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Management Summary 

This study’s objective was to identify differences between the life-cycle of SaaS and on-premise 

systems. SaaS is an abbreviation of Software-as-a-Service, which means that software is accessed by 

the client via a web browser, the client does not need to install the software, the clients pays per use 

of the software, the software is not owned by the client and the software is delivered in a multi-

tenant manner. This opposed to on-premise software, which needs to be installed at the site of the 

client, is owned by the client, the software is maintained by the client and the client is responsible for 

the software. From a management perspective this research is important because the lack of 

knowledge about this topic makes the assessment of their methods impossible. Currently 

practitioners are implementing SaaS products, but are not able to assess how effective and efficient 

their methods are. Practitioners learn on the fly, but science can help them distinguish best practices. 

Also it is important because the above described characteristics of the ordinary systems and the SaaS 

systems differ a lot between the two systems. These differences can have a vital impact on the way 

both systems are handled in the life cycle.  

This research is a theory building research, executed by a comparative case study approach. In total 

fifteen cases are included, ten SaaS CRM cases and five on-premise CRM cases. The data is gathered 

by interviewing stakeholders that were involved by the various cases. The cases are compared by 

using the life cycle model from Esteves and Pastor (1999). Furthermore in each phase three different 

dimensions need to be described by the interviewees: product, process and resources. Furthermore 

to increase the generalizability to ERP systems, the results are compared to a previous study from 

Somers and Nelson (2004). 

AcquisitionAdoption Implementation
Use & 

mantenance
Evolution Retirement

 

After the fifteen cases are thoroughly analysed propositions are developed that indicate differences 

in the life cycle model between SaaS CRM cases and on-premise CRM cases. In total seven important 

propositions are found.  

1. A SaaS case has an increased focus upon financial goals in the adoption phase. 

2. In a SaaS case a vendor is chosen and the chosen vendors determines the influence 

that the client has on the implemented system in the evolution phase. 

3. A SaaS case has a higher internal focus in the adoption phase. 

4. The interest in the vendor in the acquisition phase is only present when it is a SaaS 

case. 

5. A SaaS case has a higher focus upon the vendor in the use & maintenance phase 

and the evolution phase. 

6. Security specification is an important decision criterion for the purchase of a SaaS 

system. 

7. For SaaS systems it holds that the IT department is more involved regardless of the 

life cycle phase the system is in. 

Although the seven propositions build in this research need additional scientific attention in the 

future and are not compared to success of projects, they influence the way of working for current 
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practitioners. Three general parties are involved in the life cycle: the client, the vendor and the 

implementation partner. Each of these parties needs to change their attitude and methods, if SaaS 

systems are implemented.  

Clients need to understand that the vendor selection and implementation partner selection are very 

important. SaaS is a service and therefore a trustworthy vendor and implementation partner needs 

to be selected. This decreases risks and even increases influence upon the system changes in the 

phases after implementation. Furthermore the client needs to involve their own IT department 

more, probably to enhance the acceptance of the system in the entire organization. Security issues 

can play an important role to convince the IT department. 

For the vendor it is important to familiarize the client with the vendor’s way of working and 

organization, this generates a bond that is based upon confidence. The client needs to have 

confidence in the vendor, before the client is willing to store client’s data at the site of the vendor. 

Explaining security procedures within the company and of the software systems is key in the 

confidence building process. Furthermore the vendor needs to keep contact with the client even 

after implementation and explain clearly the way the client has influence upon the future changes. 

Moreover, currently the client is interested in financial aspects so focussing upon financial benefits in 

the presentation of the service is a good strategy.  

For the implementation partner similar implications are expected. The implementation partner 

needs to convince the client that they are a trustworthy partner with enough knowledge and 

capabilities. Enhancing the influences that the client can have upon the system can be important. 

Although the implementation partner is involved in most cases only a predefined time period, it is 

important to keep contact with the client even after contractual agreements. Currently clients are 

interested in financial benefits, so an emphasizing these benefits is beneficial.  

The above paragraphs indicate that all the parties involved in the life cycle of SaaS are in need of 

changes to be ready for the next sea change. Further investigation of these propositions needs to 

indicate how the propositions impact the success rate and how big the impact upon the relation is.  
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1 Introduction 
In 1999 the idea to license software over the internet was perceived as ridiculous and marketing 

gossip by the important players in the IT market. The statement itself was made by the CEO of a 

small new start up, Salesforce.com (Lacy, 2006). How wrong was it to underestimate this 

evolutionary idea. In 2005 Bill Gates acknowledges this and wrote a high-priority e-mail with the text 

“The next sea change is upon us!”, his statement was aimed at the growth of applications directly 

usable from the internet (Knorr, 2006). Currently software-as-a-service and the abbreviation SaaS are 

important buzz words. Everybody knows (or thinks he knows) what SaaS is and how revolutionary it 

is. Demand is rising for SaaS related products. Currently it is a 14 billion dollar market and will grow in 

four years to a staggering 24 billion dollar market. Moreover the compound annual growth 

rate(CAGR) of the entire SaaS market is 17.4% (Gartner inc., 2012). Consequently, practitioners and 

vendors are eager to learn about SaaS, especially how to implement these systems efficiently. After 

all some scientists have even indicated that SaaS could be the silver bullet to pull the whole world 

out of the financial crisis that proliferate over the entire world since 2008 (Suicimezov & Matei, 

2012). 

This short paragraph introduces the current mind set towards SaaS related topics and indicates that 

the demand for SaaS related products is high. Despite this demand, scientific research has neglected 

the implementation issues that are specific to SaaS systems. To fill this gap, this research investigates 

the life cycle of a SaaS system, which is the implementation process including the pre-

implementation processes and after implementation processes. It does that by studying cases of 

both SaaS and traditional, on-premise, systems. The findings of the case studies that concern the 

SaaS life cycle are then compared to the cases that concern the on-premise life cycle. This results into 

testable propositions about the difference between the two type of systems, for which there is 

preliminary evidence, based on the case studies.  

1.1 SaaS 
In this section a literature study is done towards SaaS to give a general overview about the concept. 

It discusses the definition, advantages, disadvantages and the relation with other concepts. The 

literature is found in three ways. The first way is to use Google Scholar to find scientific literature. 

Mostly the search term existed from one part out of SaaS related words and from the other part 

from more specific search terms. They are mentioned in table 1. The second method to derive usable 

literature is to read articles that are found and look into the literature that is used for that article. 

The third methods is the opposite of method two, now the literature is checked that has cited a 

specific paper found in any of the three steps. Together these three methods derived complete 

picture of the present available literature.  

Table 1, Search terms 

SaaS related search terms General search terms 

 SaaS  Advantages  Focus points 

 Software as a Service  Disadvantages  Enterprise 

 Software-as-a-Service  Benefits  SMB 
  Risks  SME 
  CRM  ERP 
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SaaS is in the most general sense nothing more than outsourcing of software applications (Janssen & 

Joha, 2012, p. 239). It is a variant of the delivery method to end users (Jacobson, shepherd, D'Aquila, 

& Carter, 2007) (Lenart, 2011, p. 39) (Torbacki, 2008, p. 57). Normally an end user is supposed to 

install the software on a specific terminal and after installation the end user was able to run the 

application on that specific terminal, this delivery method is called on-premise. For a SaaS application 

it holds that the end user can pick any terminal with internet connection and run the application 

from his web browser, without installation. There are many different definition present in literature, 

but all have five distinct characteristics. Firstly, the application is accessed by a web browser. The 

second characteristic is that the application itself has the multi tenancy characteristic, which means 

that all clients work with the same application. So company A and B both work in the same 

application, but company A can access data from company A and company B can access data from 

company B. Thirdly, the application does not need any installation at the clients site. Fourthly, the 

application does not require special integration and installation work. Finally, the pricing method of 

the application is linked to the actual usage of the application (Mäkilä, Järvi, Rönkkö, & Nissilä, 2010) 

(Bezemer & Zaidman, 2010, p. 88). In practice this means that the software is not owned by the end 

user and therefore the end user is not responsible for maintenance and version control (Blokdijk, 

2008, p. 18). SaaS itself is a evolvement of the application service provider (ASP) methodology. ASP 

and SaaS have many similarities, but SaaS is defined more specific. ASP was also related to renting 

software, accessing software from another location and the application was also billed according to 

usage of the application. The only characteristic that was not yet linked to ASP was the multi tenancy 

aspect (Jayatilaka, Schwarz, & Hirschheim, 2002, p. 2791) (Kim, Lee, Hong, Han, Lee, & Jang, 2012). 

Figure 1 shows a picture that visualizes the differences between SaaS and on-premise. For the SaaS 

method it holds that the vendor maintains the hardware, the applications and is storing the data 

from both companies. The vendor makes the application executable from the internet and both 

companies can access the same application via the internet. The vendor puts in a restriction that 

company A only sees his own data and a similar restriction is created for company B. For the on-

premise situation, both companies need to build an application and arrange the hardware issues 

independently. 

SaaS vendor

Company A

Internet

Company B

Company A 

Data

Application Hardware

Company A

Company B 

Data

Company A 

Data

Company A 

Application

Company A 

Hardware

SaaS On-Premise

Company B

Company B 

Data

Company B 

Application

Company B 

Hardware

 

Figure 1, visualizing the delivery method of SaaS and on-premise 
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SaaS has many advantages for the client as well as for the vendor. The most recalled advantages of 

SaaS for clients are the lack of initial investment, faster implementation, no installation, no hardware 

issues for the client, and no maintenance processes (Janssen & Joha, 2012, pp. 236-238) (Kaur, Singh, 

& Singh, 2012) (Kim, Lee, Hong, Han, Lee, & Jang, 2012) (Ojala, 2012, pp. 307-308). For the vendors 

the advantages that are mostly named are the more predictable income and stable income per 

month (Choudhary, 2007) (Lehmann, Draisbach, Buxmann, & Dörsam, 2012). Also the economies of 

scale related to maintenance of the system, investment in the hardware and infrastructure and the 

costs of development are mentioned as important drives for SaaS vendors (Ojala, 2012, pp. 307-308). 

Three important studies are found that have done an extensive research towards all the possible 

benefits and risks of SaaS systems. The first research from Gonҫalves and Ballon (2011) has 

mentioned additional benefits and risks for clients and vendors. For clients the additional benefits 

are lower total cost of ownership (TCO), eliminate software management and costs become direct 

costs, while for  vendors no additional benefits are mentioned. The important risks mentioned for 

clients are exposure of business critical data, vendor lock in, and less tailoring software. For vendors 

the risks are high infrastructure investment and development of new skills. The second extensive 

study by Jansen and Joha (2012) organized the benefits and risks into four categories: strategic, 

political, technical and economical. The additional mentioned benefits are: focus on core business, 

always up to data, backup and recovery is handled by vendor and predictability of IT costs. The 

additional identified risks are: need contractual expertise, information sharing between multiple 

applications, loss of data in case of bankruptcy of vendor and indirect influence upon system and 

security. The third extensive investigates SaaS benefits from an outsource perspective (Baldwin & 

Love, 2001, p. 21). Additional benefits identified are: more standardization and just in time 

resources. Additional risks identified are: less differentiation among competitors, more complex 

managing of suppliers.  

There is no literature available that identifies process or activities for SaaS implementation, although 

there is literature available that indicates focus areas for SaaS implementation. In the outsourcing 

literature there is found that the start of good collaboration between vendor and client begins with 

understanding each other’s business. Also short and long term goals should be established and 

discussed. Furthermore performance standards and measurement tools need to be developed, as 

well as preparing for the unexpected (Lee, Huynh, Kwok, & Pi, 2003, p. 89). Moreover internal 

preparation is preferred over the use of external consultants, management commitment is needed 

and the selection of the vendor is critical (Baldwin & Love, 2001, p. 22). Jansen and Jeho (2012) have 

also provided a list of focus areas for SaaS implementation. The most important focus areas are: 

good contract management, data exchange contracts, performance monitoring, quality assurance, 

strategic alignment, SaaS vendor management, and speed & quality of the service. Furthermore 

literature is found that indicates that SaaS vendors that originally delivered on-premise systems 

struggled with their processes. They were less likely to be flexible partners for the clients (Olsen, 

2006, pp. 269-270).  

The market position of SaaS software is that SaaS is currently a hype and most literature holds a 

positive attitude towards SaaS. However, it is still a small part of the entire market. In 2012 the SaaS 

market is 12% of the entire business software market en in 2016 this percentage is grown to 16.6%. 

This is illustrates by table 39 in appendix vii. This table and literature shows that CRM is the biggest 

SaaS market in dollars (Lenart, 2011, p. 42) (Benlian, Hess, & Buxmann, 2009, p. 367). The enterprise 

resource planning (ERP) market is the biggest enterprise software market, in this market SaaS is 
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slowly growing. This could indicate that within the ERP segment SaaS is struggling to get into the 

market with a significant market share. Although there is suggested that ERP applications are only 

adopted by small and medium businesses (SMBs) this is contradicted in literature (Benlian, Hess, & 

Buxmann, 2009, p. 366). Figure 2 shows the market in millions of dollars for SaaS CRM, non SaaS 

CRM, SaaS ERP and non SaaS ERP for the upcoming four years. It is visualized that SaaS is growing in 

both market segments.  

 

Figure 2, market estimations 2012-2016 (Gartner inc., 2012) 

Figure 2 shows that SaaS is lagging in the ERP market, but literature suggests that SaaS and ERP are 

having the similar goals and objectives. The concept behind ERP is that everything is done in one 

system and is saved in one database. The underlying database can be used by all levels of personnel 

in the organization, under some restrictions. This is exactly what SaaS does, it allows multiple clients 

to store data in the same data base and clients can only access their own data (Blokdijk, 2008). So in 

theory ERP and SaaS have a happy marriage, but the complexity of ERP systems of the big enterprises 

is on this moment too much to handle for the SaaS ERP systems, but there are two forces that 

increase the SaaS ERP market. The first force is the grow in demand itself and the second force is the 

advancing technology that enhances the capabilities of the future systems (Hofmann, 2008, p. 88).  

1.2 Research objective 
Clearly, the hype around SaaS has realized a tremendous growth of SaaS products in the market. 

Furthermore much research is done towards the advantages and disadvantages of SaaS for both the 

client and the vendor. The advantages are seen from the computer science perspective and from the 

outsourcing perspective. However, the literature about the life cycle of these systems is very limited 

and can only be presented by general software development models and ERP life cycle models.  

In practice the demand is rising and the practitioners, SaaS vendors and implementation partners, 

are delivering and implementing SaaS systems. This without the knowledge about whether the used 

implementation processes are efficient and effective. They learn by trying, but cannot be sure if the 

used processes are correct. Scientific literature can help practitioners assessing their way of working, 

although that is only possible when there is knowledge available about the optimal implementation 

processes for SaaS systems. Unfortunately this data is unavailable. So before practitioners could 

assess the correctness of their way of working, scientific knowledge needs to be generated about the 

implementation and life cycle of SaaS systems. Not only for practitioners it is important that this 
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knowledge becomes available, also literature has indicated this gap as problematic (Saeed, Juell-

Skielse, & Uppström, 2011, p. 120). SaaS systems have many differences from on-premise systems, 

which could influence the processes within the life cycle. Differences are: No hardware issues, 

different software delivery model, different way of up gradation, easier to understand, lower costs, 

shorter implementation time, more flexible software, and less complicated (Sharma, Mehra, Jola, & 

Kumar, 2010, p. 145). Furthermore the multi tenancy characteristic impacts customizations and 

parameterizations activities (Müller, Krüger, Enderlein, Helmich, & Zeier, 2009, p. 67). So this 

concludes that research towards the life cycle of SaaS is beneficial. 

To investigate the life cycle of SaaS applications there is decided to use a case study approach. This 

decision is based on two different reasons. The first reason is that there is not much literature 

available about the life cycle of SaaS applications and secondly the life cycle is a broad concept that 

needs to be discussed in detail (Dul & Hak, 2008, pp. 24-25). The case study approach is theory 

oriented, due to the fact that practitioners are asking demand knowledge about the SaaS life cycle, 

while no knowledge is presented. This research is focussing upon finding new scientific insights that 

could trigger new scientific research into that specific direction. Furthermore the objects of research 

must be discussed before the actual research objective can be stated. Initially the idea was to focus 

upon ERP systems, but due to the fact that SaaS ERP is not big enough, there is decided to focus upon 

CRM cases. The first reason to choose for SaaS CRM is because SaaS CRM is the biggest market in 

SaaS applications. The second reason to choose SaaS CRM is because the functionality of a CRM 

system is also implemented in a ERP system, although the functionality is only part of the total 

functionality of ERP systems. This means that the official research objective is: 

The research objective of this study is to contribute to the development of theory 

regarding the difference in life cycle for SaaS CRM applications versus the on-

premise CRM applications.  

For this research objective there are two research strategies available: an experiment and a 

comparative case study. Although the first one, the experiment, is the most optimal choice in theory 

(Dul & Hak, 2008, p. 177), it is not feasible in this research context. The objects that need to be 

studied are IT projects, which in practice take up at least 6 months and are always executed by 

various groups and persons. The comparative case study research strategy is not only the last option 

left, it is also a very effective way to do a theory building study (Dul & Hak, 2008, p. 209). The 

comparative case study strategy allows the researcher to identify in four different relationships and 

conditions. These relationships and conditions are explained in table 2. The case study approach has 

only one hard restriction that needs to be fulfilled, which is that at minimum three different cases are 

selected for the analysis. This research strategy is also chosen because the independent variable is 

known, some dependent variables are not known and the type and direction of relation between 

independent and dependent variable(s) is not known.  

Table 2, Conditions and relationships 

Condition or Relationship Explanation 

Sufficient condition If there is A, then there will be B 

Necessary condition B exists only if A is present 

Deterministic relation If A is higher, then B is higher. 

Probabilistic relation If A is higher ,then it is likely that B is higher 
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This research is conducted in ten steps. All the steps are discussed below and visualized in 

Figure 3.  

Chapter 6Chapter 5

5) Collect 

information

Chapter 4

6) Analyse 

collected 

information

7) Build 
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9) Present 

limitations

10) Present future 

research topics

Chapter 2 Chapter 3Chapter 1
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8) Present 
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Figure 3, Research steps and chapter overview 

The first step is to present general literature about SaaS. Topics for this step are: the 

definition of SaaS, the differences with on-premise systems, advantages of SaaS and 

disadvantages of SaaS. This step visualizes literature, so that the researcher understand 

what the subject is and understand the characteristics of the subject. The second step 

presents more specific literature about the research subject. Topics in this step are: SaaS 

implementation issues, general software development models and life cycle models. This 

step ensures that the research as a whole does not miss any valuable pieces of information. 

Furthermore this step presents literature that can be used for development of the 

theoretical framework. The development of the theoretical framework is the third step in 

this research. This theoretical framework creates a link with literature and also makes sure 

that every case discussed in this research is discussed in a similar way. The fourth step is to 

develop and present the research method. The research method is the backbone of this 

research, it describes the methods in this research and the analysis techniques. The 

research method is not only the recipe for this research, it also is very important to make 

sure that the research is repeatable. In the fifth step the data is collected by executing the 

semi structured interviews. The sixth step is the presentation of the collected data, by 

methods discussed in the research method. The analysis creates initial insights in the data, 

that can be used in the development of propositions. This development of propositions is 

the seventh step in this research, which are the final results of this research. The eighth 

step in this research is the presentation of the practical implications. They are based upon 

the build propositions and the research method. The ninth step is the presentation of the 

limitations of this research. This step assess the research method and indicates how the 

propositions found in this research need to be evaluated, which are the limitations of this 
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research. The tenth and last step of this research is to indicate research subjects for future 

research. The propositions found in this research and the indicated limitations of this 

research, indicate potential areas for further research. Figure 3 also indicates the chapter 

overview for the various research steps.  
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2 Theoretical framework 
In this section the theoretical framework is developed, this is done in three steps. First the literature 

about software implementation is thoroughly analysed. The literature is derived in similar way as is 

indicated before. Only this time the search terms are different and more specific. The search terms 

are: focus points, decision, life cycle, lifecycle, adoption, implementation, enterprise, SMB, SME, 

acquisition, contract, contracting, developing, maintenance, evolution, etc. These search terms are 

combined with SaaS related search terms such as: SaaS, software as a Service and Software-as-a-

Service. The second step is to select a model from literature as a basis for the theoretical framework. 

The third and last step is to analyse the model with the use of additional literature, and indicate 

where there are differences expected between SaaS and on-premise systems. These expected 

differences are reflected in sub questions.  

2.1 Life cycle models 
Information about the life cycles is found in the general software development literature. The 

traditional life cycle models, the waterfall model and the spiral model, are not usable due to the fact 

that SaaS systems are already developed and only need to be made usable and implemented in the 

way of working of the clients organization. Other software life cycles better suited for the 

characteristics of SaaS can be found at the form of ERP life cycles, because they possess the same 

characteristic that most of the software is already finished and only needs to be tailored to the 

wishes of the client. Two life cycles are found in literature. The first model is limited to six stages: 

initiation, adoption, adaptation, acceptance, routinization and infusion (Rajagopal, 2002, p. 92). This 

model is presented in figure 4. 

Adoption

Initiation

Adaptation

Acceptance

Routinization

Infusion

New innovation

Start

 

Figure 4, The ERP life cycle (Rajagopal, 2002, p. 92) 

A similar six stages model is from Esteves and Pastor (1999). The stages are: Adoption decision, 

acquisition, implementation, use & maintenance, evolution and retirement. Both models have a high 

level of overlap and differ only upon two aspects. The first aspect is that the model from Esteves and 

Pastor integrates routinization and infusion into one stage, namely use & maintenance. The second 

difference is that the model from Esteves and Pastor acknowledges the last phase of an ERP system is 

retirement. This addition towards the ERP life cycle is very important, because software applications 

are eventually abandoned. The life cycle is shown in figure 5. 
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AcquisitionAdoption Implementation
Use & 

mantenance
Evolution Retirement

 

Figure 5, the ERP life cycle from Esteves and Pastor (1999) 

2.2 Theoretical framework 
The life cycle that is used for this research is the life cycle introduced by Esteves and Pastor (1999). 

