICES RECEIVED DURING PROJECT IMPLEMENTATION
Greatly Exceeded Expectations 100
Exceeded Expectations 70
Met Expectations 50
Fell Short of Expectations 30
Failed Entirely to Meet Expectations 0

CLIENT ONE CLIENT TWO CLIENT THREE AVERAGE

ent



CLIENT LEVEL OF SATISFACTION WITH SERVICES RECEIVED DURING PROJECT

IMPLEMENTATION

CLIENT ONE

CLIENT TWO

CLIENT THREE

Quiality of service in meeting the service
level agreement (SLA) offered

Exceeded
Expectations

Met Expectations

Met Expectations

Software licenses offered

Met Expectations

Met Expectations

Exceeded
Expectations

Quality of project management services
offered

Exceeded
Expectations

Met Expectations

Met Expectations

Quality of consulting services

Exceeded
Expectations

Met Expectations

Met Expectations

Manner in which business needs
assessments were conducted

Exceeded
Expectations

Met Expectations

Met Expectations

Manner in which the mapping (business
process to functional requirements) was
conducted

Met Expectations

Met Expectations

Met Expectations

Manner in which business process
modeling was conducted

Met Expectations

Met Expectations

Met Expectations

Manner in which business process re-
engineering was conducted

Met Expectations

Met Expectations

Met Expectations

IT infrastructure design and plan

Met Expectations

Met Expectations

Met Expectations

Programming (outsourcing) services
provided

Met Expectations

Met Expectations

Met Expectations

Manner in which customization was
performed

Met Expectations

Met Expectations

Met Expectations

Manner in which implementation was
conducted

Exceeded
Expectations

Met Expectations

Met Expectations

Manner in which implementation audit was

Met Expectations

Met Expectations

Met Expectations




conducted

Manner in which data cleansing was ) i i
Met Expectations | Met Expectations Met Expectations
performed

Manner in which data migration was ] ) )
Met Expectations | Met Expectations Met Expectations

performed
System management Exceeded
y & . Met Expectations Met Expectations
Expectations
Manner in which data conversion was Exceeded . .
. Met Expectations Met Expectations
performed Expectations

Manner in which change management was ) ) .
Met Expectations | Met Expectations Met Expectations

conducted
Manner in which exchange management Exceeded ) )
. Met Expectations Met Expectations
was conducted Expectations
System performance Exceeded
y P . Met Expectations Met Expectations
Expectations
Securit Exceeded . .
y . Met Expectations Met Expectations
Expectations
Disaster recovery plan Exceeded ) )
yp . Met Expectations Met Expectations
Expectations
Training Met Expectations | Met Expectations Met Expectations
Reporting services Met Expectations | Met Expectations Met Expectations
Support channel service qualit Exceeded ) )
PP q y . Met Expectations Met Expectations
Expectations
Application support service qualit Exceeded
PP PP q y Met Expectations Met Expectations

Expectations

Service Delivery and Support

Based on the service delivery and support received during the implementation project, this is how softWrench Solutions’
clients responded.



CLIENT LEVEL OF SATISFACTION WITH SERVICE DELIVERY AND SUPPORT DURING PROJECT IMPLEMENTATION

100

Greatly Exceeded Expectations

Exceeded Expectations

Met Expectations

Fell Short of Expectations

Failed Entirely to Meet Expectations

CLIENT ONE

CLIENT TWO

CLIENT THREE

70

50

30

AVERAGE

CLIENT LEVEL OF SATISFACTION WITH SERVICE DELIVERY AND SUPPORT DURING

PROJECT IMPLEMENTATION

CLIENT ONE

CLIENT TWO

CLIENT THREE

Delivery of services as promised

Met
Expectations

Met Expectations

Met Expectations

Ability to provide the services promised
without necessitating the purchase of
additional services

Exceeded
Expectations

Met Expectations

Met Expectations

Ability to meet commitments

Exceeded
Expectations

Met Expectations

Met Expectations

Quality of after-sales support

Exceeded
Expectations

Fell Short of
Expectations

Met Expectations

Help desk response times

Exceeded
Expectations

Met Expectations

Met Expectations

Knowledge level of the provider's staff

Exceeded
Expectations

Met Expectations

Met Expectations

Quality of documentation provided, including
online support

Met
Expectations

Met Expectations

Met Expectations

Quality of the training provided

Met
Expectations

Met Expectations

Met Expectations

Ability to reach project milestones in a timely
fashion

Met
Expectations

Met Expectations

Met Expectations




Ability to provide promised resources Met i )
. . . . Met Expectations Met Expectations
(sufficient for project success) Expectations
Ability to deliver the project within the agreed Exceeded ) )
. . Met Expectations Met Expectations
timeframe Expectations
Quality of documentation provided in relation Met . )
. . . Met Expectations Met Expectations
to services received (e.g., progress reports) Expectations
Maintenance

Based on the maintenance received during the implementation project, this is how Sof t Wr enc hclieBto | ut i «
responded.

