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VENDOR PROFILE: RESOLVE SYSTEMS

INTRODUCTION
Resolve is the only vendor to achieve Value Leader status in all three
use cases evaluated in this Radar. This is in large part because of the
company’s unique combination of a dedicated AIOps platform, Resolve
Insights, with a dedicated automation platform, Resolve Actions.
In fact, even if it were left on its own, Resolve Insights would claim a central
position in the Radar given the richness of its dependency mapping, the
breadth of its AI/ML analytics, and its more than 100 integrations. Resolve
Insights came about in 2019 when Resolve Systems acquired FixStream
from Tech Mahindra. Prior to the acquisition, EMA had already worked
closely with both companies independently and documented more than five
FixStream deployments before doing the two additional interviews cited
here, all of which affirm the significant value of both solutions.

Resolve Actions currently powers millions of automations every day across
its customer base. These range from isolated, repetitive tasks to complex,
cross-domain processes. It is designed to promote both versatility and
flexibility in adoption as its customers evolve in maturity and confidence in
leveraging automation more autonomously.
According to the vendor, “Ultimately, our vision is to achieve the longawaited promise of ‘self-healing IT.’ Combining predictive analytics with
robust automation capabilities arms customers with an unparalleled ability
to predict, prevent, and fix issues autonomously before they ever impact
the business and without the need for human intervention.”

USE CASE PERSPECTIVES
INCIDENT, PERFORMANCE, AND AVAILABILITY MANAGEMENT
2020

INCIDENT, PERFORMANCE,
AND AVAILABILITY
MANAGEMENT

Resolve Insights is designed to support a wide array of IT
stakeholders in proactively managing and minimizing incidents
and ensuring that critical business services perform as needed.
It leverages machine learning to analyze and contextualize large
volumes of data across the entire applications infrastructure.
Resolve Insights can identify performance issues and anomalies,
isolate root causes, and predict future issues before they occur
while prescribing actions to prevent failures. Its visualizations
and mappings are also strong, while Resolve’s integrated
automation further promotes collaboration and enables
accelerated remediation and proactive prevention.
Some of the benefits its customers have noticed include:
• Faster time to repair problems
• Predictive learning and root cause analysis
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• Streamlined incident management
• Proactive ability to prevent problems
• More effective service delivery across hybrid cloud
• Improved OpEx efficiencies across IT
• Improved compliance with industry requirements
• Reduction/consolidation of monitoring and other toolsets
Resolve Insights also minimizes the time developers have to
spend in troubleshooting applications in production and ensuring
smoother handoffs between development and production.
Moreover, it can simulate preproduction environments to support
development teams directly and promote continual improvement
across the DevOps lifecycle.
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USE CASE PERSPECTIVES
CHANGE IMPACT AND CAPACITY OPTIMIZATION

2020

CHANGE IMPACT AND
CAPACITY OPTIMIZATION

Resolve Insights and Resolve Actions come together to bring
customers powerful options in change management, change
impact awareness, and cloud migration. Resolve Insights can
track a wide variety of change issues, including application
releases and configuration changes across networks, systems,
databases, and storage, as well as changes in virtualized
infrastructure, containers, and microservices. From this change
awareness, it can associate relevant metrics in support of:

• More efficient use of hybrid cloud resources
• More effective migration and optimization of public cloud
• Improved efficiencies in managing change
• Better correlation between change and performance
• Faster time to deliver new IT services

• More efficient use of infrastructure capacity for effective
service delivery

BUSINESS IMPACT AND IT-TO-BUSINESS ALIGNMENT

2020
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Resolve Insights can support a healthy variety of non-IT roles,
including non-IT executives, online operations, business
application owners, digital transformation teams, customer
experience management, and enterprise operations. It does this
in part from well-supported integrations with critical business
sources, such as business or ITSM for financial planning, with
export versatility to a wide array of business-relevant sources,
from executive dashboards, to security, audit, and compliance
systems, to market planning databases, to business process
management systems.

Achieved benefits to date include:
• Faster onboarding of new customers
• Improved end-user and customer experience
• Better alignment between IT and the business
• Improved business performance in terms of revenue and
business process efficiency
• Accelerated capabilities for digital transformation
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DEPLOYMENT, ADMINISTRATION, AND SERVICES
Resolve has options for SaaS, on-premises, and privately hosted deployments, with a growing
move to make its SaaS capabilities more complete in the near future for more flexible, modular use.
Resolve Insights is instrumented to collect data across the data center, application components,
internal cloud infrastructure, and external cloud SaaS applications. The solution’s AI/ML can “learn”
the dynamics of a large enterprise application/infrastructure in one to two weeks.
On average, Resolve’s customers have allocated between 1.5 to 2 full-time employees for
ongoing administration. Its administrative workbench offers more than one hundred fully supported
out-of-the-box integrations, making it one of the top-ranked AIOps vendors in this arena. These

include third-party toolsets, such as those used for monitoring and IT service management (ITSM).
Resolve also offers a library of unique connectors designed to capture relevant data from specific
infrastructure and application elements. Reports can be created by non-technical stakeholders
through templates, drag-and-drop widgets, and customizable dashboards.
In addition to professional services for deployment support, Resolve offers strategic services
for performance management, SLA management, DevOps, business process impact, capacity
planning and optimization, and change impact assessments.

