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Adapting to software as a senvice
By Lauren Gibbons Paul

With software-as-a-service contracts, the IT departrment gets to

move away from the drudgery of application maintenance and Focus on Business

support, Yet yourteamn needs to figure out how to evaluate and
® manage these new arrangements,
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When to Buy, When to Rent

In Summary Related Links

When a midsize business considers whether to rent its next software

Windows Live Dieveloper
application, IT must get involved during the decizion-making process, =

Center

Five Feazons to Use
Windows Live Sneara to
Protect Your Computer
Microsoft Introduces
Enchange Hosted Services

Yourteam should evaluate the service provider on everything from
perfarmance metrics to security best practices,

Sketch out a plan in advance for bringing the application back in-house, If
the application is a success, you may want to eventually manage it yourself,

Resources
Sa, your next big software projectis on the horizon, and your business Call, chat, or zubmit
managers are leaning heavily toward renting, rather than owning, the w—em
application. A= an information technelogy (IT) manager, you may be termpted Find a partner
to relaw, After all, renting the software as a service from a third party means Sign up for events and
one less application for IT to babysit, right? webcasts )

Contact a Microsoft sales

nlrang, affice

Part ofthe attraction to software as a service (SaaS)is that it lightens the load

on a midsize company's often overstratched IT department and it can save an organization a lot of money an IT
support and maintenance, However, do not hand off the application to a vendor without first doing vour due diligence
on the service and terms, as well as coming up with a plan to manage the relationship long term, This might even
require rearganizing vour IT departrent ar training vour people for different skill sets around vendor and cantract
managernent, Having a well-defined SaaS management plan will also help if you decide to bring the application back
in-house later,

As a partner with the business, IT can provide helpful counsel on S3a5 decisions. In some cases, the best strateqy
iz a phased approach, "The right long-term strateqy might be to have an on-premise solution, but for rapid
deployment reasons [a company] might decide to go with an on-demand solution in the near term," says Kevin
Faulkner, product marketing manager for Microsoft Dynamics CRM in Redmond, Washington, "Microsoft offers the
best of both approaches [with its Microsoft CRM product]: Rent with the option to buy, That combination is pretty
attractive to midsize businesspeople.”

Cnce the buziness managers decide to go ahead with Saas, be sure to protect wourself—and your organization—by
focusing on these often overlooked details of the Saas arrangement before signing any contracts,
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Clarify end goals with business stakeholders.

SaaS has such powerful allure that some midsize business executives strike deals on their own, without involving
IT. "They make the decision to do this and pay for it out of their budget—without waiting." savs Robert Bois,
research director at AME Research Inc., in Boston, Sometimes that can have dizastrous consequences: Ifthe
executives did not chooze the hosting provider and application wizely, migration will be difficult, To mitigate thaose
potential outcormes, IT should be invelved in the dacision process fram the beginning, to identify and understand
the business side's needs and goals, Evaluate each prospective vendor against those metrics, If a department
head still wants to make a decision without IT, share sorme best practices for selecting and managing sarvice
praviders,
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Get specific about terms of the deal.

For starters, vou will need to take a close look atthe S2aS provider's processzes and provisions, including service-
lewel agreerments (SLAS) and security practices, "If you need 99.99999 percent uptime, most hosted sarvice
providers don't offer that," says Bois, Azk to zee an application perfarmance profile hourly, daily, weekly, monthly
and by region, and specify the minimum acceptable performance levels, Make sure there is appropriate recourse if
the provider fails to meet its parfarmance guarantees, Otherthings to watch out for: guaranteed network and
bandwidth capacities, application testing guidelines and user support provisions, Make sure the provider has
multiple network connections to the SaaS application from Tier 1 providers, ensuring no bottlenacks and fast
rminimum response times,
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Plan for security.

With applications such as custamer relationship management ([CRM), some companies will have concerns about a
third party housing customer data, according to Stephen Ibaraki, a longtime industry analyst based in Toronto and
the recipient of Computing Canads's Lifetime Achievement Award in 2005, IT managers should query the sarvice
neavidar with a rhacklist of sacnvite nenvizinns. inclodinn encrontinn of sansitive data. canfidentialite nnlicies.
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disaster racovery, business continuity procedures and physical security, says Ibaraki,
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rManage the relationship.

IT manaqgers should take the lead, wherever possible, on averzesing the relationship with the zervice provider,
"Insist on clear, documented policies for responsibilities and levels of service and engagerment, with reqular,
scheduled communication between the parties," Ibaraki zavz, "Thiz enzures the relationzhip iz professional and in
line with corporate objectives." Itis most important, however, to foster a collaborative atmosphere in which the
SaaS provideris an extension of vour corporate IT departrent,
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Make contingency plans.

IT should also figure out how to bring the hosted application back in-house at some point, even if business decision
makers do not envision that will happen. Intruth, most midsize businesses will need to integrate their mission-
critical enterprise software applications at some point (such as CEM and enterprise resource planning), and that
may rean bringing it back onsite,

"IT must figure out how it will fitin with the rest of the enterprise data," even if the provider maintains the
application for several years, says Faulkner,

Bringing a rented application in-house can be problematic, Ibaraki warns, especially if the application has twa
different forrmats, one for on-premises use and one for the hosted model. "Wou will have to convert the data over,
ensure its integrity, and figure out how to run in parallel until the conversion is done," he says,

Cutsourcing to a service provider can be a profitable way for your midsize arganization to get the latestin
application software, As an IT manager, itis yourjob to help your company to manage the specifics of the
agreement as well as the ongoing ralationship with the Sa2aS providar,

Lauren Sibbons Paul, fram Waban, Massachusetts, writes often on midsize business technology issues, Paul has
15 years of experience as a journalist, with previous staff positions at eWEEX and other business publications,
She can be reached at Lauren.pauli@comcastnet,
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