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Web-enabled applicationsand the internet
Satisfying the growing expectations ofbusinessusers

Businesses across Europe are becoming increasingly relianeb-enabled applications
that are accesdover the public internet. One of the key drivers for this is to open uj
commuitations with external organisations that are fundamental to corenkasiprocesses
Doing this provides competitive advantage but as more and more businessesnable
their key bumess applications to achieve tkame goalsever better performancand
availability across the internet needs to be achieved by the early movers to maintain-
leadwhile satisfyinghe growingexpectations dbusinessisers

e Businesgsare increasingly committed toweb-enalled applications as a cost effective way of
delivering critical business applications
42% of the organisations who agreed to be interviewed for this survey were providing acce
the public internet to core businegsplications for internal and/external users

e To this end businesses have Higexpectations around the performance of the public internet
to provide access taveb enabled applications
58% of business that rely on webabled apcations expect their users get responses within :
seconds, 90% within 5 seconds. 84% expect thenetéo have an availability better than 99%

e However, there is dissatisfaction around the performance of the internet and the ability tc
measure and improve the end user experience
64% of respondents consider that either the performance of the raw internegéschehough or
that they need to takie or are alreadytakingi measursto improve the performance of specif
applications across it

e Various technologies are used by busasses to solve these problemscluding hardware
upgrades, contentfiltering and data compression
45% said they had turned to brute force and upgraded hardware, 39% have usedilterntent
to curtail user actiity and save bandwidth, 32% haiveplemenéd data compression of some so

e Fewer had turned to subtler techniques such as managed services to monitor and maximi
internet performance or appliances to handle compressigmlata reductionand caching
70% of the users of webnabled applicatits inthis survey had implementettither a managet
service or an apgnce, onlyL0% of the sample had deployed both

e Those that had usd a managedservice or appliances showed a high level of satisfaction wit
the performance improvements achieved
84% of usersof managedservices agreed that the service had improved internet performar
expected, for appliances the figure was 66%

CONCLUSION: The internet has come a long way sincewloeld wide waitof the 1990s and is nov
fundamental to the delivery of busiss critical applications for many organisations. The drivers be
this are traditional business ones, drive down costs, increaseishkesompetitive. Welenabled
applications have a key role to play in helping organisations achieve these goalsthndedhat have
made the commitment there is no desire to turn back. But the competitive advantage will be
more and more busieses follow andnake the internet a key part applicationdelivery. As that
happenghe competitive edgeill go to those who get the most out of it and to do that will require
deployment of advanced products and services that camteslpthegroning expectations dfusiness
users to taméhe internet and deliver acceptable performaratavailabilityacross it.

An independergtudy by Quocirca Ltd.
WwWw.guocirca.com
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Scope ofthis report and target audience

This report looks at the degree to whicho day és Eur
busineses arereliant on webenabled applications, the
benefits they are getting from investing in thenhe
problems they face in ensuring thavailability and speed of
those applications, and how these are being overcome.

The report should be of value to businesd &h managers
who want to make better use of the internet to drive business
processes but are concerned about performance and
availability issues if they become too reliant on it.

The research behind this report involved interviews with 400
senior IT managrs and commercial managers with
responsibility for business applications in enterprises with
over 5,000 employees across Western Europe. The research
focused on 4 industries where the waiabling of
applications was likely to have the most benefit; comsu

and package goods (CPG), retail, manufacturing and
information technology and communications (ITC).

Quocirca would like to thank all the participants for their
time to take part in the telephone interviews from which the
data for this research was dexil. Without their participation
such reports would not be possible.

Introduction z aweb-enabled world

Human beings can be fickle about new technology. Within a
few years of th&Vorld Wide Welbecoming widely available

in the mid1990s some started dubbing it therld wide
wait. Uptake of services over the Internet, once itabec
public property, was rapid amongst those with the
wherewithal i a computer and a telephone lirie but
cynicism abat performance grew rapidly too.

Worried a revolution might be nipped in the bud, those who
thought they had the most to benefit responded rapidly. The
telecommunications industry invested in higgrformance
backbone networks to speed internet trafficuacbthe globe

and broadband services to provide better local access. The IT
industry looked to provide ways of accelerating the delivery
of content over this infrastructure and ensure rapid response
times whatever the apparent distance between a usehand t
service they were accessing.

The so called debm crash of 206@001 did not happen
because these initiatives were not workimt because
internet businesses and their financers had expected too
much too soon of traders and consumers. &saw the cigh
asasignthattheev ol uti on had Despitel ed
the scale of financial l@ss, technically the internet was fit

for purpose and the revolution continued; it was ill conceived
business plans that had caused most of the problems.

With revised and more practical commercial expectations,
the range of services available over the internet continue to
grow apaceThe way the Web is used today has changed
beyond recognition from its earliest days as a way of
accessing static content to becomihg delivery mechanism
for a wide range of dynamic applicatiorome of thesé

like eBay and Googlé are available to anyone, othéréike
internet banking and certain online business applicatibns
are limited to signedip customers, still moré like supply
chain systems andprocurement sitek are restrictedor use
only by invited groups of commercial organisations.

