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Saa$ (Software as a Service) brings enormous opportunities for growing and re-architecting the future
growth of organizations. This paper discusses the true potential of SaaS and challenges it brings to

enable organizations think strategically.
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Executive Summary

The software industry is being significantly transformed as traditional, on premise server applications
with perpetual software licences are being re-architected to reside online and operate in an On
Demand model. While this new generation of Software-as-a-Service (SaaS) solutions are delivering real
business benefits, the new approach also creates new vulnerabilities that require a new level of

business discipline to mitigate these risks.

The trends include globalisation which is reshaping the competitive landscape, and worker dispersion
which is changing the way businesses operate. The technology innovations include a wide range of
software development tools and techniques which make it easier to create and deliver relatively
inexpensive, full-featured applications via the web. Customers are also moving from a preference for
owning and operating their own information technology (IT) and software applications, to leveraging

on-demand solutions on a pay-as-you-go, subscription service basis.

The real hands on experience in implementing end-to-end Saa$ for Enterprise customers are in short
supply. The details of what a typical SaaS transformation/adoption entails and how it impacts existing
and surrounding capabilities are not well-known. Few customer-focused leaders have had the
opportunity to lead a SaaS initiative from concept to deployment in a large scale, high volume
customer environment. Typical customer solutions have suffered from a combination of complex
architectural environments and cost-only focused feature sets therefore binding the customer with
less flexibility and less opportunity to scale in future. The impact of these shortcomings has resulted in

suboptimal customer experience and failures to meet operational needs.

CKAE S6KAGS LI LISN RA&EOdzaaSa KemS I VYRNERWSEl 2F2y | ©
concept to an operational success. The content is based on successful SaaS implementation, deep
understanding of the details and a proven approach to making SaaS/On-Demand transformation

happen.
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Benefits of SaaSz For Clients

e Lower entry point
0 No large up-front investment in
A Software licenses
A ITinfrastructure
e Lower operating/maintenance costs
0 Fast, easy deployment (Web browser)
0 Vendor maintains/upgrades application
0 No IT staff necessary to keep running
e Consumptionbased expenditure
0 Pay As You Go (OpEx vs CapEx)

0 Scale up/down as needed

Benefits of SaaSz For End-Users

Easy and rapid deployment/ramp up

0 Typically based on Web browser access

0 No additional hardware/software needed
¢ Anytime, anywhereaccess

0 Outside the corporate firewall

e Transparent updates
e SaaSendor manages scalability and availability, lowerimgfrastructure costs for enelsers
¢ Vendor economics aligned with customer needs

o Easier integration & collaboration

Benefits of SaaSz For Vendors

e Economies of Scale
0 Derived from Multi-tenant architecture

A Better resource utilization

A Simplified maintenance
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0 For a well designed app, operating costs per customer drop as customer base grows
e Better understanding of usage patterns

0 To drive innovation and enhancements
e Faster release cycles to keep with market and competition

e Defacto access to Global market

Business Functionality of SaaS

¢ Client/User Registration & Management
e Provisioning

¢ Billing & Payment Processing

Software
e Performance Monitoring Services

e Usage Metering & Tracking

e Reporting

e Customer Service & Sebervice

Top SaaS Considerations

Architectural Functional
q Business Context
- Multi-tenancy - Provisioning : .
_Scalability _Billing - Integration Capabilities
- Security . - Feature Planning
- Performance -Metering - Release Roadmap
- Monitoring
Operations Sales Marketin
i
- Hosting / Infrastructure Selection - Sales Model Strategy & Positioni 9
- Strate ositionin,
- Infrastructure Management - Sales Compensation c g:/'t' Analvsi &
- Competitive Analysis
- Release Management - Partner Channel Weblearttic ket
- Web centric Marketing
- VARs
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SaaS Application Stack
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Challengesin SaaS Implementation : Security and Integration

SaaS brings huge array of benefits, however companies are not rushing to implement various
application models under SaaS and some of the companies who have taken an initiative to experience
the advantages of an early adoption are reconsidering its usage as its adoption spreads inside the
organisation. In view of industry | Y | f ®véiriiaforhallenges forms a big cloud on validity of SaaS

from security and Integration perspective.

It is important to note, however, that even when a company (most likely the IT department) is voicing
these concerns, adoption of SaaS applications is still happening at the departmental level, driven by
the business users, often without the knowledge or oversight of IT. It is IT that is justifiably raising

these concerns when viewing Saa$S from the perspective of the entire organization.

There is a growing concern about security issues related to on-demand applications. Companies fear
about their data being hosted on internet in some other 02 Y LI ¥ 8NMASNAE > &S

realize that more and more, company ERP/CRM applications that integrate with external systems and
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databases over the Internet are not much different in their security concerns. Implementing security
for SaaS services is similar to like protecting internal systems with common authentication, backup
and recovery, high-availability and employment of standards. In fact, the case has been made that
large SaaS providers have more elaborate security, backup, recovery and high availability
infrastructure and expertise than most mid-size companies can afford. With SaaS, security concerns
are usually more a matter of using due diligence in evaluating the SaaS providers security standards
compliance than it is of actually needing to implement additional security solutions before adopting

Saas application.

