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Executive Introduction
While mid-tier companies face dramatically more resource constraints than their larger enterprise 
counterparts, the issues and demands they must confront in delivering and managing IT services are 
surprisingly similar. If  anything, global pressures on mid-tier businesses are more acute than ever 
– without the inherent protection of  regionalism and the all-but unfettered competition of  a “flat 
planet.” Equally important is the ever-growing infrastructure complexity due the appropriate advance-
ments in and adoption of  virtualization, wireless, mobile and web access, application tiering, and now 
private and public cloud technologies that threaten IT service stability.

In order to support the many mid-tier adopters who face these and other challenges, this report will 
put forward some guidelines for successful IT service management adoption in the mid-tier based 
on lessons learned in ENTERPRISE MANAGEMENT ASSOCIATES® (EMA™) consulting and 
research. This report will then examine areas of  technological innovation in service management as 
relevant to mid-tier buyers along with a “technical checklist” for reference in planning service manage-
ment deployments. Finally, EMA will evaluate AccelOps’ strengths as a well-integrated solution for 
advancing IT Service Management for the mid-tier, along with characterizations of  three AccelOps 
customer deployments. 

Mid-Tier IT in the Real World: Definitions, Diversity, and 
Superstitions
Most industry definitions of  “mid-tier” businesses are naturally based on size. EMA typically defines 
mid-tier as between 250 and 5,000 employees, although some definitions skew towards the lower end 
of  that spectrum. Nonetheless, even low-end mid-tier IT organizations need to realize that size is 
in itself  far from a determining factor in setting operational and business objectives. Rather, EMA 
consulting and research indicates that business model and level of  maturity often count more than 
sheer size in how an IT organization performs. And in this respect, mid-tier IT organizations are far 
more heterogeneous than their larger enterprise brethren where size, established habits, and political 
fiefdoms tend to create more standardized ways of  working. In fact, some of  the most sophisticated 
requirements for IT service management come out of  mid-tier adopters, where managing to a service 
versus isolated components can bring much-needed efficiencies when resource constraints are severe.

So one rule that applies across the board but is especially key for mid-tier adopters is know yourself  
– when it comes to adopting a service management initiative. Take the time to understand your most 
relevant services from a business or organizational competitiveness perspective, and be candid about 
your level of  maturity and readiness given staff, process awareness and available technology. In some 
cases, requirements can be more functional, less may be more, and a phased approach may be easier 
to handle.

Another thing to keep in mind is don’t make size an excuse to cut corners in areas such as process 
planning. While research data indicates that interest in best practices such as those described in the 
IT Infrastructure Library (ITIL), COBIT and ISO management frameworks are clearly favored more 
by larger versus smaller companies, you in the mid-tier are ironically the most likely to be successful 
in your best practice initiatives – especially if  you take a pragmatic versus dogmatic approach. That’s 
because the politics of  large IT environments often block effective organizational transformation, 
while visionary leadership in mid-tier IT organizations can often realize dramatic efficiency gains in 
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much less time. Processes don’t go away just because you have constrained resources. On the other 
hand, you should have a much easier time documenting what you’re doing and developing a strategy 
for governance than your larger brethren. 

Another area not to cut corners in the mid-tier is enabling technologies such as such as help desk, 
CMDB, process automation, event correlation and analytics. It’s true that in the past these technologies 
were not generally available, or at least affordable to mid-tier adopters. But that’s gradually changing, 
and each of  these technologies is designed to bring you new, valuable levels of  operational efficiency, 
risk minimization and enhanced service performance. In fact, EMA data clearly indicates that mid-
tier CMDB deployments typically outstrip enterprise deployments in time to value and overall ROI 
percentages. (“CMDB Deployments in 2009: from Philosophy to Federation” EMA, April, 2009)

Areas of Technology Innovation
You should be encouraged to know that the industry really is doing its best to catch up to your mid-tier 
needs. Not surprisingly, of  course, most of  the innovation is coming from smaller or mid-tier vendors 
like you – where entrenched product and customer sets aren’t insurmountable obstacles for innovation. 
Listed below are five of  the more promising areas to seek out good solution fits for your particular 
requirements:

1.	 Integrated suites for cross-domain correlation – Siloed technologies for network, systems, applica-
tions, security or database management are coming together for consolidated event manage-
ment and service priority. The very significant value of  a consistent correlated view across 
domains – especially with service impact – is reflected in all three case studies in this report.