The advantages of this life cycle are the clear beginning and end in the model, furthermore the labels 

within the phases are more clear for practitioners. Moreover this model also describes the 

dimensions in which the various phase differ from each other. The indicated dimensions are: 

product, process en people. In this research people is replaced by resource to include also time in the 

last dimension. The other model is less usable due to the iterative focus it has, in discussion with 

practitioners it becomes harder to indicate in which phase the systems is in. As mentioned earlier the 

phase in the two ERP life cycle have similar definitions. The dimensions related to the selected life 

cycle are in general seen as the three aspects that deliver a complete view over an entire 

period/phase. 

Chapter 1 has presented differences between SaaS and on-permise systems, which can lead to 

differences in various phases of the life cycle. Additionally literature about the various phases in the 

life cycle also indicate areas that need additional attention in various phases. The phases are 

discussed in more detail below. Except for the last phase, the retirement phase, because of time 

restrictions this phase is not included in this research. Furthermore this phase is neglected because it 

is senseless to acquire knowledge about the retirement of the system before the knowledge about 

the implementation is available.  

2.2.1 The adoption phase 

The adoption phase is the phase in which the decision is taken whether or not a system needs to be 

implemented (Esteves & Pastor, 1999) (Rajagopal, 2002) (Chen, 2001, p. 378). The most important 

products delivered in this phase are according to literature the requirements and the justification 

(Esteves & Pastor, 1999, p. 4). Furthermore literature is indicating that the deliverables have 

different goals. Deliverables can focus upon strategic issues, financial issues and operational issues 

(Hirt & Swanson, 1999). In the SaaS literature there is stated that SaaS has strategic and economic 

benefits, so the additional attention to the focus of the deliverables can be important to find a 

difference in the life cycle (Gonҫalves & Ballon, 2011). Literature suggests that the to-be situation 

analysis and the impact analysis are the most important processes in this phase (Hirt & Swanson, 

1999) (Esteves & Pastor, 1999) (Chen, 2001). This leads to the sub question below. 

Sub question 1: Is there a difference in the goals of the products delivered in the 

adoption phase for both type of systems? 

2.2.2 The acquisition phase 

The acquisition phase, the phase in which the involved parties are contracted (Esteves & Pastor, 

1999) (Rajagopal, 2002). Contracts are according to literature the most important deliverables 

(Esteves & Pastor, 1999). The literature about SaaS indicates that the performance of the system is 

linked to service level agreements (SLAs) and the risks for SaaS systems are linked to “what if” 

scenarios. Therefore there is decided to analyse the components in the contract in more detail. The 
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most important process in this phase is the analysis of vendors and IT consulting firms (Bernroider & 

Koch, 2000, p. 1028) (Everdingen, Hillegersberg, & Waarts, 2000, pp. 28-30). This leads to the sub 

question below. 

Sub question 2: Is there a difference in the components of the contracts for both 

type of systems? 

2.2.3 The implementation phase 

The implementation phase, is the phase in which the system is implemented and is ready for use 

(Esteves & Pastor, 1999) (Rajagopal, 2002). Due to the differences in characteristics between the 

SaaS systems and the on-premise systems more attention is given to the various system components 

and the governance of these components. Important processes in this phase are: change 

management, business process redesign (BPR), customizations and parameterizations (Rajagopal, 

2002) (Davenport, 1998). This lead to the sub question below. 

Sub question 3: Is there a difference in the application components in the delivered 

system for both type of systems? 

2.2.4 The use & maintenance phase 

The use & maintenance phase is the phase in which the system is used and small bug fixes are 

executed (Esteves & Pastor, 1999). Rajagopal (2002) describes this phase in two phases. The first 

phase is the acceptance phase, in which end users the system are going to use. The second phase is 

the routinization, in which the use of the system becomes part of the process and the system is gets 

small tweaks to fit the process more. Literature does not mention important products and processes 

for this phase. In this phase no literature is found that indicates an important difference for both 

type of systems. 

2.2.5 The evolution phase 

The evolution phase, which is the phase in which bigger improvements are realized for the system 

(Esteves & Pastor, 1999) (Rajagopal, 2002). Literature indicates that similar processes are found in 

this phase as in the implementation phase (Rajagopal, 2002, p. 100). Due to the characteristics of the 

SaaS system it is important to analyse the influence that clients have on their system in this phase. 

The sub question is shown below. 

Sub question 4: Is the influence upon the system by the client different for both 

type of systems? 

Literature has investigated and indicated important products and processes for the various phases of 

the life cycle. Resources on the other hand are less present in literature. To overcome this lack of 

information, there is decided to replicate a research from Somers and Nelson (2004). This research 

investigated, via a survey, the importance of activities and players in the various phases. They used a 

list of fourteen activities and eight resources.  

All the information presented about the products, processes, resources and the additional focus 

points within various phases are summarized in figure 6.  
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Figure 6, the theoretical framework 
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3 Research Method 
This chapter explains how the research is conducted. Firstly, the process of selecting the candidate 

cases and the eventual selection of cases is described and clarified. Secondly, the measurements 

used in the interviews and questionnaires is elaborated. Finally and thirdly, the data analysis process 

and the analysis techniques are made explicit.  

3.1 Candidate cases and case selection 
After the research strategy is clarified it is important to select candidate cases and eventually the real 

cases for this research. Due to the fact that the independent variable is a dichotomous variable the 

list of candidate cases consist out of two groups of candidate cases: SaaS CRM cases and on-premise 

CRM cases. Although the On-Premsie CRM cases are well investigated in literature, they are still 

included in this research to control for the fact that companies can do something different than is 

described in literature. The first group, the SaaS CRM cases, is a crucial group to compose. The SaaS 

CRM projects are relatively new and therefore the list is not long. Due to the fact that this research is 

conducted in collaboration with Accenture, all the SaaS CRM cases from Accenture worldwide are 

selected as candidate cases. These cases are found by using the internal data storage systems, 

unfortunately this list of candidate cases cannot be disclosed due to confidential issues. To make the 

SaaS CRM list of candidate cases more extensive, there is decided to identify Dutch SaaS CRM 

vendors that have larger cases and convince them to collaborate in this research. Due to the size of 

most Accenture cases, it was important to already exclude Dutch SaaS CRM vendors that did not 

have executed cases with more than 20 users. This is checked by reading the sites of the vendors in 

great detail, and look if there are given some reference cases with the correct size. The Dutch SaaS 

CRM vendors are found by using Google. Google is configured in such a way that only Dutch sites 

appear in the search results and the search terms used to compile the list of Dutch vendors are: 

“SaaS CRM”, “CRM MKB”, “online CRM” and “cloud CRM”. The list of Dutch SaaS CRM vendors for 

the candidate cases is shown in appendix iv. The list of candidate cases for the On-Premise CRM 

cases is established by the help of various employees of Accenture. Again this candidate list of On-

Premise CRM cases cannot be disclosed due to confidentiality issues.  

The next step was to come from a list of candidate cases to the cases that would be used in this 

research. Due to time restrictions there was time to evaluate around 15 cases, and because the On-

Premise CRM cases have already a stable basis in literature there is decided to include ten SaaS CRM 

cases and five On-Premise cases. Due to the fact that the list of SaaS CRM candidate cases, including 

the Dutch SaaS CRM vendors, was not long and probably not everybody was willing to participate in 

this research, all SaaS CRM cases are approached to be included in this research. Eventually one 

external SaaS vendor was willing to collaborate and nine employees were willing to talk about nine 

Accenture SaaS CRM projects. The list of cases for the On-Premise projects is made after the eventual 

list of SaaS CRM cases. This is done because most SaaS cases are of much smaller size than their On-

Premise equivalents. Therefore the relatively small On-Premise CRM cases are selected to be part of 

this research. Four different cases are selected, and used in this research. Case number 13 and 14 are 

about the same case, because the information gathered from case 14 was not sufficient on its own. 

The entire list of cases used in this research is given in Appendix 3. All the external Dutch SaaS CRM 

vendors are contacted by email, and various reminders via email if they have not responded within a 

week. Also they are contacted by phone, if they have not responded within 3 weeks. For the cases 

linked to Accenture contact was made by starting at the employee, who was responsible for the 
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entire client and therefore also for one of the candidate cases. This employee directed me to the 

project leader, who has managed the project. In some cases this person was willing to participate, 

linked me to other colleague or made clear that there was no participation possible. Table 23 in 

Appendix I, shows the list of cases and their general characteristics, which are used in this research. 

Further explanation of this table is given in the next chapter.  

3.2 Measurement 
In the previous chapter the theoretical framework for this research is presented and discussed. This 

theoretical framework is based upon the life cycle of a system, and each of the phases is discussed by 

using the three dimensions: products, process, and resource.  

The objects of measurement for these concepts are the perceptions, which are located in the 

recollection of the individual, who has worked on the particular cases. Not all employees that have 

worked on a particular case, have enough knowledge about the selected cases, due to the lack of 

overview most employees had. Therefore mostly managers and senior managers are selected as the 

holder of the knowledge that needs to be elicited. There was no possibility to have insight in case 

documentation, due to the anxiety to disclose confidential data.  

The data about the various concepts is extracted by interviewing people, who have a broad 

knowledge base regarding a particular case. These interviews happens in a semi structured setting. 

First the interviewee is introduced into the various phases of the life cycle where after the 

interviewee needs to answer various questions about the three dimensions in each stage. Each 

interviewee is given the choice to do the interview face-to-face or to fill in an online questionnaire, 

both methods are recorded and stored as data. For both formats it holds that the interviewer will 

assess, control, and process the information. After the first processing step the interviewee gets the 

opportunity to elaborate, clarify and confirm the provided and processed data. These confirmed 

interviews can be found in appendix ii. 

The interview consisted out of four parts: general questions, phase related questions, ending 

questions and a survey. The first part, the general questions, provides a general view on the case that 

is discussed. The second part, the phase related questions, allow the interviewee to name all the 

things that pop in to their minds about product, process, and resource in each stage. Some guidance 

was present, due to the fact that people from practice were not used to work with this model from 

literature. The third part, the ending questions, is implemented to ask questions about the difference 

between the life cycle of SaaS systems and the On-Premise systems, which cannot be linked directly 

to phases within the life cycle. The fourth and final part, the survey, which tries to re-test a previous 

done research for the implementation for On-Premise ERP systems. The survey asks interviewees to 

indicate the importance of certain activities and roles for each phase. To make sure that the re-test 

ability is the highest the entire survey used by Somers and Nelson (2004) is used in this research. The 

interview is placed in appendix v, this also includes the text that is used to introduce the interviewees 

to the subject and interview. 

The coding process step was needed because interviewees were asked to provide lists and due to the 

many synonyms in place, it was impossible to compare answers directly to each other. It was needed 

to look carefully to the meaning of each of the words, to code the interviews. The coding rules were 

very simple. Firstly all the answers of all the interviewees for a particular question were listed. The 

second step is to start with the first unlabelled word from the top. The third step is to find all the 
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words related to that word. The fourth step is to change all these words into one specific word. 

Mostly this word is the most commonly used by the interviewees or the most practical to represent 

the entire group. The fifth step is go back to step two if there are unlabelled words. The entire coding 

process and rules are described appendix vi.  

This paragraph makes clear that the restriction of measurement validity is met.  

3.3 Data analysis 
This part discusses which techniques will be used to analyse the data. As is previously described the 

data consists out of four parts, the first three are the interview parts and the last part is the survey 

part. The entire population for this research consists out of 15 projects (N=15).  

The interview part uses qualitative methods and discovers various types of relationships. The used 

method is based upon the coding principle, discussed above, and elicits various relationships upon 

the presence or the absence of different aspects. The four types of relationship that are tried to 

discover are: sufficient relationships, necessary relationships, deterministic relationships and 

probabilistic relationships. The more complex relations, the ones that include mediators, 

moderators, multiple causes, or multiple effects, are much harder to be found in this research. Most 

of these relationships can only be found with the experiment research strategy.  

The survey part provides quantitative data, but due to the small sample size no complex methods can 

be used to analyse the data. The data obtained has a range from 0-5 and these numbers are linked to 

one or more phases. The averages are taken from these integers for SaaS and for on-premise cases. 

In the research from Somers and Nelson (2004). Also averages are taken but with a continues scale 

from 0 to 1. Due to the lower sample size the numbers itself are very imprecise and therefore there is 

decided to use three categories, namely low, medium and high. The results from this study and the 

study from Somers and Nelson are put into these labels. In the study of Somers they have used the 

labels low (0-0,3), medium (0,3-0,6) and high (0,6-1). Similar is used in this research only on a scale 

from 0 to 5 this is resembled in low (0-1,5), medium (1,5-3) and high (3-5). One additional 

transformation is needed make the data from Somers and Nelson (2004) usable. The data was 

collected by using the life cycle model from Rajagopal (2002). This model has two phases that were 

combined in the Esteves and Pastor model (1999). So therefore there is decided to pick the highest 

label from the data from the phases acceptance and routinization to represent the data in the 

maintenance phase.  
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4 Results 
This section describes the results found in the information gathered via the interviews and 

questionnaires for the various parts of the interviews. The results are explained by using the 

overview tables in appendix i, the interviews itself from appendix ii and the survey results from 

appendix iii. The chapter starts by presenting the general information about the cases. After that the 

information from the various phases is presented in five separate sections, including the results from 

the survey in each phase. The chapter ends with the presentation of the information from the ending 

questions and the elaboration of the survey data. In all these sections the data from the interviewees 

is presented and differences between the two types of cases are indicated.  

4.1 Case introduction and general questions 
The introduction questions are included in the interview to introduce the used cases for this research 

and to control for a various factors. Table 23 in appendix i introduces the cases and from this table 

can seven issues be concluded. The first thing that could be learned from the table, is that the used 

projects are based upon various software packages from different vendors. Secondly, the data 

reveals that most interviewees are managers or senior managers, to be precise 66% of the 

interviewees is a manager or senior manager. Thirdly, it becomes obvious that most data is obtained 

by email, 73% of all the data is obtained by using questionnaires that are filled in and delivered to the 

researcher by email. Fourthly, the size of the project is visualized in number of employees and in 

number of users for the CRM system. This shows that six very big clients are used in this comparative 

case study research. These clients have 10.000 to 200.000 employees(case 3, case 8, case 9, case 10, 

case 11 and case 12), and one very small client with 50 employees (case 2). For the amount of users 

the range is much smaller, although there are three exceptions. Two clients have a very small 

amount of users on their CRM system, respectively 30 and 35 users (case 1 and case 3). On the other 

hand, there is one client that has a huge amount of users on their system, which evenly exceeds their 

size in employees (case 2). This particular client is an umbrella organization and has deployed their 

system to every partner, client, and organization that could benefit from the functionality. The fifth 

issue is that case 1 is the only external case that is included in this research. The sixth issue that is 

revealed about these cases is that the line of business for all these companies is divers, although 

telecommunication is the line of business for seven out of the fifteen interviews. Finally the table 

shows that interview 13 and 14 are both discussing the same case. For all these issues it holds that 

they are evenly distributed over the two type of projects, which means that comparisons are 

meaningful due to the similarities in cases and groups.   

4.2 The adoption phase 
The results of the analysis of the adoption phase are discussed by looking at the three dimensions, 

which are product, process and resource. The tables in this section are based upon table 24 and table 

25 in appendix i, the interviews from appendix ii and table 36 in appendix iii.  

4.2.1 Products in the adoption phase 

Table 3 shows the information for the products in the adoption phase. There are nine different 

products mentioned for this phase by the interviewees. Each product will be discussed upon the 

focus points and the differences in type, after that the information in the table is analysed in more 

depth.  
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Table 3, Products adoption phase 

Product Total 
Fraction 

Type Type 
Fraction 

Strategic  Operational  Financial 

H M L ? H M L ? H M L ? 

The System 
requirements 

80% 
(12/15) 

SaaS 70% 
(7/10) 

4 2 1 0 5 1 1 0 3 0 4 0 

On-Premise 100% 
(5/5) 

2 1 0 2 3 0 0 2 0 0 3 2 

The business 
case 

33% 
(5/15) 

SaaS 40% 
(4/10) 

1 0 3 0 0 2 2 0 4 0 0 0 

On-Premise 20% 
(1/5) 

0 0 1 0 0 1 0 0 1 0 0 0 

The high level 
architecture 

20% 
(3/15) 

SaaS 30% 
(3/10) 

2 0 1 0 2 0 1 0 1 0 2 0 

On-Premise 0%  
(0/5) 

0 0 0 0 0 0 0 0 0 0 0 0 

The 
justification 

20% 
(3/15) 

SaaS 20% 
(2/10) 

2 0 0 0 0 0 2 0 2 0 0 0 

On-Premise 20% 
(1/5) 

1 0 0 0 0 0 1 0 1 0 0 0 

The high level 
planning 

20% 
(3/15) 

SaaS 20% 
(2/10) 

2 0 0 0 2 0 0 0 0 0 2 0 

On-Premise 20% 
(1/5) 

1 0 0 0 1 0 0 0 0 0 1 0 

The list of 
processes 

20% 
(3/15) 

SaaS 10% 
(1/10) 

1 0 0 0 0 0 1 0 1 0 0 0 

On-Premise 40% 
(2/5) 

1 0 0 1 1 0 0 1 0 0 1 1 

The decision 
criteria 

13% 
(2/15) 

SaaS 10% 
(1/10) 

1 0 0 0 1 0 0 0 0 0 1 0 

On-Premise 20% 
(1/5) 

1 0 0 0 1 0 0 0 0 0 1 0 

The RFPs 13% 
(2/15) 

SaaS 10% 
(1/10) 

1 0 0 0 0 1 0 0 1 0 0 0 

On-Premise 20% 
(1/5) 

0 0 0 1 0 0 0 1 0 0 0 1 

The list of 
vendors 

7% 
(1/15) 

SaaS 10% 
(1/10) 

1 0 0 0 1 0 0 0 0 0 1 0 

On-Premise 0% 
(0/5) 

0 0 0 0 0 0 0 0 0 0 0 0 

Total  
34/15 

SaaS  
22/10 

15 2 5 0 11 4 7 0 12 0 10 0 

On-premise  
12/5 

6 1 1 4 6 1 1 4 2 0 6 4 

 

The most mentioned end product in this phase are the system requirements. They are mentioned in 

twelve of the fifteen cases, and are mentioned in all on-premise cases. For the on-premise cases this 

deliverable is focussing highly on strategic aspects, highly on operation aspects and low on financial 

aspects. For the SaaS cases this is partly the same, although three out of the seven interviewees 
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indicate that financial aspects are also highly important. The second deliverable is the business case. 

This deliverable is mentioned in 1/3 of all the cases and in percentages this deliverable is mentioned 

twice as much for SaaS cases as it is mentioned for on-premise cases, respectively 40% versus 20%. 

The focus of the deliverable between the SaaS and on-premise cases is similar, in most cases the 

focus is high on the financial aspects, medium to low at the operation aspects and low on the 

strategic aspects. A small remark is that case 12 and case 14 indicate that it is logical to pay less 

attention to operation in the business case deliverable, because operation aspects are converted into 

financial aspects for the business case. The third deliverable is the high level architecture, which is 

mentioned for three cases and only for the SaaS cases. This product focuses primarily on strategic 

and operational aspects, and neglecting most of the financial aspects. The fourth deliverable is the 

justification. It is only mentioned three times and evenly distributed over the two type of cases, with 

similar focus. There is a high focus upon strategic and financial aspects, while the focus upon 

operation aspects is low. Two cases, case 1 and case 6, have indicated that this deliverable is not the 

real decision, but more a presentation of the decision with arguments. The fifth deliverable, the high 

level planning, is mentioned three times, two times for the SaaS cases and one time for an on-

premise case. All the three cases indicated that this deliverable is focussing upon strategic and 

operational aspects, while financial aspects are given minor attention. The sixth deliverable is the list 

of processes. It is mentioned three times, once for a SaaS cases and twice for on-premise cases. The 

focus is upon strategic and finance for the SaaS cases and is focussing upon strategic and operational 

for on-premise cases. The last three deliverables are only mentioned once or twice. The decision 

criteria and the request for proposals (RFPs) are both mentioned twice, once for each type. For the 

decision criteria it holds that types had similar focus and for the RFPs it holds that the on-premise 

case had no insight in the focus points. The list of vendors, the last product of the three, is mentioned 

once and only for SaaS cases, with a focus upon strategy and operation.  

From table 3 there could also be learned that for the SaaS cases 22 deliverables are mentioned, 

which means an average of 2,2 deliverable per case. For the on-premise cases it holds that they have 

mentioned in five cases 12 deliverables, which means an average of 2,4 deliverable in this phase. If 

the focus points of the deliverables are analysed, there could be concluded that financial aspects are 

more important for SaaS types. Twelve SaaS deliverables are focussing upon financial aspects, 

opposed to the two for the on-premise cases. This difference is also found in the additional 

information given by two cases, case 4 and case 11. Case 4, a SaaS case, implies that financial aspects 

are important due to the financial crisis. On the opposite case 11, an on-premise case, states that 

most companies have always access money, so money is no decision criterion. 

4.2.2 Processes in the adoption phase 

Table 4 shows the information for the processes in the adoption phase. There are six different 

processes mentioned for this phase and these will be discussed in the same order as the table. 

Table 4, Processes adoption phase 

Process Total fraction SaaS On premise 

Analyse the to-be situation 73% (11/15) 70% (7/10) 80% (4/5) 

Analyse the as-is situation 67% (10/15) 60% (6/10) 80% (4/5) 

Analyse impact 20% (3/15) 20% (2/10) 20% (1/5) 

Analyse gap between as-is and to-be 13% (2/15) 20% (2/10) 0% (0/5) 

Analyse reference projects 13% (2/15) 20% (2/10) 0% (0/5) 

Analyse vendor products 7% (1/15) 0% (0/10) 20% (1/5) 
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The first process is the analysis of the to-be situation. The process is mentioned in eleven of the 

fifteen cases and is in percentages evenly distributed over the two different type of projects. For the 

SaaS cases it holds that this is seen as one of the most important processes, according to case 1, case 

4 and case 5. All these three indicate that the client is willing to change their processes radically, if 

that is needed for the new system. The second process, the analysis of the as-is situation, is 

mentioned ten times and is mentioned respectively more for the on-premise projects, 60% for the 

SaaS projects and 80% for the on-premise projects. The third process is the analysis of the impact, 

three times interviewees have indicated this process. The process is mentioned in similar ratio for 

both type of cases. The fourth process is the analysis of the difference between the to-be and the as-

is situation. This process is mentioned two times and only for the SaaS cases. The fifth process, which 

is the analysis of reference projects, is mentioned in two cases and only for the SaaS type. The last 

process mentioned by the interviewees is the analysis of the vendor products, which is mentioned 

once for an on-premise case. Additional information is given by the results from the survey 

presented in table 36. The survey adds to these results that the activity to develop clear goals and 

objectives is highly important for both type of cases. The architecture choices are only highly 

important for on-premise cases and medium important for SaaS cases. Furthermore the 

interdepartmental cooperation and communication is medium important for both type of cases, 

while the packages selection and management of expectations are only medium important for on-

premise cases and low important for SaaS cases. 

