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Executive summary
Info-Tech evaluated 13 competitors in the service desk
market, including the following notable performers:

Info-Tech Insight
1. Each vendor offers similar functionality.

Champions:
• OMNINET has a strong workflow focus to enable efficiencies for
support staff.

• Axios provides an innovative way to increase organizational
knowledge through both a federated knowledgebase and crowd
sourcing for end users.

• IBM offers the flexibility of an on-premise or SaaS solution that
works independently of data, enabling a SaaS solution with onpremise data if necessary.

• ServiceNow offers best-in-class integration for managing service
desk.

Value Award:
• OMNINET, OMNITRACKER enables a services team to manage
workflows, enable efficiency of documentation, and manage risks,
all at an attractive price.

Trend Setter Award:
• ASG, ASG’s delivery of applications regardless of whether they’re
SaaS or on-premise provides an innovative solution to enable the
organization with a hybrid environment.
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At a high level, the enterprise class service
desk solutions offer the same functionality.
Look more granularly to ensure best fit.
2. Integration with multiple tools.
While more value can often be seen by
leveraging integrated modules rather than
multi-vendor solutions, there are times when
a business case cannot be made for
replacing working solutions. In those cases,
look to seamless integrations through APIs
that enable two-way communications
between solutions.
3. Configuration and customization can
make or break a solution.
Look closely at configuration and
customization options, with an eye to
matching skills required to skills available.
Ensure customization will not hinder product
upgrades and ability to create reports.
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Service desk criteria & weighting factors
Criteria Weighting

Product Evaluation Criteria
Features

Usability

The solution provides basic and advanced
feature/functionality.

Features
20%

Usability
35%

The end-user and administrative interfaces are
intuitive and offer streamlined workflow.

Affordability

Implementing and operating the solution is
affordable given the technology.

Architecture

Multiple deployment options and extensive
integration capabilities are available.

30%

Architecture

15%

Affordability
Product
60%

Vendor Evaluation Criteria
Viability

Strategy
Reach
Channel

Vendor is profitable, knowledgeable, and will be
around for the long term.
Vendor is committed to the space and has a
future product and portfolio roadmap.

40%

Vendor
Viability
20%

Vendor offers global coverage and is able to sell
and provide post-sales support.
Vendor channel strategy is appropriate and the
channels themselves are strong.

Strategy
Channel

50%

15%
15%

Reach
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The Info-Tech Service Desk Vendor Landscape
The zones of the Landscape

The Info-Tech Service Desk Vendor Landscape

Champions receive high scores for most evaluation
criteria and offer excellent value. They have a strong
market presence and are usually the trend setters
for the industry.

Market Pillars are established players with very
strong vendor credentials, but with more average
product scores.

Hornbill
HEAT
Software

Innovators have demonstrated innovative product
strengths that act as their competitive advantage in
appealing to niche segments of the market.
Emerging Players are comparatively newer
vendors who are starting to gain a foothold in the
marketplace. They balance product and vendor
attributes, though score lower relative to market
Champions.

ServiceNow
OmniNet

ASG
Axios
SunView

IBM
BMC

Cherwell

LANDESK
CA
HP

For an explanation of how the Info-Tech Vendor Landscape is created, see Information Presentation – Vendor Landscape in the Appendix.
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The Info-Tech Service Desk Value Index
What is a Value Score?

On a relative basis, OMNINET
maintained the highest Info-Tech Value
ScoreTM of the vendor group. Vendors
were indexed against OMNINET’s
performance to provide a complete,
relative view of their product offerings.

Champion

The Value Score indexes each
vendor’s product offering and
business strength relative to its
price point. It does not indicate
vendor ranking.
Vendors that score high offer more
bang-for-the-buck (e.g. features,
usability, stability, etc.) than the
average vendor, while the inverse is
true for those that score lower.

Average Score: 59
100

99
81

Price-conscious enterprises may
wish to give the Value Score more
consideration than those who are
more focused on specific
vendor/product attributes.

