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E-mail is critical to the job performance and productivity of individuals who use a computer
for aliving. As a result, e-mail is critical to the success of organizations that employ people
who use any sort of computing platform to do their work.

However, deploying and maintaining an e-mail system is not a trivial expense. Depending on
an organization’s specific requirements, the number of e-mail users it supports, the
geographic distribution of its employees and other factors, e-mail systems can cost anywhere
from US$15 to $50 per seat per month, and can be much more in some cases. Further
complicating the problem is that e-mail costs are not as predictable as many decision makers
would like them to be—a power outage, the outbreak of a new worm or the loss of key
personnel can all drive up the cost of e-mail unexpectedly.

Because the labor required to manage Because the labor required to
the infrastructure and users accounts .

for up to two-thirds of the total cost of manage the infrastructure and
an e-mail system, and because labor users accounts for up to two-

costs continue to increase,
organizations that are seeking to reduce

the cost of e-mail should first try to mail system, organizations that
reduce the amount of IT labor required are seeking to reduce the cost
to manage the system. : :

of e-mail should first try to

Another key cost c:omp.)onent is system reduce the amount of IT labor
downtime. Downtime is a so-called

“soft” cost—organizations pay for required to manage the system.
downtime in lost employee productivity
and missed opportunities rather than paying a direct cost of some sort. Consequently, many
IT and business decision makers do not consider the cost of downtime when evaluating their
current or new messaging systems.

thirds of the total cost of an e-

SAB=%2C%7&D%E&FG=%HF&5%=Al% JB2K8C %I

On one level, an organization’s inability to accurately estimate the cost of providing e-mail
services is not critical, since e-mail has become something of a utility and is absolutely critical
to the operation of the enterprise. Even if e-mail costs were significantly higher, demand for
its functionality would continue to keep use at very high levels in most organizations.

That said, an inability to accurately estimate the cost of providing e-mail servicesis a
significant problem: when corporate decision makers evaluate the cost of their current or
prospective messaging capabilities, they are making decisions without as much information
as they need.

BO&D=%=A2:%5A2=1%7B@I.

Novell commissioned this white paper, but did not commission the survey data presented
herein. Instead, Osterman Research conducted independent research (most of it conducted
before Novell commissioned this white paper) to understand the cost of ownership for
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various e-mail systems. We present the results of that research, as well as our analysis of
what we think it means for organizations that are considering whether or not they should
retain their current e-mail environment or deploy a new one.

AN IMPORTANT NOTE

History has shown that analyst firms that directly compare the cost of ownership for
competing systems can sometimes create controversy—we anticipate that this white paper
might do just that. However, Osterman Research wants to make two things absolutely clear:

* This white paper presents the results of independent research; the data collection or
presentation was not designed to favor one vendor or another.

* All of the e-mail systems discussed in this white paper are leading systems from reputable
vendors, and all provide excellent functionality and a robust roadmap for the future of
their respective systems. This white paper does not take a position for or against any
particular platform; our goal is simply to present research results and let the reader
determine how best to interpret the data and apply it to their own environment.

We invite readers who might disagree with our calculations or conclusions to contact us
directly—we look forward to discussing our methodology and conclusions.

What Does E-Mail Really Cost?

E-MAIL IS CRITICAL, BUT IT IS NOT CHEAP

It goes without saying that e-mail is a business-critical application, the most important
communications tool employed by most users, and the primary file transport mechanism in
most organizations. For example:

* Users spend an average of 152 minutes on a typical workday working in their e-mail client;
based on an average workday of nine hours and nine minutes, working in e-mail
represents 28 percent of the time spent by the average e-mail user on a typical workday.

* The average e-mail user in a small organization (up to 1,000 employees) sends and
receives 124 e-mails each day, while the average user in a large organization receives 149
e-mails each day.

* 74 percent of the outgoing communications produced by the typical e-mail user are sent
through e-mail.

* 35 percent of e-mail users consider e-mail to be important in helping them get their work
done, while another 58 percent consider it to be critical.

In short, e-mail is absolutely vital in helping employees get their work done, and it is critical to
organizations of all sizes.

