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Executive Summary

Cloud Computings refashioninghe cost,quality, speedand flexibility by whiclbusinessesanaaess and suppliergan
delivert servicego support business need#\s Clouebased services mature, many business functions can reduce their
reliance on orpremises software, hardware and internal administration to access m@tgudservices.

CloudComputnghas developed from a modular point solution in the form of SaaS deployfery., talent management
andexpense managementd become an increasingigtegralmethodfor leveragingcomputingresources for IT and
businessThe rapid adoption ofloudalternativesby the business has meant that management disciplines, standards and
best practices argvell behind where most organizations need them to be, in ordemémageappropriately bothT and
business risks.

This disruptive change that is challenging R+ @ Q& 2 NBI Yy AT | (A 2 y-basdil 8ervidds, jsProvin@®@ | y (i | 3 S
difficult pill to swallow for many organizations. They need support and advice to help them with both internal IT and

business process transformation, in addition to the contratadvice to ensure they are approaching their Cloud

opportunities in the right way to mitigate risk and maximize productivity advantages.

Thisreport providesboth IT and Business executives witlletailedassessment afloudadoptionstrategies an analysisof
business benefits, concerrshallengesaind contractual issuethat need to be addressed amtiscusseshe key services
providersin the market.
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TheCloudis proving to bethe most misunderstood technological
advance tdmpactbusiness irthe last decadebut for those that can
harness and manage its potentieimay prove an enabling technology
that couldradically alter the face of business

During a recent survey conducted HfS Researciindthe

Outsourcing Unit of théondon School of Economics, over 60% of
Business Executives and almost 70% of IT Executiezed#
definition of theCloud & 'y &Syl of Ay3 o6dzaA:
Y2RSt GKIFIG RNAGSEA Atywhie@dcdnitahs A
does not clearly define it for what it is, rather what its potential is.

2 A1TALISRAI Qa4 Qdbdfokuges anith techiichl G K S
architecture and its ability for anyone, anywhere, to access any
resources available with limited or no software required (see sidebe
It concludes by saying

G ¢ KS LINR y O XClalidS thad éhKcbripRter Goikrigcted to the
internet is connected to the same pool of computing power,
applications, and fileé

Thisis the most telling aspect of wh&loud Computingan do for
organizations it opens up the world, to thevorld, creatingnew
businesses, revenue streams and mode# we believe will launch a
new, more rapicphase ofglobalinnovation.

At a practicalevel Cloud hosting and outsourcing can all be categorized within the context of aplairty providing some

level of function/expertise as a service

Cloud Computingefers to the provision of
computdaional resources on demand via

a computer network In the traditional
model of computing, both data and
software are fully contained on the user's
computer; in Cloud Computing, the user's
computermay contain almost no software

or data (perhaps a minimalperating

systemand Web browseronly), serving as
little more than a display terinal for
processes occurring on a network of
computers far away. The principle behind
the Cloud is that any computer connected
to the internet is connected to the same
pool of computing power, applications, and
files.

Wikipedia

@S NE

Qutsourcingmaycarry a more complete valygropositioninvolhingtaking entire servers, middleware, and other systems

and managgthem for your organization in a different locatiobeveraginghe services provid€2 &conomiesof scale, the

outsourcingprovider can provide you with cheaper operationshiawould take for your organization to achieve the

same level ofervice.

From a delivery perspective veee a continuum ofloudmodels from unique private Clouafferings for a business
served up in a onéo-one model, to public solutions where a client subscribes to services from a services provider in a
one-to- few or many model, to emerging community solutions that bring together both buyers and sellersfomrthef a

manyto-many model such as the

Essentially Cloud and hosting can be considered different flavors of oaisgihiosted solutions argypicallycrafted ina
one-to-one model rather than &€loudbasedone-to-many model. [@ep level integratiorwith other applications or

systemsamayrequire extensive codingNot only must the integration be built, but alsecurity layersmust also be built for

that specific implementation. Further, any changes to the securitptegration layersnayrequire a lengthytesting
process to ensure that they still workhis complexity is what leads hosted solutions tabesidered arelatively
standalone The Cloud througteleraging multtenancy, or the ability to provide multipliza ScNSto@ized access to a
single scalable solution not only reduces the number of hardware resources but also allows for far more powerful,

distributed access to them.

© 2011 HfS Research L{d
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The Reality versus the Hype

The reality of theCloudtoday is that it isa nascenset oftechnologies and services thiatseeing fast adoption in the
marketbut the marketitselfis in danger of boiling over in terms of inflatedpextations. HfS wants to calrsomefears as
our recent survey conducted witfhe Outsourcing Unit of th&ondon School of Economiaighlighted that both IT and
business executives do maintaiancerns about adopting th€loud(seeExhibit 1 and Pand ae planning accordingly
Business xecutivesare concernedabout the location of their data, their secure access tbut, are less concerned about
the underlying technology.

Exhibit 1
Business executives need reassurance

How much of a concern are the following business risks posed by Cloud Business Services to
your business function, compared to your existing risks for non-cloud services?

M Business risks are greater M Business risks are unchanged B Business risks are lessened

Data security & privacy

ﬂ
Data being housed offshore ﬁ

Compliance / regulatory issues

Exit strategy and Lock-in risks
Availability of quality external support

Credibility of suppliers

Business detriment of not adopting Cloud services

Availability of consulting support to optimize ongoing services

Disaster/recoveryofdata |

Availability of consulting support prior to implementation

Data management

I
0% 20% 40% 60% 80% 100%

% Business Executives
SourceHfS Research aniche Outsourcing Unit at the London School of Economics, 2011
Sample: 414 Enterprises

© 2011 HfS Research L{dwww.hfsresearch.com 5
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One item that deserves to be highlighted from the suriggtes to compliance and legal implicatiofitiese grow

consderably when dealing wittmplementations acrosdifferent countries andndustry verticalsWe expect regulatory
compliancesecurity and privacissuego become even more importariiuying criterieasCloudadoption continuesand

the fact that both IT ad Business executives share the same Cloud con¢seeExhibit 2.5 2 y Qi IA GBS Ay (2 GKS
GSYLI I GA 2 Claud?2 T AdiFK2Adylia | LINE ANI Y A Y valif it p@BdeghdiritivillddfisE I NI & RSTFA
your businesand how you will manage new kis over timeEnsure that you have a handle of the realities of Cloud

F NOKA (SOl dzdpabiitieshdN IBebisihé&sdgdl@ions they targetpreventyouor your business from being

swept up by hype.

Exhibit2
IT executives have same concern asslmess executives over security and offshore

How much of a concern are the following business risks posed by Cloud Business Services to
your business function, compared to your existing risks for non-cloud services?

M Business risks are greater M Business risks are unchanged H Business risks are lessened

Data security & privacy

Data being housed offshore

Exit strategy and Lock-in risks

Compliance / regulatory issues

Disaster/recovery of data

Credibility of suppliers

Availability of quality external support

Data management
Availability of consulting support prior to implementation
Availability of consulting support to optimize ongoing services

Business detriment of not adopting Cloud services

0% 20% 40% 60% 80% 100%
% IT Executives

Source: HfS Research and The Outsourcing Unit at the London School of Economics, 2011
Sample: 214 Enterprises

Benefits and Drawbacks @@ loudAdoption

The benefitsof Cloud Computingre being more clearly werstoodas we see adoption in the marketplaaedthey are
beingrealizedwithin the majority of organization#\ccording to our research, there aferee clear benefitso Cloud
Computing
»  Scalability.Being able toamprove performance at any time byraply adding resources is something that most ClOs
and IT workers dream abowWRroviders like Rackspace and Amaammoving to make thia serviceeality with
the development ofelativelyelasticcomputegrids Formany organizations the services aghility and assurance
available fromCloud providersrefar better than can berovisionedinternally. Organizationhave to test how to
better scale up and dowservicesover time,and this will require investment in people with requisite skills and
new technologies to help with planning and migrating applications to the Cloud

© 2011 HfS Research L{dwww.hfsresearch.com 6
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Availability. IT Organizationsgaditionally have spent lots of money, time, and resources in preparing backup and
disasterrecovery locations and site$esting, drills, and dryns all increase thmmanagement costCloud
Computingsimplifies the process by providitigese functions as part of theundledservice

Integration. As world economies continue to merg@ganizationsare becorningincreasinglyentwined with

partners, supliers, and customersAs sucttomputing standardaeed to be developed to effectiveijprove
communication A universal layer to which all adhere (using SOA and service calls to platforms and leveraging
integration points via infrastructure) reducesmeof the complexity of integrationCloudvendors and providers
that emphasize their owloudmodel over an operCloudshould be asked to support open standards and
interconnectivity, or new alliances should be sought.

There are certain drawbacks to leagingCloud Computingh relation to onpremises alternatives or maintaining the
status qug especially at this stage evolution. Early adopteref Cloud Computingave experienced issueslated ta

Architecture.Organizationsnay need tachange their echitecture to adopt theCloudand this is no small matter

for some. At the very least, making other systems and applications aware of the remote infrastructure and

platform, andat the extreme end moving the entire internal architecture ta Cloudnodel.In either case, it

takes time, planning, careful execution, and plenty of testisgLies fromatencyto security carcausedeployment

problems thatcan be spotted and dealt with through thoroughalysis andesting.

Education.Hype about theCloudis eerywhere.Separatingechnologyhype frombusinesgeality is a big
challengeOrganizations need todeicak the business andll workforcek & (2 6KIF G Aa NBIFftAAGAO |
Invest in proper education and reap the rewards of not following the hype.IT organizatiohas the opportunity

to cement its relationships dsusted advisors for business executives that struggle @ittudand it implications

to the business.

Offering Maturity. TheCloudO2 YY dzy A (-8zQa Okt SOl YS 4 K S yucturéctashedyn®gril 9/ 0 A Y T
2011 PartofL ¢ I Yy R { Kd8veldpgiduitizgadindl® edearning how to makelutionsmore available

stableand matureand how organizations should plan for and respond to this type of risk.

© 2011 HfS Research L{d 7
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2. TechnologyConsiderationdor Cloud Computingservices

Thereare uniquetechnologymodels,implications, and consideratioriBat organizatiors must understandn adopting
Cloud Computingrlhissectionlays out the technology issues and implicatiasfsmoving to the Cloud

TechnicalArchitecture forCloud Computing

The technical architecture f&€loud Computingas three layerganfrastructure(laaS) platform (PaaS)and application
(SaaS)While we can analyze them in detail down to their correlation to the seven layers of theddgl fand it has been
done, in addition to more thorough analysis), the reality is that each of them has a specific role in bringDhgutite
reality. Exhibit 3shows the three layers of Cloud Computing, and how they work together.

