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Q Perceptions for Economic Improvement
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Executive Summary: Small Businesses

@ Average overall cost to repair PCs greater than 3 years old is $326
@ Adding $99 average spend on upgrades, causes the cost to jump to $425 per

PC that has been upgraded and repaired

@ Further, superimposing an additional possible repair per incident of $120 for
PCs greater than 3 years old without warranty, the total cost equals $545

@ PCs older than 3 years experience:
@ 8 times more network card failures
5 times more power supply failures
3 times more motherboard failures
3.5 times more software crashes
1.6 times more number of virus attacks
1.2 times additional downtime hours
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Most frequent upgrade wa
memoryo foll owed by fAadd
capacityo

Main reason cited for wup

running slowo foll owed b
demanding more memoryo
Ageing PCs cited as the major primary

reason for replacements followed by

recurring problems with PCs and availability

of new OS

Higher employee size category businesses

are keeping PCs longer, while a very high

percentage of lower employee size

businesses replace PCs when needed
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A Total of 630 Small Businesses surveyed in March 2008

By Country
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/a Cost of fixing, repairing PCs for SBs 1T By employee Size
Cost/PC for older PCs can be 1.5X depending upon the Employee Size Segment
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@ Average overall cost to repair PCs greater than 3 years old is $326, which is close to the purchase
price of a new PC
@ Lower employee size segments have a higher multiple of cost/PC repair when compared to higher
employee size category but they pay less
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% of respondents experiencing various
maintenance issues
(sorted for PC> 3 years)

EPCs >3 yrs old

EPCs < 3yrsold

Software crashes
Email borne virus attacks

Power supply failure

59%

Hard drive failure

Viruses resulting from visiting
websites

Denial of service/phishing
attacks

Adware and spyware
infections

Network card failure
Motherboard failure

Theft of data by others

PC downtime resulting from
network intrusions (hacking)

Theft of data by employees

Theft of PCs (eg: at airports)

Frequency and Type of issues faced by SB

Older PCs are more susceptible to virus attacks and hardware failures

Number of Incidents Experienced

(sorted for PC> 3 years)

EPCs >3 yrs old

Email borne virus attacks
Software crashes

Power supply failure

Denial of service/phishing
attacks

Viruses resulting from visiting
websites

Hard drive failure

Network card failure

Adware and spyware
infections

Theft of data by others
Motherboard failure
Theft of data by employees

Theft of PCs (eg: at airports)

PC downtime resulting from
network intrusions (hacking)

EPCs<3yrsold

Hardware
failure
incidence is
higher among
older PCs
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Frequency and Types of Issues Faced By SBs

Regardless of firm size, SBs are experiencing similar maintenance issues with some
differences; Software crashes is the most frequent experience; however, number is
substantially higher for >3 years PCS

% of respondents experiencing various maintenance issues for PCs < 3 yrs Old

1-19empl. |20-49 empl. |50-99 empl. @ PCs older than 3 years experience:
Hard drive failure Q  9%0 %0 6% @ 8times more network card failures
Motherbosrd failure O 2O O % @ 5 times more power supply failures
MNetwork card failure . 3% 3% 5% . .
Power supoly failure ™~ 2o ) AL 0% @ 3times more motherboard failures
Email borne virus attacks @ 33%| 34%|@ 3T% @ 3.5 times more software crashes
Viruses resulting from visiting websites ™ 11%|(Pp 19%|(P 19% ¢ Almost same number of virus
Adware and spyware infections (™ g (™ 11%|(™ 9% attacks
PC downtime resulting from network intrusions (hackini_} 1‘5’6 L) 3% - 3%
Theft of PCs (eg: at airports) . 3% 5% 3%
Theft of data by employees O 0% O 2% O 1%
Theft of data by others Q 0% Q 1% Q 0%
Denial of service/phishing attacks O 11% O 13% O 12%
Software crashes @ 32%|@ 41% @ 36%

% of respondents experiencing various maintenance issues for PCs > 3 yrs Old

1-19 empl. |20-49 empl. [50-99 empl.
Hard drive failure (™ 22% (™ 25% (W 27%
Motherbozrd f2ilire [ goaly goe |y w4
Metwork card failure (™ 24% (™ 20% (™ 20%
Power supply failure q ] 40% | 43% (P 41%
Email borne virus attacks (3 30% 0 20% 0 25%
Viruses resulting from visiting websites (@) 13% | 2% 11%
Adware and spyware infections O 3% O 5% O 7%
PC downtime resulting from network intrusions (hackino 0% O 0% O 1%
Theft of PCs (eg: at airports) . 0% () 0% () 0%
Theft of data by employees O 0% O 3% O 1%
Theft of data by others O 0% 3%|0) 3%
Denial of service/phishing attacks

I Software crashes ] 77% @ 33%|@ 76% I aTS le




Virus Attacks: Frequency of Attacks and Resolution

Impact of virus attacks

4.45

Desktop Notebook Desktop Notebook
Frequency Downtime
(# of incidents) (hours)

How virus attacks were resolved

(% of respondents experiencing virus attacks)
45%

259%85%

Desktop Notebook Desktop Notebook

< 3years > 3 years

EPCs <3yrs
B PCs > 3yrs

® We have an in-house IT staff
that fixes the issues

® \We have external consultants
who come in to repair

= QOur reseller takes care of all
breakdown issues

B PC manufacturer

= We call local PC experts to fix
problems when they occur

= We have managed services
contracts who monitor our PCs

= We get our PCs fixed through
friends and family
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Current Policy for Upgrades and Replacements in SBs:
Desktops and Notebooks Specific, by employee sizes

Policies regarding notebooks

Policies regarding desktops (% of respondents)

(% of respondents)

= Replacing when

" Replacing when
P g needed

needed

" ahorter than " ahoner than in

shorter than in

previous years

mKeeping in use
longer than in

previous years

mKeeping in use
longer than in
previous years

Total 20-49 50-99

previous years

Total 1-19 20-49 50-99

@ Lower employee size segments replace desktopls
when needed
@ No clear pattern seems to emerge for notebooks
@ Higher employee size segment are keeping thein
desktops in use longer than previous years
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