But in many cases applications are being seehbled by
businesses for just their internal users and some closely
associated exterhanes, simply because this is seen as the
most effective way of delivering IT applications in the 21st
Century. Wekenabled applications are managed centrally
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(no desktop component is required other than a web
browser), they can be hosted anywhere, ineideutside the
firéwRIPahd access can be granted to any users with ease,
wherever they happen to be.

The growth in the use of wednabled applications has been
impressive, but not without problems. Just like the first
consumer users of the World Wide Wédusiness users are
quick to moan about poor response times and the
consequences ofveb-enalbed applications failing are far
more serious for a business than an abandoned web session is
for the average consumer. But these issues are surmountable.

fisome see a future where businesses n
longer run private internalnetwork

Indeed some IT visionaries see a future where businesses no
longer run private internal networks but are totally reliant on
the public internet for the delivery of all applications to all
users. This is the ultimate in-salled deperimeterisation (the
end of the IT firewall)i a world where all applications are
web-enabled. If such a vision is to become a reality one of
the main responsibilities of IT departments will be ensuring
reliable access to, and good performanger, the internet

for all their users at all times.

Internal or external?

To understand the trials and tribulations of vesiabling
applications it is necessary to speak to those who are actually
using them. Whilst many businesses were prepared to talk to
Quocirca about these issyuésose who were not usingeb
enabed applications were eliminated from the survey.
Approaching half (42%) of the respondents who agreed to be
interviewed said their organisations were providing access
over the interneto bushess applications and it these
respondents whose views and experiences are reported here.

For the end users the location of an application and the way it
is managed should be transparent. For the IT department it is
not and there are choices to be mageisting applications

can beweb-enathed and hosted internally, alternatively, an
application onceveb-enalted can be put in the care of a third
party hosted service provider (or-tmxation provider if you
prefer). In either case management can be kepibuse or
outsourced, for those responsible, the location of an
application once it isveb-enalled becomes less relevant, it

can also be managed from anywhere.
h ot it hadnAt
Figure 1

Access provided over the internet to internal and
externally managed applications

Internally managed

Externally managed (SaaS)

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

Of course these days many newly acquired applications can
be supplied asreb-enalted and in eme cases this is the only
option. The ultimate expression of this is software as a
service (SaaS) where rather than buying any software at all, a
business subscribes to an externally managed application
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service. Whilst the headlines all go to the highfiigdSaaS
providers like salesforce.com, WebEx and Goddlee main
move towards welgnablement of applications is happening
in house (figure 1). And all applications are potential targets
for a web interface.

From portals to product line
management

Not long after the internet became a household word, for
those in paid employment at least, a completely new term
arrivedi intranet. The use of web technology to manage and
provide access to content internally was an early sign that
there were real busige benefits to be had froweb
enalblement. It is not surprising then that portals, which are a
key part of any intranet, are the most widely deployed of all
web-enalted applications (Figure 2). Portals vary widely in
usage from providing critical informatn to customers about
the status of orders to providing employees with daily
updates on the canteen menu.

Figure 2
Types of applications that are web-enabled
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Portal N @ |
HG
ch | [
CRM |
SCM |
SFA I : : |
Bl | !
ERP |
HCM  —
PLM

HYes No Unsure

Abbreviations for application types used in this report

HG Home Grown

CM Content Management

CRM  Customer Relationship Management
SCM Supply Chain Maagement

SFA Sales Force Automation

BI Business Intelligence

ERP Enterprise Resource Planning
HCM Human Capital Management
PLM Product Line Management

Of course, whilst the application that allows a customer to
view an order status may be called a potta information it
provides will be drawn from other sources such as enterprise
resource planning (ERP), customer relationship management
(CRM) and supply chain management (SCM) systems. A
growing number of business are web-enalling these
applications directly. Doing so makes them available as web
services and it then becomes relatively easy to link them
together to create complete business processes using a
service oriented architecture (SOA). Whilst a business
process that isnterfaced to over the web may involve
multiple web-enalted applications, to the end user this
should be invisiblé they may just refer to it as a portal. That
said it is clear that many businesses recognise discrete
business applications as being weialed.

One of the advantages of wehabling applications is the
ease with which they can be accessed by anyone with
permission from anywhere. This enables more flexible
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working practices, sales staff can update their forecasts from
an internet caféemployees can read theémail from home

and so on But such flexible working practices are a-by
product ofweb-enallement. The biggest motivation fareb-
enaling applications is to open them up to external users,
followed closely by measurable business driviéke cost
reduction and increasing competitive advantage (figure 3).

Figure3
Drivers for web-enabling applications
0% 20% 40% 60% 80% 100%
External interactaction __—J u
costreduction | G | |
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Flexible working u |—_
1 - Very important 12 3 w4  ®5-Unimportant

External usage is the key to understanding the criticality of
making sure web-enalled applicationsare reliable and
deliver expectable performanc&nsurprisingly, the web-
enalbed applcations that are most widely accessed from
outside of the organisation (figure 4), are those that are
involved in driving business processesCRM, SCM and
ERPi and these also have higmumbers of users overall
(figure 5).