90

76

8058

52

70

45

60
14

50

11

400

0

0

0

30
20
10
*The vendor declined to provide pricing and
publicly available pricing could not be found.
For an explanation of how Price is determined, see Information Presentation – Price Evaluation in the Appendix.
For an explanation of how the Info-Tech Value Index is calculated, see Information Presentation – Value Index in the Appendix.
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OMNINET is focused on technician enablement
through efficiencies of workflow and documentation
Overview

Champion
Product:
Employees:
Headquarters:
Website:
Founded:
Presence:

OMNITRACKER ITSM Center
v5
>150
Eckental, Germany
omnitracker.com
1993
Privately held

3 year TCO for this solution falls into pricing
tier 6, between $100,000 and $250,000.

• OMNINET’s focus is on providing a single, fully configurable
BPM platform that supports any business process.
• OMNITRACKER’s modular software architecture allows
organizations great flexibility when implementing.

Strengths
• OMNINET’s Risk Management provides a unique function that
allows organizations to track and analyze potential IT and
business risks
• Alerts from systems management tools are consolidated to CIs for
quick problem identification.
• All actions and metadata are automatically copied between tasks
reducing the need to copy and paste information throughout a
process.

Challenges
• European-based organization with all partners based in Europe,
though a few are international partners serving multiple countries.
It does support clients in North America, though this is still a
smaller install base for OMNINET.
$1

$2.5M+

Pricing provided by vendor
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OMNINET has several ITIL capabilities as well as Prince2
certification for project management
Vendor Landscape

Vendor

Product
Overall

Features

Usability

Afford.

Arch.

Overall

Viability

Strategy

Reach

Channel

ITIL Capabilities
Core Service Management










Value Index

100

Incident Management
Request Fulfillment
Knowledge Management
Change Management
Problem Management
Service Catalog
Service Portfolio
Service Level Management
Service Continuity

Asset, Business Controls
 Asset Lifecycle
 Configuration Management
 Release & Deployment
 Financial Management

Systems Management
 Capacity Management
 Availability Management
 Event Management

Features
Self-serve

Technician admin.

Technician support

End-user interface

1st out of 13

End-user survey

Multi-site
functionality

Adv. knowledgebase

Info-Tech Recommends:
Organizations looking for granular controls and automation within their processes and service catalog
should consider OMNITRACKER for their shortlist. Should they require a slower approach with plans to
grow, OMNITRACKER can be purchased in a more modular fashion.
Vendor Landscape: Enterprise Service Desk Software

Info-Tech Research Group

7

Vendor Landscape Methodology:
Information Presentation – Vendor Landscape
Info-Tech’s Vendor Landscape is a two-by-two matrix that plots solutions based on the
combination of Product score and Vendor score. Placement is not determined by
absolute score, but instead by relative score. Relative scores are used to ensure a
consistent view of information and to minimize dispersion in nascent markets, while
enhancing dispersion in commodity markets to allow for quick visual analysis by clients.
Relative scores are calculated as follows:
1. Raw scores are transposed into the Info-Tech Vendor Landscape Shortlist Tool
(for information on how Raw scores are determined, see Vendor Landscape
Methodology: Scoring, above).
2. Each individual criterion Raw score is multiplied by the pre-assigned weighting
factor for the Vendor Landscape in question. Weighting factors are determined
prior to the evaluation process to eliminate any possibility of bias. Weighting
factors are expressed as a percentage such that the sum of the weighting factors
for the Vendor criteria (Viability, Strategy, Reach, Channel) is 100% and the sum
of the Product criteria (Features, Usability, Affordability, Architecture) is 100%.
3. A sum-product of the weighted Vendor criteria scores and of the weighted Product
criteria scores is calculated to yield an overall Vendor score and an overall Product
score.
4. Overall Vendor scores are then normalized to a 20 point scale by calculating the
arithmetic mean and standard deviation of the pool of Vendor scores. Vendors for
whom their overall Vendor score is higher than the arithmetic mean will receive a
normalized Vendor score of 11-20 (exact value determined by how much higher
than the arithmetic mean their overall Vendor score is), while vendors for whom
their overall Vendor score is lower than the arithmetic mean will receive a
normalized Vendor score of between one and ten (exact value determined by how
much lower than the arithmetic mean their overall Vendor score is).
5. Overall Product score is normalized to a 20 point scale according to the same
process.
6. Normalized scores are plotted on the matrix, with Vendor score being used as the
x-axis, and Product score being used as the y-axis.
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Vendor Landscape
Innovators:
solutions with below
average Vendor
scores and above
average Product
scores.