4.2.3 Resources in the adoption phase 

The resources are divided into two different aspects. The first aspect is time and the second aspect 

are the various parties and key roles that need to be fulfilled to execute the processes and deliver the 

end products in the adoption phase.  

The first aspect time is discussed via various mathematical calculations. These calculations are 

explained in text and visualized in a calculation form. First the assumptions are given and these are 

discussed below. 

Assumptions 

                   (1) 

 

         
 

 
       (2) 

 

              (3) 
 

           (4) 
 

          (5) 
 

                                                      (6) 
 

Equations(1), (2), (3), (4), (5) and (6) are basic assumptions. The first assumption describes the 

function of   . The next four assumptions make sure that the natural language is transformed into 

numbers and the last assumption is describing how to come from a time period to a single time 
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indication, which can be used in the calculation. For the adoption phase some interviewees have 

made general comments. There is decided to make a difference between general comments and 

specific comments due to fact that general comments are made by people based upon estimations 

and opinions. This means that the calculation for the SaaS time excluding the general comments is 

based upon six cases (case 1, case 2, case 3, case 7, case 8, and case 10). The average time is 

presented in calculation (7). The average SaaS time including the general comments is presented in 

calculation (8), which includes 9 cases and only excludes case 9, because the interviewee had no 

insight in this data. Calculation (9) shows the average time for on-premise cases, with the exclusion 

of the general made comments. This results into only one statement, only case 11. Calculation (10) 

does include the general comments for the on-premise cases. This results in the inclusion of four 

cases only case 12 is excluded, because the interviewee had no insights in this specific data. 

Calculations made for the adoption phase 
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From the previous four calculations can be concluded at first sight that SaaS cases spend less time in 

the adoption phase, than the on-premise cases.  

The second aspect are the roles in this phase, table 5 shows all the roles mentioned for the various 

cases in this phase. In total nine different roles and parties are mentioned, all of them will be 

discussed below in similar order as in the table. 
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Table 5, Resources adoption phase 

Various roles/parties Total fraction SaaS On premise 

Top management 60% (9/15) 60% (6/10) 60% (3/5) 

Consultants 47% (7/15) 50% (5/10) 40% (2/5) 

End users 40% (6/15) 50% (5/10) 20% (1/5) 

IT department 20% (3/15) 20% (2/10) 20% (1/5) 

Procurement department 13% (2/15) 20% (2/10) 0% (0/5) 

Project team 13% (2/15) 20% (2/10) 0% (0/5) 

Client 13% (2/15) 10% (1/10) 20% (1/5) 

Accenture 13% (2/15) 0% (0/10) 40% (2/5) 

Vendor 7% (1/15) 0% (0/10) 20% (1/5) 

 

The first role is the involvement of top management in this phase. The mention rate of top 

management is similar for the two types of cases. The second role, which are the consultants, are 

mentioned seven times and there is no significant difference between the two type of cases. The 

third role, the involvement of the end users in this phase, differs between the two type of projects. 

End users are mentioned six times in total and five of the six times this is mentioned for a SaaS case, 

which is a higher mention rate than for on-premise cases. The fourth involved party is the clients IT 

department, it is mentioned three times and in ratio evenly over the two types of cases. The fifth and 

sixth involved parties, which are the procurement department and the project team, are both 

mentioned two times and only for the SaaS cases. The seventh party is the client as a whole, it is 

mentioned two times. Once for a SaaS case and once for an on-premise case. The eighth party is 

Accenture, it is mentioned twice and only for on-premise cases. The last involved party is the vendor, 

it is mentioned once and only for an on-premise project. All with all this phase is mostly arranged as 

an internal process for SaaS cases. The cases 1, 2, 4, 7 and 9 have not mentioned external parties in 

their answers, so five out of the ten SaaS cases see this phase as strictly internal, for the on-premise 

cases it holds that all interviewees have mentioned one or multiple external parties. The survey 

confirms that top management for both type of cases is very important. Also does the survey present 

information that contradicts with earlier findings, the project team is namely indicated medium 

important for on-premise cases and only low important for SaaS. Furthermore the vendor-customer 

partnership is indicated to be medium important for on-premise and only low for SaaS. Two missing 

parties are the steering committee and the project champion. The first one is sees as medium 

important for SaaS and low for on-premise, while the latter one is just the opposite of that.  

4.3 The acquisition phase 
The three aspects in this phase that needs to be elaborated are product, process and resource. The 

entire coded information for this phase can be found in table 26 and table 27 in appendix i, the 

interviews in appendix ii and the survey in appendix iii. 

4.3.1 Products in the acquisition phase 

Products in the acquisition phase are split up into two different items. First the end products of the 

entire phase are presented and secondly the important issues within a contract are discussed.  

There are seven end products mentioned in the interviews, the information is summarized in table 6. 

All the end products will be discussed in the same order as they are ordered in the table and there 

was one interviewee that did not have insight in products in this phase. The first deliverable, the 

contract, is mentioned thirteen times of the fourteen cases. Ten times for the SaaS cases and three 
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times for the on-premise cases. The second deliverable are the RFPs, mentioned five times and four 

of these mentions were made by SaaS cases. The next three deliverables in the acquisition phase, the 

system, the decision criteria and the list of vendors, are once mentioned and only for the SaaS cases. 

The last two products in this phase, which are the high level planning and the system requirements, 

are mentioned once for the on-premise cases. The last five discussed products are mentioned by 

three cases, which are slightly different from the other twelve cases. The first case is case 1, the 

external SaaS vendor, mentions the delivering of the system. The second is case 10, the hybrid SaaS 

case, mentions the list of vendors and decision criteria in this phase. The third and last case that 

stands out is case 12, an on-premise case, which indicates that the deliverables from the previous 

phase need to be made more detailed in this phase. 

Table 6, Products acquisition phase 

Products Total fraction SaaS On premise 

The contract 93% (13/14) 100% (10/10) 75% (3/4) 

The RFPs 36% (5/14) 40% (4/10) 25% (1/4) 

The system 7% (1/14) 10% (1/10) 0% (0/4) 

The decision criteria 7% (1/14) 10% (1/10) 0% (0/4) 

The list of vendors 7% (1/14) 10% (1/10) 0% (0/4) 

The high level planning 7% (1/14) 0% (0/10) 25% (1/4) 

The system requirements 7% (1/14) 0% (0/10) 25% (1/4) 

 

The second part focusses upon the elements that are important within a contract. Table 7 shows the 

information that is gathered by the case research. The first important aspect of a contract is 

responsibilities. It is mentioned ten times of the fourteen cases. For the two types of cases the 

difference in mention rate is marginal. Responsibilities is a broad term used to describe all the 

agreements made, about what is expected from each party. The second aspect of a contract are the 

financial aspects. Eight cases have mentioned them, six times they were mentioned for a SaaS case. 

The third aspect, the implementation plan, shows similar behaviour. It is mentioned eight times and 

six of these mentions were for SaaS cases. The fourth contract aspect are the discussion of the what 

if scenarios, labelled in as consequences They are mentioned four times and only once for the on-

premise cases. The last three aspects of contracts, the parameterization, the location, and the 

customizations, are mentioned all once and only for the SaaS type cases. Parameterization and 

customization are both mentioned by case 1, which is the only external SaaS vendor in this research. 

Table 7, Contract content acquisition phase 

Content of the contract Total fraction SaaS On premise 

Responsibilities 71% (10/14) 70% (7/10) 75% (3/4) 

Financial aspects 57% (8/14) 60% (6/10) 50% (2/4) 

Implementation plan 57% (8/14) 60% (6/10) 50% (2/4) 

Consequences 29% (4/14) 30% (3/10) 25% (1/4) 

Parameterization 7% (1/14) 10% (1/10) 0% (0/4) 

Location 7% (1/14) 10% (1/10) 0% (0/4) 

Customization 7% (1/14) 10% (1/10) 0% (0/4) 
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4.3.2 Processes in the acquisition phase 

This section will present all the information obtained about the processes in this phase, table 8 

summarizes the information found in the various cases. There are two interviewees, which had no 

insight in the processes in this phase.  

Table 8, Processes acquisition phase 

Process Total fraction SaaS On premise 

Analyse vendors 54% (7/13) 70% (7/10) 0% (0/3) 

Analyse systems 46% (6/13) 30% (3/10) 100% (3/3) 

Analyse implementation partner 38% (5/13) 40% (4/10) 33% (1/3) 

Contract negotiations 31 (4/13) 20% (2/10) 67% (2/3) 

Parameterization 8% (1/13) 10% (1/10) 0% (0/3) 

Following the outsource procedure 8% (1/13) 0% (0/10) 33% (1/3) 

 

The first important process in this phase is the process in which the vendors are analysed. It is 

mentioned seven times in total and all of the mentions are made for SaaS projects. Case 4 enhances 

this point by stating that clients are invited for a trip to the headquarter of the vendor, to convince 

the client of their approach. The second important process is the analysis of the systems, it is 

mentioned six times and it is mentioned three times for both type of cases. The third process is the 

analysis of the implementation partner, it is mentioned five times and only once for on-premise 

cases. The fourth process is the contract negotiation process. The process is mentioned four times in 

total, two times for the SaaS cases and two times for the on-premise cases. Case 4 places an 

additional remark at the process of contracts negotiation. For SaaS cases mostly the client and 

vendor start with contract negotiations and if that is finished they approach implementation partners 

such as Accenture. Although currently Accenture is a certified reseller of Salesforce.com software, 

and therefore it could be possible that Accenture and the client start with contract negotiations, and 

based upon that contract the vendor is approached. The fifth process is the process of 

parameterization, it is mentioned once for a SaaS case. The last process that is mentioned by only 

one interviewee is the process of following an outsource procedure, it is mentioned once for an on-

premise case. The survey does not provide contradicting information for this phase about processes 

and even indicates more important processes in this phase for both type of cases. The processes 

careful packages selection and develop clear goals and objectives are both highly important. The 

process of managing expectations is only highly important for SaaS cases and medium to on-premise, 

while the opposite pattern is found for project management. The process of decision taking for 

architectural aspects, dedicating resources, interdepartmental communication and cooperation are 

for both type of cases of medium importance.  

4.3.3 Resources in the acquisition phase 

There are two aspects related to resources, time and involved parties. First time is discussed and 

after that the involved parties are given attention.  

The time is discussed in similar fashion as for the adoption phase. This means that similar 

assumptions hold in this phase. Furthermore for this phase no general comments are made, so the 

calculations are made in two calculations. Calculations (11) presents the average SaaS time, this 

calculation includes all the SaaS cases included in this research, so in total 10 cases are used for this 
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calculation. In calculation (12) three on-premise cases are used (case 11, case 13 and case 15), the 

other two cases had no insight in this data.  

Calculations for the acquisition phase 

SaaS time     

 
                               

  

 
     

  
            

(11) 

 

On-premise 
     

           
 

 
    

 
            (12) 

 

The two calculations, (11) and (12), show that the time for both type of systems in the acquisition 

phase differs a lot and that on average the SaaS case spend a shorter time in this specific phase. 

The second part of the resources in the acquisition phase is focussing upon the various parties that 

are involved in this phase. Table 9 summarizes the information, which shows that there are eleven 

parties mentioned for the various cases.  

Table 9, Resources acquisition phase 

Various roles/parties Total fraction SaaS On premise 

Procurement department 46% (6/13) 60% (6/10) 0% (0/3) 

Top management 46% (6/13) 50% (5/10) 33% (1/3) 

Consultants 46% (6/13) 40% (4/10) 67% (2/3) 

Vendor 46% (6/13) 40% (4/10) 67% (2/3) 

Accenture 46% (6/13) 30% (3/10) 100% (3/3) 

Client 38% (5/13) 20% (2/10) 100% (3/3) 

Project team 31% (4/13) 30% (3/10) 33% (1/3) 

End users 23% (3/13) 30% (3/10) 0% (0/3) 

Legal department 23% (3/13) 30% (3/10) 0% (0/3) 

IT department 8% (1/13) 10% (1/10) 0% (0/3) 

Intermediate party 8% (1/13) 0% (0/10) 33% (1/3) 

The first involved party is the procurement department, it is mentioned six times and only for SaaS 

cases. The second party is the top management, it is mentioned six times and five times for SaaS 

cases. The third and fourth involved parties, the consultants and the vendors,  are both identified six 

times as important players. Both are four times mentioned for SaaS cases and two times for on-

premise cases. The fifth party is also mentioned six times as an important party in this phase, which is 

Accenture. It is mentioned three times for SaaS cases and three times for on-premise cases, which 

means that all the on-premise cases have mentioned Accenture as an important party. The sixth 

party, which is the client, is mentioned five times under which two times for SaaS cases. The seventh 

party is the project team. It is mentioned four times, three times for SaaS cases and once for an on-

premise case. The eighth and ninth involved parties in this phase are the end users and legal 

department. Both are mentioned three times and solely for SaaS cases. The tenth party is the IT 

department, they are mentioned once and only for a SaaS cases. The last party is the intermediate 

party, which is only mentioned for an on-premise case. This is done by case 15, the one were the 

client is an governmental institution. The survey adds several minor details to this analysis of 

resources. One of the details is that although the mention rate of top management is higher for SaaS 
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cases, they are of high importance for both types of cases. Furthermore the project team is also a 

high important party for on-premise, but only of medium importance for SaaS cases. Moreover the 

vendor is similarly important for both types, which is medium importance. In the end the survey also 

adds two additional parties: the steering committee and the project champion. The project champion 

is of medium importance for the on-premise and low for SaaS, while the steering committee is 

medium important for SaaS and low for on-premise. 

4.4 The implementation phase 
In this section the insights in the data about the implementation phase are presented. The insights 

are presented in three steps. Firstly, it starts by discussing the data linked to products in this phase, 

after that it continues by discussing the data related to the processes in the implementation phase. 

The section is ends with the presentation of the data related to the resources in this phase. The 

information comes from the coded information, which is represented in table 28, table 29 and table 

30 in appendix i, the interviews itself in appendix ii and the survey part in appendix iii. 

4.4.1 Products in the implementation phase 

Products for this phase are discussed in two parts, the first part the end deliverables for this phase 

are discussed. Secondly the system itself is discussed in more detail.  

First the end products in this phase are summarized, which is visualized in table 10. Six different 

products are mentioned. The first and most agreed upon product is the system itself, it is mentioned 

in twelve cases and nine times for SaaS cases and three times for on-premise cases. The second 

product is the documentation aligned to the system. Eleven cases have mentioned this deliverable, 

seven of these mentions were done for SaaS cases and four of them have mentioned the deliverable 

for on-premise cases. This means that 100% of the on-premise cases have mentioned this 

deliverable. The third product is the trainings material, mentioned in six cases under which five SaaS 

cases. The fourth product that needs to be delivered in this cases are the test reports. They are 

mentioned four times and only once for the on-premise cases. The fifth product is the new 

organization, mentioned three times in total and twice for the on-premise cases. The sixth and final 

product is the delivering of the new processes. It is mentioned two times, and only for SaaS cases. 

Table 10, Products implementation phase 

Products Total fraction SaaS On premise 

The system 86% (12/14) 90% (9/10) 75% (3/4) 

The documentation 79% (11/14) 70% (7/10) 100% (4/4) 

The training material 43% (6/14) 50% (5/10) 25% (1/4) 

The test reports 29% (4/14) 30% (3/10) 25% (1/4) 

The new organization 21% (3/14) 10% (1/10) 50% (2/4) 

The new processes 14% (2/14) 20% (2/10) 0% (0/4) 

 

The second part of product analysis takes a more detailed look at the system, the interviewees were 

asked to specify the most important application components and specify how these components are 

handled by the various parties. Table 11 shows the information that is provided by the interviewees. 

The table shows four variables: The type of case, the party, the application component and the 

aspect. The party is divided in four different parties: Client, Vendor, Partner and Accenture. Five 

different application modules are mentioned: The system itself, the data, the customizations, the 

parameterizations and the interfaces. There are four aspects that could be discussed for the 
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application modules. The first aspect owner answers the question “Who is the owner?”. The second 

aspect, location, determines where the application component is stored. The third aspect, 

responsibility, identifies who is accountable for the component. The fourth and last aspect is 

maintenance, identifies the party that is responsible for updating the application component. The 

information in the table is given in fractions. The numerator shows the amount of mentions for this 

specific combination, while the dominator mentions the number of identifications independent of 

the party.  

The first component that is discussed is the system itself. All the cases, independent of type, have 

indicated that this is an important component. For the SaaS type, eight of the nine have identified 

the vendor as the owner of the system and nine out of the nine have mentioned that this component 

is stored at the site of the vendor. Four cases have mentioned responsibility for the system and all 

four have identified the vendor as the party that is responsible of the system. For the on-premise 

cases the client is in most cases linked to every aspect. For case 15 the location was different, and 

Accenture was responsible for the system. The second component, the data, is only mentioned for 

SaaS cases. Six cases have identified the data as an important component, six of them identified the 

client as the owner and the vendor as the location. The vendor was responsible for the data, but the 

client itself was responsible for the maintenance of his data. The third component, the 

customizations, are owned by the client and stored at the site of the vendor, who is also responsible 

for the customizations. Maintenance remains a task for the client itself. The fourth component is the 

parameterization. It is mentioned for one SaaS case, in similar fashion as the customizations. Owned 

and maintained by the client, while the vendor is responsible and the component is stored at his site. 

The fifth and final component are the interfaces, mentioned four times in total. The interfaces are 

owned by the client and maintained by the client. The location of the interfaces is divided over two 

locations, namely the client and the vendor. For the responsibility, there is found an unclear pattern. 

The client, vendor and Accenture are all mentioned two or three times out of the four cases that 

have identified interfaces as an important component. This unclear pattern is explained by Case 4, 

case 6, case 7 and case 8, they indicate that for interfaces with other computer applications it is 

needed to store code at the site of the vendor and at the site of the client. The code that is stored at 

the site of the vendor needs to be accepted by the vendor, if the code is accepted they become 

responsible for it. For the code at the site of the client it is contractual possible for the client, to make 

Accenture responsible for the code for a specified period. Case 5 adds to this statement that vendors 

that are have no history in on-premise systems are delivering a strictly SaaS solution as it is defined in 

literature (Ojala, 2012).  
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Table 11, Application components implementation phase 

                  Type SaaS On-Premise 
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The system Owner 1/9 8/9   3/3    

Location  9/9   2/3  1/3  

Responsibility  4/4   1/2   1/2 

Maintenance     1/1    

The data Owner 6/6        

Location  6/6       

Responsibility  3/3       

Maintenance 1/1        

The customization Owner 3/3        

Location  3/3       

Responsibility  3/3       

Maintenance 1/1        

The 
parameterization 

Owner 1/1        

Location  1/1       

Responsibility  1/1       

Maintenance 1/1        

The interfaces Owner 4/4        

Location 4/4 3/4       

Responsibility 2/4 3/4  2/4     

Maintenance 1/1        

4.4.2 Processes in the implementation phase 

Table 12 shows all the processes identified for this phase for the various cases. In total there are elf 

processes. The first and the second process are parameterization and testing, both are mentioned 

ten times under which eight times for SaaS cases. Case 5 additionally remarks that performance 

testing is less important, due to the multi-tenancy aspect of the system. The third process is 

customization, mentioned nine times in total and seven times for SaaS cases. Although case 1 and 

case 4 indicate that it still happens but the it becomes less important for the client/system. The 

fourth process is change management, mentioned eight times in thirteen cases and six times for SaaS 

cases. The fifth process is data migration, this process is identified seven times and five times for 

SaaS cases. Case 10 notes that data migration takes up 60% of the total time in this phase. The sixth 

process BPR is mentioned five times and has two mentions for the on-premise cases, and therefore 

the mention rate for BPR is much higher for the on-premise cases than it is for the SaaS cases. The 

seventh process, keep contact with client, has a similar mention rate over both type of cases. It is 

mentioned four times in total, under which three times for SaaS cases. Training is the eighth process, 

mentioned four times and both types have mentioned this process twice. The next two processes, 

designing the system and implementation, are mentioned in total twice and both have one mention 

for each type of system. The last process, program the system is only mentioned once for a SaaS 

case. Case 4 also indicates that for SaaS cases there is no need to buy hardware, although this entire 
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process is not mentioned by the three on-premise cases. The survey part shows that although the 

mention rates for BPR and training are higher for the on-premise cases in the survey part it becomes 

clear that for both cases they are highly important processes. Furthermore the survey parts presents 

a picture that all the processes in the survey are highly important for both types in the 

implementation phase, besides of two processes. These two, which are customization and 

architecture choices, are of medium importance for SaaS type of cases.  

Table 12, Processes implementation phase 

Process Total fraction SaaS On premise 

Parameterization 77% (10/13) 80% (8/10) 67% (2/3) 

Testing 77% (10/13) 80% (8/10) 67% (2/3) 

Customization 69% (9/13) 70% (7/10) 67% (2/3) 

Change management 62% (8/13) 60% (6/10) 67% (2/3) 

Data migration 54% (7/13) 50% (5/10) 67% (2/3) 

BPR 38% (5/13) 30% (3/10) 67% (2/3) 

Keep contact with client 31% (4/13) 30% (3/10) 33% (1/3) 

Training 31% (4/13) 20% (2/10) 67% (2/3) 

Designing system 15% (2/13) 10% (1/10) 33% (1/3) 

Implementation 15% (2/13) 10% (1/10) 33% (1/3) 

Program the system 8% (1/13) 10% (1/10) 0% (0/3) 

4.4.3 Resources in the implementation phase 

The two aspects for resources are time are roles. First the time aspect is discussed and after that the 

roles/parties are discussed for this phase.  

