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Agenda

Cloud Adoption Trends
The Enterprise End-User – The Evolved Expectation
Challenges Presented by the ‘Evolved Expectation’
Translating Expectations into Business Requirements
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Market Overview: Importance of Cloud
Traditional IT Dominates, but Public Cloud Drives New Growth

34%
of replacement 

apps spend 
(replacing 

capability) was 
on SaaS

$1 for every $6 
spent on 

software was 
for SaaS
delivered 
software

91% 
of 2012 new 
apps spend 

(new capability) 
was on SaaS

84% of net new commercial apps will be 
developed specifically for cloud in 2012

31%+ of companies will source greater than 
50% of total IT spend  from the Public Cloud  by 
2016* 

>80% of Global 2000 will still                                                 
have >70% of IT onsite in 2016 

Source: IDC, 2013

$1 for every $5 
spent on apps 
was for SaaS
delivered apps
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Spending Shift: On-Premises to Cloud

Source: IDC CloudTrack Survey, Fall 2013, N=1109
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Designed for the Consumer, Enhanced for the 
Enterprise

1. Anytime, anywhere access
2. Simple and transparent business model
3. Usage-based pricing
4. Self-service and self-provisioning

"We feel as a best practice that we can meet whatever needs that our 
customers desire. That is core to our strategy, and that then provides 
vehicles that enable the most fluid motion and least friction for our 
customers to find the solutions that they need — that is our job.” 
– Enterprise ISV
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Flexibility and Choice

Two roads diverged in a yellow wood, 
And sorry I could not travel both 
And be one traveler, long I stood  

And looked down one as far as I could 
To where it bent in the undergrowth;

The Road Not Taken- by Robert Frost
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Designed for the Consumer, Enhanced for the 
Enterprise

1. Anytime, anywhere access
2. Simple and transparent business model
3. Usage-based pricing
4. Self-service and self-provisioning

"We feel as a best practice that we can meet whatever needs that our 
customers desire. That is core to our strategy, and that then provides 
vehicles that enable the most fluid motion and least friction for our 
customers to find the solutions that they need — that is our job.” 
– Enterprise ISV
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Enterprise Expectations: Cloud
Q: Using a 5 point scale where 5 is very important to your company, and 1 is not 
at all important, please evaluate how critical the following characteristics of 

Cloud (Public and Private) are to your firm.

The three top 
characteristics buyers 
use to evaluate a 
service all revolve 
around money 
savings and improved 
capabilities. 
Cloud offerings need 
to be designed to help 
users save money 
and gain efficiency

Source: IDC CloudTrack Survey, 2012

They can establish 
“Standard Services”
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Common Disconnects
Customers : Cloud solutions are cost-efficient
Vendors: Customers are responsible for achieving these 
cost efficiencies (no price advantage)

Given the advantages (of cloud), we assume an expanded investment and see 
this as fair share of the mutual benefits that the customer will be able to 

leverage from changed scenario.

Customers : Cloud solutions are self-service
Vendors: Contact your enterprise sales rep
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Pricing Relationship

SaaS pricing would be equal to a subscription plus premiums for hosting and labor. All 
adjusted to market.
None. The two products are set apart in terms of go to market, in terms of the way that 
they are sold, and also in the specific use cases that they might fit. 
Cost plus: So it’s a rollup of all the available costs, or all of the costs associated with 
delivering the service itself: data centers, network, operations personnel, and it also 
includes depreciation on capital. Build, those four things up into a number, and you 
divide by some metric. For example, we would have a metric on cost-to-serve per GB 
of storage, so we manage that number, or we manage that number down quarter over 
quarter, year over year and that is built into our pricing.

“We have a framework, but 
when comes to SaaS we are 
concerned with having a 
price that is market-based.”
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ISV Challenges

The most challenging aspect of transformation:

Managing the customer lifecycle. This includes the upfront sale, 
the customer relationship/life of the contract, and then the renewal
Sales compensation. This is especially difficult in a channel world. 
They are used to doing big projects for hundreds of thousands of 
dollars and getting their percentage and paying their people based 
on receive that money. Subscription, and cloud, changes all of this.
Price sensitivity.  Customers that were skipping multiple releases 
are dissatisfied with subscription pricing.
Customer concerns about lock-in. What if price increases? What if 
I no longer need to upgrade?
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ISV Challenges
The most challenging aspect of transformation:

Undergoing business transformation. We have an embedded and 
ingrained direct sales model, and a  customer base with specific 
expectations of what they are going to get from us in terms of Ts and 
Cs, level of service. We have a significant amount of customization. 
All great in high touch, go out the window when you are trying to build 
up a low-touch business. 
Managing Investor expectations. we are publicly traded and need 
to consider short and long-term shareholder value

We are competing with pure-play vendors who are measured by customer 
acquisition and revenue growth. We are being measured by profitability. We need to 
find a way to satisfy both sides of the coin. 

Updating operations. Order and fulfillment experience is a big 
challenge. I haven’t seen any great obvious solutions.  Easier with 
new products or new parts of the business because they don’t have to 
support the legacy
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Getting there from here

And both that morning equally lay
In leaves no step had trodden black.
Oh, I kept the first for another day!
Yet knowing how way leads on to way,
I doubted if I should ever come back.

I shall be telling this with a sigh 
Somewhere ages and ages hence: 
Two roads diverged in a wood, 
and I— I took the one less traveled by, 
And that has made all the difference.
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Migration Paths

Traditional New

New Traditional
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Managing Transition

“When we roll out significant changes, we 
spend a lot of time thinking about the 

customer experience; this includes what 
tools are going to be there to support it. ”
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Systems Enablement
What are the issues?

Need to streamline paperwork 
Need to track usage
Need consistent systems infrastructure and supporting documents
Need to mask complexity
Need to sell, provision, onboard, and bill
Need to optimize the user experience

“Our bias has been to focus on issues that impact the
customer experience first.”

“We definitely have some manual efforts.  And our thought is to deal with 
the manual efforts while we bring the products to market, see what 

works, and then build technology to support that.” 
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Final Thoughts

“If there has to be cannibalization, we want 
to be the ones doing the eating”
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To do:

Anytime, Anywhere
Access

Usage-based pricing Self-service

Consider changes to
device-based license 
models

Develop a subscription 
approach

Develop “editions”, allow 
self-service

Extend applications via 
tablets and mobile 
devices

Consider which metrics 
are appropriate to track

Allow trials

Embrace virtualization, 
support this with 
technololgy

Implement usage 
tracking

Implement systems that 
manage the customer 
lifecycle

Transparency and Simplicity
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Best Practices

19

Flexibility

Complexity

Simplicity

Rigidity

We meet 
whatever needs 
our customers 
desire

We need to 
make it 
simpler

We decided to 
go “all in”

We realized a 
one-size fits 
all approach 
doesn’t work

We allow customers to 
migrate at their own 
pace and level of 
commitment

Flexible and Simple
SY

ST
EM

S
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Questions
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