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Introduction
The June 2006 IT Impact Brief discussed some informal market
research that I conducted during the June “IT Roadmap” semi-
nar that was produced by Network World.  One of the findings of
that research was that a large percentage of the companies that
attended that seminar are currently in the process of re-engi-
neering one or more of their key business processes.  

We decided to see if business process redesign was an important
topic to the NetScout community.  As a result, in August we sur-
veyed over 300 members of the NetScout community on a vari-
ety of topics, including business process redesign.  

Survey Results
We asked the respondents of the survey whether or not their
company was making a significant change to one or more
business processes or functions.  Their answers are contained
in Figure 1

Table 1: Focus of Process Re-Engineering

Functional Area or Business Process Percentage

Customer Service 86.9%

Customer Relationship Management 81.1%

Finance/Accounting 68.2%

Engineering 65.6%

Sales 63.0%

Human Resources 60.5%

Supply Chain Management 55.3%

Sales Force Automation 53.8%

Manufacturing 28.9%

The data in Table 1 indicates that companies are performing re-
engineering on a wide range of functional areas and business
processes.   The data also shows that there is a particularly strong
emphasis on re-engineering processes that touch the customer.

In order to get more insight than is possible in a survey, I also
interviewed five of the survey respondents.  Table 2 depicts the
title of each of the interviewees, the type of industry that they
work in, as well as how they will be referred to in this brief.

Table 2: The Interviewees

Job Title Industry Reference

Technical Advisor for Financial Services The Technical Advisor
Network Performance

Project Leader Transportation The Project Leader

Technical Analyst Manufacturing The Technical Analyst

Network Analyst Manufacturing The Network Analyst

Sr Network Engineer Financial Services The Network Engineer
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Figure 1: Companies Making Significant 
Change to Business Processes

We also asked the survey respondents to indicate what func-
tional areas or business processes were being altered.  Their
answers are contained in Table 1.
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Input from the Interviewees
I choose the particular five survey respondents to interview in
large part because on the survey they indicated that their com-
pany was in the process of making significant changes to one or
more business processes.  As I prepared for the interviews, I
anticipated that each of the interviewees would tell me about
one or two processes that their company was re-engineering.
That is definitely not what happened.  The general feedback from
the interviewees was that their business process re-engineering
is a way of life in their companies and applied to virtually every
aspect of the business, including IT.

The Network Engineer stated that until recently his company had
done the bulk of their processing on legacy mainframe comput-
ers.  Driven in part by the realization that over the next five to
ten years the IT organization would loose roughly fifty percent
of its employees to retirement, they made the decision to
migrate to a more contemporary n-tier model of application
development.  He stated that this migration has enabled the
company to change a variety of its business processes.  The
example he gave was in the area of customer service.  He point-
ed out that in the previous compute environment, information
about their clients - such as what products they bought from the
company, their claims that they filed, or the complaints that
they had lodged - were all on separate systems and that there
was no easy way to do data mining across these systems.  As part
of their movement to an n-tier computing model, the company
brought together this information in a way that enabled cus-
tomer service representatives in the company's call centers to
both improve customer satisfaction as well as to sell new prod-
ucts. 

When I asked The Technical Analyst what processes his compa-
ny was currently re-engineering, his answer was “you name it,
pretty much everything”.  He went on to explain that due to
technology changes over the last ten years, the product mix that
his company manufactured and sold had fundamentally changed.
As a result of this shift in their product mix “every business
process has been re-engineered from the ground up.”

The Project Leader described process re-engineering within his
company as “a fact of life”.  He stated that the entire company
is conscious of the constant need to improve and that as a result
there is always a healthy scrutiny of existing processes.
However, to date their approach to process re-engineering typi-
cally had not resulted in the deployment of common systems or
infrastructure across the company. 

The Technical Advisor concurred with The Project Leader and
stated that process re-engineering has been going on for quite
a while within his company and had become a way of life.
However, until recently it was done on a department-by-depart-
ment basis and not on a company-wide basis.  As a result, the
company would end up with “twenty-five different systems that
did not talk to each other”.   He stressed that the company only
moved to doing process re-engineering on a company-wide basis
once the mandate came down from senior management.

NetScout Systems, through its nGenius® Performance
Management System, offers large organizations cohesive
views into application services delivered over today’s 
complex, global networks, helping IT professionals optimize
network and application performance and prevent misuse of
critical enterprise resources. Based on granular, flow-based

performance information gathered across the enterprise, 
the nGenius System delivers key performance management
functions, including application and network monitoring,
capacity planning, troubleshooting, and user experience
assurance, in a single integrated solution. 

For more information visit www.netscout.com.

The Network Analyst stated that his company is “always altering
business processes” in part because they are constantly acquir-
ing and divesting themselves of companies.  This sentiment was
echoed by The Technical Advisor who pointed out that his com-
pany had recently gone through a major merger and that more
mergers and acquisitions are expected.  He commented that after
a merger, they come up with “the best of the best of a billion
different processes” and that they continually look at streamlin-
ing all of their processes.  His final comment was that the IT
organization was beginning to use ITIL (Information Technology
Information Library) to improve some of their processes.  The use
of ITIL will be the subject of a forthcoming IT Impact Brief.

Summary
In the June 2005 IT Impact Brief “It's the Application Stupid”,
I stated my belief that a company's functional and business
managers do not see the value of IT as coming from the IT
infrastructure but from the key applications that they use to
run their business and achieve their strategic objectives.   I
also asserted that in order to be successful, infrastructure pro-
fessionals must continually demonstrate the value that the
infrastructure brings to a company's key applications.

I still believe that assertion in part because today a compa-
ny's business processes are often dictated by the applications
that they deploy.  The reason for that is the vast majority of
enterprise applications are so complex that it is extremely dif-
ficult and expensive for an IT organization to modify and
maintain the application.  As a result, companies that acquire
a software package such as SAP are more likely to modify their
business processes to map to what the software enables than
they are to try to modify SAP to support how they would pre-
fer to implement their business processes.

However, over the next few years the movement to Web serv-
ices-based applications will provide organizations with much
more ability to rapidly change their business processes.
Hence, while today's mantra is “It's the Application Stupid”,
tomorrow's mantra is likely to be “It's the Business Process
Stupid”. When that happens, the challenge facing infrastruc-
ture professionals will be to demonstrate the value that the
infrastructure brings to the company's key business processes.
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