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Fuelling the Engine

The importance ofousiness intelligence and performance management in the-mid
market

The research underpinning this report shows that mrithrket organisations are struggling to deal with thgrowth
and complexity of thedata in their organisations, and with the processes required to maximisew such
informational assets offer improve@pportunities and speed of response in the mark&mall changes in the use of
business intelligence and performance management could gikiert, medium and longerm benefits.

1 Mid-market organisations are struggling with their data assets
The majority of respondents have to deal with multiple data sources, along with large amounts of data held
in spreadsheets, often being stored locally to, or on, | dz& S Ndliag with ssh data is seen as being a
major problem.

1 Many respondents report that they have little faith in the data they use in making decisions
With data being spread around the organisation, and with little in the way of adequate tooling to aggregate
and report on it, users are left with information that they do not feel they can trust. Therefore, decision
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I Many organisations are dependent on the use of email or other inefficient collaborative systems for the
sharing of data and information
Even though 41% of respondents used dedicated or formalised means of sharing data, 24% predominantly
used email to share data and information among users. The use of email as a data and information sharing
platform cannot be condoned. Even managed email results in massive redundancy of data and in problems in
identifying the current version of a data set. When looking at mission-critical or business-important data and
information, it is a necessity to look to more formal systems that provide underlying workflow and security
systems.

1 Few respondents see the value chain as an area for sharing information
Many respondents either discourage or actively prevent employees from sharing data with suppliers and
customers, and even those that do allow it tend to be reactive, only providing data when asked. Opening up
the secure sharing of relevant data in real time with suppliers and customers can provide financial benefits,
as well as affording major advantages in terms of how well an organisation can respond to the market.

1 The midmarket has a lot of manual processesand many of these have been unchanged for a long time
Few respondents had fully automated their business processes, with a significant number being dependent
on fully manual processes that had remained unchanged for some time. By moving to full automation, scarce
resources can be freed up to deal with exceptions, the business can be far more effective in dealing with its
value chain, and profitability can be massively improved.

1 Perceptions of business intelligence (Bl) are reasonable, but perceptions of performance management
(PM) are not well aligned
The majority of respondents see business intelligence as offering a means of reporting on what a business is
doing, with a third seeing this as being at historic, present and forecast levels. However, a similar number see
it as being only for predicting future states, with a quarter seeing it as being only for reporting the current
state only. However, perceptions of performance management revolve around how well human resources
are performing ¢ rather than on how well the business is performing.

Conclusions

The research shows that the mid-market needs to look to technology for managing its data assets more effectively.
The lack of trust in the data decision makers are using, and the lack of process flexibility, point to the mid-market
underperforming significantly against its capabilities. The use of a BI/PM system that enables disparate data sources
to be aggregated and reported on, combined with underpinning collaborative capabilities and formal workflows, will
provide the foundation for greater flexibility, better responsiveness to market conditions, and opportunities for
greater revenues and improved margins in a complex and highly dynamic environment.
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1. Introduction

The UK mid-market is facing a definitive time. Flexibility is now a necessity, as market conditions continue to be in
FftdzEx &S GR2AY3 Y2NB gA0GK fSaaé¢ Aa 0KSWiththé DRy forOl f €
National Statistics (ONS) stating that there are 19,000 organisations in the 99-1,000 employee size, creating revenues
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engine to the overall economy. However, the mid-market often struggles with its own identity, with those at the

lower end showing all the main characteristics of a small organisation, with highly manual processes, management

based on an owner/manager model, few dedicated resources for technology, purchasing being done by single-person
decision making, and so on. At the higher end, full IT departments may be seen dealing with purchasing departments,

main boards making decisions on strategic directions and big-ticket expenditure, and so on. This mix can lead to
problems in identifying how the mid-market should approach certain areas, as the mix of capabilities can be so broad.
However, as such an important group within the UK economy, it is important that mid-market organisations do take

any opportunity to improve how they deal with their internal and external issues, and how well they can optimise

how they deal with their suppliers, partners and customers throughout the value chain.