2.	 Infrastructure-to-service mapping for true service management – Don’t give up on the idea of  mapping 
a service. Infrastructure discovery capabilities that identify the association between your 
applications and IT infrastructure are advancing. These technologies are not yet perfect 
and will require some manual professional attention, but getting the right balance between 
dynamic discovery and manual assessments can save you a lot of  time to define a service.

3.	 Extensible service desk functionality – this is also a high growth area for mid-tier adopters and 
one with a lot of  innovation as Help Desks are evolving towards Service Desks. This means 
additional support for process automation, asset management, software license management, 
and service catalogs as well as classic incident tracking and service request management.

4.	 Integrated change process control and service assurance – Linking configuration and change insights 
with service performance needn’t be an unwieldy combination of  software solutions bolted 
together with lots of  customization at extreme expense. More and more innovations are 
evolving to help you address this critical set of  insights, as change impacts service perfor-
mance, and as service performance can validate that changes have been made effectively. 
Here, for instance, having an integrated CMDB with strong performance information and 
service mapping can be invaluable – a benefit that’s also reflected in our each of  our three 
case studies. 

5.	 SaaS offerings – Software as a Service is a natural for mid-tier and small business adopters as it 
has procurement and cost advantages, and all but eliminates many deployment problems and 
administrative tasks. It also allows for seamless updates with new management functionality. 
Two of  the three case studies in this report are SaaS deployments.
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Technical Checklist: A Box 
In order to help you prepare for an effective service management strategy, here are a few areas of  
attention:

�Service Level Agreements (SLAs)/ Operational Level Agreements (OLAs) — Effective service 
management depends in part on guarantees to your end users or customers (SLAs) as well as 
effective technology underpinnings and operational baselines that can support those guarantees 
(OLAs). For instance, while CPU utilization may be an appropriate metric for proactively gauging 
degraded systems performance, it is hardly an appropriate metric for your customer/ consumer 
who will want to focus more on application availability and response time. Nor may it reflect all 
the components delivering that service (see service mapping). Prioritizing critical metrics based 
on technical impact and customer requirements is at the heart of  effective service management. 
In other words, seek out relevance and measurement capacity – is this metric important and can it be 
well observed? – versus just convenience or ease of  monitoring. 

�Infrastructure discovery and monitoring – Discovery and monitoring can come in many flavors and 
purposes and will require adjusting infrastructure components to be able to provide operating 
details. Network Layer 2/3 discovery may support basic inventory management, but may not, 
for instance, provide all the details needed for configuration management and root-cause 
analysis. Monitoring often implements the use of  a variety of  protocols to pull or receive 
component details and that may or may not require credentialed access or the use of  agents. 
Make sure you understand your discovery and monitoring capabilities and seek to reconcile and 
optimize them whenever possible. One of  the most common complaints EMA consultants 
hear is “I vastly underestimated how hard it is to get a solid understanding of  what we have in 
our infrastructure.” 

�Service mapping – Application or service mapping is yet another type of  discovery to define 
components that comprise a service. Service definition (sometime presented in a service 
catalogue) is critical to understanding component relationships and service impact, and service 
level metrics. This typically involves a combination of  good discovery tools with domain expertise 
and processes for updating dependencies when they change. But effective service mapping will 
bring you huge benefits in operational efficiencies and in minimizing service downtime.

�Metrics – How can you tell if  you’re succeeding or failing in a service management initiative? Part 
of  the answer is well chosen metrics which require baselines and possibly SLAs. Some of  the 
more common are availability, performance, security and compliance violations, Mean-Time-
to-Isolate (MTTI), Mean-Time-to-Repair (MTTR) and Mean-Time-Between-Failure (MTBF). 
Understanding your user priorities typically also requires dialog—don’t just assume you know 
them off  hand. You may also want to keep in mind that degraded performance typically irks 
users far more than intermittent lack of  availability, as users have much less faith that degraded 
performance will be remediated.