The time aspect for two type of cases is calculated in three different calculations, due to additional 

comments made in some interviews. Some interviewees have indicated that the implementation is 

done in multiple waves. There is a first release and a full version, in the first release the system does 

not have all the needed functionality for the final system. If an interviewee has not indicated 

information about the first release, than there is assumed that the time given is the time needed for 

full implementation. Calculation (13) shows the average time for the first release for SaaS cases. 

There are four cases that have provided information (case 1, case 5, case 6 and case 9). In calculation 

(14) the average SaaS time is calculated for the full version of the software, nine cases have given 

information about this aspect. Only case 9 has not provided information about the full version, so 

this case is excluded in the calculation. For the on-premise cases no first wave indication is given and 

only two cases have provided information about the full version (case 11 and case 15), the 

calculation is presented in calculation (15). 

Calculations for the implementation phase 
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On-premise 
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The three calculation above show that the average time spend in the implementation phase for both 

type of cases is shorter for SaaS type of cases on average. 

The second aspect are the parties/roles, table 13 summarizes this aspect for the implementation 

phase. The first two parties are both mentioned seven times, the consultants and the vendors, the 

first party is mentioned six times for SaaS cases and the latter one has five mentions for SaaS cases. 

The next two parties, end users and Accenture are both mentioned six times, under which end users 

are mentioned four times for SaaS cases and Accenture is mentioned three times for SaaS cases. The 

fifth party involved in the implementation phase is top management, it is mentioned five times and 

four of these mentions are made for SaaS cases. The sixth party is the client, he is mentioned four 

times and three of these mentions belong to SaaS cases. The seventh and eighth party are the IT 

department and the project team, both are mentioned twice. The IT department is only mentioned 

for SaaS cases, while the project team is mentioned once for both type of cases. The last involved 

party is the marketing department, it is mentioned once for SaaS cases. The survey part does 

neutralize some findings in the interviewees. According to the survey the on-premise cases indicate 

that the consultants in this phase are very important, so the mention rate of 1/3 is lower than the 

importance in real life.  

Table 13, Resources implementation phase 

Various roles/parties Total fraction SaaS On premise 

Consultants 54% (7/13) 60% (6/10) 33% (1/3) 

Vendor 54% (7/13) 50% (5/10) 67% (2/3) 

End users 46% (6/13) 40% (4/10) 67% (2/3) 

Accenture 46% (6/13) 30% (3/10) 100% (3/3) 

Top management 38% (5/13) 40% (4/10) 33% (1/3) 

Client 31% (4/13) 30% (3/10) 33% (1/3) 

IT department 15% (2/13) 20% (2/10) 0% (0/3) 

Project team 15% (2/13) 10% (1/10) 33% (1/3) 

Marketing department 8% (1/13) 10% (1/10) 0% (0/3) 

4.5 The use & maintenance phase 
In this section insight is provided in the use and maintenance phase. The section starts by analysing 

the products in this phase, continues with processes in this phase and ends with resources in this 

phase. All the data presented in this section is based upon table 31 and table 32 from appendix i, the 

interviews from appendix ii and the survey results in appendix iii. 

4.5.1 Products in the use & maintenance phase 

Table 14 shows the information from the thirteen cases that had meaningful input for this phase. Ten 

different deliverables are mentioned, none of the deliverables in this phase is highly agreed upon.  
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Table 14, Products use & maintenance phase 

Products Total fraction SaaS On premise 

The documentation 38% (5/13) 30% (3/10) 67% (2/3) 

The system update by client 38% (5/13) 30% (3/10) 67% (2/3) 

The system update by vendor 23% (3/13) 30% (3/10) 0% (0/3) 

Performance reports 23% (3/13) 20% (2/10) 33% (1/3) 

The system 23% (3/13) 10% (1/10) 67% (2/3) 

Change requests 23% (3/13) 10% (1/10) 67% (2/3) 

The new organization 15% (2/13) 0% (0/10) 67% (2/3) 

Maintained data 8% (1/13) 10% (1/10) 0% (0/3) 

The training material 8% (1/13) 0% (0/10) 33% (1/3) 

The test reports 8% (1/13) 0% (0/10) 33% (1/3) 

 

The first two deliverables, the documentation and the system update by client, are mentioned five 

times in total and both are mentioned three times for SaaS cases. The system update by client means 

that the client does an update to the system. This could mean that the client enhances the 

functionality, introduces a new interface or parameterize the system differently. The third 

deliverable is the system update by vendor, which means that the vendor is updating the system 

without intervening of the client. The product is mentioned three times in total and only for SaaS 

cases. Case 1 suggests that the goal of such updates is that the updating process is as seaming less as 

possible so that the client does not notice any negative effects. The fourth product is the 

performance reports, they are mentioned three times in total. One of these mentions is done for a 

SaaS case. The next two products, the system and the change requests are found in three cases. Both 

products are mentioned twice for on-premise cases. The seventh product is the new organization, it 

is mentioned twice and only for on-premise cases. The eighth product is the maintained data, it is 

only mentioned once for a SaaS case. The last two products, the training material and the test 

reports are also mentioned once, but only for the on-premise projects. 

4.5.2 Processes in the use & maintenance phase 

Table 15 summarizes the information about the processes in the use and maintenance phase. In total 

there are eleven processes identified, and similar to the products in this phase there is no high 

agreeableness about the most processes in this phase. The first process is the update system by 

client, it is mentioned eight times and six times for SaaS cases. The second process, develop 

roadmap, is mentioned six times, under which twice for on-premise cases and four times for SaaS 

cases. The third and fourth processes, which are training and change management, are both 

mentioned five times out of the thirteen interviews and both are mentioned three times for SaaS 

cases. The fifth process is the process in which the system is updated by the vendor, it is mentioned 

four times and solely for SaaS cases. Case 4 givens some additional information about this process. 

Theoretically it holds that every client that buys a SaaS system works in the same version of the SaaS 

system, in practice this is slightly different. If major client has a valid reason to reject the update, 

Salesforce.com can keep that specific client on a lower version, but apart from this example it holds 

that most clients work in the newest release of the SaaS system. The sixth process, maintain data, is 

mentioned three times in total. Two of these mentions are done for SaaS cases. The seventh process 

keep contact with client is mentioned only for SaaS cases, and is counted two times for this type of 

case. The next three processes, BPR, Testing and design system, are all mentioned once and only for 

SaaS cases. The last process is data migration, which is only mentioned for an on-premise case. The 
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survey part found that user training and change management were highly important for SaaS cases 

and medium to on-premise, this opposed what is found in the information in the interviews. 

Furthermore the processes data analysis and conversion, BPR and architecture decisions are of 

medium importance for on-premise cases in this phase, while only low important to SaaS cases.  

Table 15, Processes use & maintenance phase 

Process Total fraction SaaS On premise 

Update system by client 62% (8/13) 60% (6/10) 67% (2/3) 

Develop roadmap 46% (6/13) 40% (4/10) 67% (2/3) 

Training 38% (5/13) 30% (3/10) 67% (2/3) 

Change management 38% (5/13) 30% (3/10) 67% (2/3) 

Update system by vendor 31% (4/13) 40% (4/10) 0% (0/3) 

Maintain data 23% (3/13) 20% (2/10) 33% (1/3) 

Keep contact with client 15% (2/13) 20% (2/10) 0% (0/3) 

BPR 8% (1/13) 10% (1/10) 0% (0/3) 

Testing 8% (1/13) 10% (1/10) 0% (0/3) 

Design system 8% (1/13) 10% (1/10) 0% (0/3) 

Data migration 8% (1/13) 0% (0/10) 33% (1/3) 

4.5.3 Resources in the use & maintenance phase 

Resources are discussed in two parts. First the time is discussed and secondly the parties and roles 

are discussed. 

The time aspect for this phase is hard to calculate. Many interviewees, for both types of projects 

have indicated that the elapsed time in this phase is not easy to be put into numbers. The 

interviewees gave five different reasons why it is impossible to give an estimation of the elapsed time 

for this particular phase. The first reason is that this phase for SaaS systems is not existing, case 1 and 

case 4 are having this vision. The second reason, which is given by case 2, is that the project is just 

arrived in this phase. The third reason is that used systems are in this phase until the elimination of 

the system, this opinion is given by case 9 and case 15. The fourth reason is that it is a contractual 

arrangement. Case 6 reveals that the client and Accenture make a contract that states that 

Accenture is available to make changes to the system for a certain period, for this case the time 

period was set to three years. The last reason is that there are four cases that are not willing or able 

to give a estimation of the time, the cases are: case 5, case 12, case 13 and case 14. Due to the fact 

that these ten cases cannot be used for the calculation the calculation itself is not very reliable. There 

are four SaaS cases that provide time indicators, two of them mention two weeks, one mentions two 

months and the last SaaS case indicates one year. For the on-premise type of case, there is only one 

usable indication. This indication states that the use and maintenance phase takes around six months 

before it is finished. Although no conclusions could be drawn on the time indicators it is obviously 

that the time it takes varies a lot over the various cases. 

The second part of resources is linked to the involved parties. Table 16 shows the information in 

summarized format. The table shows that there are ten different parties involved in this phase and 

the bottom half is only mentioned twice or less. The first two parties are the vendors and IT 

department. Both are mentioned six times out of the thirteen cases and both are mentioned five 

times for SaaS cases. The third and fourth involved party, the client and Accenture, also have six 

mentions within the interviews, although the client is mentioned four times for SaaS cases and 
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Accenture is mentioned three times for SaaS cases. The fifth party are the end users, a mentioned 

rate of five out of thirteen with three mentions for SaaS cases. The last five parties have very low 

mention rate. Consultants and top management are both mentioned twice. Technology partner, 

Change management team and project team are only mentioned once. The first two only for SaaS 

cases and the latter one only for on-premise cases. The survey indicates that consultants are highly 

important for SaaS cases in this phase and only low for on-premise cases, so this confirms the 

findings in the interviews. Furthermore the project team is also highly important for SaaS cases and 

low for on-premise cases. Also SaaS cases are more focussed upon vendors. Not only the partnership 

with the vendor and the availability of vendor customization tools are medium important for SaaS 

and low to on-premise cases, also the vendor support is highly important for Saas. This last resource 

is also highly important for on-premise cases.  

Table 16, Resources use & maintenance 

Various roles/parties Total fraction SaaS On premise 

Vendor 46% (6/13) 50% (5/10) 33% (1/3) 

IT department 46% (6/13) 50% (5/10) 33% (1/3) 

Client 46% (6/13) 40% (4/10) 67% (2/3) 

Accenture 46% (6/13) 30% (3/10) 100% (3/3) 

End users 38% (5/13) 30% (3/10) 67% (2/3) 

Consultants 15% (2/13) 20% (2/10) 0% (0/3) 

Top management 15% (2/13) 10% (1/10) 33% (1/3) 

Technology partner 8% (1/13) 10% (1/10) 0% (0/3) 

Change management team 8% (1/13) 10% (1/10) 0% (0/3) 

Project team 8% (1/13) 0% (0/10) 33% (1/3) 

4.6 The evolution phase 
Insights in the evolution phase are given in this section, the insight is provided by looking at the three 

dimensions: Products, process and resources. The information that is presented in this section can be 

found in table 33 and table 34, the entire interviews in appendix ii and the survey in appendix iii. 

4.6.1 Products in the evolution phase 

The fifteen interviews resulted in input from thirteen different cases, under which nine SaaS cases 

and four on-premise cases. The thirteen interviews have indicated that there are eight products in 

this phase, this is summarized in table 17. 

Table 17, Products evolution phase 

Products Total fraction SaaS On premise 

The system update by client 54% (7/13) 67% (6/9) 25% (1/4) 

Similar products only smaller 46% (6/13) 22% (2/9) 100% (4/4) 

The documentation 31% (4/13) 33% (3/9) 25% (1/4) 

The system update by vendor 15% (2/13) 22% (2/9) 0% (0/4) 

The system requirements 15% (2/13) 11% (1/9) 25% (1/4) 

The change request 8% (1/13) 11% (1/9) 0% (0/4) 

The business case 8% (1/13) 0% (0/9) 25% (1/4) 

The test reports 8% (1/13) 0% (0/9) 25% (1/4) 
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The first most mentioned product is the system update done by the client, it is mentioned seven 

times and six times for SaaS cases. The second popular product in the evolution phase is the notion 

that the product are similar to any other product delivered in the previous phases, only smaller. This 

is mentioned six times and has a 100% mention rate for the on-premise cases. The third product is 

the documentation it is mentioned four times in total and three times for SaaS. The fourth product is 

the system update by vendor, which is mentioned only two times for SaaS cases. The last four 

products have a very low agreeableness over the various interviews.  

4.6.2 Processes in the evolution phase 

Processes in this phase are discussed upon two aspects. First the processes are discussed and 

secondly there is looked if the client has influence in this phase.  

First the processes in the evolution phase. There are eleven processes identified by the various cases. 

Table 18 shows them all and also shows how often these processes are mentioned for the interviews. 

The table shows a similar image as the table that showed the products for this phase. Lots of 

processes, which are only mentioned once or twice. The only remark that is mostly given for this 

phase is that the processes in this phase are similar to all the other processes in the other phases 

only smaller. This is mentioned by seven different interviewees, four of them were discussing a SaaS 

case and three of them were discussing an on-premise case. Case 6 enhances this fact and states that 

change request made by clients are mostly handled by similar processes only smaller, and defects 

within the system are handled by updating the system by client. So according to the interviewees 

most processes are similar, but this is contradicted by the survey, especially for the SaaS cases. 

According to the survey only change management is an important process for SaaS cases, while for 

the on-premise cases the important processes are: management of expectations, project 

management, BPR, change management, clear goals and objectives, education of new processes and 

interdepartmental communication.  

Table 18, Processes evolution phase 

Process Total fraction SaaS On premise 

Similar processes only smaller 54% (7/13) 44% (4/9) 75% (3/4) 

Customization 23% (3/13) 22% (2/9) 25% (1/4) 

Change management 23% (3/13) 11% (1/9) 50% (2/4) 

Parameterization 15% (2/13) 11% (1/9) 25% (1/4) 

Testing 15% (2/13) 11% (1/9) 25% (1/4) 

Keep contact with client 8% (1/13) 11% (1/9) 0% (0/4) 

Build system 8% (1/13) 11% (1/9) 0% (0/4) 

Data migration 8% (1/13) 11% (1/9) 0% (0/4) 

Update system by client 8% (1/13) 11% (1/9) 0% (0/4) 

BPR 8% (1/13) 0% (0/9) 25% (1/4) 

Implementation 8% (1/13) 0% (0/9) 25% (1/4) 

 

Secondly there is looked at the influence of the clients in this phase. Thirteen interviewees had an 

answer for this question. Thirteen out of the thirteen have indicated that the client has influence in 

this phase, but based upon various arguments. Eight of the thirteen have indicated that the client has 

influence upon Accenture and therefore has influence on the changes in the system. Five out of the 

nine SaaS cases has used this reason, while three out of the four on-premise cases has mentioned 

this as a reason. No case is included in this research that states that the client is unable to influence 
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Accenture. Four out of the nine SaaS cases, has indicated that the client has also influence on the 

vendor and therefore has influence on the system. Opposed to this finding, there are two cases 

present in this research that claim that the influence by the client on the vendor is marginal. In this 

presentation of the data four cases are neglected, due to ambiguity in their statements. The first case 

that is set aside is case 2. This case states that the payment itself gives the client the right to set 

demands, but it is unclear if he means that the client can influence both, the vendor and Accenture, 

or just one of them. The second case that is set aside is case 5, which states that the vendor can be 

influenced and that the client has influence on his own system by turning on/off certain functionality. 

The first statement is used in the presentation, but the latter statement does not imply that 

Accenture needs to set the functionality on or off for the system of the client. The third excluded 

case is case 6, this interviewee refers to the fact that the client can influence the system by creating 

change requests. Although that is a good reason for the fact that the client has influence, it does not 

state which party will process their change requests. The last excluded case is case twelve, which also 

does not indicate who the client influences.  

4.6.3 Resources in the evolution phase 

The resources are discussed in two sections. The first section is paying attention the to time aspect of 

the resources, while the second section is paying attention to the involved parties and roles in the 

evolution phase. 

First the time related issues. In the evolution phase a similar image can be drawn as in the use and 

maintenance phase. There are two cases that state that the phase is everlasting, five cases that do 

not know anything about the time related to this phase, three general comments about time, and 

two cases that explicitly indicate that the number they present is linked to contractual agreements. 

This leads to the fact that three time indications are left over, all three belong to the SaaS case type 

and they vary a lot. The smallest indication is two weeks and the longest is two months. If the general 

comments are included that the SaaS type is present in the evolution phase for around 2 months (1 

week, 1 month, 2, months, general: 6 months). For the on-premise type this is six months(general 9-

12 months, general 3-6 months).  

Secondly, the involved resources are up for analysis. Table 19 shows the information gathered by this 

research. There are nine parties identified in this phase. Accenture is the most agreed upon with 

eight mentions in total, under which five of them are mentioned for a SaaS case. The next two are 

vendor and client, both have six referrals and four of them are coming from SaaS cases. The fourth 

involved party, the end users, have five referrals. The fifth party is the IT department, and they are 

mentioned only for the SaaS cases. The last four parties, the consultants, project team, procurement 

department and top management, have all four a very low mention rate. The results found in the 

interviews are contradicted by the survey. According to the survey no party is highly important for 

the SaaS cases and for the on-premise cases only the top management is important, while the top 

management is the least mentioned party in this phase. Furthermore there survey indicates that the 

SaaS cases are more vendor minded than the on-premise cases. All the resources related to the 

vendor are medium important for SaaS cases and low to on-premise cases. Also does the survey 

indicate that the project team is evenly important for both types, it has a medium importance. 
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Table 19, Resources evolution phase 

Various roles/parties Total fraction SaaS On premise 

Accenture 62% (8/13) 56% (5/9) 75% (3/4) 

Vendor 46% (6/13) 44% (4/9) 50% (2/4) 

Client 46% (6/13) 44% (4/9) 50% (2/4) 

End users 38% (5/13) 33% (3/9) 50% (2/4) 

IT department 23% (3/13) 33% (3/9) 0% (0/4) 

Consultants 23% (3/13) 22% (2/9) 25% (1/4) 

Project team 23% (3/13) 11% (1/9) 50% (2/4) 

Procurement department 8% (1/13) 11% (1/9) 0% (0/4) 

Top management 8% (1/13) 0% (0/9) 25% (1/4)  

4.7 The final questions and survey 
In this last the two ending questions are discussed and the survey results are discussed. The first 

question relates to what they think is different between the life cycles between the SaaS cases and 

the on-premise cases. The second question relates to the interest of the client into the technical 

aspects of the system. The information can be found in table 35 and the interviews itself in appendix 

ii. The survey is discussed upon comparability to the previous study done by Somers and Nelson 

(2004). 

First the differences between the life cycle of the SaaS cases and the on-premise cases according to 

the interviewees. The fourteen interviewees that have provided answers to this questions have 

identified thirteen different differences in the life cycle between the two type of cases, which are 

shown in table 20. The first difference is mentioned six times and only for the SaaS interviewees, 

which is that the implementation process is more flexible. Case 4, case 7 and case 9 indicate that this 

means that the waterfall model is not used anymore, more flexible methods are needed for the 

implementation. The second difference is the shorter lead time for SaaS cases, it is mentioned five 

times in total and four times by SaaS case interviewees. Case 5 indicates that this time reduction is 

mainly obtained by the fact that hardware does not have to be bought and installed. Differences 

three is the reduction in technical knowledge that is needed, mentioned four times and only for the 

SaaS interviewees. The fourth difference, the standardization, is indicated as a difference four time, 

twice by SaaS interviewees and twice by on-premise interviewees. The next two differences are 

mentioned three times in total and twice by SaaS interviewees, the differences are change 

management and more business driven. Then there are three differences, which are only indicated 

by SaaS interviewees and all three are mentioned two times. The differences are: more client 

involvement, more vendor involvement and more iterative implementation. The remaining 

differences are only mentioned once. The differences, Accenture is more advisor, Accenture more 

driving factor, slow start, and SaaS is a marketing concept, are mentioned by a SaaS interviewee 

except for the latter difference.  
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Table 20, Differences in life cycle by interviewees 

Process Total fraction SaaS On premise 

More flexible implementation 43% (6/14) 60% (6/10) 0% (0/4) 

Shorter lead times 36% (5/14) 40% (4/10) 25% (1/4) 

Less technical knowledge 29% (4/14) 40% (4/10) 0% (0/4) 

More standardization 29% (4/14) 20% (2/10) 50% (2/4) 

Change management 21% (3/14) 20% (2/10) 25% (1/4) 

More business driven than IT driven 21% (3/14) 20% (2/10) 25% (1/4) 

More client involvement 14% (2/14) 20% (2/10) 0% (0/4) 

More vendor involvement 14% (2/14) 20% (2/10) 0% (0/4) 

More iterative implementation 14% (2/14) 20% (2/10) 0% (0/4) 

Accenture as advisor 7% (1/14) 10% (1/10) 0% (0/4) 

Accenture as driving factor 7% (1/14) 10% (1/10) 0% (0/4) 

Slow start 7% (1/14) 10% (1/10) 0% (0/4) 

Marketing difference 7% (1/14) 0% (0/10) 25% (1/4) 

 

The second part of the ending questions are related to the fact if clients are still interested in the 

technical aspects of the system. Twelve interviewees have answers this questions, two interviewees 

for on-premise systems and ten interviewees for SaaS systems. From the SaaS interviewees five of 

them (Case 1, case 3, case 7, case 8 and case 10) indicate that the clients are not interested anymore 

in the technical aspects of the system. One interviewee (case 1) did not elaborate his decision, two 

interviewees(case 3 and case 8) indicate that Accenture benefits from clients that are interested in 

the technical aspects, and the other two interviewees (case 7 and case 10) do indicate that the client 

needs a brief description about the security issues. The other five SaaS interviewees indicate that the 

client remains interested in the technical aspects. One interviewee(case 9) was not able to elaborate 

his answer, one interviewee (case 6) indicates that the client is interested to connect the system with 

other application in the near future, while the other three interviewees (case 2, case 4 and case 5) 

indicate that all the specification linked to security is important for the clients. For the interviewees 

for the on-premise cases there was also no clear pattern. Case 12 indicates that for this project the 

client was not interested, because there was specifically chosen for an of the shelf on-premise 

system. On the contrary case 11, states that the client is interested because it becomes his hardware. 