Infrastructure asa Service

Thefoundationlayer is the
Infrastructure layer called laaS or  Exhibit 3

Infrastructure as a Service. Three Layers athe Cloud

This layer handles integration and
connectivity issues how
computers and systems talk to
other computes and systems.

Letting all computers and sgsns
be accessible in an open network
builds a network of computing
power that can baisedon anas Security
neededbasist leverages the Business rules
power ofavailablesystems in a gior':ggarcce
secure and simple manner, giving

organizatios more agile
scalability As more power is
required, more machines are
added to the laasS layedll these
machines behave as a single
entityt regardless of the number
of themt delivering a single,
inter-connected solution that
businesses can leverage.

Source: HfS Resear@011

Platform as a Service

The second layes the Platform layecalled PaaS or Platform as a Servidas layers the graip of common services
(such as identity verification, security tokenization, among many others) that allow organizations to leverage computer
actionsthat may bereused many times.

It creates a secure infrastructure where each action or activity can sig/eauthorized, and then continue to be reused.

Any computer that is properly authorized and integrated to access the scalable Infrastructure layer can carry out any
authorized activity as many times as it needs, in any of the connected systetesad ¢ having to handle security,

access, and privileges with each call (and for each system in the infrastructure layer), the Platform allows any computer to
be authorized once and do whatever it neededucing both the complexity as well as the number of stepaccomplish

any actiongherebyacceleraingand simplifingaccess to system$he Ratform layerhandles the communications

© 2011 HfS Research L{dwww.hfsresearch.com 8
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between thelnfrastructureand Applicationlayers allowing applications to securely access information and resources
from all systems.

The toplayer sthe Software layercalledSaa®r Software as a Servi@nd can be viewed dbe presentation layerToday,
for the most partsoftwarerelies on the browser as the interface of choice, since it is the mimigly distributed client to
access thénternet. We are seeing more vendors adopting REST interfaces to create brvasgndependently run
applicationsThis is even more important as tabde smart devices, and mobile connectivity becomes the prefer
method for accessing thiaternet.

Software as a Service provides a very simple interface to access the power created by the Infrastructure and the Platform
layersby tappinginto the data, processing power, and openness that is created bZled SaaS applicationR 2 y Qi K| @S
to be large or complex: by leveraging the services and integration provideddling technologiethey maybe small,

simple, and singiunction. Witness as a result the birth of applications that are distributed via markedglthat can

deliver incrediblyfastand reliable power to very specific needs.

Lately, a lot of discussion has emerged about the use of prixasispublic Clouds. The assumption is that publ@buds
are openand cheapet Y R 0 KI (G LINR Oredpdhse fof qredn agility &8 flexibilitin a far more secure
manner.

PrivateClouds are implementations of the three layers model described abowebehind 8 2 NB | yfikelvall.inA 2 y Q&
reality, private Clouds are no more than IT infrastructure that is being deployed to rese@lided Computingout that
fails the most basic tegor usingCloud Computingriding on an open network.

Still, semantics aside, most large organizagiare nterested in privateCloud (includingin extreme casewirtualizing
servers and user terminal servers to allow secure, external access to the resources running inside the firewall) tlyan in trul
making use of the three layers in a pulilioud.

PrivateClouds seldom, if evercan meethe scalallity of the public CloudIn short, it is a catch phrase used by ClOs and IT
Leaders talemonstrate a Cloud strategWe expect that further education on what ti@&oudtruly is, how it works, and

how it benefitsan organization will make the terdprivate Cloud disappearEssentially, we will see the development of
hybrid architectures that leverage both public and private compute resources. Organizations need to know when to
leverage public or private Cloud aitectures.Cloud is becoming mainstream to IT and we expect the term Cloud to fade
as businesses focus on its applicati@ther than its design.

© 2011 HfS Research L{d 9
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Give the market another 12 months and it will become clelawit takes for successful providers to build and €&ud
servicesAt HfS Research we are already seeing the foundation of the core building blocks that are necessary to compete
effectively.! & G KS Ay FNI &l NUzO G dzNB k LServef virtéakzationi sfofagen-demaadiaNd vikt@IK G F 2 NB I NR
desktop offerings, for example, are well understood and are procured in scalettaddigct providers selling these

services find th&€loudnarrative effective Cloudgets complicated fotraditional sewvice providers with a business model
predicated on armies of business analysts, coders, and testers Gtmuehas the potential for massive disruption as firms
rethink how to build, deploy and manageigations The real winners fror€loudwill be theproviders that have the
architectural skills, technology depth, and service management capabilities to help clients develop the sourcing model and
governance necessary to provision services from an exteadedystenof third party providers. Quality of seice and
performance monitoring will determine how well the delivery chain veahd just how deep firms can go with slicing up
processes for a move into tf@&oud SLAs mugie well orchestrateénd disaster recovery must be built into the model so
service delivery is watertight. Some will lookesternal providers to provide thizrchestration layems part of services
deliveryrather thanchoosing todevelopinternally.

TheCloudis bemming increasinly mainstream across geographies, business functions and size of organization. No longer
a point solution or departmental topthe Cloud,in all it incarnations includinipfrastructure as a Servi¢e.g., Amazon

EC2) andoftware as a Seice(e.g.,salesforce.com) is being used atool for making IT delivery not just better, faster

and cheaperbut as an enabler of business innovation and organizational ch@&nhgesearch study ahore than1,050

global enterprises, conducted by HfS &ash in conjunction witfThe Outsourcing Unit at the London School of
Economicsidentified thefollowing Cloud Computingdoption intentions and drivers:

Cloud Business Services are no longer hypgo-thirds of business and IT executives view Cloudn@ssiServices

as driving innovation in their organizations. Fixgar expectations from both senior business and IT executives

expect 30% of IT investmestb be devoted to the Cloud. This implies that new IT spend will be even more heavily
weighted to Clad alternatives.

Cloud Adoption Moves from “ Ea rOver 60% dfomganieatiohs already hakea st F o |
strong momentum towards Cloud Business Services adoption. Mainstream corporate apps like email, websites,
corporate social networkig and CRM lead the way but executives indicate use of Cloud services will more than

double in the next eighteen months.

The Majority of Executives See Value in the CloBdsiness executives show greater enthusiasm for the Cloud

value proposition, butowd KI £ ¥ 2F L¢ SESOdziA@Sa aSS LIRsSNFdzZ @I f dzS
speed to deployment, and facilitate a virtual work environment.

Within the context of introducing new types of cpoiting models both concerns and challenges need to be addressed,
but they should not be used as obstacles to improving the business.

Business executives need more Cloud educati@nganizations have not had enough time to develop best

practices within th@ organization on how to assess, select, implement and manage new Cloud services. Executives

need a better understanding of overall Cloud challenges and isSpesifically, IT and business executives are

concerned about security and privacy and the iicggion of data being housed offshore. Business and IT

SESOdzi A0S5S4 ySSR NBI 44dzNI yOS 2@SNJ GKS /f2dzRQa LRGSYGAl f
hosted beyond country or state jurisdictions. IT executives voice concerns over priogkla, loss of competitive

advantage, and developing an effective exit strategy from a Cloud service.

© 2011 HfS Research L{d 10



Getting Smart About The Cloud
September2011

HfS Research

Collaborative sourcing intelligence

Cloud challenges reflect immaturity of the Cloud business model and its implication to the busiBeghk.|IT and
Business executives ranked the tauif risk challenges as datampliance regulatory compliance concerns,
contingency in the event of business supplier failure, intellectual property compliance, and service levels not being
detailed enoughOrganizations need to establish appropriate asses#s (e.g., workload, risk and business case)

for taking applications to the Cloud.

Services providers including consulting firms, outsourcing advisory companies and law firms can help address business,
operational, IT and security/legal issues througlailed methodologies. With Cloud adoption nhow moving from an early
adopter phase to a fadbllower phase, executives will find growing support including availability of improving reference
architectures, standards and best practices.

Plenty has been written about the benefits that an organization can enjoy by migrating @ldhd Most of thosefocus
on the technical merits of th€loud distributed network, power on demand, leveraged integration, open connegtivitl
improvedfailover and replication.

Whiletechnical benefitsnay bederived from theCloudthere are also many business benefits that are not being R
emphasized sufficientlyndeed, from our survey the top three benefits of moving to @eudfromaldza A y Saad S E S Odzi A ¢
perspective include:

Driving down the overall cost of running applications
Driving down the cost and time to configure applications
Facilitating a global and virtual organization

Cloud alternatives araot readymade solutios across H applications osuitable for everyusiness function, but there
are a large number dbw hanging candidatethat can be successfully migraténl Cloud alternativesThe key to knowing
whichapplications and business functions are appropriaguires a understandng ofwhat the Cloudcan, and cannot
enableas well agnunderstandng ofl y 2 NBI Yy AT | (A 2 yCadsetviced. t Ad& (2 YIylF3$s

In the research study we conducted together withe Outsourcing Unit of théondon School of Economjege asked
NEALRZYRSyida (2 NIGS G§KSAN O2Y Lingtél acéoss Q4bNIEsy servicBfelregudts (2 dza S |
(seeExhibitd4) showthat respondents are evaluatim@loud Computinglternativesacrossmostfunctionst but also

indicatedthat a handful, namely financial and EstPvicesqore systems of recortthat rely heavily on access to several

sources of datpwere the least likely to be migrated the Cloud.

At the same timethe study showed that thenost popularfunctions beingassessed for Clotohsed delivenare those
where the organization works in conjunction with other people from differing organizasiook as Sourcing and
Procurement

There are businesses that will not hesitate to step outsidthebe norms and pladausiness functionsuch as acamting,
or inventory managemernih the Cloud their sense of convenience for being in B®udsurpasses the potential problems
of security, and availabilitgCertainly, here appearsa correlation betveen the size of those businesses: they are small to
mid-sized, and the complexity of the functions they perform may also explaiilingness to standardize on more
productizedexternalofferings.

