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About this paper
A Black & White paper is a study based on primary research survey data

which assesses the market dynamics of a key enterprise technology
segment through the lens of the ‘on the ground’ experience and opinions
of real practitioners — what they are doing, and why they are doing it.
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Introduction

Technology is radically changing the way people work, as more and more business pro-
cesses are transformed by innovative delivery models. To keep up with evolving require-
ments, IT organizations must alter their approach for introducing and securing new tech-
nologies, as well as training and empowering their employees. We are entering a period
when hybrid IT - a mix of legacy systems with cloud services - and all-cloud models are
becoming widespread.

IT organizations and IT customers gain significant benefits by using cloud applications.
In particular, Microsoft Office 365 and Google Apps allow organizations to deploy core
collaboration functions as a service, eliminating the need to purchase, deploy and man-
age hardware; upgrade software; manage storage quotas; configure and test disaster-re-
covery functionality; and address planned and unplanned maintenance issues. Across
the industry, usage of this type of software-as-a-service (SaaS) model has been seen to
improve results, eliminate mundane tasks, and strengthen the connection between IT
and business users.

This study is intended to explore and measure specific benefits derived from the use of
cloud applications, both for IT and for the business.

METHODOLOGY

The survey data used in this report was collected in March 2016 by 451 Research - commissioned by
BetterCloud — using a US-based web survey to query 269 organizations across a wide range of verti-
cals about how cloud application adoption is changing the role of IT within enterprises. The survey
sample includes respondents (IT decision-makers or influencers) from both midsized (500-1,000 em-
ployees) and large enterprises (more than 1,000 employees), with job titles ranging from manager
to C-level executive.

All surveyed organizations are using cloud office solutions, with 71% of respondents stating that
Microsoft is their primary vendor, and 29% saying Google is their main provider. The median of cloud
applicationsin use is 31, and 64% of respondents state that they have most or all of their IT workloads
and processes delivered via cloud services.
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Benefits of Using Cloud Applications

Saas typically offloads tasks, improves agility, adds new functionality and reduces costs — and the survey results
show that most organizations do achieve these benefits. We asked respondents to rate a variety of goals as fully
achieved, partially achieved or not achieved. For the purposes of this paper, we consider the terms ‘SaaS’ and
‘cloud applications’as equivalent.

Across the board, at least 90% of survey respondents reported that they either fully or partially achieved each
of the described goals through their use of cloud applications. Of those, 48% of respondents said they fully
achieved their goal of reducing IT effort on routine work, 45% fully achieved an improvement in service levels
and reliability, 44% fully achieved goals in improving user experience and functionality, and 44% fully achieved
their goal of freeing up time to drive IT innovation. Respondents described some challenges with the goal of
saving money through the use of cloud applications, with only 36% reporting full achievement, although an-
other 56% did report partial achievement. Overall, a large majority of users are seeing significant benefits from
their shift to cloud-delivered applications.

Figure 1: Overall Benefits of Cloud Applications

Q: Rate the achievement of the benefits below in connection with your cloud applications on a scale of 1 to 3: 1 — not achieved;
2 - partially achieved; 3 - fully achieved [n=269]

Reduce IT staff effort level on existing/routine work 48% 44% 8%
Improve levels of service and reliability 45% 48% 7%
Improve user experience/functionality 44% 48% 8%
Free up time to drive IT innovation 44% 46% 10%
Save Money 36% 56% 8%
0% 20% 40% 60% 80% 100%