Thirdly the survey part is discussed. In this section not the results are discussed, but there is looked 

at how generalizable the data is to ERP system implementation research and the amount of 

similarities and differences is analysed for SaaS and on-premise cases. Starting with the 

generalizability, which is analysed by comparing the on-premise results with the observed results 

from Somers and Nelson. The analysis gives the following table, table 21. 

Table 21, Analyse on-premise with results from Somers and Nelson (2004) 

Total Similar 1 category of 2 category of 

110 42 48 20 

 

The table shows that from the 110 issues (22 two items in five phases) only 42 of them are present in 

the same category in this study and the study from Somers, 48 items are labelled one category higher 

or lower and 20 items were two categories of from the original study. The latter conclusion is very 
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disturbing, because it means that these 20 items are labelled entirely different from each other. 

(High vs low, or Low vs High). This happens on average four times per phase, which is very high.  

Next the similarities and the dissimilarities between SaaS and on-premise cases are analysed in 

general, which is shown in table 22. 

Table 22, Analyse on-premise with SaaS 

Total Similar 1 category of 2 category of 

110 63 42 5 

 

This visualizes that there are slightly more similarities between SaaS and on-premise cases than 

differences, respectively 57% versus 43%. Still five items show a difference of two categories.  

1) The involvement of the project team in the use and maintenance phase (high for SaaS and 
low for on-premise) 

2) The involvement of implementation consultants in the use and maintenance phase (high for 
SaaS and low for on-premise) 

3) The involvement of top management in the evolution phase (low for SaaS and high for on-
premise) 

4) Project management in the evolution phase (low for SaaS and high for on-premise) 
5) Business process reengineering in the evolution phase (low for SaaS and high for on-premise) 
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5 Discussion 
In this chapter the propositions are derived from the presented data from the previous chapter. This 

is done by discussing findings, and combining various findings to create evidence or counter evidence 

for certain propositions. This chapter first discusses the five phase independently and furthermore 

discusses the life cycle as a whole.  

5.1 The adoption phase 
The section discusses the sub question 1 and the general differences within the adoption phase 

between the SaaS cases and the on-premise cases. It continues were the last chapter has stopped, it 

discusses findings of the adoption phase. If a finding is perceived as reliable and valid than the finding 

becomes a proposition, otherwise the finding is neglected. For the adoption phase three propositions 

are build and one finding is disproved.  

The first difference is related to the first sub question of this research. The research concludes that in 

this phase the products for SaaS cases are more focused upon financial aspects. This difference is 

based upon by multiple findings. One of the pieces of evidence is the last row in table 3, which shows 

that considerably more attention is given to financial aspects for SaaS cases than for the on-premise 

cases. Also the remarks made by case 4 and 11 provide the difference in vision for both types of 

cases. Case 4 notes that money is a topic for companies, while case 11 states that money is not an 

important decision criteria. Another piece of evidence is that the deliverable that mostly is focussed 

upon financial aspects, the business case, is mentioned in 40% of the SaaS cases and is only 

mentioned in 20% of the on-premise cases. by two separate cases. Furthermore the involved parties 

mentioned by the various interviewees point to the direction that SaaS cases have a higher focus 

upon financial aspects. SaaS cases, opposed to the on-premise cases, have mentioned the 

involvement of the procurement party. Below the proposition is given, which is a probabilistic 

relationship due to the fact that financial aspects are not only belonging to SaaS cases (case 12 and 

case 14) and not all SaaS cases have indicated a high focus upon financial aspects (case 5). The 

evidence for this relationship is present, but not all evidence is convincing. It is possible that the 

procurement department is not named because of financial aspects, but is involved due to end user 

involvement. Furthermore, this focus upon financial aspects can be caused by the fact that it is a 

(easy) provable benefit for a SaaS systems. So the focus upon financial aspects can be in fact a way to 

hide the downsides of SaaS systems. Still the evidence for this relationship cannot be neglected and 

therefore this is seen as valid proposition. 

Proposition 1: A SaaS case has an increased focus upon financial goals in the 

adoption phase 

The second difference is that the SaaS cases handle this phase more internally, opposed to the on-

premise cases. The evidence for this relation is found at the involved parties in this phase. Five of the 

ten SaaS cases indicate that no external parties are involved, for the on-premise cases it holds that all 

of them have mentioned external parties. Top management is the only involved party that is evenly 

distributed over the two types of cases. The other mentioning’s of internal parties are done only in 

case 12. Although the evidence is pointing to this direction, it is possible that internal focus is caused 

by an additional factor or mediator. Chapter 1 has presented literature that indicate that SaaS 

systems are more standardized and have restrictions in customization options. Therefore the 

processes of the client need to change towards the system and to minimize the resistance to change 
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the implementation is internally organized. Still this relationship is found and cannot be countered by 

information in this research. The proposition is shown below, it is a probabilistic relationship. 

Proposition 2: A SaaS case has a higher internal focus in the adoption phase 

The third difference is the shorter time in this phase for the SaaS cases. Calculations(8)and (10) in the 

previous chapter showed that the SaaS cases were on average 14.1 weeks in the adoption phase, 

while the on-premise cases were 19.5 weeks in the adoption phase. While this looks a convincing 

difference, the data itself does not proof this difference. Namely three out of the four on-premise 

cases has indicated that a case is on eight weeks in this phase and only one case has indicated time 

span of one year, which increases the average time in this phase enormously. This means that for the 

adoption phase it holds that the SaaS cases are not spending a shorter time period in this phase. This 

is also backed up by statement made in case 7, the interviewee added that the start of the project is 

slower than the start of an on-premise case.  

The fourth difference is that there are one product and one process that are only mentioned for SaaS 

cases, which are the product “the high end architecture” and the process “analyse reference 

projects”. For the product it holds the survey contradicts this finding, by the process “architectural 

choices”. Namely, because this process is highly important for on-premise cases and medium 

important to SaaS cases. For the process analysis reference projects, no indication is found that this is 

done for on-premise cases. Although it could be possible that this process is done unconsciously, but 

due to the experience with on-premise cases this is not seen as a obligated process step and 

therefore not mentioned in this research. This difference is visualized in proposition 3, which is a 

necessary condition. 

Proposition 3: If reference projects are analysed in the adoption phase, it is a SaaS 

case. 

5.2 The acquisition phase 
This section discusses sub question 2 and the general differences within the acquisition phase 

between the SaaS cases and the on-premise cases. The information used in this part is based upon 

the section about the acquisition phase from the previous chapter, in this section two propositions 

are build related to this phase only. 

Sub question 2 indicated that the contract components needed a more detailed analysis. In this 

research no significant difference is found for the contracts of both type of systems. All the 

mentioned components have a mention rate of that does not differ more than 10% between the two 

type of systems. Although literature has suggested that contract management, is harder for SaaS 

systems it does not follow from the examined cases for this research. So due to the lack of evidence 

for a difference in components within the contract for both type of systems, there can be concluded 

that the contracts are similar for both type of cases.  

The first general difference is the observed higher focus of SaaS cases upon the vendor instead of the 

product For the processes mentioned in this phase the process “analyse vendors” is mentioned 

seven times and only for SaaS cases. Chapter 1 indicates that there are risks related to the selection 

of a SaaS vendor, so this proofs the additional focus upon the vendor instead of the product. Issues 

like security and referral cases are important decision criteria for the selection of a SaaS vendor. In 
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the adoption phase the analysis of referral cases was already mentioned once for a SaaS case. Case 4 

enhances this finding by stating that vendors respond to this demand from clients by organizing visits 

to their offices and data centres. This finding cannot be contradicted although it could be possible 

that this relation is only temporal, because all innovations are handled with care. It is possible that 

cloud technology becomes in the future just as accepted as electricity, where nobody has an own-

engine generator and nobody asks were electricity comes from. The condition is a necessary 

condition, because the interest in the vendor is only present when it is a SaaS type of case.  

Proposition 4: The interest in the vendor in the acquisition phase is only present 

when it is a SaaS case. 

The second general difference is the time spend in the acquisition phase. Calculations (11) and (12) 

are concluding that time for SaaS cases in the acquisition phase is 10.3 weeks, while for the on-

premise cases this is 17.5. Again case 15 provides the highest time expectancy, similar to the 

adoption phase. Although this time also case 13 gives his answer in a period between 1 week and 6 

months. So the answer of case 15, is not as unusual as the numbers might present. Even by removing 

the estimation from case 15, the time for a SaaS case remains shorter in this phase. There is no 

information in found in this phase, that can contradict this finding. Therefore the proposition is given 

below, it is a probabilistic relation due to the average lower time in the acquisition phase. 

Proposition 5: For a SaaS case it is likely to be in the acquisition phase for a shorter 

period of time. 

5.3 The implementation phase 
This section discusses sub question 3 and the general differences found in the implementation phase 

between the SaaS cases and the on-premise cases. In this section two propositions are presented and 

discussed.  

Sub question 3 was related to the different application components for both type of systems. The 

analysis points to the direction that SaaS systems are operated in way they are supposed to be 

handled according to literature, this means that SaaS systems and client data is actually stored at the 

site of the vendor, the system is offered in a multi tenancy way and the vendor is responsible for the 

system. Furthermore the analysis has concluded that on-premise cases only see the system as a 

whole, which could mean that the way of working for SaaS systems is different. Although this 

evidence is not convincing at all, it is more likely that the specific applications are mentioned because 

of different governance settings and therefore the difference in components is more emphasized. So 

while SaaS cases were better able to distinguish the various application components, this does not 

mean that the application modules are not existing for on-premise cases. The only conclusion that 

can be drawn is that SaaS systems are handled similar to what is suggested in literature, which means 

that no proposition needs to be developed for this finding. 

The first difference is that SaaS and on-premise type of cases have a different vision in this phase. 

SaaS cases are more likely to adapt their processes, while on-premise cases deliver the new 

organization structure. Evidence for this difference is found by comparing the products in this phase. 

The ten SaaS cases in this research have mentioned the product “new processes” twice, while they 

are not mentioned for the on-premise cases. Additional evidence is found in the adoption phase, 

where three SaaS cases (case 1, case 4  and case 5) have indicated that clients are likely to adapt their 
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processes to the new system. Also four cases have indicate in the ending questions that SaaS cases 

require more standardization, which means that processes and way of working needs to be adapted 

to the system. Furthermore the survey has visualized that the processes customization and 

architectural decision taking are of medium importance for SaaS cases, while they are of high 

importance of on-premise cases. Although this finding cannot be disproved, it could be noted that 

the original vision on the ERP systems was also similar. ERP would have also led to more 

standardization and adapting to the system, and therefore to a more efficient way of working. In 

practice the ERP systems became popular and became part of the legacy systems that it was 

supposed to substitute (Themistocleous, Irani, & O'Keefe, 2001, p. 199). This probabilistic relation is 

presented in the proposition below. It is as a probabilistic relation because this higher focus upon 

processes is found in multiple cases, but not all.  

Proposition 6: Process adaptation is more likely for SaaS cases 

The second issues that is indicates a difference between the SaaS and on-premise cases is the time 

issues. According to calculations (14) and (15), the difference in time is almost 30 weeks shorter for 

the SaaS cases. Although the on-premise average of 65 weeks is only coming from two cases, both of 

them have indicated that the implementation time is at minimum a year. For the SaaS cases, the 

average was 35,4 weeks, only one of the nine cases has indicated an implementation time of two 

years. This finding illustrates that the time for the implementation phase is far shorter for the SaaS 

cases than it is for the on-premise cases. This proposition is a probabilistic relation. 

Proposition 5: For a SaaS case it is likely to be in the implementation phase  for a 

shorter period of time. 

5.4 The use & maintenance phase 
This section discusses the differences indicated in the previous chapter about the use & maintenance 

phase, that are convincing to be put into a proposition. In this section two propositions are 

presented. 

The first difference discussed for the maintenance phase is about the parties involved in this phase. 

For the on-premise cases it holds that mostly Accenture and Client related parties are involved, only 

case 11 mentions the involvement of the vendor. For the SaaS cases it holds that six parties are 

mentioned apart from the usual client and Accenture related parties and five of the six mentions are 

vendor related. Also the system update by vendor is mentioned three times for SaaS cases. The 

system update by client is only mentioned three times as a product and five times as a process. More 

over the process develop road map is only mentioned for on-premise cases. Eventually this finding is 

also backed up by the results from the survey. In the survey the three vendor related resources are 

assessed as more important for SaaS cases than they are for on-premise cases. Although also the 

consultants are indicated as highly important for SaaS cases and only low important for on-premise 

cases. By accessing this evidence the higher involvement of the vendor cannot be disproved and is 

very logical declarable by the characteristics of the system. The proposition is given below, which is a 

deterministic relationship. 

Proposition 6: A SaaS case has a higher focus upon the vendor in the use & 

maintenance phase. 
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The second proposition is related to the higher focus upon training for the SaaS cases. The survey 

found that for all training related processes, which are: user training and education, change 

management and education on new business processes, it holds that they are all highly important for 

SaaS cases, while only medium important to on-premise cases. Although the mention rate for the 

product “training material” is higher for the on-premise cases in this phase it does not mean that the 

training material is not present for SaaS cases. Findings in the implementation phase indicate that 

the training material itself is delivered in that phase. Furthermore the survey results can be seen as 

more valid due to the strictness of answering. In the interviews the interviewees were free to 

mention everything that they thought that was important in this phase. This freedom can lead to 

forgetting various aspects, which is not possible in the survey. On the other hand, the strictness of 

the survey prohibits interviewees to add more detail to their answers. Still the indication of higher 

learning effort for the SaaS cases, cannot be contradicted. The proposition is shown below, which is a 

deterministic relationship. 

Proposition 7: A SaaS case has a higher focus upon user training in the use & 

maintenance phase. 

5.5 The evolution phase 
The results in the evolution phase start by discussing sub question 4 and after that discuss general 

finding for this phase. Two propositions are established for this phase. 

Sub question 4 is about the influence upon the system that the client has for both type of systems. 

Findings indicate that that the client has always influence in this phase, this holds for all the SaaS 

cases as well as for the on-premise cases. Almost all cases have indicated that the client can ask 

Accenture to implement a certain aspect. For the SaaS cases it also holds that theoretically the client 

has also an influence on the vendor. Four out of the nine cases said that in practice the client has 

influence on the vendor, while two of the SaaS cases disagreed with that statement. A further 

analysis of this phenomenon leads to the conclusion that the vendor itself plays a role. For three 

cases that have indicated that the client has an influence on the vendor(case 4, case 5 and case 9), 

the vendor was Salesforce.com. The fourth case (case 9) and the two cases that disagreed with the 

statement (case 3 and case 8) the vendor was Oracle. This leads to the proposition that the influence 

on the SaaS system in the evolution phase is depending on the vendor you have contracted. This 

statement is backed up by additional information provided by case 5, which indicates that vendors 

that have their roots in the on-premise systems are less likely to deliver a purely SaaS system. Also 

literature in chapter 1 has indicated that vendors that have originally delivered on-premise systems, 

are struggling to transition to a SaaS vendor. Case 4 on the other hand also indicates that importance 

of the client for the vendor also increases the influence on the vendor. No further evidence is found 

to back up the statement made from case four, so the propositions only includes the role of the 

chosen vendor.  

Proposition 8: In a SaaS case a vendor is chosen and the chosen vendors 

determines the influence that the client has on the implemented system in the 

evolution phase. 

Similar to the use and maintenance phase, also in the evolution phase the SaaS cases are more 

vendor oriented. The survey indicates that all the vendor related resources are of medium 

importance for SaaS cases, while they are have low importance to on-premise cases. Other evidence 
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is found in the products related to this phase. The system update by client is mentioned more often 

by on-premise cases as for SaaS cases, which indicates that the clients are waiting for the vendor to 

implement new functionality. The processes BPR, project management and customization are also 

more mentioned for on-premise cases, which enhances the conclusion that SaaS cases have a passive 

attitude and are vendor focussed in this phase. Although the evidence is present for this passive and 

vendor focus several reasons it could be declared by the fact that the SaaS system itself is already an 

evolution and therefore no other evolutions can be expected in this phase. Still the proposition is 

shown below, it is a deterministic relationship. 

Proposition 9: A SaaS case has a higher focus upon the vendor in the evolution 

phase. 

5.6 The life cycle as a whole 
After each phase separately is discussed and analysed there also are some findings that are general 

over all the different phases. In total three differences are discussed, which leads to two new 

proposition. 

The first difference that is discussed is the fact that over all the phases more different products, 

processes and resources are indicated for the SaaS cases. For some phases, like the use and 

maintenance and the evolution phase, it was very obvious that the on-premise cases identified the 

general terms, while the SaaS cases gave more specific information. A striking example is the fact 

that the on-premise cases in these two phases the involved parties identified by mentioning “client, 

Accenture and vendor”, while it became not clear which roles these parties played in the specific 

phases. Three explanations can be given for this finding. The first is that SaaS systems need a more 

specialized approach. Secondly, it is possible that the interviewees linked to SaaS cases were more 

able to remember specialized roles and parties for these cases. Finally this difference could be 

declared by the novelty of the SaaS system implementation in practice. Besides the given differences 

in other propositions it is not assumable that SaaS cases needs more detailed products, processes 

and resources in the entire life cycle.  

The second difference that is found over the various phase between the SaaS cases and the on-

premise cases is the IT management involvement for the SaaS cases. If the mention rates for the 

various phases are studied no significant difference is found, but if cases in total are analysed there is 

a difference. Seven out of the ten SaaS cases mention in one of the phases an involvement of the IT 

department, opposed to a single case for the on-premise cases. Case 5, case 7 and case 15 have 

indicated that SaaS systems are more business driven and less IT driven, so an involvement of IT 

department is not in line with all the information found in this research. The high involvement of the 

IT department in the entire life cycle for SaaS cases can be declared by the idea that if the IT 

department is convinced by the new system the system itself will be more accepted by the end users. 

Although the contradicting statements from the cases the involvement of the IT department cannot 

be neglected. So the proposition is given below, which is a deterministic relation. 

Proposition 10: For SaaS systems it holds that the IT department is more involved 

regardless of the life cycle phase the system is in.  

The third difference between SaaS cases and on-premise cases is related to technical aspects of a 

system. Although for the SaaS cases it holds that 50% was indicating that the technical aspects are 
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important and the others half indicates that they are not, five cases have also indicated that 

especially security issues are important. For the on-premise cases this security issues are not 

identified, so therefore the security is important for SaaS. Although it is within the characteristics of a 

SaaS system that the security must reach a high enough level, there must be noted that security 

related issues in the IT are a hype. This hype could declare most of the relation that is inserted in the 

proposition, so it could be a temporal effect. Still the proposition is given and indicates a sufficient 

condition. 

Proposition 11: Security specification is an important decision criterion for the 

purchase of a SaaS system. 
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6 Conclusion 
In conclusion of this research in this chapter a summary is given, which answers the research 

question, furthermore the practical implications are discussed. Additionally, the limitations of the 

research are discussed and finally topics for future research are provided. 

6.1 Summary 
The goal of this research is to find propositions that could indicate differences between SaaS systems 

and on-premise systems in the life cycle. Four sub questions are formulated that indicate possible 

differences in the life cycle, they are based upon literature and differences in characteristics between 

the two systems. First the answers on the sub questions are presented and after that other 

important findings of this research are given. 

Sub question 1 indicated that the goals of the products in the adoption phase needed additional 

attention and in this research proof is found that there is indeed a difference found between the 

SaaS cases and the on-premise cases. SaaS cases have a higher focus upon financial goals than on-

premise cases in this phase. There is only one of the ten SaaS case that did not indicate a financial 

goal for a deliverable in the adoption phase, opposed to three of the five on-premise cases. This 

difference is placed into the following proposition: 

A SaaS case has an increased focus upon financial goals in the adoption phase 

Sub question 2 and 3 did not found convincing differences between the two type of systems. The 

mention rate of the various components in the contracts did not differ significant and the mentioned 

application components did not show any remarkable facts, apart from the fact that on-premise 

interviewees only saw the system as a whole as an important application component.  

Sub question 4 indicated that the influence in the evolution phase needed to have additional 

attention. From the evidence there could be concluded that the choice of a SaaS vendor has a direct 

impact upon the influence the client has in this phase. There is found that some SaaS vendors allow 

influence from clients, while other do not. Litearture suggests that this is caused by the history of the 

SaaS vendor, a SaaS vendor that originally sold on-premise systems does not allow much influence. 

This finding resulted in the proposition below.  

In a SaaS case a vendor is chosen and the chosen vendors determines the influence 

that the client has on the implemented system in the evolution phase. 

Five additional important findings are done in this research. The first finding is the internal focus in 

the adoption phase. It became clear that the decision to implement a SaaS system is taken with less 

interfering of external parties. 50% of the SaaS cases only indicated internal parties, while 0% of the 

on-premise cases have come up with the same result. This finding is presented in the following 

proposition. 

A SaaS case has a higher internal focus in the adoption phase 

  



45 
 

The second important finding is the fact that clients are only interested in the vendor itself if a SaaS 

system is implemented. The process “analyse vendor” is only mentioned for SaaS cases and the 

process “analyse system” is mentioned in 100% of the on-premise cases that answered this question 

and only in 20% of the SaaS cases. This finding is presented in the proposition below. 

The interest in the vendor in the acquisition phase is only present when it is a SaaS 

case. 

The third important finding relates to the use and maintenance phase and the evolution phase. In 

this phase the findings indicate that SaaS cases are more vendor oriented and have a passive attitude 

towards the innovations and improvements on the system, opposed to the on-premise cases. This is 

not only proven by the processes and products delivered in this phase, but also by the survey results. 