© 2011 HfS Research L{d 11
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Exhibit4
Half of applications still under evaluation&A and ERP appChudproendgyl east

Please rate your company’s current plans to use a Cloud delivery model
for the following business functions/application types

M Currently evaluating with no decision = HHave evaluated and decided against Cloud
Sourcing & Procurement | —

Middleware / Infrastructure applications

eCommerce #
ERP #
Human Capital Management #
Desktop applications #
Industry-specific applications | S—
Email archiving #
Finance & Accounting #
Storage #
#

Customer relationship management

Corporate social networking

Corporate Email

Corporate Websites P —

0% 20% 40% 60% 80%
Business & IT Executives

Source: HfS Research and The Outsourcing Unit at the London School of Economics, 2011
Sample: 628 Enterprises

Indeed, there ardusiness functioharacteristicshat may make Cloud an appealing deliverpdidate for organizations
Those include business functions with

» Large number of transactions

» Large number of users

»  Distributed nature of users

»  Multiple data sources needed

»  Flexible scalabilityequirements
»  Dynamiowvorkflows

CRM, HCM, and Supply Chaiagood candidates fo€loudbased provisioningHere weillustrate how anumberof
businesdunctions work in theCloud

» Sales ReportingSales people are mobitnd often distributed Their data needs are relatively simple. Sales people
read the latest infrmation about a prospect or client prior to their next engagement to ensure they know what is
happening in the account, and update in the same manner following their meeBegend contact and account
informationt which must be synched to their mobiledees and be upo-the-minute accurate i KS& R2y Qi NS |
need more Management can certainly take that data and use it for reporting on account and pipeline Jthéus.
mobile nature and potentiallylarge number of transactions make it ideal to be deployethe Cloud
» Customer ServicBanagement(CRM)Qustomer service organizations today dypicallydistributed around the
world, andarein need of coordinated information and dataetween outsourcing to third parties and providing

© 2011 HfS Research L{dwww.hfsresearch.com 12
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customer service thnogh partners, the complexity is coordinating distant locations that use fairly simple account
data and knowledge to complete the joBoth items are easily distributed inGoud environment, and the
compliance requirements tend to be small enough in muesticals to allow itThose industries witincreased
privacy and security compliancequirementsmay belater adoptergle.g., soméiealth sciences, financial services)
but evenconservative organizatiorege finding ways téeverage Cloud for CRM regaiinents.

Centralized Marketing Management {@@M). ¢ 2 R @ Qa Y I NJ S ( Afefi&atiendbiBdpafakehitiativds2 y A & |
andentities coming together to accomplish a job: inform the prospects and clibtdst marketing organizations
outsource a heavy numbef their functions to different agencies, yet still want them to be connecltedhis case
the Cloudbased applicationsan provide the integration between stakdders toimprove reporting and
management.

Human Capital Managemer(HCM).¢ 2 R | & Q érgabiatids &rbldlistributed around the world, some in
locations that are¢oo small to warrant a private network to be in place to provideernaly provisionedsecurity
standardsOrganizations are increasingly reaching employees at home to perfoemt taanagement, training,
recruitment and time and expense managemertis, mixed with the fact that a large number of benefits and HR
functions are already outsourced, makes HCM and Employee Managénmetibnsideal candidatesfor Cloud
based delivery

Supply Chain Management (SCNPxractically all functions performed as part of a SCM implementation require
heavy communication and integration features between partners and suppemying the status of the
manufacturing queue at key suppliers is essdrior planning manufacturing and output jobs at factories;

dzy RSNRGFYRAY3I GKSANI YIAY OtASyltaQ Ay@Syi2NisSmplet SPSt a K
exchange of data around the world, in new global ecosystemay, be more effedvely performedn the Cloud

and many organizations are already doing thatleed leading SCM providers like Ariba have already transitioned
their business model from epremises delivered technology to SaaS.

Retail Management Function®istributedretail organizations are excellecandidates andisers ofCloudbased
alternatives as they are able to consolidate reportjngprove business analytiesmd management functions. This
process used to require overnight couriers, heavy use of data entry ataffthe daily filling out of complicated
formst all of which have been replaced with automated data distribution that happer®pe-minute and

feeds directly into centralized computer and financial systems.

Community Management Function$larketing am Service/ Supporrganizations dealing witanew Social
Customer are continuing to find that th@oudis an ideatool to grow communities and make them partners in
their new marketing effortsThe Cloudenables companies to builéverageonline socid and professional
communities track brand and company sentiment and colldeta knowledgefrom customersin a far quicker
manner.

A majority of these servicesave transitioned to the Clouldlom more traditionalon-premises delivery modeishile
otherssuch as social medand communitymanagement araative to the Cloud
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When developing an ROI model, no single model is adaptable to all circumst&acdsiodelmustbe based on the

function and business characisticsof the project at handAny vendor selling infrastructure, platform, or software éor
from the Cloudwill havea set of financial metrics arfOl modelSome assumptionsill unsurprisinglyoe based on too

few data inputswith the risk that it beomestoo generic Any ROI (or better said, payoff) calculation can drive positive
results with the right information being fed into ithereinliesthe problem for calculatinghe RO¥For the Cloud The
information being fed to the model is either highéwveraged with assumptions (traffic, adoption, maintenance costs, etc.)
or is biased towards simplicitileither of those models would deliver an acceptable payoff or R@®Ithat reason, it is

best to focus on the components of the payoff calculatiarts(s and benefits) and understand which ones are likely to
occur when embracin@loud Computing

At a high level thg@otential costs for adopting th€loudinclude
Infrastructure
Platform
Software
Services
Process
People

To counter, benefitinclude:
Scdability
Speed
Distribution
Technology
Resources
Costreduction

As mentioned above, your organization needddentify specific benefits, costs and risks of moving toGhaudand
where appropriate report on your ability to reach key milestones throdghitmplementation journey.
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4. The Finances d€loud Computingservices

Threeareas are critical when analyzing your migration to @eud: budgeting pricingand contractsandrisk mitigation

Budgeting

Budgeting for theCloudis a very completopic for most organizationdt certainly changes the way IT procures andspay

for IT functiorality. Cloudbasedsoftware vendors (those operating in the Software as a Service layer) have been extolling

the virtues of how solutionmaybe bought with OperatingXpenditure budget (which traditionally in moitms does not

require so many layers of approvalheir reasoningsthat since they are providing a service, not a license or a server,

they canbe paid out of the contractor or consultant budgeandwhichislargelydiscretionary.There are two outcomes

to this procurement/selling strategycontracts are going to be departmeby-RS LI NI YSy i 6KAOK o6&l aasSa
service, maintain, and integrate therand there are no easy ways for finance or pr@&muentt or even management to

prevent it from happening causing chaos in budget and governance eff@tgnificantlyleveragingOPEXudgets

instead of CAPEX, may hdhive financial metrics sincas return on assets (ROA)

Exhibit5
Cloudinvestment pans over nexeighteenmonths

What percentage (as a rough estimate) of your present departmental IT budget
do you expect to see allocated to the cloud?

M Business Leaders M IT Leaders
30%

20%

10%

0%

Over 20% 10-20% 5-10% 1-5% zero Undecided Don’t know
% Departmental IT Budget devoted to Cloud Business Services

Source: HfS Research and The Outsourcing Unit at the London School of Economics, 2011
Sample: 628 Enterprises
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Some organizationisave initiatives under way to revert this proceegyain controland go back to acquiring tenology

from Capital Expenditures budgetsvhere it can banore easily béudgeted, allocated and uselNot only that, but it

also makes more sense for IT to integrate whatever elements are necessary and for Finance to plan appropriately and even
take advatage of depreciation and other assedlated benefits from taxation departments.

We were curious duringur recent research witfThe Outsourcing Unit of théondon School of Economics about
budgeting forCloudprojects, and how organizations are reactinghat. Our researct{see Exhibib) indicates thatboth IT
and Business Executives expect to invest around 20% of their budgets taacin the next 18 months

Howeve, when questioned about budgglans over five yeansoth business and IT execuds indicated thahearly 30%
or moreof IT budget would battributed to the CloudseeExhibit6). As we evolve we will see a strong move towards
better plans, better budgets, and bigger implementatioral of that justified bya payoff model thateveragesbetter
planning and accounting

Exhibit6
Cloudinvestment plans over the next five years

What percentage (as a rough estimate) of your present departmental IT budget
do you expect to see allocated to the cloud?

31%

M Business Leaders M IT Leaders

30%

20%

10%

0%
Over 20% 10-20% 5-10% 1-5% zero Undecided Don’t know
% Departmental IT Budget devoted to Cloud Business Services

Source: HfS Research and The Outsourcing Unit at the London School of Economics, 2011
Sample: 628 Enterprises

© 2011 HfS Research L{dwww.hfsresearch.com 16



Getting Smart About The Cloud
September2011

HfS Research

Collaborative sourcing intelligence

While the Cloud model brgs potential innovation to the organization, including a better way to pricenso#t, platform

services, and infrastructure, organizations are concerned with pricing changes and the contracts that.fatkditional
on-premises perpetudicenses rguire an upfront capital expense to be paid to acquire/own the software and a yearly
maintenance fee is paid to the vendor for services such as bug fixes, security patches and sappamnt for Saas is

typically on a consumption or subscrimti basis ad is an Operational Expengghe low cost of entry is attractive for the
business from a cash flow perspective and the "pay as you go" model reduces the risk of buying too much software upfront
that may neer be used.

Legal, finance and procurement graupeed to understand the implications to what the business is signing up for,

LI NI AOdzE F NI e a Yrye {lF{k/ft2dzR OSYR2NE AYyAGAI{f LINROAY3 )
enterprisewide commitments that can tripler quadruple hroughd i NHzS dzLJa ¢ tiveispai. Ceftaily, & K 2 NIi
organizations need to ensure that they have the ability to scale upasseellas,scale down use of software and that any

decline in use is reflected in paymeninance must be able to change thay they depreciate any software or hardware

assets impacted by a move to SaRfacurement has to track usage of SaaSuring that economies of scale are being

achieved through a master services agreemeésgal departments and accounting must managentoatuntry and state

regulations that are changing rapidly related to SaaS and Cloud Computing, particularly, on how to deal with any local tax
implications for use of software.

The contracts we are seeingday are far from innovative, not to mention thésil to truly leverage the Cloud Computing
model.Contracts for Cloud Computing today are more focused on the financials than the delivery model of the Cloud. This

is, in part, to eas transition of users that are accustomed to one licensing and paymedehsnd todivide the cost of the
LISN1JSGdzl £ Y2RSt 2@SNJ GKS GSNY 2% (K& O2yGNIOG IyR OFftf A

Pricing is a complicated item to master for both users and vendors and we are still at an early phase of maturity in relation
to Cloud/ SaaS pricing and contradtsiovation will arrive in the next years that will both improve choice and value to

clients but require that clients move to ever more custom agreements, thereby increasing both complexity afdnisk.
business focusk output based Clou@omputing contract will emerge that would not focus on the number of users or
number of servers; rather, it would focus on the value provided by the infrastructure, platform, or software being delivered
to the business. This value MWilave an intrinsic value down to the specific transaction ortsabsaction being carried out

by laaS, PaaS, or Saas layers. This, or a commission from it, would be the featured payment from the user to the provider in
the form of micrepayments. These itro-payments can achieve values larger than traditional contracts for vendors and
may be the future way to finance the Cloud going forwatmbth for providers and users. Owners and users of an laaS or
PaasS solution may create and resell their own appticatihat are built on top of Cloud technologies and charge for the

value add as a service.

