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Executive Summary

The moment of soft rvice |SaaS; o upone
us. The berofits lite SaaS approach 1o saftware deployment &=
umetaiss and compeling ospectally for small to mid sizod
nrgamzaum»e The abil Iy o have acress lo powerful lechnologies
0.3 1= £al Bt Lt gt | ] e A4S
productiaty and comgatiion lo SAIBs

Butw spile of 18 much lauded wonders. the $aas roule is no:
withaul s pents. More used (o decades clo on premise software,
mast SKIBs hiave itle o no expeinace haadlng Saas solinons
The rules ‘o ofd on premisa software analysis and purchase
certainiy don | apply as the vendor-cuslamer relalianshiu for San$
15 fundanientally ditterent In Ihe case of on prenise sofiware, liie
vendor closes [he sale and makes a quick ext Bui the Saas
selationship onty hegins with the sale The cuslomer entusts the
vandor with sensilive business dala and s dependent on the
vendor on an angoing basts for 1= smiooth fuANMg of sysiems
inrovaton support and Iraining

This diclates Ihal pew r

orous cutana e apphicd while asse:

4
dilferent SaaS solunons for our business problems. Thals where m

Wre currant lule paper comes - This while paper 5 2 resull of the

aylhors' extensive axper ence in the “Saa$ for SMBs™ arer.a and Download
lays dova a comprehensive sel al crilenia thal any SHB s

consider whie analyzing any Saa$ solution
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Saa$ — Uncharted Territory for SMBs

Satwiare as a service sl Mgyt e BV
presents a coinpaling -
ne opportunily far

small and medium

sized organizalons - i
According 10 an early

2008 1epuit by

Forcester, suitware- &, §
as-a-5enice adeption ¢ §
by SNBs slcod at o

15% i 2007 up 58% 4
from 2005 A 2008
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U.S. Small and

Medium Bus / ess
Apphcaions &

Sotions Marel Overview” |

$32S progucls. 5aaS usags vil penelrate 86% of SMBs Ihis year
projots 4 March: 2009 Misfosch study.
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More than one third of
respondents {37%) plan to
replace on-premises
software with Saa$ to
drive down total cost of
owmership (TCO)

Gartner. G4 2008
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Typicalty complex softersn
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Erdd uger onentad, Mon-
esperty can Imglermant and
manage the salution with the
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Qnzoing Maintenance

Vandor

mplementatior. Time

Days

Costs

Pay as you go fars strisctume.
Per user, per month fees

Upgradas

Free & ongoing

Custamizable

Point-to-dick customization
for SMBs
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"Akthough Saas will keep gaining
ground In CRM and HR applications,
Saa$ wiil also pick up considerable
momesntum in ontine backup, Web
conferendng, collaboration, and IT
systems management.”

Forreatar, March 2009,
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Web Conferencing — Wit (e recession beansy down on s veb conterenca
dowr 01 Iravel cosls Recent imas nave
AccorGing 1o Forresler web 15
direction s an el cardidal: or Saas -

ovline mealings are $2an as 3 yledt way 1o oul
12 granl Bawm 1 108 W COnIETENng manat i st selutons alcady Sa7S bazod
alceady hezvily S ! and e conferz sing lecuncluyias continue o maze n that
i man, con'pames are « amforible usmg v s lscnaology as SanS

Empl— 8w sh sma v e urespect.
{12 Compan 15 SeL 4 > i | Z2raar e P S1all o el
m;rkun Sett 1g up an smarl system requires 2 largn saplalnveshinent vath an on pren e sall s ke MS Exchanye typisally Lost ng

sands ol cullars 5238 based e | sars M e bengits 3f an on prenise sysism wiioul any large upfror |
westnent and simply bemg abl2 1o sel up aid manage bus « £t 17ar through  net connection Mareover good S4as solunons 3iso
irlegrate vath massiveiy popular drsitop il clients bike MS Oulla>k. allo sing usars e best of coth wotlds

fsize Dt ewnall management s stz ndden as 4 e
il also manage archwing — rus and soam proteclics and aato