©2009 Osterman Research, Inc. 2



Comparing the Cost of Email Systems

E-mail represents a significant proportion of most organizations’ IT budgets. E-mail systems
consist of multiple servers, software, storage systems, security appliances, load balancers,
tape or disk backup systems, and other hardware and software elements. Add to this the
cost of maintenance contracts,
consultants and a variety of other

services designed to maintain the The cost of hardware

reliability and performance of the represents on/y a re/ative/y
system. As policy management,

rchiving, encryption, data leak small part of the overall cost of
protection and other capabilities dep/oylng and managing an

assume greater importance over time,
the e-mail infrastructure in most

email system over a normal

organizations will continue to get more three—year /ifecyc/e.
complex and more expensive.

567&.%28%9:;%56.<;89%%625=;569;7%:;: @A:B8; %

Despite the significant cost of the hardware and software necessary to deploy and maintain
e-mail functionality, labor is by far the most significant expense in maintaining an e-mail
system. The full-time equivalent (FTE) IT staff that are necessary to maintain the system
typically represent one-half to three-quarters of the total lifecycle cost of an e-mail system,
although this can vary based on a number of factors.

There are several key inferences that can be drawn from this:

* Despite the concerns that many have about the requirement for 64-bit hardware in some
e-mail systems, the cost of hardware represents only a relatively small part of the overall
cost of deploying and managing an e-mail system over a normal three-year lifecycle. In
other words, an organization can purchase very high-end hardware for its e-mail servers
and yet make relatively little impact on the overall cost of their e-mail infrastructure.

* E-mail systems should be chosen with the cost of labor as a top-of-mind issue. While the
cost of labor may be more difficult to quantify and, hence, not a key factor for some
decision makers, it should be considered.

* The cost of downtime for an e-mail system should also be considered, in part because of
its impact on overall labor costs. For example, e-mail downtime requires IT staff to
detect, diagnose and remediate, which drives up labor costs. More importantly, however,
e-mail downtime typically results in reduced end user productivity. Because the typical e-
mail user is about 25 percent less productive during periods of e-mail downtime, and
because a downtime incident can potentially impact thousands of users, even short
periods of downtime can impose a significant cost—albeit a soft cost that is more
difficult to quantify.

>2<.692B<%:>625%8C89:>8%B607:%: @A:B82f&:;

Another potentially significant expense is migrating from one e-mail system to another.
While many decision makers are eager to migrate to another system, they should take into
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Comparing the Cost of Email Systems

account the significant initial expense involved in doing so, as well as the ongoing costs that
they might incur.

DO YOU KNOW WHAT E-MAIL COSTS?

One of the interesting issues that Osterman Research has uncovered in various surveys is
that many decision makers underestimate the cost of deploying and managing their e-mail
infrastructure, and also that the vast majority of decision makers are not confident in their
ability to estimate these costs, as shown in the following figure.

Confidence in Decision Makers’ and Influencers’
Ability to Estimate Messaging Costs

I’'m very confident

this figure is
I’'m not very accurate; 16%
confident this figure
is accurate; 30%

“ I’'m somewhat
| confident this figure
\ is accurate; 54%

In good economic times, there is a less critical need to be able to accurately estimate the
costs of critical infrastructure elements like e-mail. In poor economic times, however,
decision makers become more acutely aware of the need to cut costs, and e-mail services are
by no means immune from these types of financial considerations. As a result, many decision
makers are considering ways in which they can cut e-mail-related costs, including the use of
hosted and managed services, migrating to messaging systems that offer lower licensing
costs, and so forth. Key in this decision process, however, is the ability to know what e-mail
I"#$$%osts.

©2009 Osterman Research, Inc. 4
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Comparing the Cost of Email Systems

example, we did not include the cost of the antivirus spam servers, appliances or third-party
services, since these will be similar across all of the platforms and are not truly a direct cost
of the e-mail platform itself.

Basic Assumptions Used
in the Cost Analysis

Assumption Value

Fully burdened annual salary, IT admin $80,000

Annual wage growth, IT and non-IT 5.0%

Mean hourly labor cost, non-IT, year 1 $28.47

Mean hourly labor cost, non-IT, year 2 $30.29

Mean hourly labor cost, non-IT, year 3 $31.80
SMALL ORGANIZATIONS

As shown in the following table, we have assumed a simple, 100-seat deployment for
GroupWise and Exchange built on Windows Server 2008. Note that we did not compare
Notes/Domino in this analysis based on the lack of sufficient research data to support any
meaningful conclusions about the total cost of ownership for the platform.

