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Business Value Highlights
 
Industry: Healthcare Services 
 
Region: United States 
 
Challenge: Supporting consistent 
application availability during a 
period of rapid growth   
 
Solutions: HP Performance Center, 
HP LoadRunner, and HP QTP 
 
Cumulative benefits:  
• $19.7M over 6-year period 
• ROI of 356% 
• Payback in 6.7 months 
 
Specific benefits:  
• Application availability increased 

from 99.58% to 99.89% 
• Catastrophic outages reduced 

from 24 per year to just two  
• Increased IT staff productivity 

averages $784K annually 
 

 
 

BUSINESS VALUE SPOTLIGHT  
           
Using HP Quality Management Solutions to Reduce 
Costs and Mitigate Risks of Application Downtime 
 
October 2009 
Sponsored by Hewlett-Packard 
          
 
Overview 
A large United States–based healthcare services provider employs 
Web-based pharmaceutical sales applications that allow the 
company's many corporate customers to more efficiently and 
securely place online orders and manage their inventory and 
accounts.  
 
Over the past 10 years, as the corporation has grown significantly, 
the company's most prominent IT concerns have been application 
availability and response time, which are critical to day-to-day user 
activity and customer business. With over 25,000 application users, 
most of which are large, international retail operations and hospitals, 
maintaining maximum application availability is absolutely business 
critical. 
 
In the past, the servers that hosted these Web-based applications 
could not be configured to optimize application performance. To 
address this issue, the company performed a major system upgrade, 
which resulted in improved application availability and productivity.  
 
The company deployed HP Performance Center, HP LoadRunner, and HP Quick Test 
Professional (QTP) in 2003. Since deploying HP, the IT staff has become more proficient with 
the solutions across the board, and the organization now adheres to more advanced quality 
assurance policies and procedures. As a result of these factors and the benefits provided by the 
HP solutions, since the deployment, the company has experienced increased application 
availability and improved IT staff productivity, leading to a six-year benefit of $19.7 million. 
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Online Growth 
The corporation has experienced rapid online business growth over the past decade, with 
monthly revenue directly attributed to online applications growing from less than $250,000 to 
nearly $4.0 billion. Early on, application testing at the company was viewed as "optional." 
Today, the business value of reliable, high-performing Web applications justifies rigorous, 
efficient testing.  

Benefits 
Increased Application Availability 
Since the HP deployment, the company has been able to increase revenue by maintaining 
high-quality application performance throughout its rapid expansion. Despite the appreciably 
greater workload on the applications, application availability has improved from 99.58% to 
99.89%. 
 
Prior to HP Performance Center, IT would experience at least 24 severe Web application 
outages a year. Since the HP implementation, this number has been reduced to just two 
outages per year.  
 
An IT director commented: "Avoiding lost revenue was one of the biggest benefits for us. If 
we carried the math out over the past five years or so for the lost revenue associated with 
downtime, there is significant savings." 
 
IDC ROI calculations show that since the HP deployment, the value of improved application 
availability is $2.5 million annually.  
 
Improved IT Staff Productivity 
Since the deployment of HP Performance Center, the IT staff has more time to do proper and 
thorough data analysis. With HP, the engineers schedule tests to begin after business hours — 
so by the time technicians arrive in the office the next morning, the tests have finished and the 
analysis can begin immediately. As one IT manager said, "I don't have to wait four hours 
during the middle of the day anymore for the tests to complete. In addition, we used to have to 
run the tests one day and then do the analysis the next. Now we continue to run tests, even 
while we're doing analysis. And the fact that we can do analysis while everyone is in the 
office helps us because we can pull more people in to look at the results." 
 
The IT manager added, "Our IT staff not only work faster, they work smarter. We can get 
together using the HP tools to streamline and improve our code. We're able to deliver faster, 
the quality of the code is much better, and the process gives us greater visibility into what is 
actually going on."  

 
According to IDC calculations, the improvement in IT staff productivity provides an average 
annual benefit of $784,000.  
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Business Benefit 
The company's Web applications are the source of billions of dollars in revenue per month. 
They continue to evolve quickly and change constantly. With HP, the IT organization now 
realizes the significant costs it used to incur without test automation. The IT director 
explained, "At first there was a learning curve and some people didn't want to put much faith 
into it. But after we told our success stories about proactively predicting performance issues 
with applications long before those errors went live in production — that's when we saw the 
buy-in." 
 
With HP, the company's Web applications are more reliable and available, ensuring that the 
company maintains credibility with its business partners — partners that depend on the 
corporation to sell, in turn, billions of dollars of pharmaceutical products every quarter. 
 
"HP Performance Center, HP LoadRunner, and HP QTP are solid," the IT director said. 
"They've provided us with all the capabilities we need from testing through analysis — end to 
end. The tools are straightforward, and we don't spend a lot of time troubleshooting them."  

ROI Analysis 
As Table 1 shows, the healthcare services provider has realized a six-year return of 356% 
since HP Performance Center, HP LoadRunner, and HP Quick Test Professional were 
deployed. Payback occurred in 6.7 months.  
 
The benefits in Table 1 are the annual savings from increased application availability and  
IT staff productivity summed over the six years since the deployment. The investments in 
Table 1 include the initial purchase price for HP Performance Center, HP LoadRunner, and 
HP QTP; staff time required to deploy the solutions; and annual staff time required to 
maintain the solutions.  
 
The ROI results are presented in Table 1. 
 
Table 1 
 Six-Year ROI Analysis 
Benefit (discounted) 13,475,631$        
Investment (discounted) 2,952,633$          
NPV 10,522,998$        
ROI 356%
Payback (months) 6.7                        
Discount rate 12%  
 
Benefits 
With HP Performance Center, HP LoadRunner, and HP QTP, the company has experienced a 
six-year cumulative, nondiscounted benefit of $16.3 million (benefit minus costs over six 
years). Figure 1 shows the benefit, investment, and cumulative cash flow.  
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Figure 1 

Benefit, Investment, and Cash Flow over Time
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ROI Methodology 
IDC performs a three-step process to calculate the ROI and payback period: 

1. Measure the benefits from reduced downtime, improved customer service, and reduced IT 
costs and efficiency since the deployment.  

2. Ascertain the total investment made while deploying the solution (hardware, software, 
FTE requirements for deployment and annual maintenance, customization, training, and 
consulting). 

3. Project the investment and benefit over six years and calculate the ROI and payback for 
HP Performance Center, HP LoadRunner, and HP Quick Test Professional. The ROI is 
shown as the six-year net present value (NPV) of the benefit divided by the discounted 
six-year investment.  

To account for the time value of money, IDC bases the ROI and payback period calculations 
on a 12% discounted cash flow. 
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