Indeed, the internet has opened up massive opportunities for the mid-market by enabling organisations to work as
peers in extended value chains. Here, the value chain consists of upstream suppliers and downstream customers, as
well as any collaborative peers involved in supplying the goods or services to the customers in the chain. In the past,
smaller suppliers tended to have to fight hard to partner with other, larger companies to get onto the radar of large
customers. Now, the web has opened up channels for communication and collaboration, and many smaller
2NBlFyAalidA2ya G2RFe FNB LISSNJ adzllLld ASNB Ay fFNBS 2NHI Y,

However, this does require a change in the way mid-market organisations operate. For example, a mid-market
organisation has to be able to provide its customers with information in the format that they desire. It also has to be
able to ensure that the information it provides is accurate. Slippage of delivery dates, errors in inventory levels and
failures in matching agreed specifications cannot be allowed to happen. However, few mid-market organisations can
afford the enterprise-class technical systems and tools that their larger customers and competitors tend to use.

Not only does cost become a major issue, but the availability of employee skills and the capability to replace them do
as well. Whereas skills in high-end enterprise applications tend to be relatively easily available for the large
organisations, the mid-market would struggle to attract and retain such skills without paying a premium. Therefore,
the majority of the mid-market has been dependent on less well connected, more personal, tools such as office
suites, using spreadsheets for data manipulation, presentation software for reporting, and word processing for
creating an overall viewpoint of how well the organisation has been performing and what the performance is likely to
be in the future. However, these are often used alongside mid-market-specific products used in areas such as
accounts, invoicing, payroll and human resources ¢ areas where the office systems have little capability to interact
and aggregate data to produce meaningful results.

This is where a specific approach is needed. While accepting that the basic tools of an office suite will still need to be
used due to skills constraints, something is needed that can pull together data that is held in formal databases while
also ensuring that less-formal stores, such as spreadsheets, are included. This data needs to be easily analysed and
presented to the user, with the resulting analysis and reports being capable of being shared among users ¢ including
those in the value chain.

Further, as the data being pulled together defines not only how well a business has been performing in the past, but
also how well it is doing now and, through extrapolation, users should be able to more effectively and accurately
forecast future performance.

However, although the technology to do this is available now, there are some problems. Firstly, as will be seen from
the research Quocirca has carried out, backed up by discussions with end users, there is a lack of understanding as to
what technology vendors mean by thetermd G o0 dzaAy Saad AyaStfA3ISyO0Se 6. LO YR ¢
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Terminology definitions

C2NJ GKS LldzN1J32&aSa 2F GKA& NBLR2NII . L A& RSManneSsRtabled ¢ K
for an end user to be able to understand where an organisation has been positioned historically, what its position is
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against a set of triggers and events, monitoring, measuring and reporting against such processes in a timely manner
so that remedial actionscanbeda g A Flit & | yR STFSOGA@Ste (lI{1Syéto

In both cases, Quocirca has attempted to keep everything as simple as possible ¢ readers will find different definitions
from different sources, but the definitions provided above should suffice in the majority of cases.

Historical issues and ongoing changes

Bl and PM are two terms that have been pushed recently as important tools for the business. However, historically,
tools have tended to be complex to install, manage and use, and users have tended not to fully utilise the capabilities
of any tools that have been made available to them.

Further, Bl and PM have tended to be misunderstood within and across organisations, whether large or small.
Certainly, within the mid-market, Bl and PM have suffered from misperceptions of what they can and do offer and, as
such, technology vendors and their channel have struggled in positioning solutions adequately to the decision maker.

However, things are changing. New generation Bl and PM tools increasingly offer simplicity in relation to ease of
technical use ¢ purchase, installation and management along with capabilities to ensure ease-of-use for the end-user.
Although neither Bl nor PM is a set of brand new technologies, the underlying technologies have all been proven over
many years and have now been brought together to provide more functional and effective solutions.

Evolution of Bl

Bl is based on the evolution and maturation of reporting tools, traditionally used to take data from single sources, or
to aggregate data from multiple sources and present such data to a person in a more easily understood tabular data
view, often along with a visual representation in the form of a chart; for example, a line, bar, column or pie chart.
However, much of the way that such information was presented was via pre-defined report templates and, if a user
wanted to see results presented in different ways, new reports would have to be created for them by staff with
specialised skills. Also, such reporting tools tended to be aimed at analysing historical data only, providing such
information as sales personnel performance, how many items had been sold, departmental/divisional/corporate
revenues and so on, but left any projections to the capabilities of the user viewing the reports. Complex reports could
take time to run, and even reporting against what was happening at a single point in time could take too long for the
information to be of any use.