Online Backup —Wlh the 2ffo:t lhat goss »
simple and effec) ve allama’ Ontine wackup solul ons are gspacially popular wit

setung up data backup nirastruclurs and disastor imanagement 3aaS mackup offe: >
moll and medivm Sizeo bus 1ess segmen

Common Conceras

L preaous years: SaaS adophior: in SMEs has heen impedad more by perceptions han snything else. Detision make!s queskan he
wsdom of plas ng their uitical husiness data and applicalions oh third party vencar serzers - deployed over Wne pubic network of tne
Inlzmel A 2008 D4 sludy conducied by Forrester foLnd e mai reasans thal hold frack custormars raie opling for S 3aS soltware

Most of theee conorms are vary valig_and should be allayes betere 1 customer sigis up for i Saas apoli

s unierslly apploable as the Saas model s proved o be robust prough 10 handle s

Aczorging (0 2007 Gariner sty 45% of U'S SMBS sand they wouldr | bust therr 43l (5 8325 vandors Whal a arffe

makes A Q4 Research by Gade &- shows hal Hhose vho adepled SaaS salulions vere cenanly not o

sath e 5225 doploymerls. 1o ke nas certainly changed nver (he years. Customes exporencs wi pioneeiing Saas compane s
e Salesforoe. NetSuile and HyperOfica nas demonstrated he benzfls of he SanS approact and changed markel porcsplions

or Buliney are oy 7

5

Decision Criteria

The= tollowing 15 a conipinhiensive ¢ o< ISt of Ings 1o 0ok <t for wie evaluating a 33aS solutun

Look Before You Leap

On ot the a1 wanefs of 4 S3aS Sotulion s Ihal you pan g f 2 @i 13l rlh R mal Cor - Iment SiNGe You can Iy phig 3t
DAy uSIng an irlernel connection wVeh is nol tha ¢ase with ou-premise software where you b
demonstations™ Look far a feae Irial Anyone s It a good 5aas sak.t ot would gire you 2 mor
thoy <€ i locking ta make a quick salo and 5oL away 3r even retan you [or 3 short wiiis The Sea$ sendor benefits if they qa
reciiming reveniie 'rom you aver a fang perior of lne which 1s naly possinte fHiey have 2 visble saiutiur

b s I'rer "sil o iote ThaA 18 huca
¢

Data Canter Infrastructure

Find ool viere the s0lulion 13 hostad 18 ¢ r- house at e 5338 pravde”s prerises > at 3 turd 0any hosling spevaBst? Fed oul 3s
credentials ol ha U rd party | osl Whalis e server canfiguration” Find whal qualily certiScauans they have pa~nod (ke the SAS 70
Type Il audit - & ncdustry slandard)

Security 5

Secanty is oflen callnd the Ac ies Heel of SaaS solukons Wiy sioutd | st iRal my daia w be sate ot 3 ed palty < dala-ceiiers?
Hora con | be sure il will be sale asit tra 2ls over Ihe intarnst? These are valid sonceras and of pasameunt impostance Make sure ihe
company has docurented all s securily infasinicre and grolocoks and is i og lo share m s iformakon The folow; (hings are
umporiam m a secuniy po nl of View:

+ Encryelod dala 124 it eneryolion s an induslry sanvard

+ Physial scounly measwros like lasl ues survollance. guaris fre fighliag preparcdness ot

- Secualy rowords

and F

Sinca your 53aS apeivaton wil bs accessed wiside Lonpany premises. oulside (h zompany of even e touniy by ms A gk
employees panne:s of cuslomers you want I easure thal L right person has IPe proper amoun! 2 arcos io the appropriale
wformatian wathin e Syste The soluton shovld retude a ohus! password protection and permissions sysiem Same elmenls
47 as lollows

= Password protechon and peimissions should be sasy to adme slee

« The systen sheuld allow delegaion of admin siralive responsioily For exampls a managar U2legalt § peinussins assigi ng
rights 1o a leam leader (0 manage laval 1o permissions o eac lsam mesaber