•

•

•

•
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AccelOps, A Case Study Perspective
AccelOps is one of  the newest and most innovative market contenders for bringing effective service 
management to the mid-tier delivered as a virtual appliance or SaaS. Founded in 2007, AccelOps has 
engineered an extremely adaptive and well-integrated approach to datacenter infrastructure monitoring 
and managing IT services. Their commitment to deliver a 360˚ service perspective was estasblished in 
their initial AccelOps release, and it continues to mature at a fast pace.

AccelOps’ functionality includes: discovery, event log consolidation and correlation, automated CMDB, 
built-in analytics (real-time rules and historic reports) across service, performance, availability, security 
and change management domains, business service management as well as topology mapping, identity 
and location management, enterprise search and case management.

Figure 1: AccelOps integrated management architecture 

The benefits, as evidenced by customer interviews, are end-to-end visibility, better responsiveness, 
more efficient root-cause analysis, broader investigation and reporting, and insight into service versus 
just component impact.
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Case Study One: A Small Metropolitan Environment – with Significant 
Infrastructure Management Requirements
This environment is a North American regional government entity with Administrative (legal, HR, 
procurement, etc.), Law Enforcement, Engineering, Environment, Maritime and property manage-
ment services among others. As such it would qualify as a mid-tier enterprise, with an IT staff  of  about 
20, one data center and 10 remote sites serving nearly 800 users. 

The managed infrastructure is heterogeneous, including Cisco, VMware, Microsoft, Novell, Sun, Citrix, 
SAP and Oracle investments. These had been managed with a variety of  isolated tools and some home-
grown applications. These include SolarWinds, Numara Track-It, What’s Up Gold, and open source 
utilities. As deployed, these were useful but the Director of  IT wanted a solution for consolidating and 
bringing these various tool sets together in a more service-oriented model to provide a more complete 
picture of  the enterprise. In addition, the enterprise had decent growth where asset management and 
operational controls had been constrained. The separation of  tool sets often created a requirement 
for multiple individuals to be on board at the same time to resolve the problem collectively. Other 
objectives included enhanced data center security, and more effective tracking of  resource utilization 
and user activity. 

In addition the Director was looking for an integrated solution that could consolidate event manage-
ment, CMDB support for change management, infrastructure monitoring and security monitoring, 
and operational baselining. Selection criteria among features included cost, ease of  implementation 
and ease of  use.

To achieve these requirements, the IT organization began working with AccelOps in September of  
2008. The results have lived up to objectives, as AccelOps brought a lot of  initial advantages, and has 
rapidly evolved to support new and expanded functionality. Some of  the specific benefits include: 

Improved IT collaboration and responsiveness (MTTR)

A complete and maintainable CMDB

The means to baselining performance and resource utilization

Significantly improved security

IT management tool portfolio consolidation

The IT manager sees a “night and day” difference between the deployment now and what they had in 
the past. “AccelOps brings everything together and correlates all the asset details, changes, user activity 
and events. And because we have all the information in one solution, we can go back in time to analyze 
it and report on it more coherently. We have, in effect, gone from being fundamentally reactive to being 
fundamentally proactive.” 

This same respondent singled out a few specific features to highlight: “Dashboards are fast and we can 
monitor items in real-time, as well as historically. Or on certain items set a scan every night, or even more 
frequently, to see what’s changed. The system is very accurate well beyond ping, as it leverages SNMP, 
SSH, syslogs and Address Resolution Protocol tables among other things. AccelOps also makes it easy 
to manage what you want to target in terms of  IP address range and auto-discovery. The drill down 
across the CMDB is also exceptional. The one thing I’d mention that they could improve is their struc-
tured query results presentation. They should remove the option to drill down when there are no details 
underneath. But the rapid inventory / CMDB and topology maps are overall a big plus.” The respondent 
estimates that the company is already saving at least a half  a headcount in terms of  productivity. 

•

•

•

•

•
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Figure 2: AccelOps Datacenter Infrastructure Monitoring and Oversight

Case Study Two: Progressive Healthcare Facility Takes a Giant Step 
Toward Proactive Management
This healthcare environment is a one-stop-shop for the elderly, including nursing, acute care and reha-
bilitation services, and community programs available to assisted living and non-residents. It has one 
datacenter and two campuses servicing over 750 users. The facility does everything but surgery, includ-
ing both basic and mid-level healthcare and as such follows HIPAA compliance guidelines.