Now, however, tools are available that can work against large data sets in real time and can use advanced statistical
techniques to be able to predict the future in multiple different ways. Users can be provided with self-service
approaches to identifying and aggregating the data they need. Theuser O 'y a&af A0S | yR RAOS¢
directly on screen so as to look at results in many different ways, ensuring that they gain the greatest value from the
data available to them.

[N
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N

The purpose of PM is to look at how an organisation is performing against set key performance indicators (PKls), and
ensure that short, medium and long-term business targets are met ¢ or that such targets can be modified to reflect
the actual performance of the business. Performance management takes businesses processes and codifies them,
using technical monitoring and measurement approaches to trigger events when such codified limits are exceeded, or
when the trend for the underlying data indicates that the limits will be exceeded in the future. PM uses workflow
technologies to automate processes wherever possible, combined with Bl technologies to present meaningful reports
on what has happened and what is likely to happen, along with collaborative technologies to enable information to be
easily shared amongst those best placed to sort out any issues identified.
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This report illustrates how mid-market organisations in the UK view Bl and PM, and highlights some of the
misperceptions and issues associated with these technologies. The report will be of interest to anyone involved with
dealing with data as a business asset, to those struggling with generating business reports on data, and for those
looking at how their business can be better run in the future.

2. Research notes
The research included in this report is based on the analysis of information gained from 100 telephone interviews
carried out across organisations in the mid-market sector (defined in this case as 991,000 employees) in May 2009.
The individuals interviewed were profiled as being senior line of business individuals having responsibility for at least

part of the financial reporting function within their organisation, as well as being involved in the monitoring and
measurement of business processes.

Interviewees were not informed of the name of the research sponsor unless they asked, and were then only told at
the end of the interview to avoid any skew due to existing perceptions of the sponsor.

3. The problems with data

Main findings
The mid-market has been forced into a situation of having data spread across multiple
different database types.

I Alarge amount of data is held in spreadsheets ¢ and much of this is held on local disks which
are not shared.

Respondents have little faith in the data they are dealing with, and are using ineffective
means for sharing data and information among themselves and across their value chains.

When asked, 18% of respondents stated that their data volumes were out of control (see Figure 1). A further 12%
were seeing rapid data volume growth, with a total of 61% having growing volumes of data. Less than one in five of

respondents indicated that uncontrolled data growth is not in itself necessarily a problem, but does point to possible
underlying issues.

Copyright 2009 Quocirca Ltd

How would you view your data volumes in your
organisation?

Growing rapidly, but out of control E

Growing rapidly, but under control

Growing somewhat, but out of control

Growing somewhat, but under control

Shrinking

Stable

0% 10% 20% 30% 40%

quocirca

Figurel

Indeed, from Figure 2, it can be seen that the data is more often than not fragmented across a range of databases,
with only 18% of respondents having a single standard for their choice of database. Again, this may not be a major
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issue in itself, but for mid-sized organisations, a range of databases can present issues in management and reporting,

as well as in how decisions can be made when data is being held in multiple silos. Not only are there technical
considerations as to how information has to be aggregated, but multiple databases can result in information
redundancy (for example, multiple entries for the same customer, supplier or stock item across multiple databases) as

Sttt | a GdvexabléewherRIdilld W2y S&aé Aa aSSy la oSAy3a || RAFTFSH
are the same physical entity.

Copyright 2009 Quocirca Ltd

Do you have a company standard on what database is
used for mission critical application?

One database only

One database wherever possible

Arange of databases - function is
more important

Arange of databases - we don't care

Don't know

I8 I

0% 10% 20% 30% 40%

quocirca

Figure2

How respondents ended up with multiple different databases is underlined by the research findings ¢ only 8% stated
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necessary to provide them with the optimum business solution. Overall, pragmatism is king when making database

decisions, and wins over any drive for an elegant technical solution based around full, single database
standardisation.