The ramifications opublic Qoud availability issueare potentially huge for théndustry. When Googler Amazon goes

down millions of peopland thousands of businessese impacted at the same time. The press and bloggers take minutes
to write volumes on securitgndavailability that question the business model. The fact is thavén provisioned from

an inhousealternative breaks Fa many gganizations the public Cloud provides economies of scale thdiedter than

any inhouse alternativeCloud providerpossess built in regulatory, securignd compliance best practices and are

expert inenablingtechnologieslt sets into motion a whie debate about multvendor strategy, whether you need a

senice integrator (the "one throato-choke") and how much leverage you'd lose with that strategy. You could lose control
over your competitive provider ecosystem if you fail to really understéwedunderlying technologies of laaS and PaaS

you do not create the retained management function to effectively deal with business requirenagecistectureand

vendor management

In the wake ofvery publicCloud failureshere are some thoughts on hoavCIO needs to approach rAs&enarios:
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Develop detailed CloudBackup/ DR/ risk managemersicenarie’ and get your risknitigation strategy firmly in
placebeforemoving apfticationsinto a Cloudenvironment.

Determine if your current itnouse developmeinteam has the necessary experience and kdaw to do this for
you. If you are not 100% surengage dhird-party consultant to helpdentify key succedsctorsand identify skill
gaps.Even a small investment in thimhrty risk oversight is worth thiavestment if it helps negate a potential
disaster.While ensuring your Hmouse IT team has some knowledge of the underlying technologies associated with
the Cloudgoes against the concept Gloud Computingt will help you understand the risks assoethfand help
cement a mitigation strategy.

If you have critical apps in ti@oud get your service provider to have a stake in your-gisktegy. Determine
whether liability and indemnification in your contracts covers you for any outages that areotibeit service
provisiors and assurancel a providersubcontractdo a third-party provider, ensuré is responsible for outages.
Seriously reexamine your multprovider strategy, because the "domirgdfect” andramifications of an outage

may beverycomplex to manage and resolvensure you understand who is responsible for whaClasid

outages may only impact some compongff apgications but theycould manifest to related (automated)
applicatiors andcould cause failures across entire #ipaionsenvironmentsHaving a multprovider governance
model could cause all sorts of liability issudsaving "one throato-choke" could well be highly advantageous in
these scenariogviost large organizationkave four or more IT services vendors currgmifovisioning their
development and maintenance, and several have already voiced serious concerns as to how to develop their
vendor management scenarios moving forwardving one service integration provider taking overall
responsibility for managing youisk-mitigation in the event of £loudoutage is one solution, but thatrategy
could put your whole IT management strategy too far into the control of one provider who can really hold you to
ransom in the future, as they are likely to develop an tagtinal knowledge of your IT processes that would be
very tough to transferThis is why we emphasize you need to have your ovtm $Taff get smart about howCloud
works, or you really do risk potentially losing control over youstidtegy

In its typical architecturefloud-6 8 SR aSNIBAOSa FINB y2i LINBJGARSR lFa | aiy
ASNIDAOSE dzy RSNI @Ay3 I LINEIBU-BaSeNEeiviceitSdiedieihddSparsy efvises Jonedi to f A
other Aoud-based services, data feeds, and other third party applications. AlternativelZltletbased services may

require a multivendor solution where the customer contracts with multiple suppliers as pak &t & Xy AdzB¢ a
technology solution. Knowing the demarcation poingshysical, electronic and services basad critical to crafting

contractual terms folQoud services. This informatiorilinelp a customemunderstandg K SNBE | LI NIi A Odzf | NJ & dzL.
obligations start and end, and related service limitations

3t S o
Y1AY:

With this information, a customer can address key risk iten@@dnd-based services agreements:

Structure Will there be one contract with one supplier that includes all services unde@ithel soltion, or will

0KS 0dzaG2YSNJ ySSR (2 KI @S &ASLINIGS O2y(iNXOGA 6AGK St OK
greater accountability and will be easier for a customer to manage than multiple relationships. Having a
NEalLlR2yaArotS 2NENINYS 2y BNIaAaGyasS Ay az2yYS araddz dAzya a ¢
PricingModel2 A f f GKS a2fdziA2y LINBPOARS (GNMzS aalOltloAfAlGes Ay
O2YYAGYSyida (2 ¢35 SNEEI HINKRSE S aAbEKAITs 28 S 6 OKR ¥ 3 8zalBIisS I RRNS &
terms of changes to technology and architecture, which are changing rapidly?

Service LevelKnowing the demarcation points can help create meaningful service levels. For instaatdpas

G! @F At I 0 A f Framdvhich ot tévdadtiprt? Acrosslouds?Across a mulivendor solution?

g
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Service ImprovementsBased on th&loud service particulars, should service improvements be mandated?

Should they address concepts such as improved service levels, technology refresh (whatever thaamayan

Joud-based setting) and cost reductions?

SingleSignar A f f GKS | dzZi KSy G A Ol A 2 yJdouisPWilt a selzicE pidvider takR &hyhé A G & OI N
responsibility to ensure this takes place appropriately?

Encryption and Architecture Rplirements Again, will a supplier of @oud-based service have the ability to

ensure that data is encrypted uniformly across the entachnology solutionWill the technology solution follow

I Odza 2 YSNRA &aLISOATAO (S Qésyictiads (fe., tedNdél ArchifeCuiradiNdisuns BatadzA NB Y S
security)?

Integration and Interoperability2 A f f GKS Sy GANBS a2tdziizy LINRPLISNE & AydS3IN
systems and data structure¥¥hich pary takes on this responsibility®ill updates to theQoud-based service

remain interoperatd 6 A G K G KS O dzwill thecGsivier hadesuficidivhatike of such changes to

address the issue, particularly if it requires the customer to modify its systems or interfaces?

Privacy Basedon the types of data involved (e.g., personally identifiable information), how and where the data is
processed and stored, and the geographies involved, wilCkbed services be in compliance with all of the

implicated privacy laws and regulation¥?hich party takes on that responsibility?

Intellectual Property Infringement RisiWill the service provider protect the customer (i.e., indemnify the

customer) for third party claims that th€bud services or access and use by the customer infringes gpthityl

patent or other IP rightBincedoud-based services are provided in multiple jurisdictions, will the service provider

take on this risk regardless of where the claim is made (i.e., worldwide)?

Ensuring Continuing Valu€loud technology and serviofferingsare changing on a rapid baswill the contract

provide the customer with protections to ensure the continued viability of the value proposition for entering into

the Aoud-based services agreement? How will the parties address new or replatser®ices that may become

available, which may provide greater cost savings or other advantages? What if these are third party service

offerings the currentdoud supplier does have available at that time?
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Outsourcingservice providers sensl ¥ 2 (1 K S NJ & LJlinNte RANDICloulllK\ R -adetviag 2 TyFabdede v
revving up salgsnarketingin response. In some cases they egpackaginfflusting offexistinga 2 f dzii AChbyda | & a

{ SNIAOSa ¢

{ S NI AtatShe Lfilk ofCloRdS évices hslishaviey HolveSer, being able to scale up/scale

down and billed by the hour/use will change IT delivery and the IT industry around it. The key question is when? When will
customers start adoptin@loudbeyond the pibts and the welknown infrastructure service offerings repackaged as
Cloud HfS identifies six triggers fGtoudthat drive serviceproviderdevelopment in the marketplace toddgee Exhibit

7).Exhibit

Exhibit7

CloudTriggers and their impact on Service Providers

Services
ar e ..
Accelerate
virtualization
Computing
centric
Accelerate
application
development  Solution
centric
Replatform
applications
for asa- Solution
service centric
delivery
Developing
new .
L Solution
applications .
centric
that have a
“Cloudspec¢

What they do

Virtualizing serverkelps to reduce
server sprawl and drivexfficiency
from computing.The benefitsnclude
shifting dynamic workloads, pooling
resources, simplifying updates and
linking costs through to consumption.

Abstracting developers from the
infrastructure dominates current
Cloudspending Cloudprovisioning
works to minimize delays around
testing schedules and application
releases.

Migratingapplicationgto Cloud

LX F GF2N¥a &dzOKel &
platform or Force.comWorks wellfor
services that are collaboration heavy
andhaverelatively lowsecurity
requirements.

Architect new application® be run
as SaaS Clodwhsed applications and
may have tdhandle peak workloads.
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Business impact

Low

Low

Medium

High
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Vertical apps
that address

“whit e .
, Business
spaces ,
centric
Develop new
governance
models and
skills for Business
Cloud )
. centric
delivery

Source: HfS Resear@dil

2 KIGQa NBI e

Newsolutionsthat identify white
space opportunities either in current
business processes in niche

verticals Solutiongnay be

standardized. Services providensy
alsodevelop template driven

solutions for their clients

The success of@oudsourcing model
maydepend orhow effectively
services providersanimplement and
manage improvegovernance
mechanismsNew forms of KPIs, SLA:
and contracts will emerge to assuage
the fearsof interoperability, data
handling, service assurance, and driv

service integrabn.
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Business

Business
and IT
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High

High

3 2 A Claudpoyiders & shiftikg3ntofthreg rRain QlaykdEnpuie entric service

offerings that drive down cost, solution centric service offerings that drive fageloyment, and business centric service
offerings that enable more agile processasl even new sources of business innovation/revenue streams.
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Providers jostle for position

Prototype Value proposition What' s t hid What it means

Compue
centric
providers

Solution
centric
providers

Business
centric
providers

Radically reduce the
time needed to
provision, run, and
configure
infrastructure in
support of business
operations

Accelerateservice
delivery cycles set
aroundCloud
technologies to
speed up application
implementation

Build and run the
governance,
interfaces and
ecosystems
necessary for firms
to provision agile
business processes

Source: HfS Resear@d11
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Technology based. New
economies of scale
supported by
standardized and
pooled IT resources

Saaropositions for
ISVsSMB plays;
Application reworks for
app/dev providers

Governance based,
ecosystenmarshalling,
outcome based results,
process innovation

Virtualization, virtual
desktop, storage, bursting
on datacenter and
network enabled delivery
models

Map to the CIO office with
buyers focused on

eliminating risk and moving

the needle on low cost
services

SaaS based service
offerings give business
application functionality
quickly and eliably

New service propositions
focused orClouddev
platforms allows app/dev
providers (and internal
developers) to revisit
propositionst

re-platform existing
solution stacks to reduce
cost

Rethink goverance to
allow firms to procure and
chargeon a business
outcome basis

September2011

Amazon,
Dell,
Google,
Rackspace

salesforce.
com,
Microsoft
(Azure),
Force.com

Cognizant,
Infosys,
TCS, Wipro

Accenture,
CSCCap
Gemini,
HP, IBM
Global
Services
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Service Provider Profiles

The followingprofilesanalyzesome of theestablishedjiants of the Ifserviceslandscape that are battling for leadership in

the upcoming yearscluding Amazon, Accenture, Capgemini, CSC, Cognizant, Dell, IBM, Fujitsu, HCL, HP, IBMGS, Infosys,
iGatePatni and TC% eadership and success will not be solely based on vendor owiggthg$ but increasingly the

partners that firms can recruit to the{€loudecosystem

Cloudofferings Compute centric and solution centridts focus is on laaS (infrastructure as a service)

Strategy Amazon Web Services (AWS) Isadingmodel fora publicCloudlaaSoffering. Amazon offers a
compute and platform model that enables developers to use its serviceeorand with unlimited
flexibility. Going forward, Amazon will continue to develop its compute and platform services to
further penetrate companies IT budgets.