The IT organization is relatively small, but the Director of  IT has had fifteen years of  experience in IT 
in the healthcare vertical, all of  it spent in larger environments. Here they have about sixty instances of  
Windows servers across 30 physical servers, with expanding VMware and SAN investments. They esti-
mate over 120 network devices including switches, routers, firewalls, and other devices. The five people 
in IT are concentrated in their single, central datacenter, although they support both major sites. 

According to the Director, “I was brought in to upgrade the IT infrastructure, and the department, to 
support the deployment of  an Electronic Medical Records (EMR) system.” In order to achieve objec-
tives, he recruited several senior people he knew from prior organizations, all of  whom are certified 
in ITIL. 

“I chose AccelOps after evaluating other tools such as SolarWinds and Groundwork. I was also famil-
iar with HP and BMC, but it wasn’t a fit for our size organization. We went with a SaaS package since 
we did not want to expend the procurement effort and manpower to host a datacenter management 
solution on site. The service is online, self-maintained and will scale when I need the capacity. The one 
thing that I didn’t foresee, which turned out to be good, was that in configuring AccelOps, we had to 
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look through our network to clean up what had been a pretty messy deployment—in the past. There 
were incomplete DNS entries, for instance.”

AccelOps was fully ready within three weeks –we spent more effort on configuring to support moni-
toring the infrastructure than configuring AccelOps itself. “We get a very different picture than we 
would with most other point tools. For instance, with most SNMP-based solutions, you can look at a 
screen and see that this port on this switch is broken—but with AccelOps now you know that your 
exchange server is impacted because you have those interdependencies.” The solution provides broad 
infrastructure monitoring, and with a click of  a mouse, provides an integrated view of  our critical 
services.

Figure 3: AccelOps, Business Service Intelligence – Service Dashboard and Carousel

This IT Director is pleased with the extensibility of  the CMDB to capture and record changes, event 
correlation. and support compliance and other audits. He views it also as a powerful solution to support 
change management, which he can do much more easily with AccelOps. “Keeping configuration data 
in a structured and informative manner is 90% of  the battle,” and AccelOps allows him to streamline 
infrastructure integrity, while actually making the changes is done with other tools. However, for asset 
management, AccelOps presently doesn’t fully capture all license-related details so in the meantime, the 
respondent is planning on using the Microsoft Asset Management Utility.

While he is expecting to see some improvements in some of  the drill down visualization – “touchy 
feely stuff,” the IT director is very pleased with the “bang for the buck.” He sees this type of  service 
management capability as a transformer in helping his IT organization mature, as it leads to thinking 
about workflow and process across domains. 
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Case Study Three: A Mature Technology Services Provider Leverages 
Service Management to Advance Security and Operational Controls
The company is a large, U.S. technology service provider with about 1,500 professionals, including 
remotely hosted managed services – all targeting critical areas of  the government sector. The respon-
dent is the lead Information Security Engineer working in an IT organization of  about thirty people 
supporting the company’s internal network of  about 250 servers including 175 physical and 75 virtual 
servers, and 65 networking and security-related devices. The company has nine offices across the U.S., 
each of  which has a data center infrastructure in them, and fourteen additional remote sites that do 
not. The company uses WAN acceleration to provide bandwidth efficiencies for management traffic 
between the nine distributed offices and the main data center on the East Coast. The company also 
uses a variety to IT management tools and has employed BMC Remedy for help desk.

This organization has undergone significant ITIL training and is already mature in how they plan 
and manage changes with a Change Advisory Board. “We began with incident and change manage-
ment, and now we’re working on release and configuration management.” The company began using 
AccelOps in March of  2009 for performance and security event management and is now planning to 
leverage it to support business service instrumentation, as well as its release and configuration manage-
ment initiatives. 