However, when the analysis is drilled into to show where certain data is being held and stored, some more disturbing

insights are uncovered (see Figure 3). Here, 33% of respondents state that less mission-critical information is held on

f 20l RNA@Sa 2y SYLIX28SSaQ t/ &z migoklacK antl cenfralizhdistordghlForo piz &
spreadsheet data.

The big issue here is that spreadsheets are inherently less sharable in a collaborative manner than databases. People

tend to create spreadsheets because they are easy to use, their PCs tend to have a spreadsheet functionality supplied

with them and because they allow an employee to try out different ideas, knowing that any problems would not
ySOSaalNAte AYLI OG0 GKS 0 dza NhsSnkaas thatkiddy drghfisatiéh&dnd/ @ withd & f A
completely isolated pockets of data, often completely unavailable to anyone but the spreadsheet creator and thereby
eliminating access to business-critical data required by relevant senior decision makers.
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When we look at less mission-critical data, how is this
dealt with in the organisation?

The majority of data is in
spreadsheets held locally

A mix of data being stored in

spreadsheets centrally and locally on ﬁ
a user's device

The majority of data is in ﬁ

spreadsheets stored centrally on
shared storage

We centralise as much data as
possible in databases

0% 10% 20% 30% 40%

quocirca

Figure3
Figure 4 shows that 35% of respondents felt that spreadsheet use had a highly detrimental impact on the business,
with only 2% stating that they have total control, and 20% having enough control for any negative impact to be

minimised.
Copyright 2009 Quocirca Ltd

What impact do you believe there is on your business

from spreadsheet use?
0% 10% 20% 30% 40% 50%

We have total control - there is no I
negative impact

We have sufficient control to minimise any
negative impact

There is a degree of control, but some
information is not available when or where
it should be

We struggle with controlling
spreadsheets, and this hurts the business

Spreadsheet use has a major negative
impact on our business

Don't know

quocirca

Figure4

The research shows that the use of spreadsheets in the mid-market is probably the hardest area for them to control
when it comes to dealing with data ¢ and yet few seem to investigate how such a problem can be addressed.

Indeed, in Figure 5 it can be seen that, although 41% of respondents had relatively formal means of sharing data via
applications and/or workflow, 24% of respondents are using email as the primary means of sharing information. Even
with organisations where email is fully managed and backed up, the use of email as a shared information tool rapidly
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leads to data and information problems. C2 NJ SEF YLX S5 fSdiQa 2271 |G Fy SYLX 28é8
information that needs input from three other people. This original spreadsheet will then get copied as a file into the

ONBI i2NDR& AYyo02EZ YR RA & Eadhibfdhdzeé vBlIRheninded ti fake a phisideBcSpy o theK S NJ LI
file, enter their data, and then return the file to the creator. The creator will make copies of each of these files, and

will then copy across the information required from each one to their original file ¢ often saving this as a new version.

This new version may well then be sent back out not only to the three collaborators, but also to others within the
organisation.

Copyright 2009 Quocirca Ltd

How is data shared across your organisation?

Each person has their own approach E

We generally depend on email as a
means of sharing data

We depend primarily on shared folders to
enable others to access data

We use a range of collaborative tools ﬁ

We use a specific group-based
application for the sharing of data ﬁ

0% 10% 20% 30% 40%

quocirca

Figure5

Not only has a concept of @ O 2 f f | Ob2eNdntfbduéd/where each person is still working essentially in isolation,

but multiple copies of redundant data have also been created that now needs storing and managing, including

backing up and restoring if needed. Multiple different versions of the spreadsheet are also Gt A @S ¢ G AGKA
organisation ¢ and no one really knows which one is the latest version that should be used. However, if the original
spreadsheet was to be positioned as a shared resource whose data could be mined directly by a suitable tool, then

users would know that they are always working against the live data.

Indeed, as shown in Figure 6, 15% of respondents have considerable issues with the quality of their data, with only
23% feeling that they have data quality issues completely under control. From all the previous discussions, this comes
as no surprise: growing data volumes in multiple databases, heavy use of spreadsheets with local storage, combined
with email as the preferred method of sharing information has to result in major issues.
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How much faith do you have in the quality of the data you have to deal
with?

