




in-house or off-the-shelf software that
has failed miserably.

In our survey of hosted software
offerings, we’ve divided the SaaS uni-
verse into four parts: back-office appli-
cations (ERP, purchasing, HR, and so
on), messaging, integration, and CRM. 

These rough groupings, however,
hardly cover the whole territory. For
example, hosted versions of Mercury’s
software quality, performance, and
availability solutions (infoworld.com
/2680) continue to increase in popu-
larity. Meanwhile, Web analytics
(infoworld.com/2676), another moni-
toring technology, enjoys more traction
as a hosted service than as server-based
software. Recently, InfoWorld reviewed
three of the leading hosted content
management systems (infoworld.com
/2675), revealing a surprising depth of
functionality. SaaS search and collabo-
ration are also proliferating. BPO
(business process outsourcing) vendors
provide not just software but the staff
to operate it as well. And we haven’t
even touched MSPs (managed security
providers), a world unto itself that we’ll
cover in an upcoming issue.

The bottom line is that a growing
number of companies are choosing
the on-demand model instead of
packaged software. True, no enter-
prise would switch all its systems to
SaaS overnight. But the success of
Google’s Gmail proves that the hosted
model is viable even for categories
such as desktop productivity apps,
which were once the exclusive domain
of commercial off-the-shelf vendors.
Application by application, during the
coming years enterprise IT will rely
more and more on hosted services
that deliver deep functionality with
very little maintenance at a very low
cost of entry.
— Eric Knorr

Back Office
On the face of it,
you might think
the ERP, supply
chain, and data-
base applications
your company
relies on for essen-
tial operations
would be the last
things you’d want
someone else host-
ing. Yet that’s
exactly what big
players such as
Oracle, SAP, and
Siebel are doing
for as much as 8
percent of their
customer bases. 

Oracle has been
particularly focused
on this space, with
hosted versions of
its own software available under the
Oracle On Demand brand and invest-
ments in NetSuite and Salesforce.com.
IBM has jumped into the back-office
SaaS market as part of its On Demand
Business strategy, forging partnerships
with hosting players such as Adexa,
HRsmart, Intacct, and Peopleclick. IBM
also acquired Corio, which provides
hosted Oracle, PeopleSoft, SAP, and
Seibel services. Meanwhile, SAP and
Siebel offer SaaS packagings of their
respective applications.

In the ERP space, second-tier players
such as Intacct and Lawson Software
offer hosted versions of their own appli-
cations, whereas third-party service
providers such as NaviSite and USi host
ERP software solutions from the top-
tier vendors. 

Employease is a leader in the HR
space, competing against Peopleclick
and Ultimate Software. The latter con-

centrates on workforce acquisition. 
Arena Solutions is a leader in

PLM (product lifecycle management).
Ketera specializes in e-procurement.
And there’s a slew of vertical players as
well, including Kintera for nonprofits
and CaseCentral for law firms. 

Hosted back-office applications are
attractive for SMBs that lack the IT
expertise to build and maintain complex
in-house systems. But they are making
inroads into large enterprises as well. 

“We’re seeing a lot of hybrid deploy-
ments that use the SaaS model to get a
new team up and running quickly or to
fill in gaps in their in-house application.
They look for easy integration with the
in-house function,” says Amy Konary,
director of software pricing, licensing,
and delivery at IDC.

Gartner analyst Ben Pring also sees
increased SaaS adoption by indepen-
dent operating units and by branch
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offices of larger companies. “The busi-
ness unit executive puts in a request to
IT for application support, and IT
says, ‘We’re busy. Get back to us in
September.’ So he goes off on his own
with an SaaS provider to get going
quickly and expenses it as an operat-
ing cost,” Pring says. 
— Leon Erlanger

Messaging
Messaging has become a major pain
for companies large and small. Signifi-
cant IT resources must be devoted to
managing mailboxes, archiving mail,
coping with spam and viruses, filtering
content, and meeting compliance
requirements. 