Core offerings With AWS, clients carequisition compute power, storage, and other serviggaining access to a
adzAGS 2F StlFradAO L¢ AYTFNI adNUzOGdzZNBE aSNIBAOS
Cloud Comuting, which continue today: resource flexibility and gfay-use Additionally, AWS
continues to expand its services. For example, AWS offers a virtual pOilatdthat enables users
to secure a specific set of isolated compute resources via VPN tamtdkeir existing IT
management capabilities (i.e., security and administratior)WéSresources.

HfS Opinion 12{Qa Ft3y2aGA0x aldlftrofSs FYyR (NIYyaLl NByi
services business, and the company is-peltioned to continue its growth as a leader in public
Cloudservices. Take as evidence the number of industry stakeholders (both large and small) in
Cloudecosystem that currently partner with AWS. Rest assured Microsoft and other key industr
players think HP and IBM) will keep close watch as the AWS business model develops.

Many enterprise customers use AWS for development and testing to bypass corporate IT. Con
pricing is low; however, data transfer for data intensive workloads becomes a majcercothat
organizations sometimes fail to predict. AWS has few enterprise production SLAs and is typica
used for production workloadsit is not viewed in the same light as dependable laaS hosting
providers (Rackspace, Opsource, SaavigNavisitd. That is the reason a lot of SaaS providers hc
with these providers. Amazon does have attractive pricing alternatives for customers sOch as
Demand InstanceReserved Instances and Spot Instances based on use cases.

pccenre _foec@it |

Cloudofferings Solution centric, and business centric services

Strategy Accenture aligns itself firmly on the business side ofGlaudthough it does have a robust service
portfolio for CIOs. Accenture vieuoudas a strategic lever to radically reduce cost arided
process efficiencies. Services heljstomers navigate, build, and integrate service delivery throug
the Cloudand blend it effectivel with existing delivery models.
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Accenture offersafull suite ofCloudservices spanning plannipignplementation, and service
assurance/governance to make tR#oudmodel work. Services capahi#isflow through functional
areas: Definingloudstrategy for customers with diagnostic tools and workshops; services for
building and enabling public/prita Cloudinfrastructures; undertaking a SaaS based
implementations; support for next generation application development anplatforming existing
application stacks; and, finally, businessa-process utilities. These proceStouds are the most
intriguing and differentiate Accenture as it brings to bear a-tmenany platform to automate
highly standardized processes for customers. Theset@mthd processes cover not just software
but also people and processes such as those found in the marketinggsrafice.

The services opportunities for Accenture with Budare significant, with multiple routes to
market growth as &loudservices aggregato€loudservices facilitatorCloudintegrator, and the
ability to build IP on top of th€loud Moreover, it can leverage its significant BPO presence to
develop its capabilities as a Business Process as a Service (BPaaS) provider.

Accenture Software can leverage n8hludarchitectures It clearly has opportunity in BPaaS and
CloudBusiness=rvices both to take existing services and run them better, faster, and cheaper,
alsoto productiz their own IP to create repeatable subscription based services offerings (for
example, its Navitaire offering for the airline industry).

Certainly, Acceture will find a role as consultant arour@loudI T/ CloudBusiness for large
organizations, with the firm straddling both IT and business transformation competencies.

Solution centric and business centric

Camemini offers several private Cloud options. Capgemini can provide the consulting,
implementation and management of Cloud environments and it has made great efforts in build|
robust Cloud ecosystem.

[ I LJ3 S Clbuddtfeiag is splitmto two distinct offerings. The first is a clear focus on private
Clouds. With three distinct privat€louds, Capgemini offers clients varying degrees of control anc
automation of the underlying infrastructure. Moreover, each follows the @l@udprincipes (i.e.,
services ordemand and payor-use). The second offering?/ I LJA S Y A y At isla®loaé R A
ecosystem best described as 1) a partner operating model representing-adtitkgl collection of
250 marketleading service providers, 2) a federated imess platform that securely and seamless
ONAyYy3Ia (GKS LINIYSNBR (23SGKSNI gAlGK GKSANI Of
with services provided and billed under a single contract. Together these three components en
clients to engage yblic Cloudcapabilities and services in conjunction with their proprietary
systems.

Capgemini has taken a pragmatic approach to the development of its Cloud offerings. The offe
enable Capgemini to promote Cloud as a viable additiorstooibust solution offerings.
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Solution centric an@usiness centric

/ { /Clvadstrategy is to secure its position in the medium term with existing clientsioffer
long-term vision as a services integrator. Tirens Cloudstrategy offers three entry points: private
Cloud communityCloudand publicCloudwith professional service offerings designed to support
clients through the plan, build and operate phases. The portfolio is set to grow around busines:
procesgs, software, platform and infrastructure.

CSC mvidesarobust set of professional servieefferings through it<Cloudworkshops. CSC works
with customers toestablishwhich elements of their existing contracts can be ported toGheld.
Account teams offe€Cloudenablement workshops that set up a blended solution to reduce total
costs on existing operations. The workshop identifies elements of infrastructure, application an
process work streams that can move into a private, communitypublicCloud and those that

must remain in the traditional hosted model. The result? A blen@ealidsolution. CSC also offers i
oCloudwatche service that offers a scan of the marketplace to help customers figure out what is
client ready on the Saatde.

CSC strategy is an intelligent one for the company and is designed to ease the journey for exis
accounts rather than winning new ones. Its positioning as a service integrator will bear fruit onc
customers recognize the difficulti@s running aCloudmodel, and it offers customers insight into
how the services ecosystem will look in the future.

CSC has had some success in building collaboration relateth§da®entationwins (Royal Malil
and Lotus Live) and (Google and LA Countf®rial assets for leveraging IP include privéteud
F2NJ A28SNYYSyld FyR /[ {/ {2FGé6l NB® ¢KS TFANY
to customergo really investing irCloudahead of demandSiki Giunta, the former CEO of software
provider Managed Objects, now ru@oudf 2 NJ / { / £ I yR Kl a GKS L3}
positioning and capabilities in tHeloudmarket.

Solution centriand Business centric

Cognizant can develop and enablets to leverage and benefit fro@loudservices|t provides

the consulting services around key SaaS providers as well as provides integration serviees to ¢
premises IT. A major investment is already underway that is integrating new forms of colladora
work with heavy investment in BPaaS offerings.

Leveraging its long history of process excellence in combinatiomvétiaging third parties
Cognizants developng and definingiew BPaaS solutions to drive new growthese solutions
leveragethe many benefits associated withloud Computing.e., payasyou-go and elasticity)The
companyis productizing IP in emergererticals and horizontal@.g.clinical trials management,
order management aa service.

Cognizanteveragesa low cost and talentedevelopment staff to build Cloudbased applications for
clients and for new BPaaS offerings.

HfS believes Cognizant is using @leudas an underpinning enabler of business change, alongsi
advanced analytics, and collatation and it will remairheavily geared towards the Global 2000.
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Compute centri@nd Solution centric

58tfQa adzAidS 2F aSNWAOSAE Aa AyiSyRSR (2 NI
configure infratructure in support of business operations. Dell focuses on the IT buyer, and its
Cloudofferings are sold as part of the next generation of IT operating models that Dell believes
the datacenter. Dell puts its dateenterand storageexpertise firmy at the forefront of it<Cloud

strategy with movsto virtual environments an®aaSreating a channel for its security,
integration, and IT management expertise.

Service offerings focus on building the next generation of datéers andeveal an impressive set
of global datacenter investments to date. These services are designed to take advantage of
modular, hyperscale andigh-densityprinciples focused on Dell OEM expertidell offers asuite
of next generatiorservicesfferings hat provideconsulting storage and SaasS.

Dell will be heavily expanding its SaaS footprint through acquisitisgeted at managingloud
infrastructures. HfS does not expectdee Delmove into the PaaS market in the enterprise space
HfS expectsnultiple Dellacquisitions in the next two years in tetorage,softwareand services
space, having already acquired Boomi as a Sag8&mises integration technology provider.
Additionally, Dell haspportunity to develop more businesfcusal solutionsin the healthcare
marketthe result of its Perot acquisition.

Compute centri@and Solution catric

Fujitsu position<loudas the foundation to create new types of public and other lasgale IT
infrastructure systems; however, at its root is a service portfolio that offers consulting, applicati
infrastructure, and networking reworked f&@louddelivery

Cdz2zA (ladzQa aSNWAOSA KSt LI 2NHI YAT I hatG@ofidcan $fterJ
with a focus on security, legislation, and data complianceCldsidinfrastructure services provide
managed hostingr selfservice access to infrastructure from Fujitsu data centers with offerings -
virtual desktops, voice, and ol 6 2 NJ { A 2 yhdgerGedtd6rvices guztvite Rolistic support
for virtualized computing systems and help to visualize implementation details as well as powe
consumption.

Firmly positioned on the IT side of the house. Service offerBdsINS a Sy i 'y S@2f
service portfolio.
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Solution centricand Business centric

HCLCloudstrategy leverages its existing service portfolio while positioning itselichannel for
new CloudservicesHCL delivers services arouia&S, PaaS and Sdaf sees opportunityvith
BPaaSHCL views the ecosystem as an important element ofChoydstrategy for the future with
service integration and aggregation playing an important role.

Clou readiness/migration assessments offer technical feasibility pilots to settle the delivery ma
and architecture. In addition to the explore phase, HCL offers implementation services through
SaaS enablement practice as well as supporting the buildfquiblicClouds for customers. HCL
offers operational supporfrom aproprietary service delivery platform as well as application
support and maintenance and remote infrastructure support. Aaudservicegprovider, HCL
offers a host of SaaS based $eeg around specific vertical and horizontal gaps, PaaS based ser
that support clients as they manage application-tifesles for theCloud as well as laaS offerings fol
disaster recovery and shared compute and storage.