But, while security concerns can, to a large extent, be allayed with some dispatch, integration is a
different story. Integration, and beyond that Business Process Management, is an even more
important area for potential action when looking at SaaS. Forrester Research concurs that one of the
reasons that some organizations give for not adopting SaaS is the difficulty that they have integrating
the SaaS applications with their in-house applications, especially when real-time integration is
necessary. While integration may not be much of a concern when choosing Saa$S application that will
runstand-af 2y S gAGK2dzi (2dzOKAy3a (GKS O2YLI yeQa 20GKSNJ ae:
Saa$ applications that will become a strategic component of the corporation forces us to confront the
integration challenge head-on. In some cases the best solution maybe to adopt a hybrid approach

where SaaS applications co-exist with legacy systems.

In the case of on-demand CRM solutions, SaaS software can, and often does, run as a silo. In fact, in
many cases this can be viewed as a set-back to the process-driven enterprise, working in opposition to
the goals of enterprise architects and business process analysts. Using on-demand CRM as a stand-
alone application, sales staff certainly enjoys many benefits, including a view of their daily work. But
the sales manager will find it harder to combine the data the sales staff provides about their leads with

the number of orders/invoices they enter in the order entry system of their ERP package.

Once a sales lead matures and turns into a sales opportunity, information about that opportunity has
to be shared with accounting, internal sales, the implementation team, and more. If the affected
systems are not integrated with on-demand CRM, the customer data, contact data, order status, etc.
will not be enriched nor will they be in synch with the data in the on-demand system. At this point,

Saa$ begins to lose its charm in the same way that traditional departmental software did in the pastt
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and it may even create a situation that was more complicated than before (if the IT department lacks

familiarity with the kinds of integration solutions that can reduce or eliminate these problems).

Integration, then, is where the greater value lies: tying these pay-as-you-go solutions into the business
infrastructure, having them work together with company databases and applications in a way that
IAPSa GKSY aA3ayATFAOFydfe Y2NB LRoSNI YR a02LS o alL
many Saa$ users and IT staff alike. Can Saa$S application be transformed from a tactical solution to an
2NHIFyATFGA2yQa O2NB &A0GNIGS3IAO FraasSi sAGKz2dzi | Sy
S FAYR (GKS NBaz2dz2NOSa G2 002YLX AaK GKAAaK 22dzZ RyQ

resources?

Just as important is the question of how the new breed of Saa$S applications can be integrated with the
decidedly old breed of applicationsT those old-but-not-retired mainframe, midrange and networked

F LILIX AOFdA2ya GKIG 2FiSy NBLNBaSyid a2 YdOikg 27F
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applications.

SaaSReadiness z Building Strategy

A technology transformation initiative is preceded by uncertainty, challenges and a clouded
understanding of individual tasks and priorities, even more so than a typical project. SaaS adoption can
be very complex since it represents a paradigm shift from premise-based capabilities to a
subscription/pay-as-you-go-based model. The initial stumbling block is organizational-readiness
besides expected ROI and budgetary support. Organizations must be prepared to not only change
technologically but adjust their core competencies, training methods and processes. The process of

change also includes anticipating a new set of problems and operational issues.

Engaging strategic and technology leadership, addressing issues of resistance to change, staffing and
training, and infrastructural challenges are some key first steps. As a part of the vision, future-state
architecture must depict efficiency, cost-effectiveness, security and clear blocks of transitional

elements.

Identifying challenges upfront can prepare for more than half the expected problems. Some of the

biggest challenges at the beginning of SaaS adoption are:
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e What applications are involved? Where is the data stored? What kinds of response times are
needed? Can you work with a batch update to the data once a day or do you need near real
time access to new data regardless of which system owns it?

e Contextualizing a SaaS product-centric vendor offering with the vision

e Tapping into the right talent pool and forming the solution-base

e Identifying all of the transformational (business and technology) components

e Identifying all of the activities that need to occur before, during and after the
transformation/adoption.

e Identifying all of the roadblocks, dependencies and shortcomings

e Optimizing transformation/adoption costs; analyzing re-use/customization areas

e Prioritizing all of the different activities that need to occur before, during and after the

transformation; identifying the right implementation methodology

Addressing the above challenges should result in a set of evaluation, preparation and planning
activities. On the next page is a high-level sequence outlining key consideration areas, necessary steps

to getting started, and how to move from conceptual phase to the implementation phase:

Build & Implement

Select:

Internet Service |

Provider, SaaS

Delivery Vendor & re p a re
Team, Additional

Suppliers &
Components

Prepare:
Staff & Train: Requirements, High- . .
SaaS Vendor level Architecture & E n V I S I O n
Managers, Agent Saas Integration
Groups... Blueprint

Roadmap:
Business & Technology,

Evaluate: s o Finance: Quality of Service:

Saas Delivery Budget, Cost and ROI Current Satisfaction

Plan & Execute: Vendor & Internet I)ecg‘rr;'tcing‘l Analysis Rating, Goals definition
Develop, Integrate, Service Provider, p