Figure4
Internal and external users of applications
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Figure5
Numbers of users for applications
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And guess what, if any dhese become unavailable for some
reason the impact is seenad®t more serious than it is for a
portal or business intelligence application (figure 6).
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Figure 6
Impact of application downtime
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The IT department can be sure that it is not just those
external users who will be on the phone witleese business
critical web-enatbed applications are unavailable. Board
level management will be hot on their case in many
organisations too. These high profile business applications
keep coming up ERP, SCM and CRM andresponsibility

for them is ofte taken at a high level (figure 7), whilst
portals are largely left ithehands of the IT department.

Figure7
Ultimate responsibility for making sure application
continues to add value to the business
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The motivators forweb-enalling these applications are
linked. If a customer or partner can check their own order
status money is saved. If the placenteof a new order and
shipment of goods can be done via the web without even a
phone call,down goesthe cost of saleObviously these
things only happen with external interaction, but if that
interaction is reliable and efficient, sales will also increase

Lower costs and higher sales equal competitive advantage,
but how well placed are businesseasure and guarantee
performance levelas they become increasipgreliant on
web-enalbbed applications?

High expectations z low guarantees

Expectations around the performance and availability of the
internet for business use are high. In fact, business users are
less willing to wait than consumerAn earlier survey into

the performance of retail web siteshowed that more than
half of consmers were prepared to wait 5 seconds or more
for a response. However, only 11% of the business
respondents to the current survey thdugat this was
acceptable when using the public internet to aceesls
enabled applications (figure 8).

! Retail Web Site Performance, Jupiter Research, Jéine 1
2006
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ibusi remarslessivalling to wait
than consumer

Figure 8

Acceptable response times for an end user accessing a
web-enabled application to complete a transaction

® <1 second
11-2 seconds
2-3 seconds

1 3-5 seconds

u > 5 seconds

— N = 268 (132 did
not answer)

Figure9
Acceptable availability for the public internet?
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Furthermore only 15% thouglthat anything less than 99%
availability was acceptable (figure 9). How does the internet
measure up against thesemdmds?

Not well enough.

Only about one third of respondents stated they were happy
with performance, the remaindehave reservations or
recognisingdeficiencies anchave taken proactive steps to
improve (figure 10).

Figure10

Views of the performance and reliability of the internet for
running web-enabled applications

H Too unreliable for business
! Little control, but live with it
Happy with performance

1 Take actions to improve

B Optimised wherever possible
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Businesses want to be able to qifgnthe benefits gained
from web-enalbed applications (figre 11) wherefhitting
commercial targab is ranked highesBut second to this is
end user response times, whether internal or extertial
users experience delaylsen busines processes argtalled

and theanticipatedcompetitive advantage is impacted. The
trouble is that about half the respondents felt they lacked the
tools to measure the end user experience (figure 12).

Whether they can measure performance accurately or not,
user grumble®r lost orders will provide enough indication
for many that things could be improved. The good news here
T at least for those who seeeb-enalbed applications as the
future 7 is that very few give up and revert to old style
application delivery (figure 13

What they do tend to do is turn to brute force (more powerful
hardware) or curtailing usage (contdittering). Both of
these have a place, servers will run out of steam and users
will waste bandwidth on unnecessary activities, but there are
more sulle ways to get more out of the internet and improve
the performance of web-enalled applications such as
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caching, protocol optimization and routing services. Many of
the products and services that help to achieve these are
relatively new andess well undestoodwhich accounts for
their lower uptake.

Both managed services and appliances
please

There are two main ways in which better performance can be
achieved for welenabled applications without upgrading
infrastructure or forcing changes in end user bihay
appliances and managed services.

There are a wide range of appliances available and all do
slightly different things. Some help offload server processing
tasks within the dataentre. Others take the approach of
reducing the volume of traffithrough various forms of
compression, data reduction and local caching of regularly
used content with appliances at both ends of a network
connection for example one in the data centre and one in
each branch officeFurthermore, some vendors also provide
a software client to go on BJor individual remote users.
Appliances are a good option in an environment that is
largely under the control of the IT department.

But much of the usage of wedmabled applications is across
the public internet, an infrastieture that is beyond the direct
control of businesses. An appliance cannot be installed at
every user site, especially if users are mobile or external to
the enterprise. There will be no software agent on the PCs of
consumers placing orders via a watebled ERP system.

It is in helping to solve these latter problems that managed
services com into their own.There is no need for the IT
departments or application service providers to inst n
infrastructure or softwared subgription to such a service
leverage a global platform of servers which place
transaction processing intelligencdose to the point of
access. By doing so, each individual transaction is
accelerated through a variety of techniques such as
compression, protocol optimization and {ie&ching which
benefit fromclose proximity to end user&ome managed
service providers can also determine the optimal route across
the internet to further reduce application response times
while optimizing the availability of the internet itself.

Appliance and managed services are not mutually exclusive,
about one third of organizations that have deployed either
have deployed both (figure 14).

The main point is that more ah three quarters of
organisations that have deployeab-enalled applications
are yet to make use eftherapplianceor managed services
and it seems they may be missing &kri for those that
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