See<Cloudthrough an IT lensalbeit, a highly automated an@loudr ¢ | NB 2 \ClButlifetytld
offers exploration, experimentation, adoption, integration, governance and et for Cloud
and its investments reveal where it sees the opportunigervice aggregation

N [ ——

Cloudofferings

Strategy

Core offerings

HfS Omion

Compute centricSlution centric andBusiness centric

HP6 St A S@Clgud Compuiing & I2Ay 3T YFAYAIGNBEFY FyR |t
help customers transition to th€loudand buildCloudinfrastructures, 2) work on its ow@loud
platform (PaaS), and 3) build an op8loudmarketplace and prepping @oudecosystem.

Through its breadth and depth of actual and proposéferings HPwantstoSy I 6 f S (K S
hyé¢ Sy i S NikdhsfoinBgraplidds and managing and monitoi@igudservices, HP is
prepared to help businesses move into their etwiilt private Cloud as well as publi€louds. HP's
offerings include itloudsystem turnkey enterprise priva@oud its hybriddoud Service
Automation offering, and it€loudMaps service that optimizes applications for Bkud HP also
offers its Enterpris€loudServices for Compute, which comprises server, storage, network and
security, and bundles them as a service.

Based on the broad number of service offerings, both existing and proposed, HP certainly has
capability to operate at the front of the pack. Coupling its converged infrastructure capabilities
its Cloudplatform and application optimizationfferings, HP is out to own the enti@oudstack.
The firm has the datacenter hardware, software and services to make it worleves, HfS has
observed a poor ability from HP to communicate effectiveGl@udstrategy with key industry
stakeholders.
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Positions service offering around the IT lifecycl€lmiud(plan, build, deliver) with an impressive
network ofCloudd 2 f dzi A 2y OSy (i S N&Ral deliveyym8del. ThegdipPovide pracfai
concept, playbooks, presales, and customer training for dynamic infrastructure, virtual desktop
Cloudbursting among othe€loudthemes.

L.aQa adzZA (S 2F &SNIA OSnueshu if ekkeyica BBM foglses ain SiOtkry
major engagement areas with its clients: plan/build/operate. Service offerings upfront establish
Cloudworkload and deployment model between public/private/hybrid and the servicetyjiM
consulting teams wdk with clients to establish the overa&lloudstrategy and architecture model.
As solutioning moves into the build phase, service offerings focus on virtualization, automation
integration capability (through its acquisition of Cast Iron systemsllfithe company works with
customers to remove operational concerns by applying risk management and IT governance
OF LI oAt AGASad ¢ KiNEdoRARS it deduiydrankewdrk. that@eits and deploy
data controls, network endpoints angbglication, and processes.

As size and longevity befits a service provider, BMidservice offerings are comprehensive and
are industrialized. Setting service delivery around plan/build/operate is clever, and the link into
L. aQa 3very wddd) exgerdise i middleware integratioand software/hardware
demonstrate its speed in th€loudservices marketplace. Of interest is the high priority the firm h
put on security.

It is unclear whether IBM will ever play in the enterprise apfitices stack unless it is through
acquisition, with such obvious opportunities@oudBusiness Services and BPaaS. Its recent
acquisition of Cast Iron that performs SaaSfmemises application integratiorand marketing
applications Unica and Coremetrias steps forward in this potential direction for the firm.

Solution centricand Business centric

iGatet  GyAQ&a /f2dz2R t Ny OGA0OS f S@SNIr3ISa Ada 4GS
infrastructure, Y A ANJ GA2y X &aSOdz2NAGeé FyR G4SadAaydaed ¢K¢E
to customers facing challenges migrating to public, private, or hybrid @&lasdd models.

IGatePatni offers four sets of services through its dedida®oud practice Cloud acceleration
program, Cloud outsourcing, Infrastructure, and Testisg-serviceiGatet | Gy A Qa [/ f 2
acceleration program (CAP) is the most significant and is designed to contain customers IT co:
protect critical assets, plan falisaster recovery, and integrate global business processes. CAP (
IT and business assessment workshops for customers and utilizes the ITIL 3.0 standard for IT
Management (ITSM). CAP involves a strategy workshop: design of the architenséidn,
operations, and continuous improvement methodologi€zatePatni focuses on the technology
consideration, quality of service as well as the target operating model for infrastrud®ae
tFdyAQa [/ f2dzR Ay T NIing prolddecain cubgiateSwew of virGiafigeg i 2 7
infrastructure with ongoing monitoring while ensuring service levels.

Firmly on the IT side of the houbet with some BPO expertisiSatet | Gy A Q& / f 2 dzR
G2 Of ASyil RSY!I y BrergtfisRThé GAB prayeant isltlesry Qriiculated and easy
understand
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Cloudofferings Solution centriand Business centric

Strategy Skews itloudstrategy towards a strong set of professional services that offer a modular agprc
to supporting clients. Infosys is also productizindgkfor Clouddeliverythrough Business
Platforms as well as priming a SaaS based channel with strong relationships with seseral
service providers for specific horizontal and vertical coverag

Core offerings Suite of professional services includélsudstrategy and adoption workshops with tebased
analysis, business case builder, ROI calculator and roadmaps thaChmiltkervice catalogs. The
FANNMQ& | 3INBIL (A 2 yferlcustBmeds kichMird festeBi6udenSohddskrdc@st
to support customization of the business service catalog with data migration, application migra
application remediation, and user experience services built into the mix.

HfS Opinion Infosys hasin easy to understand suite Gloudd SNJPA OSa G KIF G LJX | &a G2
Tier 1 offshore provider. The modular approachCioudservice provision is clever and their vision
cannot be doubted in terms of where they see the market goingvainalt they want to be. They
understand how the Indian model will need to change, and the service integrator role marshalli
an ecosystem of providers for their clients could well be theirs.

Cloudofferings Solution centri@and Business centri

Strategy TCSCloudstrategy demonstrates its commitment to emerging markets with a focus on productiz
software solutions supported b@loudtechnologies. Global customers see TCS fGtosdservices
at the tactical and strategic leveltactical thatcontinues the evolution of virtual technologies and
strategic to offer experimentation with new business models and capabilities for clients.

Core offerings Launched three strategic offerings to datévo for the emerging marketing and one for the global
markett BankingCloud ION platform (emerging), and proces®uds (global offering). The Banking
Cloudis aimed squarely at the small regional banks in mdi€S offers single instance, multitenan
version of its banking solution; The ION platform offersrobusiness IT services through Bud
and Proces€louds focus on new areas such as HR analytics, which is achieved through partne
platforms such as SAP. Offers a suite of professional services to support clients with their tacti
move toCloudwitKk 3t 26+ f O2yadZ GAy3 GGSFya RStAGSNA:
Cloudreadiness assessment workshop and another set of services around the development ar
environment.

HfS Opinion TCS follows a strategic and tactical approach toGleeid Its service offerings reveal a refreshing
reality in terms to what theCloudcan do for clients and where it can be used. The innovative
capabilityof reaching the SMB markét to be admiredf success is achieved.
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6. Executing for Cloud

To ITexecutives and CIOs, tioudis a technologynd business enablelf they can master tha new innovations
effectively, then they can reduce tlwsts of provisioning technology and ttieme to deliver projects to business units
while planning for neweand more innovative solutions for business units to deploy.

Leveraging the technologies and lessons f@imud Computings not going to be egsBusiness stakeholders have
realized two things aboutloudover the past few years) by usingCloudapplicaions, they can bypass IT and the
associated constraints and requirements, and 2) the busicasachieve their outcomes more quickly and eaditfile
this is not endorsed or accepted by central IT, which usually has to go back and make sure it a$waetled, the

business interest remain focuset meeting the expectations of their stakeholders, namely end consumers or business
partners.

In our recent survey (sdexhibit9) when asked who they would rely on to help implement a move to the Cldud
executives expressed their desire to build expertishonse followed bya preference to rely orendors, and jusa
minority selectingconsultants (results are over 100% since they were allowed more than one answer).

Thisbegsthe question:Howwill businesseseach tre level of maturityrequiredto successfully manage Cloud Services

Exhibit9
IT Executives have the same perspective on where they n€mlidexpertise

To what extent will your organization seek to rely on the capabilities of the
following firms to help implement your move to the Cloud?

M Will rely extensively H Will rely moderately ® Will notrelyatall ®Undecided

Qur in-house IT department

Software/Cloud vendor? (i.e. Oracle,
Salesforce.com, Amazon)

Professional IT / BPO services firms (i.e.
Accenture, ADP, Cognizant, IBM, Infosys, HP)

Consultants (i.e. Deloitte, KPMG, McKinsey)

Legal firms claiming Cloud contract expertise

0% 20% 40% 60% 80% 100%
% IT Executives

Source: HfS Research and The Outsourcing Unit at the London School of Eco@binics, 2
Sample: 214 Enterprises
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There are five steps that IT executivaeasttake to embrace th€loudand build their inRhouse expertise

1. Educate Education cannot be emphasized enou@ioud Computings a complicated topidJnderstanding
what services g the software,platform andinfrastructure layerswill take time.CIOs and IT Executives
should focus first and foremosin educating their peopl®n what the Cloudcan do andn what ishype that
probably cannobe fulfilled.

2. Partner. Atrusted coundican help provide the right advice and input at the right tirBeild a partner
ecosystem between Consultants, Outsouss@nalysts, Advisors, ar®ystem Integrators that are trustexhd
know your businessand rely on this council for guidarceot for decisions.

3. Plan It should go without saying, but twild a plan for theCloudthat takesS A § KSNJ m0 | @Sy R2NDa
GKS FoAaftAade G2 SESOdziSs wo |+ O2yadzAg G yiBaotthe2 N | & (K
best solutionWorse, when those approaches fail, the rest of the organi@atends up resenting the move to
the Cloudand your decisionA proper plan should identify the appropriate applications that can leverage
Cloud Computingenefitsincludingdetermining the necessary chge requirements antiesttransition plars.

4. Architect. Any moveto the Cloudwill require the rearchitecting of the existing infrastructure layers but also
systems and applicationRevising all these systems, integration points, and making necessaiyestfan
them to continue to work the same (or better) under a normal deploynrequires a dedicated and informed
Architecture function.

5. Test Testing thoroughly before deployment to ensure performance and acceptance by end users is going to
be paramounto successChangemanagemenshould be at the forefront of a migration of this magnitude;
nothing will derail adoption for end users faster than a slow system (by comparison) or one that requires them
to do things in more steps dn a more convoluted maner than beforeRecentCloudoutagesdemonstrate if
anything else, the importance of preparing for the most unlikely of situatisisce they are the ones that
bring plans and strategies to their knees.