This finding is captured in the following proposition. 

A SaaS case has a higher focus upon the vendor in the use & maintenance phase 

and the evolution phase. 

The fourth important finding relates to the fact that clients are in 50% of the time interested in the 

system specification regardless of the type of system. Literature suggests that SaaS systems need less 

technical knowledge, but the five SaaS cases that indicated that the client was not interested in the 

system specification still mentioned that the specification related to security is important. Security on 

itself is not mentioned for on-premise cases, so therefore there can be concluded that security 

specification is important for clients. 

Security specification is an important decision criterion for the purchase of a SaaS 

system. 

The final finding is that the involvement of the IT department is much higher for SaaS cases than it is 

for on-premise cases. This is not found for a particular phase within the life cycle, but is found when 

the entire life cycle is taken together. 70% of the SaaS cases mention in on the of phases the 

involvement of the IT department, opposed to the 20% of the on-premise. This finding is shown in 

proposition below.  

For SaaS systems it holds that the IT department is more involved regardless of the 

life cycle phase the system is in. 

These seven propositions in total indicate that the life cycle between SaaS and on-premise 

systems is truly different. So handling SaaS system implementations similar to on-premise 

system implementation could be less effective and efficient.  

6.2 The practical implications 
The research objective of this research was to contribute to the development of theory regarding the 

differences in life cycle for SaaS systems versus on-premise systems. Still the propositions found in 

this research can have an practical impact. First of all this research visualized how the different 

people involved in this study value the importance of various aspects of the life cycle for SaaS and 

on-premise systems. Due to the fact that many people from Accenture are included in this research 

the propositions suggested in this chapter visualize how Accenture valuates various aspects. 

Secondly, it is possible that the various general parties are influenced by this research in their 
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behaviour, because this research presents propositions that are highly agreed upon. The life cycle as 

a whole is based upon the collaboration between three important parties: the client, the vendor, and 

an implementation partner. In some cases, similar as case 1, there is no implementation partner 

involved and the vendor is in that case also the implementation partner. 

Each of the three parties is discussed, staring with the practical implications for the client. For the 

client it holds that this research proposes that selection of the implementation partner and the 

selection of the vendor are critical processes that have an impact on the entire life cycle of the 

system. Important aspects that need to be taken into account in this process are: how does the client 

has influence on the system in latter stages and how are the security issues handled by the vendor. 

Furthermore in the majority of cases analysed in this research the client sticks to an internal focus in 

the adoption phase and involves the IT department at least in one phase of the life cycle. It is 

expected that both findings are related to the acceptance process within the clients company. For 

the vendor there are also some practical implications of this research. The client has in most cases a 

higher foucs upon the vendor for SaaS systems and therefore the vendor needs to present 

themselves as a trustworthy partner. This means that the vendor needs to highlight not only how 

good the service is that the vendor is delivering, but also make sure that the client is confident about 

the company itself. The vendor can achieve this by explaining security procedures, let the client have 

influence upon the system development, and continuously invest in the relationship between the 

client and vendor. Regular contact is one of the most important ways to achieve a well-established 

relationship between the two. Furthermore this research indicates that the clients are very sensitive 

for financial indicators, so focussing upon financial reasons to implement a SaaS system is a good way 

of presenting the service to the client. For the implementation partner the same implications hold. 

Although the implementation partner already delivered a service for the implementations of on-

premise systems. So the implementation partner needs to convince the client of their knowledge, 

their capabilities, and they need to be trusted by the client. They could achieve this by enhancing the 

influence upon the system for the client and make sure that the relationship implementation partner 

and client is longer than a single system implementation. Contractual agreements that surpass the 

implementation period can help to make the relationship stronger. Similar to the vendor it holds that 

clients are interested in financial reasons, so emphasizing them is beneficial.  

Although various practical implications are mentioned, there must be noted that these propositions 

are not tested in practice and above all are not linked to the success rate of certain activities and 

processes. So for example it is possible that although the majority of SaaS cases have an internal 

focus in the adoption phase, this internal focus is negatively related to the success of the system 

implementation.  

6.3 The limitations 
This section describes the limitations and indicates the areas in which the research falls short to 

various aspects. In total five limitations of this research are found. 

First the research method itself is discussed. In this research a comparative case study research is 

used, all the interviews and questionnaires delivered by email are completed by opinions of 

stakeholders. These opinions could have a high bias, an example of such a bias can be found at the 

fact that the SaaS case interviewees have given more detailed descriptions of processes, products, 

and resources. This could point to the fact that SaaS cases need more detailed descriptions, but it is 
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also possible that the interviewees were unconsciously busy with making their product different 

from the on-premise cases. They benefit from the situation in which everybody thinks that the 

implementation of SaaS systems is completely different from the on-premise systems. This indicates 

that the use of the comparative case study is can be influenced by biased input. 

Secondly, there is a limit in the generalizability of this research. Various actions have been taken to 

increase the generalizability, but still there remain problems. One of the problems is that mostly 

Accenture cases are researched and this party sees the project and system from the implementation 

partner perspective, which could differ from the perspective of the client and/or vendor. The fact 

that most Accenture cases are used enhances the internal validity, but has a negative effect on the 

external validity. At the start of the project there was decided to include also SaaS vendors in this 

research, but this plan was unfeasible in practice. Another problem related to the fact that most 

projects are Accenture projects is that Accenture uses a deliver method (ADM), which is the delivery 

method for all the projects and is used for both type of projects. This delivery method is a 

confounding factor in this research. Furthermore the delivery method, which is established for on-

premise projects, could have blurred the real differences in the life cycle for both systems. The focus 

upon CRM systems is another issue that decreases the generalizability. Although CRM systems are 

part of an ERP system, it is assumable that not all propositions can be generalized to the SaaS ERP 

systems. This is also visualized by the comparison of the on-premise data and the data obtained from 

literature (Somers & Nelson, 2004), the lack of agreement between the on-premise data and the data 

from the original paper suggests that the generalizability is low. 

The third problem relates to the used model to describe the life cycle of a system. Many interviewees 

have indicated deficiencies in the model. The main deficiency indicated by many interviewees is that 

the use and & maintenance phase and evolution phase are not existing from the clients perspective. 

It was hard for the interviewees to understand the last two phases, because in practice the time for 

these two phases is more a contractual agreement. Via bug fixes and change requests the updates 

are done for the system, the difference between bug fixes and change requests is very low in 

practice. The answers from the interviewees in these phases visualizes the problem, a very low 

agreeableness among the various interviews and many answers stating that the answer is similar to 

previous phases. 

The fourth limitations is that the interviews obtained by email had shorter answers. These 

interviewees had a fewer possibilities to ask some additional questions related to answers they gave 

and therefore some one-dimensional data is in some cases obtained. It was not possible in practice 

to take an interview with all the people, due to their busy agendas. Shorter answers leads to the fact 

that the researcher needed to interpreted the answers, which enhances the chance that the 

researchers bias plays a role. Although the research method is developed to decrease this affect, it 

cannot be excluded. 

The fifth limitation is linked to some specific cases, three cases were different form the other cases. 

Case 1, was the only case that interviewed an external SaaS vendor and Case 13 and Case 14, were 

about the same case, but both interviewees could not give answers on all the questions in this 

research.  
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6.4 Further research 
Future research should focus on testing the propositions discovered in this research. These 

propositions testing needs to be executed in a controlled environment, so that less bias is present in 

the environment. Another maybe more important task for future research is to investigate the 

temporal effects of the relations found in this research. Many of the relations found in this research 

can be influenced by the fact that the SaaS systems are relative new and therefore clients, vendors 

and Accenture have not discovered the most optimal way of dealing with these systems. So it is 

possible that the relations found in this research disappear when the SaaS technique matures, at the 

same time it is very well possible that the way of dealing with SaaS systems changes over time due to 

the new experiences practitioners have in the field. Also science can start on assessing the methods 

and processes for practitioners, by including success measurements into their research. Moreover 

science need to assess the generalizability of the findings in this research, by testing these 

propositions for a SaaS ERP and on-premise ERP life cycle. Additional attention must be given to the 

more complex relations found in this research. The first complex relation is the given in proposition 

8, which indicates a mediator role for the SaaS vendor in the relationship between client and the 

amount of influence the client has. The second more complex relationship found in this research is 

related to the involvement of the IT department, which is represented in proposition 10.  
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Appendix I. The interviews (coded) 
Table 23, Case introduction 

CASE INTRODUCTION 

Case 
number Name Interviewee 

SaaS or On-
Premise Vendor 

Function of 
interviewee 

Data 
collection 

Size of the 
client 

Users of the 
system Line of business 

1 Willem Massier SaaS Extern- Own software Owner Covide Interview Confidential 35 Finance 

2 Pieke Hendriks SaaS Salesforce.com Manager Email 50 850.000 Confidential 

3 Nils Bal SaaS Oracle by Demand Manager Email 31.000 30 Telecommunication 

4 Peter van Tilburg SaaS Salesforce.com Senior Manager Interview Not known 100 Telecommunication 

5 Hans Neele  SaaS Salesforce.com Manager Interview Not known 2.000 Insurance 

6 Olivier Grandjean SaaS Salesforce.com Consultant Email 2.500 2.200 Telecommunication 

7 Paul Kollner SaaS Microsoft SaaS CRM Manager Email 7.500 100 Production 

8 Vincent Roling SaaS Oracle by Demand Analyst Email 10.420 300 Telecommunication 

9 Nicolas Palitzyne SaaS Salesforce.com Analyst Email 160.000 18.000 Production 

10 Hans Dorrestijn Hybrid Siebel + Oracle by Demand Senior Manager Email 200.000 60.000 Pharmaceutical 

11 Sebo Wijnberg On-Premise Microsoft CRM Senior Manager Interview 60.000 1.200 Finance 

12 Jeroen Tiekstra On-Premise Siebel Consultant Email 172.000 3.500 Telecommunication 

13* Quirijn Kauffmann On-Premise Siebel Manager Email 3.500 2.000 Telecommunication 

14* Martin van Dommelen On-Premise Siebel Analyst Email 2.700 2.000 Telecommunication 

15 Mark Wiermans On-Premise Microsoft CRM Senior Manager Email 2.500 2.400 Government 

* = Both interviews, interview number 13 and 14, have provided me information about the same case.  
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Table 24, Adoption phase SaaS projects (1/2) 

ADOPTION PHASE part (1/2) (SaaS projects) 

Case 
number 

Product: What end products are present in 
this phase? (Strategic/operation/financial) 

Process: Which processes/Activities are 
present in this phase 

Resource: Elapsed 
Time Resource: Key players/roles 

1 
The system requirements(M,H,L), the 
justification(H,L,H) 

Analyse to-be situation 4 weeks Project team 

2 
The high level architecture(L,L,H) 

Analyse as-is situation, analyse to-be 
situation, analyse gap between as-is and 
to-be 

3-6 months End users 

3 

The high level architecture(H,H,L), the 
system requirements(H,H,L), the high level 
planning(H,H,L), the business case(L,M,H) 

Analyse as-is situation, analyse to-be 
situation, analyse gap between as-is and 
to-be, analyse reference projects 

1 month 
Top management, end users, 
procurement department, 
consultants 

4 
The system requirements(L,H,H) Analyse to-be situation 

General: 6-12 
months 

Client 

5 
The system requirements(H,H,L), the list of 
vendors(H,H,L), the decision criteria(H,H,L) 

Analyse impact General: 2-6 months 
Top management, 
consultants, project team 

6 
The justification (H,L,H) Analyse as-is situation 

General: several 
weeks to several 
months 

Top management, 
consultants 

7 
The business case(L/L/H), the system 
requirements(M/H/L) 

Analyse as-is situation 2 months 
IT department, end users, top 
management 

8 

The high level architecture(H,H,L), the high 
level planning(H,H,L), the business 
case(L,M,H) 

Analyse to-be situation, analyse reference 
projects 

3 months 
Procurement department, 
end users, consultants 

9 
The RFPs (H,M,H), the system requirements 
(H,M,H) 

Analyse as-is situation, analyse impact, 
analyse to-be situation 

Unknown 
IT department, top 
management, 

10 

The list of processes(H,L,H), the system 
requirements(H,L,H), the business 
case(H,L,H) 

Analyse as-is situation, analyse to-be 
situation 

3 months 
Top management, end users, 
consultants 
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Table 25, Adoption phase on-premise projects (2/2) 

ADOPTION PHASE part (2/2) (on-premise projects) 

Case 
number 

Product: What end products are present 
in this phase? 
(Strategic/operation/financial) 

Process: Which processes/Activities are 
present in this phase 

Resource: Elapsed 
Time Resource: Key players/roles 

11 
The system requirements(H,H,L), the list 
of processes( H,H,L) 

Analyse vendor products, analyse as-is 
situation, analyse to-be situation 

1 year 
Top management, 
consultants 

12 

The system requirements(H,H,L), the high 
level planning(H,H,L), the justification 
(H,L,H), the decision criteria(H,H,L) 

Analyse as-is situation, analyse to-be 
situation, analyse impact 

Unknown 
End users, IT department, 
vendor, Accenture, top 
management 

13* 
The system requirements(Unknown), the 
RFPs (Unknown) 

Unknown 
General: 1 week to 3 
months 

Unknown 

14* 

General: The system 
requirements(M,H,L), the business 
case(L,M,H) 

General: Analyse as-is situation, analyse to-
be situation 

General: 2 months 
General: Top management, 
consultants, 

15 
The system requirements (unknown), the 
list of processes(unknown) 

Analyse as-is situation, analyse to-be 
situation 

General: couple of 
months 

Client, Accenture 

* = Both interviews, interview number 13 and 14, have provided me information about the same case.  
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Table 26, Acquisition phase SaaS projects (1/2) 

ACQUISITION PHASE part (1/2) (SaaS projects) 

Case 
number 

Product: What end 
products are present 

in this phase? 

Product: What are the most 
important aspects of the 

contracts? 

Process: Which 
processes/Activities are present in 

this phase? 
Resource: 

Elapsed Time Resource: Key players/roles 

1 

The contract, the 
system 

Implementation plan, 
customization, 
parameterization 

Training, parameterization 8 weeks Project team, end users, vendor 

2 
The contract Financial aspects Contract negotiation 3-6 months 

Procurement department, 
consultant 

3 
The RFPs, the contract 

Responsibilities, consequences, 
implementation plan, financial 
aspects 

Analyse vendors 
1 month, in 
parallel with the 
adoption phase 

Top management, end users, 
procurement department, 
consultants, legal department 

4 
The contract 

Responsibilities, consequences, 
location 

Analyse vendors 1-3 months 
Client, vendor, Accenture, 
procurement department, legal 
department 

5 
The RFPs, the contract Financial aspects Analyse vendors, analyse systems 

2-6 months, 
including the 
adoption phase 

Consultant, top management, 
project team 

6 
The RFPs, the contract 

Responsibilities, 
implementation plan, financial 
aspects 

Analyse vendors, analysing 
implementation partners, analyse 
systems 

1.5 months 
Project team, top management, 
procurement department 

7 
The RFPs, the contract 

Responsibilities, financial 
aspects, implementation plan 

Analyse vendors, analyse systems, 
analysing implementation partners 

2 months Top management, end users 

8 
The contract 

Responsibilities, 
implementation plan, 
consequences 

Analyse vendor, analysing 
implementation partners 

2 months 
IT department, procurement 
department, Accenture 

9 The contract Responsibilities Contract negotiation 2 months Client, vendor, Accenture 

10 

The list of vendors, the 
decision criteria, the 
contract 

Financial aspects, 
responsibilities, implementation 
plan 

Analyse vendors, analysing 
implementation partners 

3 months 
Top management, procurement 
department, legal department, 
vendor, consultant 
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Table 27, Acquisition phase on-premise projects (2/2) 

ACQUISITION PHASE part (2/2) (on-premise projects) 

Case 
number 

Product: What end 
products are present 
in this phase? 

Product: What are the most 
important aspects of the 
contracts? 

Process: Which 
processes/Activities are present in 
this phase? 

Resource: 
Elapsed Time Resource: Key players/roles 

11 
The contract, the RFPs 

Financial aspects, 
responsibilities, implementation 
plan 

Analyse systems, contract 
negotiation 

3 months 
Project team, top 
management, consultant 

12 

The system 
requirements, the high 
level planning 

Responsibilities, 
implementation plan 

Analyse systems Unknown Client, Accenture, vendor 

13* 
The contract Consequences. Unknown 

1 week to 6 
months 

Client, Accenture 

14* Unknown Unknown Unknown Unknown Unknown 

15 
The contract 

Responsibilities, financial 
aspects 

Following outsource procedure, 
analyse systems, contract 
negotiations 

6 months 
Client, Accenture, vendor, 
consultants, intermediate 
party 

* = Both interviews, interview number 13 and 14, have provided me information about the same case.  
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Table 28, Implementation phase SaaS projects (1/3) 

IMPLEMENTATION PHASE part (1/3) (SaaS projects) 

Case 
number 

Product: What end 
products are present 
in this phase? 

Product: What are the most important application 
components and is that arranged upon location, 
ownership, operation and maintenance? 

Proces: Which 
processes/Activities are 
present in this phase? 

Resource: 
Elapsed Time 

Resource: Key 
players/roles 

1 

The system 
The system(Owned: vendor, Location: vendor), the 
data(Owned: Client, Location: vendor) 

Parameterization, 
change management, 
customization, keep 
contact with client 

0 months first 
release, 8 
months full 
functionality  

Client, vendor 

2 

The documentation, 
the system, the new 
processes 

The system (Owned: vendor, Location: Vendor), the 
data(Owner: client, Location: vendor) 

Designing system, 
programing the system, 
testing, data migration, 
implementation 

6-12 months 
Client, 
Accenture, 
vendor 

3 

The system, the new 
processes, the 
training material 

The system (Owned: vendor, Location: vendor), the data 
(Owned: client, Location: vendor) 

Parameterization, 
customization, testing, 
training 

4 months 

Top 
management, 
end users, 
consultants 

4 

The system 

The system (Owned: vendor, Responsibility: vendor, 
Location: vendor), the data(Owned: client, Responsibility: 
vendor, Location: vendor), the customizations(Owned: 
client, Responsible: after acceptation vendor, Location: 
vendor), the interfaces (Owned: client, Responsible: 
vendor & client, Location: vendor & client)  

Change management, 
BPR, customization, 
parameterization, 
testing, data migration.  

3-4 months 
Client, vendor, 
Accenture 

5 

The system, the 
documentation, the 
test reports, the 
training material 

The system(Owner: vendor, Responsibility: vendor, 
Location: vendor) 

Parameterization, 
testing 

3 months first 
release, 2 
years full 
functionality 

Accenture, 
vendor, IT 
department 
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Table 29, Implementation phase SaaS projects (2/3) 

IMPLEMENTATION PHASE part (2/3) (SaaS projects) 

Case 
number 

Product: What end 
products are present 
in this phase? 

Product: What are the most important application 
components and is that arranged upon location, 
ownership, operation and maintenance? 

Proces: Which 
processes/Activities are 
present in this phase? 

Resource: 
Elapsed Time 

Resource: Key 
players/roles 

6 

The documentation, 
the testing reports, 
the training material 

The system (Owned: vendor, Responsibility: vendor, 
Location: vendor), the data(Owned: client, Responsibility: 
vendor, Location: vendor), the customizations(Owned: 
client, Responsible: after acceptation vendor, Location: 
vendor), the interfaces (Owned: client, Responsible: 
vendor & Accenture, Location: vendor & client)  

Parameterization, 
change management, 
customization, testing, 
keep contact with client 

8 months first 
release, 11 
months full 
functionality 

Top 
management, 
end users, IT 
department, 
consultants 

7 

The system, the 
documentation 

The system (Owned: client, Responsible: vendor, 
Location: vendor), The interfaces (Owned: client, 
Responsible: Accenture, Location: client) 

Change management, 
BPR, customization, 
parameterization, 
testing, data migration 

3 months 

Top 
management, 
end users, 
consultants 

8 

The system, the 
documentation, the 
training material, the 
new organization 

The system(Owned: vendor, Location: vendor), the 
parameterizations (Owned: client, Responsible: vendor, 
Maintenance: client, Location: vendor), the 
customizations(Owned: client, Responsible: vendor, 
Maintenance: client, Location: vendor), the data (Owned: 
client, Responsible: vendor, Maintenance: client, 
Location: vendor), the interfaces (Owned: client, 
Responsible: vendor & client, Maintenance: client, 
Location: vendor & client) 

Parameterization, 
customization, testing, 
training, BPR 

5 months 

End users, 
consultants, 
marketing 
department, 
top 
management, 

9 

The system, the 
documentation 

No important components 
Change management, 
customization, testing, 
data migration 

3 months first 
release 

Project team, 
consultants, 

10 

The system, the 
documentation, the 
training material, the 
test reports 

The system(Owned: vendor, Location: vendor)  

Parameterization, keep 
contact with client, 
change management, 
data migration 

6 months 
Vendor, 
consultants 
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Table 30, Implementation phase on-premise projects (3/3) 

IMPLEMENTATION PHASE part (3/3) (on-premise projects) 

Case 
number 

Product: What end 
products are present 
in this phase? 

Product: What are the most important application 
components and is that arranged upon location, 
ownership, operation and maintenance? 

Proces: Which 
processes/Activities are 
present in this phase? 

Resource: 
Elapsed Time 

Resource: Key 
players/roles 

11 

The new 
organization, the 
documentation, the 
system 

The system (Owned: client, Location: client) 

Change management, 
BPR, customization, 
parameterization, 
testing, data migration, 
training, 
implementation 

1 year 

Project team, 
vendor, 
Accenture, 
end users, top 
management 

12 

The documentation 
The system(Owned: client, Location: client, Responsible: 
client) 

Design the system, keep 
contact with client 

Unknown 

End users, 
Accenture, 
consultants, 
vendor 

13* 
The system, the 
documentation 

Unknown Unknown Unknown Unknown 

14* Unknown Unknown Unknown Unknown Unknown 

15 

The system, the 
documentation, the 
test reports, the 
training material, the 
new organization 

The system(Owned: client, Responsible: Accenture, 
Maintenance: client, Location: partner) 

Change management, 
BPR, customization, 
parameterization, 
testing, data migration, 
training 

1.5 years 
Accenture, 
client 

* = Both interviews, interview number 13 and 14, have provided me information about the same case.  
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Table 31, Use & Maintenance phase SaaS projects (1/2) 

USE & MAINTENANCE PHASE part (1/2) (SaaS projects) 

Case 
number 

Product: What end products 
are present in this phase? 