M Fully achieved M Partially achieved M Not achieved

Usage of cloud applications has a significant impact on the work experience of both IT administrative staff and
business-unit technology consumers. Survey respondents say that the most significant benefits realized by IT ad-
ministrators include spending less time on mundane tasks like maintenance, configuration upgrades and backup,
and an increase in the ability to work remotely — each indicated by more than half of the respondents. Reducing
effort on mundane tasks makes administrators happier and more engaged, and ultimately makes it easier for or-
ganizations to hire strong candidates. It also frees them up to work on more innovative and value-creating tasks
such as increased focus on end-user requirements, customized features and interfaces, or building new applica-
tions that can allow the business to address new markets or customer segments. Innovative efforts such as these
can enable IT to drive meaningful impact to the business, rather than simply maintaining the status quo. Com-
bined with the flexibility that comes with an improved ability to work remotely, cloud application usage can con-
tribute to a more effective workforce overall.
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Less widely reported - but still significant — benefits include closer engagement and participation regarding
business strategy and planning for the future, increased work satisfaction and better relationships with col-
leagues. In general, these results point to cloud applications as powerful agents for increasing the connection
between IT and the business — turning IT from a barrier to change into a partner in change. At the same time,
this closer connection has the potential to create a better work experience for IT staff, especially when com-
bined with the reduction of mundane tasks and the increased focus on innovation.

Figure 2: Major Benefits of Cloud Applications to IT Admins

Q: What are the major benefits to IT administrators from cloud applications? [n=269; select top 3]

Less time spent on daily maintenance,
configuration, upgrades, and backup

Increased ability to work remotely

Increased participation in business
strategy and/or planning for the future

Increased overall work satisfaction
Better relationship with business colleagues
Less time spent on resolving end user issues

Reduced boredom and frustration at work

None of the above
Other |

0% 10% 20% 30% 40% 50% 60% 70%

When it comes to end users, respondents point to a combination of improved technology and organizational
factors as major benefits. The most prevalent benefits ascribed to cloud applications are the automatic synchro-
nization of data among multiple devices — which is likely to make individuals more productive, especially when
working from varied locations - followed by better collaboration with peers, which is likely to make group ef-
forts more effective.

The next most common survey responses revolve around the technology benefits offered by cloud applica-
tions, including reduced reliance on email as a tool to share information, better user interfaces compared with
legacy applications, better search capabilities and more ability to customize. While you don't necessarily have
to move to the cloud to get newer and better software, the fact that most emerging applications tend to be
offered via the cloud, either preferentially or exclusively, make it common to choose the cloud when switching
to a new product orimplementing one for the first time. For organizations that struggle with limited feature sets
and capabilities, switching to cloud-based toolsets can give them a better application experience, along with
eliminating mundane IT tasks around infrastructure deployment and ongoing management at the same time.
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Figure 3: Major Benefits of Cloud Applications to End Users

Q: What are the major benefits to end users from cloud applications? [n=269; select top 3]

Automatic synchronization of data among multiple devices
More effective collaboration with peers

Reduced dependency on email to share information

Better user interface compared to non-cloud tools

Better search capabilities

Better ability to customize interfaces and features

Less configuration effort

Works on more device types

More self-service capabilities

Reduced requirement for training

More time spent on innovative/strategic tasks that help drive revenue
Easier to roll back to previous versions of content

None of the above

Other
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Cloud Office Solutions

In terms of overall effectiveness, we asked respondents to rate how well their cloud office solution meets the
needs of their workforce — 95% said that their usage of Microsoft Office 365 and Google Apps fit their workforce
needs either well or very well, while just 5% said it fit poorly or very poorly. Cloud-delivered solutions don't
guarantee good solution design, but this survey data indicates that the major cloud office solutions are hitting
the mark in terms of overall effectiveness and user experience. Survey respondents using Google, while fewer
than those using Microsoft, reported slightly higher suitability — 44% of Google users pointed to the solution
suiting their workforce very well, compared with 39% for Microsoft Office, and only 1% of Google users pointed
to poor suitability, compared with 6% of Microsoft users. Google suitability may be higher due to its offerings
being cloud-native - without having to adapt software from on-premises legacy tools, Google may well have
created a fresher and more user-friendly experience than Microsoft, which had to transition tools and conven-

tions from a non-cloud world.

Figure 4: Suitability of Cloud Office Solutions

Q: How well does your cloud office solution suit the needs of your workforce today? [n=269]

60%

55%
50%
40%
40%
30%
20%
0,
10% 4%
1%
0% [
Very Well Well Poorly Very poorly
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To understand the benefits achieved from the use of cloud office solutions, we asked respondents to rate the
level of effort associated with a variety of IT administrative tasks before they implemented cloud solutions, and
how that changed since the cloud solution was adopted.