0% 10% 20% 30% 40%

We maintain and cleanse our data
regularly

We try to maintain data quality, but do
come up against some issues

We have few problems, but we don't do
anything active to maintain data quality

We have a lot of problems with data
quality

It's a case of "garbage in, garbage out"

Don't know

quocirca

Figure6

These issues are brought to the fore in Figure 7. Here, 49% of respondents admit to facing major issues with their
capability to effectively deal with the data in their organisation ¢ with a further 13% having significant worries that
there may be data issues that are effectively hidden from them.

Copyright 2009 Quocirca Ltd

How worried are you about your capabilities to effectively deal with data
within your organisation

There are major issues in dealing with
data, but | refuse to let it worry me

| know that we have some issues, and ﬁ
this causes me a high degree of concern

| know that we have some issues, but it is
not enough to worry me overly

| worry that there may be problems that |
am unaware of

| have no worries

0% 10% 20% 30% 40%
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Figure7
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4. Dealing with the value chain

Main findings:
9 The value chain of suppliers, partners and customers is now the key backbone to the
transaction process.

 Those who can automate information aggregation and share it in a timely manner will be the
most successful.

While security has to be addressed, it should no longer be a major show-stopper.

The value chain is now a core component of how effective an organisation can be. For the mid-market, the manner in

which an organisation communicates and collaborates with its suppliers and customers can define how successful it

will be overall. For this, an open mindset needs to be in place, accepting that information has to be made available
2dzAARS 2F (GKS 2NBEIYyAal (A2 yRih oStifeddgNBmENt Wil Be driveh bylthe G A Y S €
customer; they will be asking for information on capabilities, on stock levels, delivery dates, and so on. All information
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has also to be recognised that your own organisation is the customer to many other suppliers ¢ and that by having

formalised yet flexible systems in place, you will be far better positioned to deal flexibly with them. However, it is also

imperative that security has to be maintained, which can be done by the use of agreed data encryption, along with

virtual private network (VPN) and data format agreements.

However, Figure 8 shows thatthemid-Y'F NJ SG adAfft KIFa |y | LILINP3BXYKcoukapeBrdzy R &
actively block the sharing of information with customers and suppliers, with another 35% only providing information

manually as and when the customer or supplier asks for it. Such an approach acts as a brake on how business can be
transacted, and also increases the cost of transactions. If required information is available on-demand, human
intervention is minimised and speed of response is improved.

Ly I O2YLISGAGADGS SYy@ANRBYYSyiusx (K2asS K2 Oly YSSid I &d:
will be better positioned over those who have to ask for time to manually find out the information and provide it.

Copyright 2009 Quocirca Ltd

How do you view suppliers and customers when it comes

to data?
0% 10% 20% 30%  40%

Our business processes provide full
visibility of our data to suppliers or
customers

We provide a degree of visibility of our
data to suppliers and customers

We provide data to our suppliers or
customers in a controlled manner as they
require it

We don't encourage the sharing of data
with customers or suppliers

We actively prevent the sharing of data
with customers or suppliers

Don't know

quocirca

Figure8
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5. Process automation

Main findings:
 Many mid-market organisations are failing to see the opportunities with process automation.

9  Use of ad-hoc manual processes means that human resources are being used to deal with
work packets that could and should be carried out automatically. Humans tend to be error-
prone, slow and expensive; responsiveness, accuracy and competitiveness can all be
improved through automation.

I Suitable workflow capabilities, a rules engine and monitoring capabilities against which
events triggers are set, along with reporting capabilities, are required.

Few mid-market organisations have moved to automating the majority of their processes. Figure 9 shows that 17% of
organisations have moved to highly formalised systems, with a further 26% manually administering formalised
processes. However, 13% are working against completely manual, ad-hoc processes, with 3% admitting to flying by
the seats of their pants. Taking standard processes and automating wherever possible removes the expensive and
error-prone human from the process, providing greater consistency and throughput. The human resource can then be
freed up to where it has greater skills ¢ dealing with exceptions and making decisions based on the information
provided to them.