Process: Which processes/Activities are 
present in this phase? 

Resource: Elapsed Time Resource: Key players/roles 

1 
The system update by vendor 

Training, update system by vendor*This 
phase does not exist for the client, although 
the client can follow additional workshops* 

From the clients perspective 
this phase does not exist 

Client, Vendor, technology 
partner 

2 Performance reports Develop roadmap Still in this phase Client, Accenture, vendor 

3 
The documentation 

Change management, update system by 
client, keep contact with client, maintain 
data 

2 weeks IT department 

4 
The system 

BPR, keep contact with client, update system 
by client, update system by vendor, training 

Hard to say, SaaS makes it a 
more external driven phase. 

Accenture, vendor, client 

5 

The system update by client, the 
system update by vendor, 
maintained data 

Update system by vendor Unknown IT department 

6 

The system update by client, the 
documentation, change 
requests 

Develop roadmap, update system by client, 
testing, design system 

Contractual 3 years including 
the evolution phase 

Consultants, IT department, 
end users 

7 
The system update by client, the 
documentation 

Develop roadmap 2 weeks Client, Accenture, vendor 

8 
The documentation 

Change management, update system by 
client, training, maintain data 

2 months IT department, end users 

9 
Performance report Develop roadmap, update system by client 

The system will always be in this 
phase, until there is decided to 
renew functionality or system. 

Top management, change 
management team 

10 
The system 

Change management, update system by 
client, update system by vendor 

12 months 
Vendor, consultants, IT 
department, end users 

  



Appendix I The interviews (coded) X 
 

Table 32, Use & Maintenance on-premise projects (2/2) 

USE & MAINTENANCE part (2/2) (on-premise projects) 

Case 
number 

Product: What end products are 
present in this phase? 

Process: Which processes/Activities 
are present in this phase? 

Resource: Elapsed Time Resource: Key players/roles 

11 

The new organization, the training 
material 

Training, update system by client 6 months 
Top management, project 
team, vendor, Accenture, 
end users 

12 

The documentation, the system 
update by client, the system, the 
new organization, change requests 

Change management, data migration, 
training, develop roadmap 

Unknown 
Accenture, client, end users, 
IT department 

13* Unknown Unknown Unknown Unknown 

14* Unknown Unknown Unknown Unknown 

15 

Performance reports, the system 
update by client, the documentation, 
the test reports, change requests 

Update system by client, maintain data, 
change management, develop roadmap 

This phase and the evolution 
phase are combined and 
unlimited. 

Client, Accenture 

* = Both interviews, interview number 13 and 14, have provided me information about the same case.  
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Table 33, Evolution phase SaaS projects (1/2) 

EVOLUTION PHASE part (1/2) (SaaS projects) 

Case 
number 

Product: What end 
products are present in 
this phase? 

Process: Which 
processes/Activities are 
present in this phase? 

Process: Does the client has influence in this 
phase? 

Resource: 
Elapsed Time 

Resource: Key 
players/roles 

1 
The system update by 
vendor. 

Keep contact with client, 
build system 

Yes, direct influence although requested 
functionality must be generic 

Everlasting Vendor, client 

2 

The system update by 
client, the system update 
by vendor 

Change management 
Yes, it is his right to have influence otherwise 
he pays for nothing. 

Unknown 
Accenture, vendor, 
client 

3 

Similar products only 
smaller 

Customization, 
parameterization 

Yes, Accenture will always listen to any 
requests. Oracle does not provide change for 
clients. 

2 weeks Consultants, end users 

4 

The system update by 
client 

Similar processes only 
smaller 

Yes, the client can vote for particular 
updates and the vendor will implement the 
most favoured one. 

everlasting 
Accenture, vendor, 
client 

5 
Similar products only 
smaller 

Similar processes only 
smaller 

Yes, the client can switch on/off functionality 
and the vendor listens to the client. 

Unknown 
Accenture, vendor, 
client, IT department 

6 

Change requests, the 
system requirements, the 
system update by client 

Similar processes only 
smaller *change request*, 
the system update by client, 
testing *by defect* 

Yes, change requests are the input that the 
client has. 

Contractual 3 
years 

IT department, end 
users 

7 Unknown Unknown Unknown Unknown Unknown 

8 
The system update by 
client, the documentation 

Testing, customization 
Yes, the client has influence on Accenture, 
but no influence on the vendor. 

2 months Accenture, end users 

9 
The system update by 
client, the documentation 

Similar processes only 
smaller 

Yes, the client has a wish and Accenture and 
the vendor advice and will help the client. 

General: 6 
months 

Project team, 
consultants 

10 

The system update by 
client, the documentation 

Data migration 
Yes, financial rewards are related to client 
acceptance of the new system, so Accenture 
and vendor are willing to invest in the client. 

1 month 
Procurement 
department, IT 
department, Accenture 
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Table 34, Evolution phase on-premise projects (2/2) 

EVOLUTION PHASE part (2/2) (on-premise projects) 

Case 
number 

Product: What end 
products are present in 
this phase? 

Process: Which 
processes/Activities are 
present in this phase? 

Process: Does the client has influence in this 
phase? 

Resource: 
Elapsed Time 

Resource: Key 
players/roles 

11 

Similar products only 
smaller 

Similar processes only 
smaller. 

Yes, Accenture will help the client. 
General: 9-12 
months 

Project team, vendor, 
Accenture, end users, 
top management 

12 

The system update by 
client, the documentation 
, similar products only 
smaller 

Similar processes only 
smaller, change 
management 

Currently the client is, but the market is 
changing and the partners within the system 
are demanding more control. 

Unknown 
Accenture, vendor, 
client 

13* Unknown Unknown Unknown Unknown Unknown 

14* 

Similar products only 
smaller, the system 
requirements, the 
business case, the test 
reports 

Change management, BPR, 
customization, 
parameterization, testing, 
implementation 

Yes, client gives input and Accenture 
helps/advices. 

General: 3-6 
months 

End users, project team, 
consultants 

15 
Similar products only 
smaller 

Similar processes only 
smaller 

Yes, client requests functionality and 
Accenture will help. 

Contractual 8 
years 

Client, Accenture 

* = Both interviews, interview number 13 and 14, have provided me information about the same case.  
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Table 35, Ending questions 

Ending questions part (1/2) (SaaS projects) 

Case 
number 

Is the life cycle for SaaS cases different that it is for on-premise cases? 
Is the client still interested in technical 
aspects? 

1 Change management No 

2 Less technical knowledge, shorter lead times.  Yes, security issues 

3 
Shorter lead times, more flexible implementation, more iterative implementation, more client 
involvement, less technical knowledge 

No, but Accenture is pointing out what can 
be possible for the client. 

4 
Accenture as advisor, more flexible implementation, Accenture as driving factor, more vendor 
involvement 

Yes, security issues 

5 More flexible implementation, less technical knowledge, more business driven than IT driven Yes, security issues 

6 Shorter lead times Yes, security issues and connectivity issues 

7 More flexible implementation, slow start, more business driven than IT driven No, only security issues 

8 
Shorter lead times, more flexible implementation, more client involvement, more iterative 
implementation, less technical knowledge, more standardization 

No, but Accenture is pointing out what can 
be possible for the client.  

9 More flexible implementation Yes 

10 More standardization, change management, more vendor involvement No, only security issues 

11 Marketing difference , more standardization Yes, it is their hardware. 

12 More standardization, change management No, mainly off the shelf on-premise software 

13* Unknown Unknown 

14* General: more business driven than IT driven Unknown 

15 Shorter lead times Unknown 

* = Both interviews, interview number 13 and 14, have provided me information about the same case.  
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Appendix II. The interviews (not coded) 
 

This is an interview held with an external SaaS vendor, the interviewee, Willem Massier, is the owner 

of Covide. Covide is a SaaS CRM vendor that has been an around since 2004. Although even before 

2004 they were busy with the development and marketing of their product. The interview went well 

and is perceived as pleasant from both sides. The interview is recorded and executed in Dutch. It was 

the first interview, which has led to minor changes in questions. 

General questions 

1) What is the size of the clients company? (in employees) 

Not said 

2) How many users from the client company use the system? 

For this specific project the client has 35 registered users. The aim of Covide is 10+ users, with an 

average of 20 users. A client that will have more than 100 users will be rejected.  

3) What is the branch in which the clients company is active? 

The client gives legal advice and tax aid to companies. 

Adoption phase 

Product 

4) What are the products that need to be delivered in this phase? (According to literature the 

requirements and the justification) 

The system requirements are the most important product in this phase. Developing/ finding/ 

analysing the system requirements was not very hard for this specific client, because the client 

already knew what they wanted. Obviously this resulted in the fact that the justification was not a 

main product, but more a side product. The decision to implement a SaaS solution, was first taken 

before the actual justification begun.  

5) How well are these products focused upon Economical/strategic/operations in this phase? 

(low, medium, high) 

Mainly focused upon operation, the system needed to remove the current operation restrictions. But 

also strategy reasoning was included.  
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Process 

6) What are the processes and activities in this phase? (according to literature analyze impact 

on to the organization and the to-be situation) 

The client was primarily focused upon the to-be situation. The client was trying to find a solution that 

was close to their processes, although from very earlier one in the process the client has indicated 

that they were willing to reshape their own processes towards the processes that are used within the 

system.  

Resource 

7) How much time is devoted to this phase in man hours and in elapsed time? 

For this particular client it took very little time, the CEO, who was an ICT expert, wanted a true SaaS 

solution. After a presentation of Google Apps it was immediately clear that they wanted to 

implement a system based upon Google apps. It took 4 weeks to make the decision to implement the 

SaaS system. 

8) Which parties or players were involved in this phase? 

The project team consisted out of the CEO(expert in ICT), 2 board members and 2 middle personnel.  

Acquisition phase 

Product 

9) What are the products that need to be delivered in this phase? (According to literature the 

contract with vendor and contract with IT consulting firm) 

In the acquisition phase of a Covide product there are almost no contracts involved. Covide presents 

their solution and the uptime and security systems. From that moment the client can decide to 

continue with the Covide product or to quite with the Covide system. This decision can be changed 

on any given moment, the only contract that needs to be created is related to the workshops that 

Covide uses to introduce the system/learn the system and parameterize the system. For this 

particular project there were 5 workshops, which started immediately. During the workshops the 

system is already working and running on clients data to present a realistic learning environment. 

Interesting is that during the workshops no subscription fees need to be paid. Also the system is 

already delivered in this phase, although not yet fully parameterized.  

10) What are the most important aspects of the contracts? 

Details about workshops (price, number, etc) and details additional functional requests for a client 

are described in contracts. This can be customization plans or functionality demanded by the client, 

that we need to parameterize. Covide will always listen to clients, but will only implement new 

functionality (customizations) if these functionality is generic over the other clients. 
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Process 

11) What are the processes and activities in this phase? (according to literature analyze vendors 

and It consulting firms) 

The workshops are part of the acquisition phase and of the implementation phase. They are part of 

the acquisition phase because it remains an introduction to the product. At any moment the client 

can decide to stop the collaboration with Covide. In this phase the system is already running on the 

data from the client, during this workshops the configuration is done. 

Resource 

12) How much time is devoted to this phase in man hours and in elapsed time? 

This phases has taken 8 weeks. An initial presentation and the workshop process.  

13) Which parties or players were involved in this phase?  

Project team (mentioned earlier) + additional personnel in the workshops and the vendor. There 

were no other companies that were analysed by the client.  

Implementation phase 

Product 

14) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

The product in this phase is the fully parameterized system.  

15) What are the most important application components and analyze them upon location, 

ownership, operation and maintenance?  

It is a purely SaaS system, which means that all the application components are not stored at the 

clients side, clients are not the owner, they are accessible via a web browser at any place at any 

moment. Still the client remains the owner of their data, stored at our data centres. 
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Process 

16) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, testing, debugging, and data transfer)  

The important processes are parameterization, change management and customization. 

Parameterization is the fine tuning of the software to the wishes of the client. Change management 

is important because the client needs to change their processes towards the system. Customization 

was important in this case, because the client demanded a new agenda functionality and a more 

advanced security system. Customization is only done if Covide sees the generic aspects and benefits 

for all the other clients, if that is not the case the functionality will not be added. Sometimes the 

impact of change management is underestimated. Testing & debugging is not important from the 

perspective of the client, because the client can only parameterize their software and the testing & 

debugging happens only at the site of Covide. Client contact is one of the key activities in this phase, 

to keep a satisfied client. 

Resource 

17) How much time is devoted to this phase in man hours and in elapsed time? 

Hard to say for SaaS, because the lines between the last three phases becomes vague. But the 

system is immediately usable and the fine tuning takes up a lot of time. For this project it took 8 

months to complete the entire phase, but within this time the client was already able to use the 

system.  

18) Which parties or players were involved in this phase?  

Entire company and Covide 

Use & Maintenance phase 

Product 

19) What are the products that need to be delivered in this phase? (According to literature the 

updated system itself) 

The product in this phase is an improved system. The improvements are brought online weekly and 

sometimes even daily. Clients are informed of updates via a newsletter and the Covide wiki. For most 

updates the clients does not have any negative effects, such as downtimes. If updates have negative 

effects clients are informed in advance. 
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Process 

20) What are the processes and activities in this phase? (according to literature learning and 

improve usage of the system) 

Change management and learning is not included in this phase because this is shifted from this phase 

to earlier phases. Also improving is done in the implementation phase, although some requested 

functionality by a client can be delivered in this phase for all the clients and is an ongoing process. 

Covide let clients every year follow a free workshop of their choice on a particular subject of the 

product. In the upcoming summer the requested functionality from this client will go live, and Covide 

assumes that many clients will attend a workshop about the new functionality about the agenda 

functionality. 

Resource 

21) How much time is devoted to this phase in man hours and in elapsed time? 

This phase totally disappears for the clients perspective, the system works and keeps on running and 

can be used at any moment in time. So maintenance is not important for the clients perspective. For 

the SaaS vendor perspective this phase and the next are never ending.  

22) Which parties or players were involved in this phase?  

Entire company and Covide plus sometimes external parties that are linked to additional 

functionality. Like for instance Google Apps for the understanding of the underlying technology of 

the Covide product.  

Evolution phase 

Product 

23) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

Again the system itself, but mostly no extreme functionality is added to the program. Although the 

example of the additional agenda functionality can be seen as added functionality. 

Process 

24) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, insert data in the new system, testing 

and debugging)  

There is no roadmap anymore that clients can see and can have influence on. But in practice 

problems can be discussed and if Covide sees a trend and think it is a generic solution they will 

implement it. If the solution is generic, but no demand for the functionality is present currently the 

client can decide to invest money into the development of the requested functionality. 

25) Does the client has influence in this stage? 

Answer is given in previous question 



Appendix II The interviews (not coded) CASE 1 VI 
 

Resource 

26) How much time is devoted to this phase in man hours and in elapsed time? 

The client will always be in this phase until the client decides to stop with the system.  

27) Which parties or players were involved in this phase? 

Covide and the client 

Ending questions 

28) Do SaaS projects in general need a different approach, although maybe that is not the case 

today? 

Change management is still underrated. The usage of “off the shelf” products require a lot of 

dedication before the organization changes towards the new situation. 

29) Are clients still interested in the technical aspects of the system?  

No interests in technical aspects 
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Activities 

 Degree of importance in the 
implementation 

In which stage was it 
important?  
(tick all that apply) 
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User training and 
education 

  3    □ x x □ □ 
Management of 
expectations 

  3 4   □ x x x x 
Careful package 
selection 

 2     x x x x x 
Project 
management 

   4   □ x x □ □ 
Customization   3    □ x x x □ 
Data analysis and 
conversion 

  3    □ x x □ □ 
Business process 
reengineering 

1      □ □ □ □ □ 
Architecture 
choices 

    5  x □ □ □ □ 
Dedicating 
resources 

 2     x □ □ □ □ 
Change 
management 

    5  □ x x x x 
Clear goals and 
objectives 

    5  x x x x x 
Education on new 
business processes 

   4   □ x x x □ 
Interdepartmental 
communication 

   4   □ x x x x 
Interdepartmental 
cooperation 

   4   □ x x x x 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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Resources 

 Degree of importance in the 
implementation 

In which stage was it 
important?  
(tick all that apply) 
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Top management     5  x x x x x 
The project 
champion 

   4   □ □ x x x 
The steering 
committee 

1      x □ □ □ □ 
Implementation 
consultants 

   4   □ x x x □ 
The project team    4   □ x x x x 
Vendor-customer 
partnership 

   4   □ □ □ x x 
Vendors 
customization 
tools 

  3    x x x x x 

Vendor support    4   x x x x x 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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The questions are answered by using the questionnaire format. Pieke Hendriks is manager at 

Accenture Amsterdam, with a lot of experience with various implementations. Currently he did a 

project at a client, where he and others implemented a SaaS CRM system. Also in this case it holds 

that any unclear answers are discussed in a follow up conversation. 

General questions 

1) What is the size of the clients company? (in employees) 

50 

2) How many users from the client company use the system? 

850.000 

3) What is the branch in which the clients company is active? 

Confidential 

Adoption phase 

Product 

4) What are the products that need to be delivered in this phase? (According to literature the 

requirements and the justification) 

High level architecture for the solution was a product. It was necessary to understand how the new 

system will fit into the organization on a highly abstracted level. 

5) How well are these products focused upon Economical/strategic/operations in this phase? 

(low, medium, high) 

Cost to serve was most important, and therefore the economic reasons were the most present. 

Process 

6) What are the processes and activities in this phase? (according to literature analyse impact 

on to the organization and the to-be situation) 

GAP analysis, which means that you analyse the current situation of the client and analyse where the 

client would be in the future 

Resource 

7) How much time is devoted to this phase in man hours and in elapsed time? 

3 to 6 months in this phase 

8) Which parties or players were involved in this phase? 

Mainly end users, they provide the requirements for the system and have a direct link with the cost 

to serve. If the system is not accepted by the end users, the cost to serve will not drop. 
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Acquisition phase 

Product 

9) What are the products that need to be delivered in this phase? (According to literature the 

contract with vendor and contract with IT consulting firm) 

Contracts are the most important products in this phase. 

10) What are the most important aspects of the contracts? 

The most important aspects of the contracts are costs, one of the variables for the costs is the ability 

to decide which pricing model is used. (fixed price vs costs per hour and material) 

Process 

11) What are the processes and activities in this phase? (according to literature analyze vendors 

and It consulting firms) 

Contract reviewing is the most important process that happens in this phase. 

Resource 

12) How much time is devoted to this phase in man hours and in elapsed time? 

3-6 months  

13) Which parties or players were involved in this phase?  

The most important departments for this phase were procurement, IT architects and finance 

Implementation phase 

Product 

14) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

Design the documentation, deliver the system and design new operational processes. 

15) What are the most important application components and analyze them upon location, 

ownership, operation and maintenance?  

The most important components are CRM, billing module and the data warehouse module. All these 

components are stored and owned by the vendor. The only part that is owned by the client is the 

data, although this is also stored at the site of the vendor.  
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Process 

16) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, testing, debugging, and data transfer)  

Design the system, build the system, test the system, transfer the data to the system and implement 

the system 

Resource 

17) How much time is devoted to this phase in man hours and in elapsed time? 

6-12 months are needed to implement the entire system. 

18) Which parties or players were involved in this phase?  

Every employee of the client, the IT consulting firm and the vendor are all involved in this phase 

Use & Maintenance phase 

Product 

19) What are the products that need to be delivered in this phase? (According to literature the 

updated system itself) 

Service level agreements are controlled in this phase 

Process 

20) What are the processes and activities in this phase? (according to literature learning and 

improve usage of the system) 

Incident management, problem management and service request management are the most 

important processes in this phase 

Resource 

21) How much time is devoted to this phase in man hours and in elapsed time? 

The project is still in this phase, so a clear answer cannot be given on this moment 

22) Which parties or players were involved in this phase?  

Same as in the previous stage, everyone is involved here. 

Evolution phase 

Product 

23) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

Change requests and new releases are the products in this phase. 
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Process 

24) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, insert data in the new system, testing  

Change management 

25) Does the client has influence in this stage? 

Yes, off course does the client has influence in this phase. It would be a strange situation, in which a 

client pays for a system and does not have influence. 

Resource 

26) How much time is devoted to this phase in man hours and in elapsed time? 

Again this phase is not yet finished, so there is no specific answer. 

27) Which parties or players were involved in this phase? 

Every employee of the client, the IT consulting firm and the vendor are all involved in this phase. 

Ending questions 

28) Do SaaS projects in general need a different approach, although maybe that is not the case 

today? 

The client does not need any technical knowledge to implement and use the system. Furthermore 

the lead times for implementation and other phases are shorter than for the on premise situation. 

29) Are clients still interested in the technical aspects of the system?  

Yes, although mainly clients are focused upon security issues. 
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Activities 

 Degree of importance in the 
implementation 

In which stage was it 
important?  
(tick all that apply) 
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User training and 
education 

1 2 3 4 5  □ □ □ X □ 
Management of 
expectations 

1 2 3 4 5  □ □ X X □ 
Careful package 
selection 

1 2 3 4 5  X □ □ □ □ 
Project 
management 

1 2 3 4 5  □ □ X □ □ 
Customization 1 2 3 4 5  X □ X □ □ 
Data analysis and 
conversion 

1 2 3 4 5  □ □ X □ □ 
Business process 
reengineering 

1 2 3 4 5  □ □ X □ □ 
Architecture 
choices 

1 2 3 4 5  X □ X X X 
Dedicating 
resources 

1 2 3 4 5  □ □ X X □ 
Change 
management 

1 2 3 4 5  □ □ X X X 
Clear goals and 
objectives 

1 2 3 4 5  X □ X X X 
Education on new 
business processes 

1 2 3 4 5  □ □ X X X 
Interdepartmental 
communication 

1 2 3 4 5  □ □ X X □ 
Interdepartmental 
cooperation 

1 2 3 4 5  □ □ X X □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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Resources 

 Degree of importance in the 
implementation 

In which stage was it 
important?  
(tick all that apply) 
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Top management 1 2 3 4 5  X X X □ □ 
The project 
champion 

1 2 3 4 5  X □ X X □ 
The steering 
committee 

1 2 3 4 5  X □ X X □ 
Implementation 
consultants 

1 2 3 4 5  X □ X X □ 
The project team 1 2 3 4 5  □ □ X X □ 
Vendor-customer 
partnership 

1 2 3 4 5  □ □ X X X 
Vendors 
customization 
tools 

1 2 3 4 5  □ □ X X X 

Vendor support 1 2 3 4 5  □ □ X X X 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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This data is gathered via a questionnaire and the data is provided by Nils Bal. Nils Bal has a lot of 

experience with Oracle CRM cases and has agreed to help me by providing a SaaS CRM project from 

the past. 