Champions:
solutions with above
average Vendor
scores and above
average Product
scores.

Emerging Players:
solutions with below
average Vendor
scores and below
average Product
scores.

Market Pillars:
solutions with above
average Vendor
scores and below
average Product
scores.
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Vendor Landscape Methodology:
Information Presentation – Value Index
Info-Tech’s Value Index is an indexed ranking of solution value per dollar as determined
by the raw scores assigned to each criteria (for information on how raw scores are
determined, see Vendor Landscape Methodology: Scoring, above).
Value scores are calculated as follows:
1. The Affordability criterion is removed from the overall product score and the
remaining product score criteria (Features, Usability, Architecture) are reweighted
so as to retain the same weightings relative to one another, while still summing to
100%. For example, if all four product criteria were assigned base weightings of
25%, for the determination of the Value Score, Features, Usability, and
Architecture would be reweighted to 33.3% each to retain the same relative
weightings while still summing to 100%.
2. A sum-product of the weighted vendor criteria scores and of the reweighted
product criteria scores is calculated to yield an overall vendor score and a
reweighted overall Product score.
3. The overall vendor score and the reweighted overall product score are then
summed, and this sum is multiplied by the Affordability raw score to yield an
interim Value Score for each solution.
4. All interim Value Scores are then indexed to the highest performing solution by
dividing each interim Value Score by the highest interim Value Score. This results
in a Value Score of 100 for the top solution and an indexed Value Score relative to
the 100 for each alternate solution.
5. Solutions are plotted according to Value Score, with the highest score plotted first,
and all remaining scores plotted in descending numerical order.
Where pricing is not provided by the vendor and public sources of information cannot be
found, an Affordability raw score of zero is assigned. Since multiplication by zero results
in a product of zero, those solutions for which pricing cannot be determined receive a
Value Score of zero. Since Info-Tech assigns a score of zero where pricing is not
available, it is always in the vendor’s best interest to provide accurate and up to date
pricing. In the event that insufficient pricing is available to accurately calculate a Value
Index, Info-Tech will omit it from the Vendor Landscape.
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Value Index
Vendors are arranged in order of Value Score.
The Value Score each solution achieved is
displayed, and so is the average score.

Average Score: 52

100
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30
10

A
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E

Those solutions that are ranked as
Champions are differentiated for point of
reference.
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Vendor Landscape Methodology:
Information Presentation – Vendor Awards
At the conclusion of all analyses, Info-Tech presents awards to exceptional solutions in
three distinct categories. Award presentation is discretionary; not all awards are
extended subsequent to each Vendor Landscape and it is entirely possible, though
unlikely, that no awards may be presented.
Awards categories are as follows:

• Champion Awards are presented to those solutions, and only those solutions, that
land in the Champion zone of the Info-Tech Vendor Landscape (see Vendor
Landscape Methodology: Information Presentation - Vendor Landscape, above). If
no solutions land in the Champion zone, no Champion Awards are presented.
Similarly, if multiple solutions land in the Champion zone, multiple Champion Awards
are presented.

Vendor Awards

Info-Tech’s Champion
Award is presented to
solutions in the Champion
zone of the Vendor
Landscape.

• Trend Setter Awards are presented to those solutions, and only those solutions,
that are deemed to include the most original/inventive product/service, or the most
original/inventive feature/capability of a product/service. If no solution is deemed to
be markedly or sufficiently original/inventive, either as a product/service on the
whole or by feature/capability specifically, no Trend Setter Award is presented. Only
one Trend Setter Award is available for each Vendor Landscape.

Info-Tech’s Trend Setter
Award is presented to the
most original/inventive
solution evaluated.

• Best Overall Value Awards are presented to those solutions, and only those
solutions, that are ranked highest on the Info-Tech Value Index (see Vendor
Landscape Methodology: Information Presentation – Value Index, above). If
insufficient pricing information is made available for the evaluated solutions, such
that a Value Index cannot be calculated, no Best Overall Value Award will be
presented. Only one Best Overall Value Award is available for each Vendor
Landscape.
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Info-Tech’s Best Overall
Value Award is
presented to the solution
with the highest Value
Index score.
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