COST ADVANTAGE
Resolve Insights and Resolve Actions are each priced on a per server, device, or node basis, with
anticipated ROI in as little as two months. A typical “get started” professional service package starts
at $20,000, while the average price point for the full Resolve package in an enterprise (5,000 node)

deployment would start around $350,000. Resolve Insights alone has a starting price of $95,000 for
up to 1,000 nodes. As such, it is competitively priced within the AIOps landscape, especially given
its breadth of functionality.

ARCHITECTURE AND INTEGRATION
Resolve Insights’ heuristics feature comparators, correlators, anomaly detection, object-based
modeling, predictive algorithms, prescriptive analytics, natural language search, fuzzy logic,
application transaction analysis, and topology-based analytics. Optimization algorithms designed
to exploit Resolve’s wealth of data are on the roadmap. Critical to Resolve’s AI/ML capabilities is a
patented technology called Flow2Path for dependency mapping and other contextual insights.
Resolve Insights can assimilate between 100,000 and 500,000 data points within five minutes,
with latencies of 1-3 minutes for specific data assimilation and sequencing. This includes a wide
range of datasets either directly or through third-party integrations, ranging from events, time series
and log files, to byte code instrumentation, to flow packets and transaction data, to configuration/
topology and business process impacts.
Resolve Insights’ more than 100 integrations include support for third-party toolsets such as
application, network, and systems performance management, ITSM platforms, security and
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compliance tools, capacity planning analytics, and a breadth of automation options. These
integrations are largely bidirectional for both import and export. Current out-of-the-box cloud
support is directed at AWS, Azure, and Google Cloud.
Resolve offers agentless autodiscovery targeted at legacy and virtualized infrastructures, as well
as tiered application interdependencies with third-party enrichment for public cloud, application
transactions, microservices, and containers. The vendor’s application dependency mapping covers
all areas of cloud and hybrid environments with special strengths due to its Flow2Path analytics
and visualization. This patented technology dynamically creates a correlated set of maps, including
data center topology maps, application maps, and transaction maps with operational analytics
overlays. The maps offer playback views, allowing operators to “go back in time” for diagnostics
and proactive remediations. These maps can also be extended to support business views targeting
individual critical business services, as well as specific locations and outlets.
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FUNCTIONALITY
Resolve is unique within the AIOps market in having a fully evolved automation suite with Resolve
Actions, which works with Resolve Insights or standalone. Its automations are well focused across
network, infrastructure, and ITSM requirements, spanning simple actions, such as patch updates
to complex requirements for change management, capacity optimization, and analytics-driven
remediations.

• Automated remediation and proactive service resolution

Resolve’s guiding principle is “interactive automation,” allowing its customers to graduate their use
of “the human touch” so they can evolve their automation capabilities over time with growing levels
of maturity and trust. To enable this, Resolve Actions includes an automation designer that provides
its users with drag-and-drop capabilities for creating new automation routines and modifying
existing ones.

• Configuration automation (as integrated with Chef, Puppet, and Ansible)

The list of fully supported automations by Resolve Actions is at the very high end of the AIOps
market, and includes (but is not limited to):
• Automated event remediation
• Alert-driven notification
• Automation in support of incident team communication
• Runbook or IT process automation

• AI bots
• Virtual agents
• Workflows across and within IT
• Security-related process automation (and/or playbooks)
• Autoscaling capacity optimization
• Integrated support for Q/A testing and preproduction process automation
Resolve’s application support ranges from web-based applications to omnichannel and SOA
component applications, to microservices and containers, to custom-developed applications, to
business productivity applications, such as SAP and Oracle.
Resolve Insights reporting options assist with change impact and business impact assessments
and provide views of service flows, storage capacity, and ongoing insights into performance.
Flow2Path mapping extends these values to provide time-sensitive insights for both IT and
business decision-makers.

VENDOR STRENGTH
Based in Campbell, California, Resolve significantly enhanced its decade-long focus in automation
with its acquisition of FixStream in the summer of 2019. A private but growing company, Resolve
has doubled its annual recurring revenue over the last three years with a focus primarily on large
enterprises, including MSPs and telecommunications providers. Its customer base is centered in
North America and Europe, with outreach into Asia and Central America. It currently has more than
60 active accounts, not including those supported via MSPs.
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Resolve’s Partner Program engages industry-leading resellers, distributors, systems integrators,
and managed service providers, such as Accenture, Wipro, Ericsson, Amdocs, and Tech Mahindra,
with integration partners such as ServiceNow, Cherwell, Ivanti, and Splunk.
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STRENGTHS AND LIMITATIONS
STRENGTHS

• Powering millions of automations every day, Resolve Actions can accelerate everything from
simple, repetitive tasks to highly complex, cross-domain processes that go well beyond the
routine.
• Resolve Insights’ more than 100 out-of-the-box integrations enable more extensive data
breadth, as well as the consolidation of third-party toolsets with resulting OpEx and CapEx
savings.
• Resolve Insights’ reporting and mapping capabilities with native playback enhance the value
of its analytics for more effective decision-making across a wide range of IT and non-IT roles.