The most positive impact reported was in storage — specifically in the areas of storage and quota management, as
well as data recovery. For both categories of storage management, 54% of respondents reported a reduction in
the level of effort associated with those tasks as a result of their use of cloud office solutions, as shown in Figure
5. [Note: File storage and email are the most used elements of cloud office solutions as reported by our survey
respondents (78%).]

Figure 5: Reduction in Level of Effort as a Result of Moving to Cloud Office Solutions

Q: Rate the level of effort associated with the following tasks before and after moving to your cloud office solution.
[Rate the below choices on a scale of 1 to 4: 1 - no effort; 2 — minimal effort; 3 — moderate effort; 4 — high effort; n=269]

Storage and quota management [
pata recovery N
Install software, operating systems, etc. | R EEEEEEEEE
Upgrades [
Unscheduled maintenance ek I
(outages, security incidents, etc.)
e e I
(server updates, antivirus, etc.)
Purchase hardware |

0% 10% 20% 30% 40% 50% 60%

Note: The chart above shows the percentage of respondents that reported a reduction in the level of effort associated with
the respective tasks.

In all categories, the average level of effort after moving to the cloud was reported as minimal, and in most cas-
es, the use of cloud office solutions represents a reduction in effort, as shown in Figure 6.

Figure 6: Average Level of Effort Before and After Moving to Cloud Office Solutions

Q: Rate the level of effort associated with the following tasks before and after moving to your cloud office solution.
[Rate the below choices on a scale of 1 to 4: 1 - no effort; 2 — minimal effort; 3 — moderate effort; 4 - high effort; n=269]

Average Level of Effort Average Level of Effort

Task Before Cloud After Cloud
Storage and quota management Minimal
Data recovery Minimal Minimal
Install software, operating systems, etc. Minimal Minimal
Upgrades Moderate Minimal
Unscheduled maintenance tasks Moderate Minimal
Scheduled maintenance tasks Moderate Minimal
Purchase hardware Moderate Minimal
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Pain Points

We also asked organizations about their key pain points in connection with the use of cloud office solutions. Un-
surprisingly, security continues to top the list of challenges, with 51% of respondents including it among their
top three choices, followed by service quality (30%) and integration with business systems/processes (27%).
These findings are in line with what the quarterly 451 Voice of the Enterprise: Cloud Computing surveys tell us
— when we ask cloud users about the three most important qualities when selecting a cloud provider, ‘secure
services'is the top choice.

The most concise way to state this problem is that cloud applications need some kind of a central control point.
These applications have been so attractive and easy to adopt that many organizations never considered the secu-
rity risks unique to the cloud, or the amount of control and visibility relinquished. If we look at the data in Figure
7, in addition to a lack of security, the lack of proper data governance and limited management functionality also
point to IT giving up some degree of control when the organization moves to the cloud. Therein lies the core chal-
lenge with SaaS. In many cases, individuals, rather than the central IT organization, migrate data and workflows to
the cloud. These individuals are not accustomed to performing the proper due diligence, and in many cases, se-
curity, compliance and governance considerations are not taken into account. This trend has accelerated in recent
years, and companies must now deal with the legacy of relatively ungoverned cloud adoption.

A higher percentage of Microsoft Office 365 users (57%) cited security as a top pain point than did Google Apps
users (37%). This may point to Google offering a more secure solution, or it may just mean that the demographic
of Google Apps users is less concerned with security than those choosing Microsoft. In terms of service quality,
we don't see a significant difference between Microsoft and Google users (29% vs. 32%). As for integration with
business systems, Microsoft Office 365 users complain somewhat more than Google Apps users (29% vs. 22%).
Given its cloud-native approach, Google Apps may require less tinkering, but at the same time the experience
is different from most typical enterprise environments. Overall, this appears to be a good thing, as the ratings
on satisfaction and effectiveness for Google Apps seem to be better in general than for Microsoft Office 365.