©2009 Osterman Research, Inc.
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Comparing the Cost of Email Systems

I"#$9%& () *(+($*,)"$)&).")0"/$%) 12"/+3&,()3(4500(,,6)3&%7"/%)0"/$%&S$8)
3(4500(,,9)%"%:;)/$+;:$$(*)*"#$%&'()"-)%7()+",%)"--&0(,)&,) &$) %7 ()</$*(2)-&=()'&$/%(,)
+(2)"$%7>)2:$8(6)?-)."/)0"/$%)3(4500(,,9)%7 ($)* " #$%&' ) @/'+,)%")AB)'&$/%(,)+(2)
"$9676)C/2)3(4500(,,)&,):):&87%:.)/,(*)<0;&($%>)%7"/879):$*)$"%)BEN2=(26)C$;.)
FBGAB)+("+;()/,()3(45000(,,9),")&%)":.)"2)":.)$"%) - %% (26H )

US university with 28,000 active mailboxes
1307:=0):)%(:")"-)-&=0#7"),7:2():;;)"12)*/%&(,9)":$:8&$8)2"/87;.)ABB),(2 =(2,6)C-)
%7",0),(2=(2,9)A):2()%7()+2"*/0%&"$)12"/+3&,(),.,%('6) ?)#"/;*)(,%&":%()"/2) % &'()
&$=";=("($%):02",):;::)"-)/,)%")4()":.4()B6J)KLMFN)OPQ6H

US construction company with 225 users

130)/,(*)%")7:=():)+:2% E6&'()+(2,"$9)4/%R%7(&2)+",&%&"$)#:,)(;& &R B +;()
"$%7,):8"6)S"#)#()@/,%)7:=()%#")"-)/,)%7:%)#"2D)"$)%7(),., % ()7 ($(=(2)#()$((*)%"6)
3(0),+($%)$")"2()%7:$)-&=()7"12,):)#((D)#"2D&$8)"$)% 7()( E&;),.,%('6)T"9)=(2.);"#)
"=(27(:*)%")":$:8()&%6)?%)&,) 7:2%)%")+&$+"&$%)U"/2)*"#$%&' (V) 4/ %) M)A, ); (,,) %0
'&$/%(,):)"$%7)"-)/$+;: B (*) " #P%&' (6)W",%)"-)&%)&,)%7()"00:,&"$:;)%&'()%") 2 (4" %) %7 ()
,(2=(2):9$%)",%)/,(2,)*"$X%) (=($)$"%&0()&%o6H

* Department in a US state with 3,700 users
13()7:=():4"/%)FBB)&3$%(2%$:;)/,(2,):$*):4"/%)A9IBB) (Y%(2$:;)/,(2,6)?): YNIR"/+3&,()
*&P$&,%2:%"2):$%):;%7"187)?):)-1;;)%&'(9)?)"S$;.),+($*):4"/%)LI)' &$/%(,) +(2)#((D)"$)
12"/+3&,(9):$*)%7:%)&,)"$;.)*1()%")/,(2)2(Z/(,%,)K![)07:$8(9)(%60N6)5,)-:2):,)":&$%($:$0(9)
12"/+3&,0)*"(,)&%):/%"":%&0:;;.9),")2(:;;.)%7()"$;.)%&'()?):)&3$)% 7Q1L:$:8('($%)%"";)
&,)-"2)/,(2)07:$8(,6)?)0:$$"%)2('('4(2)7:=&%$8):$.)/$+;:$B(*)*"#3$%&'(6H )

)

* University in Australasia with OWe have about 200 interne

approximately 3,700 mailboxes

130")$"%6)7-=()-$.), %:~-)*(="%(*) users and about 3,500 externe

%3;;'\')t;%i{az:(-;/z(li)y"/)%/)1722"(/53&,0 users. | am the GroupWis¢
TR OHTN0 $) D) -0%6(2)8%)8-) administrator andalthough |
2(Z/1&2(*9)4%)%7 () 7:=()"%7(2)%:, am full time, | only spend
)#H(;;6)3()'&87%),+($*):)%"%:;)"-) c

6 712.) (D) B8 & IEH(2() about 15 minutes per Week on
/$;/0D.)] :$%)%7:%)0"/;%)4(),+:&%) GroupWise.