CUSTOMER QUOTES

“We currently have more than 50 customers using our brand of
Resolve Insights. We selected what was then FixStream over a
number of other management solutions in part because of its
simplicity and learnability. It opens right up and delivers value
without any real need for training. It’s easy to navigate and
learn to use and can drill down into detail for diagnostics and
other purposes. “
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• Resolve’s current breadth and strengths in automation remain primarily at the level of
remediation actions (or resolution procedures). However, in 2021, Resolve’s analytic insights
will be able to drive additional automation more directly, placing the vendor in a yet stronger
position of leadership within the AIOps market.
• IoT and mainframe environments are not currently a focus for Resolve Insights.
• Resolve Insights currently does not support mobile access.

“

“We support our customers’ management requirements and
remarket Resolve Insights as a separately branded solution.
In the process, we worked with Tech Mahindra to further adapt
the product to our needs. We host the solution for customers
seeking full awareness of their business service performance.
“
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LIMITATIONS

CUSTOMER QUOTES

“The solution is currently integrated with Aternity for
application performance insights that it then maps into the
full stack for more complete diagnostics, change impact, and
capacity insights.”
“Resolve Insights allows us to deliver an enhanced service,
which we can differentiate from our competition. It offers
a single pane of glass that unifies our customers’ unique
environments and their investments in other management
tools.”
- Comments from a service management executive in a large, European-based telecommunications and
management services provider.
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“

CUSTOMER QUOTES

“Resolve Insights helps to manage just about everything
that our customers require, as it can relate to a very wide IT
landscape, from systems devices, to our applications portfolio,
to service flows, in order to support our customers in achieving
their business goals.”
“With all of these components, it’s necessary for us to have
a unifying platform: a platform that can also create a layer of
information that’s digestible by different user groups while
assimilating many different toolsets.”
“Before centering in Resolve Insights, we evaluated many
different options. And in addition to its capabilities for
assimilation, what we liked was the simplicity of the solution.
It does a lot of things, but it starts in a simple way. And the
integration with Resolve automation will provide us with a
ladder into future value over the coming months.”
- Comments from a service product management team for a large, global digital services provider.

7

| EMA RADAR FOR AIOPS: Q3 2020
© 2020 Enterprise Management Associates, Inc. | www.enterprisemanagement.com

VENDOR PROFILE: RESOLVE SYSTEMS

EVALUATION SUMMARY
DEPLOYMENT COST EFFICIENCY: DEPLOYMENT & ADMINISTRATION
EASE OF DEPLOYMENT

ARCHITECTURE

PoC Availability

Outstanding

Versatility in Deployment Options

Strong

Automation for Deployment

Strong

Time for ML to “Learn” the
Environment

Strong

SUPPORT AND SERVICES

Breadth of Analytics Technologies
Applied

Outstanding

Scalability

Solid

Granularity of Data Sequencing

Solid

Range of Data Sources

Strong

Breadth of Domain Support

Outstanding

Breadth of Professional Services

Strong

Support for Cloud

Outstanding

Levels of Customer Support

Solid

Big Data Capabilities

Outstanding

User Groups

Strong

Breadth of Discovery

Solid

Versatility of Dependency Mapping

Outstanding

EASE OF ADMINISTRATION
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PRODUCT STRENGTH: ARCHITECTURE & INTEGRATION

FTEs Required for Admin

Strong

Breadth of Support for Data Collection

Strong

Third-Party Integrations

Outstanding

Ease of Report Creation

Outstanding

Third-Party Technical Integrations

Outstanding

Third-Party Business Integrations

Strong

Open-Source Integrations

Outstanding
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INTEGRATION/INTEROPERABILITY
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EVALUATION SUMMARY
COST ADVANTAGE

FUNCTIONALITY
FEATURES

9

Estimated Cost for 5,000 MEs

$$

Application Support

Strong

Licensing Model

Solid

Business Impact

Strong

Estimated Time for ROI

Strong

Reporting and Visualization

Outstanding

Triage

Outstanding

Change Impact/Optimization

Strong

DevOps Support

VENDOR STRENGTH
Financial Strength

Solid

Research & Development

Outstanding

Solid

Market Credibility

Solid

Automation

Outstanding

Geographic Coverage

Outstanding

IT Roles

Strong

Business (non-IT) Roles

Strong
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2020 AIOPS RADAR – AVERAGE OF ALL USE CASES
RESOLVE

FUNCTIONALITY
84.45

2020 Average
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VENDOR
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66.66
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COST
ADVANTAGE
78.33
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