Test, Verify Quality, Proof-of-Concept Capabilites.
Performance
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Case Study Walking Through a Fruitful Experience

An example of a SaaS transformation in progress is for a leading UK Telecom firm. Synverse was

A 2 4 A x

aSt SOGSR (2 LINRPOGARS aih dzdvinfRe6ving ohcdorjaddroppartunitigsyfo t 2 NI | f ¢
streamline telecom industry best practices, offering portal services as SaaS. Synverse proven expertise
in Telecom domain complements &/ dzA G2 YSNJ ! Olj dzA & othgreReyisive tord®Ti | £ ¢ & A
management and system orchestrated frameworks based on industry proven telecom methodologies;

therefore enabling customers to rapidly brand retail and manage telecom services.

The notable challenges were:

e Identification of key challenge areas
e Detailed definition of the vision and requirements
e Thorough evaluation of vendor capabilities

e Proven implementation methodology

The issues were similar to those seen across all industries in not only having organizational and

technology readiness.

The methodology in use is Agile SCRUM process development to phase development, while allowing
for immediate end-to-end integration and demonstrating a working slice of the solution early and
often. A critical requirement in the difficult phase of implementation is to keep the details in focus and
understand how each element is integrated to enable transition. The calculated result will be a flexible

solution that will save up to 72% in cost each month.

Implementation Work Area Focus Summary

IT and Network Readiness Business Readiness Project Management

Architecture Pricing Transition Plan

Network Topology Sales Agile Work Plan
Migration Marketing Staffing and Training Plan
Virtualization Demand Generation Procurement Plan
Disaster Recovery Licensing Models Test Plan

Security Vendor Selection Deployment Plan
Multi-tenancy Quality Assurance Plan
Web Based Monitoring

Pagé'.o
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Synverse Knowledge Base z Underlining SaaS Expertiseln

| SaaS Migration Technical Assessment _ _
| Application Issues Operations Issues |

e Database Assessment e Architecture Assessment

e GUI Assessment e Availability

e Reporting Assessment e Scalability

e Workflow Assessment e Performance

e Usability Assessment e Security

e Functionality Assessment e Integration  with  Legacy
e Customizable Business Logic Systems

Saa§; Business Feasibility Issues SaaS Design Issues

Multitenancy
Security, Scalability

Availability, Performance
Extensible Data Model
Customizable GUI, Business Logic
Workflow, Internationalization
Identity and Access Management

e Market Viability
e Business Model Viability
e Personnel Viability
e Technical Viability
e Schedule Viability
e Legal Viability

SaaS System Transition Issues Saa§; Business Issues

e Organization
e Implementation
e Saa$ Ecosystem

e Platform Selection
L]

L]

L]

e Data Security and Compliance
e Country Regulations
e Customer Readiness for SaaS

Adoption
1aasS Selection, PaaS Selection e License Contracts, Deals
Application Generics Transfers

Technology Stack, Operations
Agile Development

e Business Strategy
e Market Penetration
e Commercial Model
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Summary and Conclusions

Today's SaaS solutions offer an exciting alternative to the costly and cumbersome legacy applications
of the past. They are easier and quicker to deploy, less expensive to acquire and maintain, and offer
additional functional capabilities which traditional, on-premise applications cannot match in many

cases.

Though SaaS model is a cost effective solution for  dZ3YSYy GAy 3 GKS 3IAINRSGK LI
unprecedented time, it requires immense focus on both technology and organisation factors to make
it success on all fronts. It becomes mandatory to understand and answer questions around current
landscape of the business (eg: current IT solutions, SLA, user count, operational model, contract
bindings), business requirements (eg: business goals, measurable objectives, security, regulatory
requirements, application-database migration, QoS), organisational effectiveness (eg: employee mind
shift, skill gaps, change management) and technology & operations (application enhancement,

development, migration complexities, architectural design based on government regulation) etc.

The complexity associated SaaS implementation can be managed and effectively controlled if we plan

considering all the options not just technology alone.

Therefore, it is imperative that SaaS enabled organisation put the right safeguards in place to mitigate

these challenges.
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About Synverse

Synverse is next generation global IT Services Company headquartered in UK. It is led by innovation
and solution accelerators and methodologies with core focus on enterprise integration and
collaboration solutions. Synverse differentiates with other market players by virtue of its unique
business, solution and technology accelerator frameworks which enables/empowers an organization

with aggressive time to market on lower total cost of ownership, without compromising on the service

quality.

Synverse Limited Synverse Inc. Synverse Technologies Pvt. Ltd.
Albany House, Market Street 3000 Danville Blvd #E, 1539, Avenue No. 1, Street No. 17,
Maidenhead, Berkshire, SL6 8BE Alamo, CA 94507, Road no. 12, Banjara Hills,

United Kingdom United States Hyderabad 500 034, India

Tel: +44 1628 421827 Tel: +1650 585 2269 Tel: +91 40 65265221

Fax: +44 1628 421826
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