+ The syster snould caplure evenl logs ol wha togged n v.ken whal infosnat 1n they aocessed ans what changes Mey made
= Diftarent tevels of perm ssions should be sss:gnable - readisnie/daiete
orkgrougetotderisubfoldsr

« Pennissions should ke assignable st d fiarert levels of the solulion —

Integration

SaaS solutions have 1o cpecate in (he Gonlext of coporale cashlap applialions vk m have massiy e adepion S Outoc MS Offics
elg) Morkers nave giown inle Ihese apacations over years, i is ofer salg em) e m e Culiock weal’) and are loac 4 fo
Inwarage tham as far as possible, Your SaaS applisalons should dealty intogeale i and everags these appl calior s

Customization

Althounh 203 soltions dsn't allow (h2 land of oAy duly caslomizalion fequired m frantial organivalions 40t okioNs 40N Yo
to greally taifor e Solulion accurring W audience and buss ass veeds, Moreo - S S0b.0 NS, 1S eant-

<hck rislomizabon that can bs aandied by nor 1T employees Mhis alicas corlenl ownors arst on e ground [ob aviners b nisikl
tie sofution ascording Io real business requ:raments

Cross Platform Compaltibllity

0re of the loulsd benefils of SaaS apphicalions 1s that the /e il funghonal in he tveesr Ieennology smumamenls hat might sl
o your verdors. customers or fravling employees Your Uaveding employen m gl hava Micrasalt ista mstalind o 2 « bplop and a
FireF ¢ brawser. You mgnl want to colloborate on i Sorurmant with a customer us rg Mioes in thesr office, You want & $uaS appbcaton
whucty s fully funcional aceass ancrating systems and on all nigjor Wb browsers through -k ch SaaS applicabons are actually
accessed. The appiication shauld aor  all the envirnments bolag

+ Cperalng Systerss —Windows Mac Linux Unie
+ Browsers - nernol Fplorer FireFos Chrome, Safan Opera

Mobile Compatibility

The neviest get aralion of mobile dovs 5 have Fcredible conpuling abidy. and are extemely Inteniel rieadly, Wiln hen massive
pooulanily comparies and smployees ar: ncreasingly looking al Ihese devices as warporate laols The awemel-abifly of these de. wes
makes liom suabye (o actess SaaS solulions whicn ale atso web native. Mobile access gives you an added kavel of flex i
500d 5238 vendors lrave wis leatu”s Yoi, should ook for one inal does oo

Backup

M ar servers make scre that. sl n case your pnimary server crashes (or some teasun. your Jala s il sscure s0d bucked up sve
#ake surs al o servars on whvch your data rosides have mirrar servers This ansures 1hal you areat lall igh ang diy n case of an
2mergercy. and can conlinue sork etk minmum distuption

Upgrades

As disuuissed before, ns uf 1he main benefils of Saa$ 15 1hat you have an going de3255 1 nevation and riew features s opposed
to the sporadic method of “now versions lor on prenise software. Make siire Inal your SaaS vendor regulariy upgrades the product
21 yau have frae stoess 1o these upgrades. F nd oul when tie product was last Upgraded and liow oflen it1s upgraded

Tenure

Whien Inere's a boo everyone junps on lhe bandv:
e new roniiee of 11 slaitup wannabeism

G0n and when it goes companies fall i<y 3 pack of cards $aas 1s undoubledly

You need u ba lacking a1 cor panias witn slaysng power nal fau weather slariups Tenure ineans the company has raust encugh
solutiars tar cuslomers to kesp coniin: k manth after monliy yaar aller year tdorecver iFeve are aliter berefs like taols by K from
tne hottom up expenence il rel life businss roblems and tools which refiert hal + servics sllug bult over ,ears

Service

A5 with all serace conlracts. e selayonshup walh 2 Saa$ vandor s angoing and uch aore than nierel
nieed A vendor wha Is fully 2ngaged and invol.ed troughoul the e cycls of your relationship - from helping
problsnis tofrawming io implemeniation Lo deal 5 wilk: problems and sp =n

Iequ!bg.ml Ir,o\s ‘o

cally ne ciements of serice are 3s follovs

+ Training - Do they offer lraim ng? s < fres or paid? Whiat ars Ine casks?