For this, a rules engine is required on which the processes can be based. Workflows are required to move the data
and information effectively and efficiently between humans and machines, machines and machines and humans and
humans as required. This needs to be done in a highly predictive manner ¢ and needs to be completely secure. Also,
an event engine needs to be in place, monitoring what is happening at a business level and acting against the rules
set, firing off events as triggers are set off. On top of this, it is necessary to have suitable reporting capabilities so that
the business can see what has been happening based on the processes it has been using. When combined with
performance management capabilities, the processes can be fine-tuned as an organisation goes along, ensuring that
the organisation is best positioned to maintain its competitiveness in its market.

Copyright 2009 Quocirca Ltd

How formalised are your business processes?

We fly by the seat of our pants - no real
processes in place

Most processes are ad-hoc and manual

Some formal processes alongside manual
ad-hoc processes

Flexible approach to processes
underpinned by software

Highly formalised processes that are
manually administered

Highly formalised processes codified and
supported by workflow tools

0% 10% 20% 30%

quocirca

Figure9
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6. Businesseporting

Main findings:
9 The majority of business reports are being created through a high degree of manual

intervention, which may introduce errors, and the speed of provision may be heavily
impacted.

I The vast majority of respondents need to report against more than one data source ¢ and
yet do not have the tools to carry this out effectively.

Copyright 2009 Quocirca Ltd

How do you create reports for use in the business?

All reporting is carried out through manual i
means
Each individual reports against their own ﬁ
data, which is then manually aggregated
Manual data aggregation from different ﬁ
stores with formal reporting tools

Auto aggregation from different stores
with formal reporting tools

We have formal tools in place for
reporting against multiple data stores

0% 10% 20% 30% 40%

quocirca

Figurel0

Figure 10 shows how respondents create their business reports. Only 9% have the necessary capabilities to pull data
together from multiple sources and automatically create the reports they need. At the other end of the scale, 30% are
dependent on manual means. At best, this will mean that the business is having to wait for a period of time before it
can see what has and is happening, and so will be trying to make decisions for the future based on data that has
already changed ¢ and the longer it takes for the reports to be created, the more out of date the data will have
become.

At worst, the creation process will be error-prone, missing out on necessary data sources, and resulting in the data
being aggregated incorrectly and analysed wrongly. As has already been seen, few respondents have much faith in
the data they are dealing with, and so a multi-stage issue results ¢ poor quality data, much of it hidden, manual
processes for pulling data together and aggregating it, and manual means of reporting against this.

Organisations must look at how to get away from this spiral of worsening data and information quality. The financial
and business harm that is being done to the mid-market through such poor approaches to data management,
reporting and performance management have to be addressed.
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How often do you need to report against data held across

multiple data sources?
0% 10% 20% 30%

| always use a single data source
| rarely need to run reports against
more than one data source

| need to run reports against multiple
data sources occasionally

I need to run reports against multiple
data sources regularly

Every report | run needs data from
multiple data sources

Don't know

quocirca

Figurell

Figure 11 shows that the vast majority of respondents (91%) need to report against more than one data source, even
if this is only on a rare occasion. 35% have to report against more than one data source on a regular or constant basis
¢ further driving the need for manual intervention where the necessary technology solutions are not in place.

7. Performance management

Main findings
I The use of key performance indicators (KPIs) in the mid-market is reasonably widespread,
with 32% using them.

I 35% of respondents do not use any forward planning, being dependent on responding
directly to market changes as they happen.

I Lack of capabilities to monitor and report on business performance on a regular basis can
lead to the need for major strategic changes ¢ rather than small adjustments of direction.

Figure 12 shows that a worrying number of respondents (35%) fail to monitor the performance of their organisation

at all. A further 33% only review plans and targets on an occasional basis, which, A y {1 2 RI & Qifitenddo Ndd S (i a
to small issues becoming major problems before being identified. Large problems are far more difficult to respond to,

often requiring a complete change of strategy to be put in place to ensure survival.

However, if the right KPIs are put in place, are automated and are then monitored and reported against on a
continuous basis, small issues can be identified as soon as they occur. Then, tactical steps can be taken to bring
everything back in line, minimising costs and making sure that targets can be hit. Indeed, using such an approach also
ensures that the business can remain competitive in a dynamic market; even though the underlying processes may
need altering to deal with changes in the market conditions, performance management can ensure that the new
targets are embraced, and that adjustments are made to the strategy to re-align direction.
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Figurel12

8. Perceptions

Main findings
Understanding of Bl is reasonable, but PM suffers from poor levels of understanding.

f Combined with the low levels of formalised monitoring and measurement within the mid-
market, opportunities for effectiveness are being missed.