CLIENT LEVEL OF SATISFACTION WITH MAINTENANCE AFTER PROJECT IMPLEMENTATION

Greatly Exceeded Expectations 100

Exceeded Expectations 70

Met Expectations 50

Fell Short of Expectations

30

Failed Entirely to Meet Expectations

CLIENT ONE CLIENT TWO CLIENT THREE AVERAGE

CLIENT LEVEL OF SATISFACTION WITH MAINTENANCE AFTER IMPLEMENTATION OF

PROJECT
CLIENT ONE CLIENT TWO CLIENT THREE
Ease with which the IT staff handled Exceeded . .
. . Met Expectations | Met Expectations
maintenance Expectations
Exceeded . .
System upgrade performance Met Expectations | Met Expectations

Expectations

Exceeded
Ease with which IT staff could apply changes . Met Expectations | Met Expectations
Expectations

Speed with which support staff responded to Exceeded . .
L . Met Expectations | Met Expectations
post-production issues Expectations




Project Evaluation

This is how the three clients evaluated the project delivered by softWrench Solutions.

CLIENT LEVEL OF SATISFACTION WITH PROJECT EVALUATION DURING PROJECT IMPLEMENTATION

100

Greatly Exceeded Expectations

Exceeded Expectations

Met Expectations

Fell Short of Expectations

Failed Entirely to Meet Expectations

CLIENT ONE

CLIENT TWO

CLIENT THREE

70

50

30

AVERAGE

CLIENT LEVEL OF SATISFACTION WITH PROJECT EVALUATION DURING PROJECT

IMPLEMENTATION
CLIENT
CLIENT ONE CLIENT TWO
THREE
Ease with which the project was turned over to Met Met

users

Met Expectations

Expectations

Expectations

Ease with which modifications were performed

Met Expectations

Met
Expectations

Met
Expectations

Quality of the provider's testing procedures

Met Expectations

Met
Expectations

Met
Expectations

Accuracy of the provider's estimates for the
project costs

Met Expectations

Met
Expectations

Met
Expectations

Accuracy of the provider's estimates for
resources

Exceeded
Expectations

Met
Expectations

Met
Expectations

Manner in which project challenges were
conducted

Met Expectations

Met
Expectations

Met
Expectations

Service provider's project management
performance

Met Expectations

Met
Expectations

Met
Expectations




Recommendation

Based on the overall project, this is the recommendationofs o f t Wr en ¢ klien&so | ut i ons

CLIENT RECOMMENDATIONS

CLIENT
CLIENT ONE CLIENT TWO
THREE
Would
Would definitely Likely to definitely

Likelihood of using the provider in the future
recommend/use recommend/use | recommend/

use

Would
Would definitel Likely to definitel
Likelihood of recommending the provider to others v y y
recommend/use recommend/use | recommend/

use

The information contained in this report is based on data provided to TEC by softWrench Solutions, and is published for general information purposes only.
It should not replace an in-depth reference review process. In the context of a selection process, we recommend that you exercise due diligence and
conduct a thorough evaluation based on your organization's unique business needs and characteristics.



TEC Accreditation Program

In response to our software-buying community's requests to evaluate the quality of services provided by our
members, TEC developed its Accreditation Program. TEC Accreditation provides information on local and
regional VARs, channel partners, vendors, implementers, and consultants. Each company has responded to TEC's
accreditation criteria and provided the requested feedback from client references.

About Technology Evaluation Centers

Technology Evaluation Centers (TEC), the leading advocate for the enterprise software purchaser, helps pri-
vate- and public-sector organizations choose the best enterprise software solutions for their unique busi-
ness needs—aquickly, impartially, and cost-effectively. TEC delivers an unmatched range of online software
evaluation and selection services that minimize the costs, risks, and duration of software selection projects,
and bridges the gap between enterprise decision makers and the vendor/value-added reseller (VAR) com-

munity.

TEC's proven approach combines extensive online IT research; a proven software selection methodology;
state-of-the-art Web-based software selection technology; and the experience of its analysts and software
selection experts.

Be

—

Technology Evaluation Centers Inc.
740 5t. Maurice, 4th Floor

Montreal, Quebec

Canada, H3C 1L5

Phone: +1 514-954-3665, ext. 404

Toll-free: 1-800-496-1303

Fax: +1 514-954-9739

E-mail: selectionservices@technologyevaluation.com
Web site: wwwitechnologyevaluation.com
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