H{ Q& Y2ad NXBOSy that bulires useidorrustithBiRIX DIutidrS,Dut remain willing to bypass IT and go
directly to vendors if the internal resources are not available and ready to go when nésskeExhibit @). In other
words, ClOs and Ekecutives may not have made a streaigough case fobeing included in SaaS procurement cydi€s

organizations should proactively assist the business to evallimiedSaaS opportunities, perhaps even ceding that some
SaaStandalone solutions provided by vendan® better candidates that inteally provisioned function.
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Exhibit 10
Expectations to deliver oi€loudon in-house IT staff are high from business function

To what extent will your organization seek to rely on the capabilities of the following firms
to help implement your move to the Cloud?

i Will rely extensively | Will rely moderately M Will not rely at all ®M Undecided

Our in-house IT department |

1
L

Software/Cloud vendor? (i.e. Oracle,

Salesforce.com, Amazon)

Professional IT / BPO services firms (i.e.
Accenture, ADP, Cognizant, IBM, Infosys, HP)

Legal firms claiming Cloud contract expertise

Consultants (i.e. Deloitte, KPMG, McKinsey,
EquaTerra, TPI)

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
% Business Executives

Source: HfS Research and The Outsourcing Unit at the London School of Economics, 2011
Sample: 414 Enterprises

We believethat IT and business must work together on Cloud opportunéied these next five stegsan helpmove both
forwardin the best possible way.

» Investigate An organization shoulbe aware ofvhat other organizations have experienced in terms of Cloud
successesaflures and any developed best practices for managing cloud deployniédrssnay beachieved using
traditional research tools: talking to advisors, consultants, and even getting references from vevskire
Internetto find documented cases similar tioe ones being considered, and make use of detailed discussions and
conversations inside Forums and other Communitiego@dd understandingf what has happened, the results,
and the lessons learned can be accomplisivéti relative ease.

» Educae: IT musteducate both internal IT anBusiness Executivesth case studies owhat others have done, the
lessons they have learned, the benefits for the business and its clients/customers, and how it will change core
functions.While technology educationisnofdda O2 dzZNJ 3SR> Al Aa y24 tA{1Ste G2 | RR
needs though it may help with any regulatory, privacy or lock in challenges that may impact business in the
medium term

» Partner. Contrary to what is currently happening (eihe line of businessrying to avoid dealing with IT resources
and implemented solutions), we have found the most complete and succ&dsfutimplementations are those
that have partnered Business andskaff. We strongly recommend that at the very minimum omsource from
each group be assigned to meet and discuss needs and wants from the business side and the correlation to
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ongoing and upcoming projects from This ensures that the projects and available resources are assigned in the
right priority for the husiness to achieve their goals

Negotiate A critical element of partnering is the negotiation with IT for resources and priofigsiness needs

and wants change far more quickly than IT can traditionally respbinid is the basis fahe perception that ITat
timesisda T £ £ Ay 3 0 SKA yieheedfozilanyird desting, &oBaRge Managememhake it so that IT
cannot react as quickly as businesses users would expect tegaging in active negotiations for IT resources as
changes ibusiness needs occlus critical for the success of bothihere has never been an occasion before when
business users needed technology so widely, and quihty/they can source it directly themselvEE needs to
build positive relationships and help as arvior to the businesshisnew rolewill make IT a key player in the
future of the organization.

Invest One of the reasons business users pr&wudbased applications is that they are, in their estimation,
cheaper Although research has shown that ovtbe time the cost of most contract$o{r to five years are very
similan) the lack ofan upfront CAPE¥llowed by smaller payments for maintenance and support and the lower
monthly commitments mak€loudseembetter value to the Businesk other words they are making an
investment, spread over time, for their applicatiohost business users would be better off taking savings made
from any move to theCloudandinvestthemin a business initiative that will help them achieve their goals.

The leading implementations we have studigitbwthat organizations create an ecosystem of resources and rely on each
based on theiunique valuegsee Exhibit 1). This ecosysteris a council body or committee that helps IT and Business
Executives collzorate to make the right decisions and implement thana timely manner.
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Exhibit 11
Cloud Advisory Council
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Source: HfS Resear@011

Each member of the ecosystem bringalue tothe table For example

»

»

»

IT: IT provideséchnology knowledgen how to tie systems, vendors, providers, and consultants togethieey

also hold the key to some, or most, of the technology budgets within the organization, as well as compliance, legal,
andmaintain technologytandards for the organizatiothey also, typicallhold a seat on the Executive

Management table in the form of the CIO. So they can get management appfesadded for projects and
deployments.

Businessausers The husiness useend-goal is to make sure that what they do works for the organizationthag

bring businessequirements, process knowledge, IP and metriCsrtainly business application owners will want

to understand any infrastructure that is supporting key applications including understanding processes associated
with change managementipgrades and maintenance windows.

Softwarevendors Software vendors bring the specific kndww of what their solution does, in detailed technical
terms, and what others in the market do as wélhey have extensive experience navigating procuremedt an
purchasing departments, which should not be discounted, and they are an essential part of pfanning
implementation and integration to other systeniEhey have either the partnerships or the resources through
Professional Services to help install, agpland optimize the implementations as well as troubleshoot problems.
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Platformvendors Platform vendors hold knowledge of the details of each of the services they host and provide, as
well as detailed knowledge of how tl@oudworks

Infrastructure vendors. Leveraging dependable infrastructure provisioning and management services are key to
deploying dependable applications. Knowing how to optimize andbadaince the chosen platform for fault
tolerance is a critical part of migrating to the CloudeWalue of such relationshifpsnot purely technological but
can be financial as theyrerelated to business requirementbldget forecasting.

Outsourcers There arevery few, if anylargeorganizatiorsoperating today that daot have an outsourcing
strategy, and as such any migration of architecture or technology prasictively include every player involved in
services deliveryQutsourcers that provide infrastructure, platform, or even application development and
management servicevayhave timelyand valuable information to share.

Consultants Business consultants have been working aroundGlaudfor a long time, some of them making it

part of their arsenal for over fifteen year&long the way they picked up a lot of very valuable informationvbat
g2N]l & YR gKI (G R2 Shydfrisysiers, mratiNg the architedtirg, ahd geiry boyand
support from all layers of business usdrsaddition, their training as outside observers is critical to get a fresh set
of eyes in anyroblem or planning session.

Systemintegrators. System integratormay be key partnerfor organizations migrating t€loud Computingrhey
spend the time dealing with connectivity issues, troubleshooting access, and making sure that the flow of data to
and from any existing and new systems are workingaddition, they have the experience, as do consultants and
outsourcers, of working witbbther organization€loudthat aremoving to theCloud Their practical and tactical
knowledge of how to make apphtions, platforms, and infrastructure work together betteay save time and
money.

Advisors Under the name of advisors, also called influencers in some circles, we have analysts, bhoggers,
evangelistsVendors may compensate some advisors wiilmemay be independenso ensure that the

information received is based on real world inp(data from other organizations).

The ideal council will include all entities and people that are involved in@lmurdstrategy, migration, maintenance, and
operations.Consider a complete council to have far more value by representing all views than one where you pick who
can contribute based on a perception of val@.course, no group this large can get together antively work towards
helping any organizatiowithout having a good governance model: a set of rules and steps to make sure it works and
delivers as expected.

Governing a distinct set of individuals all with varied backgrounds and drivers is complex, to say tidém#. a set of
rules that apply to any large group that needs to be focused on a single objective, and we have adapted those to the
particular issues dfloud Computingdoption.These rules include

Focus on the GoaWith so many people with different agdas it could be cumbersome for all of them to remain
focused on the reason for the meetings and the work to be done. To help the organization deliver and maintain a
soundbusinessCloudstrategy and implementatioall actions should execute against thaitady

Periodicity. Meetings of the council should happen regularly, viftk ability to organize ad hoc meetings

depending on need.

Membership ReviewsTo ensure that the best people are advising the organization at all moments, it is imperative
to conducta review of outstanding issues, identify the necessary advice anddmlpred

Sharing One of theadvantage®f an Advisory Council is to ledinom others All information that is created and
learned by the councédanbe shared with others (by virtugf having advisors from outside of the organizajion
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The following topics are the basis for creating guidelines and operational standards for migratingliotigsThese
topics consolidate matters of business and technology, and provide the ba€lsdiorGovernance regulating who
accessswhat, how, and for what purposes as well as monitoring thatithgplementationreached intended results.

Security

Risk Management

Legal and Compliance

Open Connectivity

Data Availability

Disaster Recovery

Managementand Monitoring

Metrics and Intelligence

Strategy Review

Privacy and Confidentiality

Term of Service and Usage

Availability and InteiCloudConnectivity
CKA& Aa | Yzaidte SEKIddzZAGAODGS tA&aGE o6dzi A &&deSiah 20188 oySS SIRRR SR/
policies.The core concept of Governance is to develop a set of guidelines and policies on how IT and Technology as well as

Business Executives can work togetttea common goalThe meetings with the council are about how to implement,
evaluate resultsand improve these policies on a regular basis.
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Much like any new successful technology that has so much potential for both IT and business change, the Cloud

phenomenon is in a period of incredible hype. The press exgdlm benefits of Cloud, profiling unproven venteatgven

startdzLJa Y g KAfS GKS YIFI22NARGe 2F aSNBWAOSaA LINBPBOARSNE YIN)]SGAy3
2 4K ASNIBAOS LRNIFT2fA2ad ¢KS dwdnfhusdasnahd unddabsfic’expdciatonsh & Ay Rl
Throughout this paper we have defined the cloud, assessed its impact to both organizations and services providers, and

profiled some of the leading providers in the markast well asgiven recommendatiosion how to introduce and manage
Cloudtechnologies and servicélsrough governance mechanisms

Recommendationgor BuyerOrganizations:

The Cloud provides real business benefits to organizations including cost and agility as well as a platform to drive
innovaion. However, organizations should reframe from rushing into the Cloud without giving considerable thought to the
financial implications, risk factors and organizational chahgeit poses Even what appear low risk modular SaaS
implementations can growuickly within an organization as users adopt SaaS with relative ease. Thisdligeription

costs, increases configuration and customization requests and risk as data sources move between on prer@isad and
providers.

Cloud computing is becoming arcreasingly mainstream part of IT and business services delivery. Much like outsourcing
there are some aspects of Cloud management that cannot and should not be outsourced to a Cloud provider, including
architecture, vendor management and business relaghip management. A strong sourcing group must be able translate

businesgequirementsinto medium and longerm architectural roadmaps.

Organizations that want to move quickly to Cloud alternatives in any strategic manner may need support and advice to
help them with both internal IT and business process transformation. Organizations need not reinvent the wheel and may
find value in working with partners through this next journey of IT and BPO delivery. Services providers including
consultants, legal, taAT and BPO providers are investing heavily to build methodologies and best practices on how to
evaluate, select, implement and build upon the Cloud as aamavenablingillar of organizational value.