« Sl Suppont - Do they have salensive help documentaton 7 Do hey 11a.4 30 aulomaled self islp engine that Heips you easily
rasolve yorr quenies? Since 5aa3 solulions avole very queckly, 1as I1's Nk dorumarial on kept up Lo date witt ialest changes
and bugs’

Guslomar Supporl - Do W2y offer live zupport? Wha urs llie mediums ? How prompl 1s Ins response tr-=? Do they have chat
upport? 0 (hay have a working ive suppod nulibar on heir sit? Do they have 3 2Lpport tekeling System? Yna! is |
hofizon for ine resalt on of support bekels ? Is Ihe support paid or free?
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+ Busi ess Consuang - Is Uitee o1 pald? Wne does the 2,15 ness ronsultn 37 Is 1L a thid pa'ty 1as wilh Micrasnfli? s n provided in
house by Ibe vendor? Whal are thelr cradeniials for provid nq businass consuliing?

SLA

Ihe SLA (service level agreainent} cleariy lays vul e corviimients yod ontgalons ol both | endor and customer, §incy; e
soltaars \ndustry is more adept ar sofhwarg pradust ransaciiis 1he SLAs for 5a0S soiulicns are rot yel slandardived The vandor
stauld have cloarly laid oul S1As which you shadld haroughly study aulore signing uo

Paylng Customers

Ihe tolal numbar of paying cuislomers a Saas vendor has :5 @ sen, sound Indicator ol Ihe quallly of the $aas solulior and semice
customers ia e paid for their sofiv.are services in an ungoing basis monll: alter month year after sear they nusl be deiry somelling
fgnl Als make sure ey allowr you acc=ss o frer cirrreat cuslomers fur refr eacng Don't gel fooled by the wilaled nuatbels mialed
by providers of (ree sorvices

Scalabliity

Espeally 0 lhis uncertain enviranmeit wiiere sompanies cannol predict ther q-owth (or snankage) in the Rulure, he flexibi ty 1o ssale
makns soesal sense. You should 71342 the ‘lexmity Lo seale Ine sohution 1:p and Hown i wre aih busi ~ss yrowth and downsizng
Think far shead and ¢ onsider how il the solulon supports say. 900 seats ar 1000 seals

CONCLUSION

The above Li;

¥ $aaS vendor. Given Ihat ibe busi:

a enuip you Lo thorbuglily analyze 3 ss relauonship wilh a vendnr s ditfsiont in
sase of a SauS subserlplicn the rules of die solware purchase pracess are worlh axamirig cosely Ba surs Ihal the vendor aill be
able 1o support your business needs Jay alter day. ranih afler mionth

The rekative importance of eacn of these critena might mier according o your bUsiness conlext u puMPNSe. Motale aceess inight nng be
‘mporiant la conipanins looking 0 access the selulion only nsude e company premises. Ennanced (evels of security nught nol be
imporlant 1o 4 company in ¢ase U nolure of dala oxchanged 1s nol swnsidered lo be cnlical or sersiive, Since ha refatonsiip afh u
$33S vendol is ar ongoing one ~ather AN a oie-lirte purchase lansaction jout $a3S vendor snould be perodically weighed an the

Finaliy the vendor seloetion prosass snould be underiaken with the corfidance thnl thore are rabusl SapS zalutions o maleh your
busir oss requirements. kn recent yoars: $aas (as proved that s 2 groundbreaking and rature madel net A passing fad, oue which
il grows wih your bisiness wedl inlo the filure

Faas Vondor Assoaamoent Toul

a1 20 wam Wiyl

) Wl Nr At Bkl

Makig an uniformien devssion nai 05 costly. Evahiala your op
Find 1ha osrfect $aaS soluhon for your business
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