Copyright 2009 Quocirca Ltd

What statement best matches your pe
intelligenceo?

0% 10% 20% 30% 40%

Ameans of looking backwards and | \ \ \

forwards at the performance of the
business

A means of reporting on how well a
company will do in the future

A means of reporting on how well a
business is doing at any one current time

A means of reporting on how well a
business has done historically

An expensive way of doing things that |
would do by other means

Don't know

quocirca

Figurel3
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Figure 13 details the perceptions that respondents have around Bl. One third of respondents see Bl as a means of
reporting on and predicting the performance of a business, with a similar number seeing it as a predictive tool only. A
smaller number see it as being for reporting on the current period only. Very few respondents see Bl as being used for
historical reporting only, or see it as an expensive waste of time.

However, when the subject is PM, a different issue can be seen (see Figure 14). Here, only 25% of respondents see
PM as being for monitoring and reporting on the financial health of an organisation, with 62% seeing it as being a
means for monitoring the performance of staff ¢ particularly sales staff.

The research shows that forward planning and the use of KPIs is relatively low in mid-market organisations. It
becomes apparent that PM could offer a suitable solution to organisations, if they only understood what the software
could do for them. Obviously, vendors and their channel partners are not doing a good job in educating the prospect
base in what is on offer, and what the potential benefits could be.

Copyright 2009 Quocirca Ltd

What statement best matches your perception of the term

Aperformance management 07?
0% 10%  20%  30%  40%

A means of monitoring, measuring,
reporting on and predicting the

financial health of an organisation

A means of monitoring and
measuring the efficiencies of all staff

A means of measuring sales staff
against targets

A solution for a problem we don't i

have
Don't know F

quocirca

Figurel4

9. Conclusions and recommendations

It is obvious that the mid-market is struggling with getting the most value out of its data assets ¢ data volumes are
growing overall, are often out of control, are distributed across a range of different data stores and different storage
media, and organisations do not have the tools in place to effectively deal with these challenges.

Further, the lack of codified and formalised processes means that many organisations are struggling with how they
can respond to the markets, and to their customers and suppliers, having to respond as best as they can to the
continuous call for information from those around them. Indeed, as many respondents have little faith in the quality
of the data they are using to make decisions on, the faith that they have in the decisions made must be heavily
compromised.

Many organisations also hold back from sharing information up and down the value chain ¢ possibly as they have so
little faith in the quality and security of it. This lack of sharing means that suppliers cannot effectively plan to support
the organisation as a customer, nor can the organisation best service its customers by providing them with the
information they need in a timely and cost-effective manner. Indeed, as prospects are increasingly searching for the
best value offer (whether based on product, service or information), based on research carried out on the web, the
lack of capability to automatically respond based on accurate and timely data can mean that an organisation can miss
opportunities for which they could well have had the best possible product or service on offer.
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What is needed is a technological capability that enables multiple data sources to be mined and aggregated, with
users being able to create meaningful reports against the data. The information so gleaned needs to be easily shared
and communicated using highly open and standardised collaborative capabilities, underpinned by formalised
workflow and security that enables the sharing of information across and beyond the organisation.

Such tools also need an event engine alongside a rules engine, and such a mix of technical capabilities then also
provides the capability for effective business performance management by turning events into actionable
intelligence. With the majority of organisations not having formal KPIs in place, the effectiveness of management is
compromised, as any decisions madearebasSR Y2 NB 2y a3dzi FSSt¢ GKIy 2y
any one point in time and is likely to be in the future.

Quocirca advises that mid-market organisations look to vendors that can provide an integrated BI/PM solution. The
solution should offer a simple means of installation and management to avoid the need for high-cost dedicated
technical resources, as well as a high degree of end-user ease of use, so that the necessary data integrations and
reports can be created directly by the user, rather than needing specific skills from a few highly trained people.