Figure 7: Cloud Office Solutions - Key Pain Points

Q: What are your key pain points related to your current cloud office solution? [n=269; select top 3]

Security

Service quality

Integration with business systems or processes
Migration issues

Data governance

Limited management functionality
Connectivity issues

Back-up and disaster recovery

Learning or accepting new tools and processes
Offline access issues

Limited user functionality

We don't have any pain points

0% 10% 20% 30% 40% 50% 60%
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Focus on Innovation and Learning New SKills

Cloud applications allow IT professionals and end users alike to focus on more strategic and innovative tasks,
as well as acquire new skills. According to our survey, these new skills include expertise in cloud services and
vendors, expertise in cloud deployments, better understanding of business needs, and knowledge around IT
security, among others (see Figure 8).

Figure 8: New Skills Learned

Q: What skills and awareness have you learned/developed since your organization has adopted cloud applications?
[n=269; select all that apply]

e e e I

models, vendors, available solutions, etc.
Planning, implementation, migration and integration skills | EGEGTNGNGGEEGEGEGENEEEEEEEEE
Clarity around productivity needs for business units
such as marketing, finance, human resources, etc. I
Issues in information/technology security |GG
Rapid delivery of business requests | EGTcTcNGNGEGEE
DevOps approach to IT management [N
Focus on end user requirements |G
Issues in requlatory compliance | NG

Better understanding of how my business works in general || ENNNEIEINGEE

0% 10% 20% 30% 40% 50% 60% 70%

Cloud Can Have a Significant Impact on Individuals’ Work Life

In terms of day-to-day work life with cloud solutions, only 22% of survey respondents say their day-to-day work
life is more or less the same as before adopting cloud applications. Meanwhile, 67% say they get things done
more quickly, 52% say they are better able to satisfy end-user needs, and 41% say they feel more motivated and
engaged (see Figure 9).

The survey data also shows that IT professionals at organizations that have most or all of their IT workloads
and processes delivered via cloud services are significantly more engaged and motivated than those working
at companies with a lower level of cloud usage (49% vs. 28% of respondents). This trend also holds true for the
abilities to get things done more quickly, satisfy end-user needs and spend more time on innovation.

Also, cloud applications seem to have a somewhat more meaningful effect on larger organizations (over 1,000
employees) when it comes to motivation (cited by 47% of survey respondents vs. 36% at smaller firms), which can
be partially explained by the fact that the focus on routine tasks such as maintenance, upgrades and backup had
been relatively higher within larger companies before the shift to cloud applications.
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Figure 9: Changes in Day-to-Day Work Life

Q: Since your organization started adopting cloud applications, how has your day-to-day work life changed?
[n=269; select all that apply]

| can get things done more quickly
| am able to better satisfy end users needs
| feel more motivated and engaged

| spend more of my time on innovation

It is more or less the same
other ||

0% 10% 20% 30% 40% 50% 60% 70% 80%

Conclusions

Cloud applications are at the heart of the evolution of IT - this is causing a shift in the skills of IT professionals and
is changing the jobs they are doing. The use of cloud applications is impacting the culture in organizations broadly,
and in IT departments especially. Offloading applications to the cloud frees technology administrators from mun-
dane tasks and enables more innovation, while at the same time users become empowered and more productive.

Benefits to IT administrators in using cloud applications include a reduction in time spent on repetitive tasks
(such as maintenance, upgrades and backup), increased ability to work remotely, and increased participation
in business strategy and planning. For end users, the major benefits include enhanced synchronization of data
among multiple devices, improved collaboration and less dependence on email.

Key pain points that our survey respondents highlighted with respect to cloud applications revolve around the
lack of control and visibility — and that’s where the core challenge with Saas lies. Security, data governance and
limited management functionality are among the highlighted areas, along with service quality and integration
with business systems or processes.

When it comes to day-to-day work life, cloud applications mean getting work done more quickly and being able
to better satisfy end-user needs. By working more quickly and efficiently, IT professionals are able to focus on
projects they had no time for previously. Also, our survey respondents reported that with cloud applications in
the mix, they feel more motivated and engaged. As the level of cloud usage increases within organizations, the
impact of these various benefits increases as well.
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