“Global companies have to deal with
the Patriot Act, different regulations in
different countries, and all the issues
around data security and privacy,” IDC’s
Konary says. “We see many considering
SaaS because their in-house tools are
very cumbersome or they simply can’t

do the type of
reporting and
tracking that’s
needed. Many SaaS
providers have
already developed
their e-mail appli-
cations for report-
ing and can pull
out that informa-
tion fairly easily.” 

The messaging
SaaS market
breaks down into
complete e-mail
hosting solutions
and e-mail secu-
rity hosting. Secu-
rity hosting is
designed to appeal
to companies that
prefer to devote

their own resources to compliance
while farming out other aspects, such
as anti-virus and anti-spam services. 

Full hosting solutions mostly cater to
SMBs, but a recent report from Radicati
Group, entitled
“Hosted Email Mar-
ket, 2004-2008,”
found that hosted
messaging is starting
to become attractive
for larger companies
as well. 

“[Enterprises] see
that a lot of the host-
ing providers have
been around for a
while with very few
horror stories,” says
Radicati Group ana-
lyst Marcel Nien-
huis.“They like that
providers have started
offering management
consoles to give corpo-

rations more control and access so they
can easily set up new users and add
rules and filters if they want to.” Nien-
haus sees larger enterprises testing the
SaaS waters with deployments in new
departments or departments with spe-
cial needs, such as factory floors or geo-
graphically dispersed users. 

Some of the larger pure-play SaaS
messaging vendors include ASP-One,
BlueStar Solutions, BlueTie, BT
Infonet, Critical Path, Intermedia.Net,
Mi8, NaviSite, USA.Net, and USi. 

Most providers base their services on
Microsoft Exchange or in some cases
Lotus Notes, but BlueTie, for example,
uses its own technology. Improved scal-
ability, Web access, and security features
built into Exchange 2003 have allowed
other, smaller providers to proliferate.
Most providers bundle anti-virus and
anti-spam services and offer those as
discrete services as well. More and more
vendors are also offering content filter-
ing and compliance management. 

Dedicated e-mail security providers
include FrontBridge, MessageLabs,
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Employease, which offers hosted software for HR operations,
is just one company embracing the SaaS model.
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Postini, and Symantec, which acquired
Brightmail. To varying degrees, they all
offer anti-virus, anti-spam, encryption,
e-mail filtering, and compliance man-
agement. And then there’s FivePoints, a
vendor that’s particularly focused on
compliance for small and midsize
financial companies.

With hosted messaging security, mid-
size and large companies “like the idea
that most of the bad stuff is kept far
away from their network,” Radicati’s
Nienhuis says. 

When choosing an outsourced mes-
saging service, however, it’s important
to analyze fees carefully — particularly
for extra services and storage — and to
evaluate the completeness and ease-of-
use of the management tools offered.
Also, if compliance is an issue, make
sure the provider has appropriate
expertise and has implemented the
right storage and disaster recovery
measures. — L.E.

Integration
A recent IDC survey showed that more
than half of SaaS subscribers use at
least three kinds of applications deliv-
ered as SaaS offerings. That’s a tiny
absolute number now, but as SaaS
usage grows, more and more enter-
prises may very well demand hosted
integration among the hosted services
they use. Otherwise, SaaS customers
will be left as points of integration,
reintroducing the complexity they were
trying to squeeze out of the datacenter
in the first place.

One company, Grand Central, stands
apart in this area. Today, Grand Central
primarily acts as a b-to-b integration
platform. But in the future, it plans to
deliver pre-integrated SaaS suites to
subscribers through its own Web-based
portal offering, in effect playing host
and integrator to other vendors’ hosted

solutions. This opens up the possibility
of mix-and-match vertical portals that
address industry-specific processes in a
deeper way than, say, verticalized ERP
suites from the likes of Oracle or SAP.
Already, Grand Central works closely
with Salesforce.com to integrate the
CRM offering with other services to
serve Salesforce.com customers. — E.K.

CRM
The SaaS model has resuscitated CRM
by mitigating functional and integra-
tion uncertainty for chief executives,
many of whom have
been apprehensive
after the innumer-
able failed projects
of the late ’90s. The
hosted model’s pre-
fab, cookie-cutter
approach works
well for CRM
because most indus-
tries follow basic
best practices in
sales and support. 