A(%#(($)%7",(0%72(0+("+:(6)?X)
$'06)&$0;/*8&$8)$"2"::) ¥ &$&, %2:%&=()%:,D,)&$) %V & JZEH(,9  ):00"/$%)02(:%&"$,9)
(%06 :,)%7&,)&,)*'$()4.)%7(),(2=80()*(,D9)$"2)*")?)D$"#) 7"#)'/07)%& ()"/2)*(,D%"+)
JHH"208),%:--), +($*)#8&Y67)0; ERDIB6() &, ,/(,) (867 (26)5::)?), (&, JHT:%)(8&%67(2)"-)% 7 () %6#")
+2(=8"1,)82"+,)0:$X%)* () )#&%7):$*):$.)0"$-88/2:%&"$)"2), (OF&O%E"$::8%.)+2"4:(',6)
WS/, UR#$9%& (V) +2"4:4:.):=(2:8(,):(,,) % 7:$)AB) &$/%(,):) "$%76H )
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Comparing the Cost of Email Systems
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677)-89:% %<=*>)?% @,

%

<=*>)20%6@,(,%A)-)*,()8%B2%& ()*+,-%.)"),*/0%

CD>)EE%A*D=7F8)

%

G9/*D'DH(%!:/0,-J) %

KD(='%@D+340

L)* % MNI1%<(,94H L)* % MNI1%<(,94H L)* % MNI%<(,4H
27,537 1.0 100,000 38.0 152,100 80.0
23,676 1.0 72,000 35.0 80,000 15.0
17,000 1.0 21,000 6.0 70,000 12.0
13,000 1.0 15,000 3.0 29,100 8.0
13,000 3.0 12,800 1.5 23,400 3.0
10,047 1.0 12,000 13.0 21,850 5.0
8,000 0.5 12,000 4.0 20,000 7.0
6,500 2.0 7,500 4.0 16,830 5.0
6,000 3.0 7,000 1.0 10,800 4.0
5,600 0.1 7,000 5.0 6,650 8.0
5,000 0.1 6,500 50.0 6,000 40.0
3,810 0.6 6,500 4.0 5,300 3.0
3,700 0.0 6,200 3.0 5,000 4.0
3,700 0.1 6,000 4.0 1,440 2.0
3,600 1.0 5,500 5.0 400 2.0
3,500 0.2 5,000 4.0 360 2.0
3,300 0.3 4,500 1.5
3,200 1.0 4,000 2.0
2,800 1.0 4,000 2.0
1,500 0.4 4,000 1.5
1,500 1.0 3,500 1.5
1,300 1.0 2,500 0.3
1,300 0.1 2,500 3.0
1,200 1.0 2,500 1.0
1,000 1.0 2,400 1.0
1,000 0.8 2,100 3.0
1,000 0.1 1,500 8.0

850 1.0 1,500 2.0
800 0.5 1,500 1.0
800 0.3 1,100 4.0
650 0.3 1,000 4.0
575 0.1 1,000 1.0
550 0.3 1,000 1.0
500 0.5 1,000 2.0
450 0.8 1,000 1.5
450 0.5 1,000 2.0
450 0.5 1,000 1.5
427 0.1 900 2.0
350 0.3 800 2.0
250 0.1 750 1.0
225 0.1 700 10.0
200 5.0 700 3.0
185 0.3 500 0.5
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Survey Data Generated by Osterman Research
(concluded)

Novell GroupWise Microsoft Exchange

Users FTE Staff Users FTE Staff
177 0.1 400 1.0
70 0.0 400 1.0
70 0.1 300 1.0
65 0.2 300 4.0
50 1.0 290 1.0
50 0.1 289 1.5
45 1.0 250 0.3
30 0.0 250 2.0
10 0.1 225 2.0

210 1.0
200 2.0
200 2.0
175 0.2
125 0.5
115 1.0
12 0.2
100 0.3
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