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THE TECHNOLOGY
AIOps is an evolving market from many different IT operational management 
domains. This evolution witnessed the vendors develop initial solutions 
based on their own domain-specific perceptions of business requirements. 
However, as the market matured, the domain expertise and perception of 
requirements changed, and the leading AIOps vendors have all 
demonstrated a clear understanding of what an AIOps solution must offer to 
customers. 

THE MARKET
AIOps is a relatively new market that has evolved from a number of different 
operational management and automation technologies. AIOps is also a 
response from these domain expert systems to the rise in cloud-native 
applications and the use of cloud computing that has added a layer of 
complexity to the role of IT operations. The three key management 
technologies the market has evolved from are IT operational analytics 
(ITOA), IT operational management (ITOM), and IT service management 
(ITSM), all underpinned by an automation and workflow capability. 

WHAT’S CHANGING? WHY MAKE A SELECTION NOW?
The introduction of the latest technology can be seen as a way for 
organizations to accelerate growth, increase efficiency, and improve 
customer service.  But to manage these new technologies has become 
increasingly complex.
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Key Messages

• The leaders all recorded a solution breadth score of over 90%, which means that out of the 119 capabilities measured, fewer than 12 
were delivered with a minimum capability or not at all. 

• BMC recorded the most category leading scores, three in total, while IBM, PagerDuty, and VuNet Systems recorded two and Digitate, 
ServiceNow, and Splunk recorded one each. 

• ServiceNow and Splunk were joint total capability top scorers, being only slightly ahead of BMC and Digitate, which were joint third. 

• Splunk was the only vendor to score 100% for solution breadth, meaning it has none of the 119 capabilities that were scored as lower 
than being a partial capability. 

• The difference between  the classifications can be characterized as follows: the leaders have the breadth of coverage and a reasonable 
depth, and the challengers have a reasonable breadth but have at least one area of specific domain expertise, while the prospects are 
more domain experts and lack the breadth.

• The highest scoring category across all vendors was performance monitoring with an average of 64%.

• The lowest scoring category across all vendors was security operations with an average score of 42%.
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