Recommendations for Providers:

Successful providerme those that know what their clients want and understand how the value of their offerings
resonate. Successful Cloud offerings are those that align to client expectations. For example:
Computing centric providers position Cloud around how they can ethe time needed to provision, run, and
configure infrastructure and applications in support of key business operations.
Solution centric providers position Cloud as an accelerator of service delivery cycles based on speeding up
implementation time frames
Business centric providers position Cloud value around how to effectively build/run new governance mechanisms
and interfaces and how they can marshal service delivery ecosystems to provision more agile business processes.
What will fail towork arethosé KI G &/ € 2dzR 2 aKé¢ € S3aF0& &az2fdziAz2ya | yR dzy RSNEF
changes that are required to succeed. Marketing will not be enough and substantial redesign of offerings will be required
to deliver function effectively from the Clou8ervices providers will truly have to invest in new business models,
operations and technologies. New partnerships and ecosystems have to be created, managed and supported for
organizations. Certainly, the majority of services providers have alreadyp se¢nters of Excellence to incubate ideas,
fund new services and capture learngfgom clients. Providers though will increasingly have to introduce Cloud not as a
core value proposition in and of itself but as an alternate delivery model presenteditda®y (0 Q& 0 dzaThisBla & LINE 6 f
increasingly mean that providers will present more holistic services catalogs that are integrated indoclvefitrated
service management tools and frameworks across the complete service delivery chain.
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Phil Fersht is Foundand Chief Executive Officer of HfS Research, the leading global research analyst organization
O2@SNARyYy3 3Fft 20t &2dzNDAYy3I a0GNIGS3IASad 1S gla yFrYSR aLL!w !y
Rehtions (IIAR). This is the most coveted global award for industry analysts in technology and ddisvs@scialist

coverage areas include finance, HR and supply chain BPO, and he also focuses orsjekiftryssues and the

convergence of BPO, Saa&l Cloudin a business utility context.

He is an acclaimed industry analyst, practitioner, advisor and strategist across Business Process Outsourcing and IT services
worldwide, having worked extensively in Europe, North America and Asia. During thibdirhas advised on more than

100 major outsourcing and offshoring engagements and consults regularly with senior operations and IT executives on

their global sourcing strategies. i | F{ wS&aSI NOKXZ t KAf RANBOGa& laymediad2y G NA 6 dzii S
strategy, in addition to administering the global finance operations.

5dzZNAy 3 KAa OFNBSNE tKAf KlFa ¢2N]J SR Fd 'aw wSaSFENOK oD NIy ¢
KS ASNBSR Ia YIN]SO fSI A&NIryBenkiksswhérehe iedinBmefodsyodtsdeircing ahdd Q& . t h
offshoring advisory engagements with Fortune 500 enterprises. He also worked for outsourcing advisor Everest Group

f SFRAY3 GKS O2YLIyeQa .th NBaSI NDKEudpdadand ASi&/Racific Kperations.S 3+ y K 7

Phil is a frequent author and speaker on IT services, Finance, HR and Procurement Business Process Outsourcing trends

and issues. He was named both an "FAO" and "HRO Superstar" by FAOToday and HROToday MaRz@hn&O 6,

2007, 2008, 2009 and 2010 and was featured as the cover story for the December 2006 issue of FAOToday as one of the
2dz0 a2 dz2NOAY 3 AYRddzAGNEBUA Y2ad LINBPYAYSYyd FROA&A2NAD IS gl a | f2
He speaksegularly at industry conferences, which have included The Conference Board, NASSCOM, IDC Directions, the

Sourcing Interests Group, the Shared Services & Outsourcing Network and the Council of Supply Chain Management
Professionals. He is also a regulduomist for several industry publicatioresnd regularly quoted in the business press.

Phil received a Bachelor of Science, with Honors in European Business & Technology from Coventry University, United
Kingdom and a Dipléme Universitaire de Technologiusiness & Technology from the University of Grenoble, France.

Phil can be reached at . He can also be found on twittef

Robert McNeill is a Research Vice President focusétlaudbusiness services, IT management affdctive sourcing
strategies forend-user organizations and service providers.

McNeill's main focus at HfS is delivering research, tholegdership, practical advice, and imparting reabrid Cloud
services experience to btgide clients and service providers on what really mattensw to executeCloudbusiness
strategy in a manner that creates real business value. McNeill will examine thretipdynamics driving business utility
solutions, as the boundaries betweé&toud ComputingBusiness Process Outsourcing and IT infrastructure services
continue to blur.

Prior to HfS, Robert was VP Research/Consulting for Saugatuck Technology, Vi $teadeging for SaaS vendor
Servicenow.com, a management consultant with Deloitte Consulting advising organizations across North America on IT
and business process sourcing strategies and a Principal Analyst with Forrester Research. He is a canitituutofoa

book produced by the Institute of Directors in the UK on software asset management.

Robert holds a master's degree in European business and a bachelor's degree in business studies from Cass Business
School, City University, UK.

Robert can beeached at nHe can also be found on Twitter
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specializes in complex global and domestic outsourcing and technology transactions. With 25 years of
experience, his practice includes draftiaigd negotiating all types of outsourcing and technology agreements, including
business process and information technology outsourcings. He has significant experience addressing the creation of and
strategies relating to cloudased and multsourced envionments, as well as renegotiation and termination of existing
outsourcing agreements.

Mr. Adler regularly assists clients with respect to outsourcing strategies, including teines and offshore destinations.

He represents financial institutions, imance companies, accounting firms, media and entertainment companies,

healthcare companies and technology companies in kamgde, complex outsourcing and technology sourcing, licensing

and system development and integration agreements. He has compheteetrous BPO and ITO transactions, including
outsourcings related to infrastructure (including data center, desktop,-dekk, telecommunications and networks),
applications development and maintenance, clehatsed infrastructures, call center, hosting;location, securities and
backoffice functions, human resources, finance and accounting, logistics, real estate and facilities management. Mr. Adler
is on the Editorial Board of the Advanced Media and Technology Law Blog.

Mr. Adler is recognized in thedal directories as a leading lawyer in the areas of outsourcing and information technology.

The Best Lawyers in America, published by Woodward White, Inc. named him "Best Lawyer" in Technology Law; nhamed in
Chambers USA, America's Leading Lawyers fon&assiin National Outsourcing and New York Technology & IT four
consecutive years and in 2011 was recognized as "a remarkable lawyer at the helm of a great team.", and Chambers Global,
The World's Leading Lawyers for Business in the United States of Aime@titsourcing two consecutive years. Named

"New York Super Lawyer" in Information Technology/Outsourcing and Intellectual Property by Law & Politics five
consecutive years, and named in PLC Which Lawyer?, as recommended in Information Technology.

Kenneh can be reached &

has advised clients for 30 years in all aspects of business law. He concenBategtice on outsourcing,
technologyenabled business transactionscemmerce, technology transfers, licensing, intellectual property and joint
ventures. Mr. Stern's almost 20 years of outsourcing experience is across all business processes (IFOIUAD&N,
F&A, HRO, KPO, logistics and facilities management) and many business verticals (including financial services,
pharmaceutical, entertainment, manufacturing and packaged goods).

Mr. Stern helps his clients with outsourcing transactions and gffatalliances, as well as with structuring, negotiating and
implementing commercial strategies, alliance structures, pricing models, governance arrangements, change management
protocols, contract administration and supplier compliance strategies.

Mr. Stein is recognized in the legal directories as a leading lawyer in the area of technology and outsourcing. For several
8SFNA KS KlFIayY NBOSAYSR (G(KS KAIKSAG NIylAy3a Ay [/ KFIYOSNR | {!
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Outsourcing and name a New York Superlawyer in Information Technology/Outsourcing.
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Akiba can be reached at
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HfS Researchy( )ris the foremost research atyst firm and social networking community, focused on
helping enterprises make complex decisions with their business process operations, IT outsourcing and shared services
dA4GNI 0S3IASad LU KIFHa GKS fFNBSaAG | domgiBdgshys | yR NBIdzA | NI F2f f 2«

With 58,000 subscribers, HfS Research provides the most impactful and frequisitiiyl global collaborative community
platform in the global services industry, providing rapid and insightful commentary, analysis and debate of enterprise
outsourcing and shared services dynamics. The organizatibstiisctivein that it integrates personable social networking
with market research and expert advisory services.

The HfS Research mission is to provide a unigue environment for collectivectesgainion, experience and knowledge

across the global outsourcing industry to help enterprises explore new performance thresholds. Led by industry expert Phil
Fersht, the HfS Research team is a miticiplinary group of analysts across North Americagie and Asia/Pacific

regions, with deep domain knowledge in business process outsourcing, information technology serviCésuand

business services.

Launched in 2007, HfS Research's acclaimedaiog has more than 120,000 monthly visitors across the
global outsourcing industry, and is widely recognized as the leading destination for collective insight, research and open
debate of industry issues and developments. The HfS LinkedIin commiunity

is thriving with over 3,700industry professionals sharing views and information daily. You can access mformatlon about
HfSat and on Twitter at

To learn more about HfS Research, please emsil

[2S0 9 [2S0Qa LINBYASNI h diivan2apphBeh tf the sbateBicpulsolirtirlg 8f&omplexNB a dzf  a
information technology and business process functions. Our integrated team afiexped and industryespected

practitioners draw on diverse outsourcing backgrounds and collectively have more than 70 years of outsourcing experience.
We have substantial expertise with complex, mtdtiver outsourcing transactions and a wide breadttdefl experience in

all types of ITO & BPO transactions, including those related to-tlaseld services, HRO, F&A, AD&M, facilities

management, logistics and procurement. Our ITO and BPO practices have been recognized by all of the rrajoeweer
publications, includingChambersLegal 500andPractical Law Company Which Lawyantong others.

We offer a full range of resources to assist in the transaction life cycle, from strategic planning to contract negaotiation t
renegotiation/exit strategies. Ouldgpal practice serves a broad cross section of industries that procure and provide

outsourcing products and services. Our primary business goal is to add value through our commitment to understanding
2dzNJ Oft ASy(iQa odzaAySaa 2ol bdustrgi@dwetgy, Rarkettrdidsiaaddbesepdablites asA f A &
key issues are weighed.
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sourced environments; cloudased service affrings; renegotiation/exit strategies; dispute resolution; labor and

employment; privacy and data security; compliance; intellectual property; and corporate events, including mergers,
acquisitions and divestitures. The firm has six offices, includingngedes, New York, Chicago, Nashville, Washington, DC

and Beijing. For more information about our Outsourcing Practice capabilitiesywisit
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