Other key requirements are that the solution must be able to deal with all the different data sources that a user will
need to aggregate and report against in their daily jobs and that there must be capabilities for information and
knowledge uncovered to be rapidly and effectively shared in a secure manner across and beyond the organisation.
The rules engine must also be able to be rapidly adjusted to facilitate the changes needed for supporting new
business processes as well as performance monitoring and management.

Although Bl and PM have historically been aimed at large organisations, and have been priced accordingly, the new
generation of tools are becoming far more cost effective and easy to deploy and manage. For the mid-market, the
point of purchase is unlikely to be directly with the technology vendor, but through an existing channel partner
offering a range of systems from multiple vendors. Time to capability is a key requirement, and the majority of
channel partners should be able to offer a solution that can be up and running in a short period of time. The real focus
should be on how they can add distinct business value by helping to optimise and codify existing processes, by
bNA Yy I A Y FLINIYO (005G LINR OS & 4SS a3 | -¢nRneed & creatd hely hrycabses ek uirdd
within a Bl and PM environment.
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Appendix¢ Sample distributions

Quocirca interviewed 100 people in the mid-market across the UK who are business decision makers closely involved
in the management of financial processes across their organisation. These interviewees were spread across three
different sizes of organisation, based on employee numbers, and were also spread across a range of business
verticals. The interviews were carried out in May 2009 by telephone against a random sample of companies and
respondents meeting the required profile.

Copyright 2009 Quocirca Ltd

Split by size

m 99-249 employees
H 250-499 employees
500-1000 employees

quocirca

Copyright 2009 Quocirca Ltd

Response vertical split

® Business Services
® High Tech
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m Media
Public Sector
H Retail
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Finance
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About IBM

IBM delivers distinct advantages to our clients in delivering business intelligence solutions. We are recognized across
industries as leaders in business intelligence (Bl), and our portfolio of successful industry services and solutions and
client transformations is testament to our capabilities.

IBM can deliver globally with unmatched reach, expertise, and depth of resources. IBM brings together the global
expertise, services, software, hardware, research, and partner network to solve the most important and complex

information intensive issues for our clients.

IBM provides a holistic approach, proven methodologies, dedicated IOD Centres of Excellence and Research, best
practices, an extensive partner network, and flexible delivery models for maximum business advantage.

For more information, please see http://www-01.ibm.com/software/data/cognos/
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REPORT NOTE:

This report has been written
independently by Quocirca Ltd to
provide an overview of the issues
facing organisations seeking to
maximise the value of data held
across their organisations.
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extensive knowledge of the
technology and business arenas,
and provides advice on the
approach  that organisations
should take to create a more
effective and efficient
environment for future growth.

Quocirca would like to thank IBM
for its sponsorship of this report
and to the end wusers who
provided their time to answer
questions on the usage of Bl and
PM within their organisations.
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About Quocirca

Quocirca is a primary research and analysis company specialising in the
business impact of information technology and communications (ITC).
With world-wide, native language reach, Quocirca provides in-depth
insights into the views of buyers and influencers in large, mid-sized and
small organisations. Its analyst team is made up of real-world
practitioners with firsthand experience of ITC delivery who continuously
research and track the industry and its real usage in the markets.

Through researching perceptions, Quocirca uncovers the real hurdles to
technology adoption ¢ the personal and political aspects of an
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demonstrable business value in any implementation. This capability to
uncover and report back on the end-user perceptions in the market
enables Quocirca to advise on the realities of technology adoption, not
the promises.

Quocirca research is always pragmatic, business orientated and
conducted in the context of the bigger picture. ITC has the ability to
transform businesses and the processes that drive them, but often fails to
R2 a2d wmiksdOid thRAklp Grganisations improve their success
rate in process enablement through better levels of understanding and
the adoption of the correct technologies at the correct time.

Quocirca has a pro-active primary research programme, regularly
surveying users, purchasers and resellers of ITC products and services on
emerging, evolving and maturing technologies. Over time, Quocirca has
built a picture of long term investment trends, providing invaluable
information for the whole of the ITC community.

Quocirca works with global and local providers of ITC products and
services to help them deliver on the promise that ITC holds for business.
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EMC, Symantec and Cisco, along with other large and medium sized
vendors, service providers and more specialist firms.
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