The fact that the
hosted software is
delivered through
the browser has also
contributed to its
success, allowing
road warriors to gain
direct access to the
CRM system from
virtually anywhere, without the need
for proprietary devices or deep techni-
cal knowledge.

Demand for sales and service pro-
ductivity among SMBs has broadened
CRM vendors’ target market, making
the affordable SaaS model a win-win
for revenue streams on both sides of
the equation.

Today there’s no shortage of competi-
tion in the hosted CRM market. Net-

Suite adds a good mix of ERP to its
CRM — including accounting and
procurement tools — making it attrac-
tive to SMBs in need of integrated
financials and inventory management.
Accpac hosts its sales and service appli-
cation with a usable interface and mix
of add-on accounting and ERP mod-
ules. Salesnet delivers a sales-centric
application devoid of service or cam-
paign management options, using
potent, industry-specific configurations
for auto, telecom, and commercial-
lending applications.

Of course, Salesforce.com remains
the true leader in on-demand CRM.
Unsurpassed for flexibility and integra-
tion in a hosted model, it possesses
strong sales and forecasting tools and
facilitates customer service via its
Supportforce product.

Siebel OnDemand serves the high end
of the SMB market. With its newly
added contact center, integrated VoIP
services, and full-spectrum analytics,

I N F O W O R L D . C O M    0 4 . 1 8 . 0 5 43

Grand Central integrates multiple on-demand applications,
assembling them into a single view for the end-user.

When choosing an outsourced
messaging service, it’s important to

analyze fees carefully.



this CRM stalwart stands to make up for
its late entry to the hosted arena. Right-
Now recently added SFA to its cus-
tomer-service suite. This is a good place
to look for strong rules-based workflow,
e-mail marketing, and service perks
such as Web chat and real-time alerts.
Talisma also delivers solid sales tracking
and automation. Collaborative chat and
remote browser control are good for
engaging customers in real time. And at
the entry level, SugarCRM’s open
source-based Sugar Suite offers good
sales-side opportunity that can be
brought in-house for further detailing.

The next big push from vendors will
focus on verticals. Industry-specific
CRM can help mitigate customization

expense, but it
requires more than
simply tailoring cus-
tom fields to a UI.
Vendors will improve
their products’ under-
lying logic to enable
custom workflows and
data relationships.
Vendors already mov-
ing in this direction
include NetSuite,
Salesnet, and Siebel.

Ultimately, the cost of SaaS may sur-
pass the expense of buying similar
software outright. Calculating TCO
can be difficult given unknowns such
as support, upgrade, and maintenance

costs. Going with a vendor that gives
you the option of migrating to an on-
premise platform down the road may
be a wise safeguard.
— James Borck
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Can You Try Before You Buy?
the beauty of SaaS (software as a service) is ease of
deployment. you set up accounts, establish rights and privi-
leges, and send users the log-in URL. It’s such a snap that
many SaaS vendors provide self-service trial offers, to either pro-
vide a realistic shopping experience or to get you hooked, de-
pending on your perspective.

As usual, Salesforce.com leads the way, offering a 30-day
test-drive of its CRM solution — no features barred — for five
users, free of charge. The company even throws in free training.
Siebel OnDemand has a similar offer (without the training), as
do CRM competitors Salesnet and Entellium. Most of the rest
of the field, including Netsuite and RightNow, stop at online
demos, although SugarCRM, which is offered either as a service
or as downloadable open source software, allows you to
“interact” with a live version.

In the back office, mega-ERP vendors Oracle/PeopleSoft
and SAP maintain close control over their wares and provide lit-
tle in the way of public previews for either their SaaS offerings
or their conventional offerings. The software is simply too
sprawling. At least hosted ERP provider Intacct allows you to
schedule a free demo. Narrow the focus to HR, however, and
you’ll find that Employease, which has been around longer
than Salesforce.com, provides a full 30-day test-drive.