Figure 4: AccelOps, Complete SIM – Security Dashboard
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“Basically some of  the drivers for selecting AccelOps were to get a single pane of  glass for logging and 
correlating events initially centered on Security Information Management. We already had solutions 
like SolarWinds, What’s Up Gold, Cisco and Syslog, where we’d have to do manual correlation and 
then correlate these with Windows event logs to isolate the cause of  an outage or issue.” They initially 
compared AccelOps to EMC (RSA envision), Logrhythm and Symantec. The company is a heavily 
Microsoft shop and also uses Microsoft Management Console, although some of  its network devices 
run on Linux, “and now we’re putting all our syslog events into AccelOps.” 

According to the respondent, “Deployment was really straightforward. The set up on a VMware ESX 
server took ten minutes to load, and then about ten minutes to set up administration for discov-
ery, including IP address ranges, defining community strings, and setting up syslogs on our network 
devices.” Initial discovery of  the complete infrastructure with over 1,500 CIs took four hours. Since it 
is a virtual appliance running on VMware, the ease at which to scale the solution was another material 
selection factor - “as a virtual appliance, we can easily add capacity.”

“AccelOps is a full-blown SIM and the managed log data alone is significant. But AccelOps also ana-
lyzes, manages and stores more diverse operational data. AccelOps captures configurations and is also 
receiving vulnerability details from a vulnerability assessment tool, so that any time I would click on 
a particular server or client machine, I would see all the configuration, health and operational details 
and also vulnerabilities associated with it.” Other security solutions this company looked at couldn’t 
incorporate this data, so AccelOps also became the central point for correlating security, as well as 
performance and change.

As for configuration management – “with AccelOps it’s pretty straight forward. AccelOps automatically 
pulls in the configuration of  our devices and keeps a current record of  any differences. We can verify 
if  it was an approved configuration change or not, who did it, where, when and how – and any affect 
to other components. We’re currently building a template for server configuration in AccelOps so that 
whenever a new server is installed we can immediately validate its configuration through the template.”

One of  the things that stood out in particular was service management and impact. “None of  the other 
solutions had this feature. With AccelOps we can go in and define what applications, systems, and rout-
ers, and switches make up a particular service. That way we were able to define alerts for component 
details such as CPU and memory utilization in terms of  service impact and manage service availability 
more proactively.” Some of  the critical business services here are billing, a financial database, e-mail, 
Active Directory, DHCP services, and an information and document management system based on 
SharePoint, among others. “We have seven key services defined right now and will be adding to the list 
over time.” 

AccelOps meets this company’s Security Information Management objectives, while beyond saving 
resources on incident response, the iterative query and operational reporting capabilities are in them-
selves significant. AccelOps radically reduces the number of  tools needed to pull in data for investiga-
tions and to build monthly operational reporting. The respondent also anticipates that they might 
save $50K that had been budgeted for a separate network discovery and topology tool if  AccelOps 
continues to enhance its native network mapping. 

This company has chosen to use the AccelOps virtual appliance versus SaaS, “because we couldn’t 
have our event data from the network residing on a system out of  our immediate control. We know 
AccelOps has strong security, but given our government clientele, we need full control.” 
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AccelOps in Industry Context
AccelOps positions itself  as “all-in-one” data center management for mid-tier enterprises with strong 
support for integrated, cross-functional domain monitoring and Business Service Management (BSM). 
Given customer feedback this positioning appears to be well justified. AccelOps offers its integrated 
solution as either a SaaS solution or a virtual appliance. Both products are the same except the SaaS has 
an on-premise client (not agent) that securely sends the operational data to the AccelOps datacenter for 
processing and storage. SaaS has a 99.5% uptime SLA. Models are priced and licensed based on capac-
ity – essentially the number of  systems under management. AccelOps provides an annual subscription, 
which includes maintenance and support, with an option to upgrade to a higher capacity as needed.

A more detailed look at AccelOps’ capabilities includes the following:

�Infrastructure discovery and monitoring – AccelOps goes beyond SNMP and ping sweeps to include 
SSH, Telnet, SOAP, syslogs, network flow, WMI, MS RPC, Cisco SDEE, Checkpoint LEA, 
JDBC, JMX, HTTP, and ARP tables among other sources. AccelOps supports a good variety 
of  popular device sources and has the ability to add new devices without having to upgrade the 
application.