In the market for a PLM (product lifecycle management)

solution? Then you’ll be pleased to find that Arena Solutions provides
a whopping 12-month, five-seat free trial to qualified manufacturers.

On the hosted Web analytics front, NetIQ’s WebTrends 7 On
Demand was alone among the leading packages to offer a free
trial. The pickings are also slim among hosted content manage-
ment vendors: SaaS vendor iUpload lets anyone try its Personal
Publisher blogging tool for free, but it uses Webinars to demo its
full content management suite.

With messaging and collaboration, the picture is rosier. Front-
Bridge, which not only blocks spam and viruses but also addresses
e-mail compliance and disaster recovery, offers a 30-day free trial
of its TrueProtect Message Management Suite. Postini, which
focuses on viruses and spam, offers potential customers a free
trial of the same duration. MessageLabs, another virus/spam
blocker, promotes a free, one-week e-mail audit. And finally, the pre-
eminent Internet collaboration provider, WebEx, offers a 14-day
free trial of its Web collaboration service.

In our survey of the field, a distinct minority of SaaS providers
allows you to try before you buy. But in our conversations with
many of these companies, we got every indication that competition
will force others to provide free-trial services. In the new model of
delivering software, which requires no up-front capital investment,
using the actual product is the natural way for customers to decide
whether they want to commit. — E.K
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Full-featured hosted CRM
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❑ 19. Other Networking
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Management
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❑ 46. Internet Software
❑ 47. Other Internet / Intranet / Extranet
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❑ 01. Hardware
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❑ 03. NT / Windows 2000 / .NET Servers
❑ 04. Unix Servers
❑ 05. Linux Servers
❑ 06. Blade Servers
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❑ 10. Other Hardware

❑ 11. Peripherals
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ARE YOU INVOLVED IN BUYING, SPECIFYING, RECOMMENDING 
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❑ 01. Enterprise / E-Business
Applications

❑ 02. Customer Relationship Management
(CRM  / eCRM)

❑ 03. Enterprise Resource Planning (ERP)
❑ 04. Supply Chain / Procurement
❑ 05. Business Process Management
❑ 06. Business Intelligence / Data Mining
❑ 07. Knowledge Management
❑ 08. Portals
❑ 09. Collaborative Applications /

Groupware
❑ 10. Project Management
❑ 11. Financial / Payroll / Billing
❑ 12. E-business / E-commerce
❑ 13. Database Management Systems

(DBMS)
❑ 14. Data Warehouse
❑ 15. Manufacturing
❑ 16. Asset Management / Software

Distribution
❑ 17. Performance / Application

Management
❑ 18. Streaming Media
❑ 19. Other Enterprise / E-Business

Applications

❑ 20. Integration Software
❑ 21. Web Services
❑ 22. Web Services Orchestration
❑ 23. Application Servers
❑ 24. Enterprise Application Integration 

(EAI) / Middleware
❑ 25. Business Process Management
❑ 26. Legacy Application Integration Tools 
❑ 27. Other Integration Software

❑ 28. Application Development
❑ 29. Application Development Tools
❑ 30. Application Servers
❑ 31. Web services
❑ 32. Java / J2EE
❑ 33. XML
❑ 34. .NET
❑ 35. Testing Tools
❑ 36. Other Application Development

Software
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PLEASE TELL US YOUR INVOLVEMENT WITH YOUR COMPANY’S
STRATEGIC TECHNOLOGY INITIATIVES (PLEASE CHECK ALL THAT APPLY):
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❑ 01. Integrate Technology with company

goals
❑ 02. Define Architecture
❑ 03. Choose Technology Platforms
❑ 04. Develop Technology Integration

Strategy
❑ 05. Test, pilot, implement emerging

technologies
❑ 06. Scalability Planning
❑ 07. Build, Run Web Services

❑ 08. Internet / Network Infrastructure
❑ 09. Customer Relationship Management
❑ 10. External Partnership Management
❑ 11. Budgeting
❑ 12. Recruitment & Retention
❑ 13. Other_________________________   

(Please describe)
❑ 99. None of the above  
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