�Automated CMDB with identity and location management –- the CMDB can auto-populate for network 
inventory, physical and virtual environments, directory objects, configuration history, health 
status and service relevance, and pre-categories captured details for convenient management. 
The system continuously maps network identities, such as IP and MAC addresses, to user 
identities such as domain, server, VPN accounts and corresponding locations such as switch, 
VLAN, wireless AP and VPN gateways. By binding user identity and location to events, who and 
where details are maintained as an action record. 

Figure 5: AccelOps, Automated CMDB – Categorized Change Tracking

•

•
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�Analytics and event correlation – AccelOps provides built-in and customizable sets of  analytics (rules 
and reports) across availability, performance, security and change management best practices. Its 
analytics engine uses an XML language to parse data, an XML query language for mining the 
parsed data, and statistical profiling to detect anomalies on any problem dimension. The real-
time correlation and historic search capabilities support simple-to-complex conditions which 
can be analyzed by Boolean logic across 340 attributes. These built-in analytics enable immediate 
monitoring capabilities and significantly contribute to proactive alerting, root cause diagnostics 
and service impact prioritization

�Interactive dashboards, topology maps, search, reports and case management – For a new product, AccelOps 
has a strikingly rich set of  options in terms of  visualizing and sharing information – including 
interactive dashboards that present the data by incident, IT domain, device and service, network 
visualization showing alerts and relationships, text-based and structure search, over 500 reports, 
and recently introduced ticketing workflow (as of  version 1.5). AccelOps’ rich Internet application 
GUI is built using Adobe Flex for viewing and analyze the information from popular browsers. 

�IT-to-Business Service mapping, monitoring and metrics – AccelOps is rightfully proud of  its automated 
service mapping, achieved through a versatile discovery and a CMDB-driven capability to capture 
application-to-infrastructure interdependencies and automate service definition to support the 
IT-to-business service mapping that’s central to BSM. All component monitoring is inherited 
by the defined service where additional service KPI’s can be added. This is just as important 
in mid-tier environments as it is in larger enterprises, as it creates a more effective context for 
optimizing IT processes in monitoring, incident response, capacity planning and service tracking 
among other benefits. 

�Scale-out Architecture – AccelOps is designed around a multi-tiered, clustered architecture that 
can run on multiple virtual machines to facilitate parallel computation, high availability and 
multi-tenancy. In this way users can move to better system and storage platforms as desired, or 
add more processing and storage on demand. Because AccelOps captures a very large volume 
of  operational data which is always available, it requires a hybrid approach to data management. 
Unstructured event data is stored in an AccelOps optimized flat-file system for high speed 
data input and query rates with less storage consumption. The structured CMDB, reports and 
application control data uses an embedded commercial open-source database which minimizes 
database administration.

EMA Perspective
It is extremely rare when a company as new as AccelOps gets it so “right” when it comes to capturing 
advanced requirements for IT service management. AccelOps’ technology, integration, presentation 
and packaging distinguishes them in the marketplace. And AccelOps has done this in a way to support 
mid-tier requirements for cost, usability, ease of  deployment and administration, scale and relevant 
functionality versus complex, inscrutable functional laundry lists. 

Mid-tier customers seeking a fresh approach to infrastructure monitoring and service management 
should definitely place AccelOps on their short lists – while realizing that this is still a new solution. 
Because of  this, AccelOps is likely to evolve and improve more quickly than most of  its competitors. 
AccelOps has also shown unusually active support and outreach to its customers, including a clear 

•

•

•

•
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willingness to accommodate requests for new functionality. For customers in a SaaS subscription, these 
improvements should be transparent. For those seeking an on-premise appliance for the many good 
reasons indicated in Case Study 3, the virtual appliance approach has its advantages. 

About AccelOps
AccelOps provides innovative datacenter and IT service management software delivered as a virtual 
appliance or SaaS. Our all-in-one solution assures service reliability by empowering organizations to 
readily monitor and improve service availability, performance, security and governance objectives. The 
integrated approach aggregates, cross-correlates and manages diverse operational data to yield end-to-
end visibility, service intelligence, operational efficiency and resource savings. The Silicon Valley-based 
company is privately held, venture-backed and led by experienced technology executives who created 
the popular Cisco MARS security appliance. For more information, please visit www.accelops.net.

http://www.accelops.net
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