General questions 

1) What is the size of the clients company? (in employees) 

The client has 31.000 employees 

2) How many users from the client company use the system? 

Only 30 of them are using the SaaS solution, Accenture has implemented. 

3) What is the branch in which the clients company is active? 

Telecom 

Adoption phase 

Product 

4) What are the products that need to be delivered in this phase? (According to literature the 

requirements and the justification) 

A high level solution is designed, this solution includes a high level requirements, high level planning 

and also a business case. The business case is used to estimate budget and visualize advantages 

realized by the new system.  

5) How well are these products focused upon Economical/strategic/operations in this phase? 

(low, medium, high) 

The high level designed solution is mainly focusing upon strategic and operational reasons, this also 

holds for the high level planning. The business case on the other hand is mainly focusing upon 

economic reasons and to a lesser extent to the operational aspects. 

Process 

6) What are the processes and activities in this phase? (according to literature analyze impact 

on to the organization and the to-be situation) 

Four important processes are needed. The first is the analysis of the entire application environment 

for the client. The second process is analysing the to-be situation. The third process is analysing the 

gap between the as-is and the to-be situation. Finally it is important to look at comparable projects 

and look at what went wrong and right in these projects. It remains important to learn from 

experiences from the past. 
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Resource 

7) How much time is devoted to this phase in man hours and in elapsed time? 

There was 1 month lead time, before this phase was finished. Often this phase is parallel with the 

upcoming phase. 

8) Which parties or players were involved in this phase? 

The client was needed to create the requirements for the IT and commercial departments. This is 

done on high level, but also low level employees had input. Besides this also the procurement 

department of the client was involved. Accenture was needed to control the high level planning and 

consultants are needed to deliver the products. 

Acquisition phase 

Product 

9) What are the products that need to be delivered in this phase? (According to literature the 

contract with vendor and contract with IT consulting firm) 

There are two different acquisitions: The client needs a software vendor and needs a implementation 

partner. These two parties are selected by their proposal and the collaboration is fixed by a 

statement of work, which is called a contract. 

10) What are the most important aspects of the contracts? 

In each contract it is important to discuss the responsibilities for each party, discuss the what-if 

scenarios if deadlines are not met., assumptions that need to be made, costs and conditions. 

Process 

11) What are the processes and activities in this phase? (according to literature analyze vendors 

and It consulting firms) 

The client considers multiple parties. 

Resource 

12) How much time is devoted to this phase in man hours and in elapsed time? 

As said before the acquisition and the adoption phases are in general executed in parallel. So it took 

1 month. 

13) Which parties or players were involved in this phase?  

Same as in the previous phase, but also the legal department is involved. 
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Implementation phase 

Product 

14) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

The system itself, new process templates and training material. 

15) What are the most important application components and analyze them upon location, 

ownership, operation and maintenance?  

The core of the system is owned and updated by the vendor. Although after implementation the 

vendor is not largely involved in the maintenance processes. The client has two full time employees 

that maintain the system for them, but Accenture helps them if that is necessary.  

Process 

16) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, testing, debugging, and data transfer)  

Configuration, customization, testing and training are the most important processes in this phase. 

Resource 

17) How much time is devoted to this phase in man hours and in elapsed time? 

This phase takes 4 months. 

18) Which parties or players were involved in this phase?  

Similar to the previous stage, although the procurement department is not involved anymore, while 

the end users are more involved in this phase.  

Use & Maintenance phase 

Product 

19) What are the products that need to be delivered in this phase? (According to literature the 

updated system itself) 

Create handbooks and manuals to up load data, configure the system and for processes. 

Process 

20) What are the processes and activities in this phase? (according to literature learning and 

improve usage of the system) 

In this phase you need to make sure that the roll-out is efficient and accepted, small updates are 

implemented, the system must be kept up to date and make sure that the client as a whole is happy 

with the implemented system. 
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Resource 

21) How much time is devoted to this phase in man hours and in elapsed time? 

This phase took 2 weeks, mostly we call this time period aftercare.  

22) Which parties or players were involved in this phase?  

In this specific case only two people were involved for this phase, but that was due to the small size 

of the project. In bigger projects entire departments are included. 

Evolution phase 

Product 

23) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

Contractual Accenture delivers/ implements a system, and then offers over a short time period some 

aftercare. If this aftercare is finished, the client needs to pay Accenture again for additional requests. 

These requests could be additional functionality or optimizing the system. So this means that the 

products delivered in this phase are generally similar to the other deliverables in the various phases, 

only smaller. 

Process 

24) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, insert data in the new system, testing  

Customization and configuration 

25) Does the client has influence in this stage? 

Yes, they have a direct influence on the changes that is the whole idea of contracting a 

implementation partner, otherwise you have no influence. 

Resource 

26) How much time is devoted to this phase in man hours and in elapsed time? 

2 weeks 

27) Which parties or players were involved in this phase? 

In this phase you need consultants and users. 
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Ending questions 

28) Do SaaS projects in general need a different approach, although maybe that is not the case 

today? 

The main differences are the shorter implementation time and the flexibility in the implementation. 

This results in a iterative implementation process, and a higher involvement from the client. This 

effect is magnified by the decrease in technical requirements. 

29) Are clients still interested in the technical aspects of the system?  

Some SaaS systems, like the Oracle CRM on demand, has a core that cannot be changed. Therefore 

clients are more interested in the functionality. Accenture on the other hand makes money by 

enhancing the software for the client, and therefore Accenture makes the client interested again in 

the technical possibilities.  
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User training and 
education 

1 2 3 4 5  □ □ □ □ □ 
Management of 
expectations 

1 2 3 4 5  □ □ □ □ □ 
Careful package 
selection 

1 2 3 4 5  □ □ □ □ □ 
Project 
management 

1 2 3 4 5  □ □ □ □ □ 
Customization 1 2 3 4 5  □ □ □ □ □ 
Data analysis and 
conversion 

1 2 3 4 5  □ □ □ □ □ 
Business process 
reengineering 

1 2 3 4 5  □ □ □ □ □ 
Architecture 
choices 

1 2 3 4 5  □ □ □ □ □ 
Dedicating 
resources 

1 2 3 4 5  □ □ □ □ □ 
Change 
management 

1 2 3 4 5  □ □ □ □ □ 
Clear goals and 
objectives 

1 2 3 4 5  □ □ □ □ □ 
Education on new 
business processes 

1 2 3 4 5  □ □ □ □ □ 
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communication 

1 2 3 4 5  □ □ □ □ □ 
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OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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Top management 1 2 3 4 5  □ □ □ □ □ 
The project 
champion 

1 2 3 4 5  □ □ □ □ □ 
The steering 
committee 

1 2 3 4 5  □ □ □ □ □ 
Implementation 
consultants 

1 2 3 4 5  □ □ □ □ □ 
The project team 1 2 3 4 5  □ □ □ □ □ 
Vendor-customer 
partnership 

1 2 3 4 5  □ □ □ □ □ 
Vendors 
customization 
tools 

1 2 3 4 5  □ □ □ □ □ 

Vendor support 1 2 3 4 5  □ □ □ □ □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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This is an interview held with Peter van Tilburg, he was involved 5 years ago with the Salesforce.com 

implementation. The interview was an interesting interview, which generated a lot of information. 

The interviewee needed to get used to the life cycle framework I presented and spoke mostly in 

general information, so I needed to steer the interviewee back to this specific case and the life cycle 

framework. The interviewee is currently a senior manager at Accenture Amsterdam, with a lot of 

experience in Salesforce.com and non SaaS CRM projects. 

General questions 

1) What is the size of the clients company? (in employees) 

100 users (5 years ago) 

2) How many users from the client company use the system? 

The company is a telecom company, it was for the business to business department. 

3) What is the branch in which the clients company is active? 

The client was not searching for a specific system, and Accenture was not yet involved on this 

moment in the process. 

Adoption phase 

Product 

4) What are the products that need to be delivered in this phase? (According to literature the 

requirements and the justification) 

The main product in this phase is the list of the requirements of the new system.  

5) How well are these products focused upon Economical/strategic/operations in this phase? 

(low, medium, high) 

This specific client did focus upon speed, efficiency and additional profit. Therefore economical and 

operational reasons were the most important for this client. In general economic reasons are the 

most important, because of the financial crisis we are currently in. 

Process 

6) What are the processes and activities in this phase? (according to literature analyze impact 

on to the organization and the to-be situation) 

The focus for this client was to find the to-be situation. Mainly because the focus upon the future 

situation increases the delivery speed and shorten the list of various application used on this 

moment.  

  



Appendix II The interviews (not coded) Case 4 XXIII 
 

Resource 

7) How much time is devoted to this phase in man hours and in elapsed time? 

The client needed 6 to 12 months to actually define the requirements for the new system, but 

Accenture was not involved in this phase. 

8) Which parties or players were involved in this phase? 

The client solely 

Acquisition phase 

Product 

9) What are the products that need to be delivered in this phase? (According to literature the 

contract with vendor and contract with IT consulting firm) 

Contract with the IT consultants (Accenture) and creating a contract with the Vendor. In practice the 

client and Salesforce.com workout a contract. After that client contacts Accenture, if they are 

interested to provide the technical support for the implementation. Accenture is in this case the 

preferred implementer for the Client. Currently Accenture is also a reseller of Salesforce.com, which 

means that the first contract is between Accenture and the client and Salesforce.com is the last party 

that added to the table.  

10) What are the most important aspects of the contracts? 

The contract is based upon a lot of different aspects. First you have the SLAs (uptime, resolution 

time, etc) The SLAs are more important for SaaS systems, because the client cannot do anything if 

they are stuck with a problem. Normally the client can work in a side database or recover the system 

on their own. The second aspect are the warranties (Security, privacy, stopping/bankruptcy) and 

finally a separate aspect is the location of the data.  

Process 

11) What are the processes and activities in this phase? (according to literature analyze vendors 

and It consulting firms) 

The risk analysis in broad sense is the most important process. First start with RFI and end with RFP. 

If a vendor fails a certain aspect the vendor will be removed from the shortlist and is not in the 

running anymore for the project. Especially for clients, who are new to the SaaS market (almost 

everybody) there are vendor presentations and vendor visits.  

Resource 

12) How much time is devoted to this phase in man hours and in elapsed time? 

The phase takes up to 1 to 3 months.  
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13) Which parties or players were involved in this phase?  

Client, vendor and Accenture. For the client it holds that the procurement department is very 

strongly involved in the process. Especially the legal & compliance department from the client is 

involved. 

Implementation phase 

Product 

14) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

The system itself 

15) What are the most important application components and analyze them upon location, 

ownership, operation and maintenance?  

In general it means that client is the owner of his data and that the vendor is the owner of the 

system. The responsibility is entirely linked to Salesforce.com and the everything is located at the site 

of the vendor. Although in practice the actual ownership rights, location and responsibilities is more 

subtle. For the this case it holds that Accenture needed to do some customization, in this process 

Accenture is responsible for the code and Salesforce.com needs to check the quality of the work of 

Accenture. If the code is accepted the client remains the owner, but Salesforce.com becomes the 

responsible party because they have accepted the code. If the customization is linked to added 

functionality the code remains stored at the vendors site, but if the customization is linked to an 

interface part of the customization is stored at the site of the client.  

Process 

16) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, testing, debugging, and data transfer)  

It is the same as normal, the only process that needs to be skipped is the buying of hardware. 

Although it becomes less important to customize and parameterize the SaaS systems. Most 

companies use SaaS systems to be more flexible, and customizing and parameterizing lowers the 

flexibility.  

Resource 

17) How much time is devoted to this phase in man hours and in elapsed time? 

The system was delivered within 3-4 months.  

18) Which parties or players were involved in this phase?  

The three companies have all influence in this phase. The client and Salesforce.com have extensive 

contact to ensure that the functionality demanded by the client is delivered. Accenture and 

Salesforce.com have extensively contact, because Salesforce.com needs to assure the quality of code 

before they actually accept the work delivered by Accenture.  
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Use & Maintenance phase 

Product 

19) What are the products that need to be delivered in this phase? (According to literature the 

updated system itself) 

The system 

Process 

20) What are the processes and activities in this phase? (according to literature learning and 

improve usage of the system) 

There is a process that needs to define who takes on the administrator role. Salesforce.com, 

Accenture and intern are all three options for parties that can take the administrator role. Also there 

is an active role needed from Salesforce.com and Accenture to ensure that the system keeps 

running. This means that both parties try to add new functionality, help the client with questions, 

and teach users how to use the system.  

Another important aspect that is that Salesforce.com has 4 updates per year and officially every 

client needs is obligated to update to the newest version. In practice some important clients, with 

valid reasons, can request Salesforce.com to not update them. This means that from the perspective 

of the client there is only one version of Salesforce.com up and running, but from the vendors 

perspective there are multiple versions of the system up and running. 

Resource 

21) How much time is devoted to this phase in man hours and in elapsed time? 

Hard to say. For the ordinary system it holds that the step to the next phase is internally driven, while 

for this it is more external driven. 

22) Which parties or players were involved in this phase?  

Accenture, Salesforce.com and the client. 

Evolution phase 

Product 

23) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

The system with the working customizations and configurations. 
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Process 

24) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, insert data in the new system, testing  

Salesforce.com has a lot of additional functionality that can be added to the current system of the 

client and just as with an ordinary system implementation this is seen as a new project. 

25) Does the client has influence in this stage? 

The client has influence on proposed updates and functionality. Salesforece.com works with a list of 

possible updates, and the top 10 most favoured updates will be implemented in the next software 

update.  

Resource 

26) How much time is devoted to this phase in man hours and in elapsed time? 

The client will be always between the previous stage and this stage. 

27) Which parties or players were involved in this phase? 

Same as the previous stage: Accenture, Salesforce.com and the client 

Ending questions 

28) Do SaaS projects in general need a different approach, although maybe that is not the case 

today? 

The differences for SaaS is that Accenture has an advisory role about the cloud. The implementation 

methodology is not the waterfall model anymore, but the methodologies are Scrumm and Agile. 

There is no infinite budget for projects and therefore time is very important. Accenture and 

Salesforce.com have a more driving role after the implementation. 

29) Are clients still interested in the technical aspects of the system?  

For the security issues the client is interested in the technical aspects, but the client is not interested 

in the hardware related topics. For the single ERP modules, such as CRM a client can make the 

transition from on premise systems to the public cloud. For ERP systems the transition is taken in two 

steps, first the client is transformed to a private cloud and years later he will advance to a public 

cloud. It is not clear if this two-step approach is caused by the lack of SaaS-ERP packages or by 

reserved attitude towards the public cloud. 
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User training and 
education 

1 2 3 4 5  □ □ □ □ □ 
Management of 
expectations 

1 2 3 4 5  □ □ □ □ □ 
Careful package 
selection 

1 2 3 4 5  □ □ □ □ □ 
Project 
management 

1 2 3 4 5  □ □ □ □ □ 
Customization 1 2 3 4 5  □ □ □ □ □ 
Data analysis and 
conversion 

1 2 3 4 5  □ □ □ □ □ 
Business process 
reengineering 

1 2 3 4 5  □ □ □ □ □ 
Architecture 
choices 

1 2 3 4 5  □ □ □ □ □ 
Dedicating 
resources 

1 2 3 4 5  □ □ □ □ □ 
Change 
management 

1 2 3 4 5  □ □ □ □ □ 
Clear goals and 
objectives 

1 2 3 4 5  □ □ □ □ □ 
Education on new 
business processes 

1 2 3 4 5  □ □ □ □ □ 
Interdepartmental 
communication 

1 2 3 4 5  □ □ □ □ □ 
Interdepartmental 
cooperation 

1 2 3 4 5  □ □ □ □ □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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Top management 1 2 3 4 5  □ □ □ □ □ 
The project 
champion 

1 2 3 4 5  □ □ □ □ □ 
The steering 
committee 

1 2 3 4 5  □ □ □ □ □ 
Implementation 
consultants 

1 2 3 4 5  □ □ □ □ □ 
The project team 1 2 3 4 5  □ □ □ □ □ 
Vendor-customer 
partnership 

1 2 3 4 5  □ □ □ □ □ 
Vendors 
customization 
tools 

1 2 3 4 5  □ □ □ □ □ 

Vendor support 1 2 3 4 5  □ □ □ □ □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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This is an interview held with Hans Neele, he is a manager for Accenture. His background is in CRM 

system implementations, and currently his expertise is Cloud computing and SaaS systems. The 

interview went well, although it was hard for the interviewee to answer the questions for the single 

project. 

General questions 

1) What is the size of the clients company? (in employees) 

/ 

2) How many users from the client company use the system? 

The goal for the future is 2000 users, but the system started with 800 users. 

3) What is the branch in which the clients company is active? 

Insurance company 

Adoption phase 

Product 

4) What are the products that need to be delivered in this phase? (According to literature the 

requirements and the justification) 

The product that needs to be delivered in this phase is called a capability report. This is a report that 

includes requirements, long list of possible vendors, and selection criteria. Many more subjects are 

given in this report, but these are the most important ones. 

5) How well are these products focused upon Economical/strategic/operations in this phase? 

(low, medium, high) 

The capability report is mainly focused upon technical, functional, and strategic aspects of the 

decision. 

Process 

6) What are the processes and activities in this phase? (according to literature analyze impact 

on to the organization and the to-be situation) 

Analysing the impact on the organization is important, especially because this client wanted to 

change their way of working radically. 

Resource 

7) How much time is devoted to this phase in man hours and in elapsed time? 

Accenture was not yet involved in this stage, so that is not possible to say. Although in most cases if 

the acquisition and the adoption phase are taken together this takes 2 to 6 months of time.  
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8) Which parties or players were involved in this phase? 

This phase is an internal process, but there were business consultants present in this phase from 

another consultancy agency. In most cases it is the CEO and the board that have a driving force in this 

phase. Other resources are: The project team and the business architect.  

Acquisition phase 

Product 

9) What are the products that need to be delivered in this phase? (According to literature the 

contract with vendor and contract with IT consulting firm) 

RFI and RFP are the main products in this phase, on which you make the final decision. 

10) What are the most important aspects of the contracts? 

In the contracts the most important aspects are the operational expenses and the buy-in price. 

Security issues and other conditions are already resolved in the previous phase. SaaS costs are 

operational expenses, whereas on premise systems are capital expenses. 

Process 

11) What are the processes and activities in this phase? (according to literature analyze vendors 

and It consulting firms) 

The main processes in this phase are the analysing of the functional fit and the commercial fit. Fit 

means that a particular vendor is a good partner for the client.  

Resource 

12) How much time is devoted to this phase in man hours and in elapsed time? 

Just as said before 2 to 6 months, if you take the adoption phase and acquisition phase together.  

13) Which parties or players were involved in this phase?  

This process is driven by the same people as the previous stage. Therefore, Business consultants, 

CEO, board, project manager and the business architects. 

Implementation phase 

Product 

14) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

Product, documentation, test reports and training material. 
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15) What are the most important application components and analyze them upon location, 

ownership, operation and maintenance?  

The vendor used for this client, Salesforce.com, is very strict, because it is a company that is designed 

to deliver a SaaS system. Other vendors that are originally delivering on premise systems are less 

strict. Therefore for this system all the application components are not owned by the client, are not 

stored by the client and the vendor is responsible for the operation and maintenance. 

Process 

16) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, testing, debugging, and data transfer)  

Testing can be divided into multiple different tests and part performance testing becomes less 

important. The performance test is less important, because the system is a multi-tenancy system and 

therefore the performance is the same at every terminal. Also the hardware is not changed, so does 

not need any testing. The system is kept more standard, so configuration is more important than 

customization.  

Resource 

17) How much time is devoted to this phase in man hours and in elapsed time? 

3 months are needed to go live, although for this specific case it took 2 years to have most of the 

functionality online. 

18) Which parties or players were involved in this phase?  

You need an application partner (Accenture), a SaaS vendor (Salesforce.com) and you need to 

integrate it with the client, so the internally IT from the client is also needed. 

Use & Maintenance phase 

Product 

19) What are the products that need to be delivered in this phase? (According to literature the 

updated system itself) 

This phase has two sides, it is an external process from the perspective of the software. Updates are 

done by the vendor, without direct influence by the client. But also the client remains responsible for 

the maintaining their own data. Inserting new data, removing data, parameterize some additional 

functionality, etc.  

Process 

20) What are the processes and activities in this phase? (according to literature learning and 

improve usage of the system) 

The process here are the updates that Salesforce.com performs regularly. 

  



Appendix II The interviews (not coded) Case 5 XXXIII 
 

Resource 

21) How much time is devoted to this phase in man hours and in elapsed time? 

/ 

22) Which parties or players were involved in this phase?  

A moderator is needed to update and maintain the data. This is mostly somebody intern in the 

company. 

Evolution phase 

Product 

23) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

This phase is entirely the same as the implementation phase only much smaller. Product, 

documentation, test reports and training material. 

Process 

24) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, insert data in the new system, testing  

Again the same, but smaller. So more configuration and less testing. 

25) Does the client has influence in this stage? 

A client has influence on changes at the Salesforce.com application if an proposed functionality gets 

enough votes. But also the client has influence by switching new functionality on or off. So the client 

has a roadmap, just as the vendor has a roadmap. 

Resource 

26) How much time is devoted to this phase in man hours and in elapsed time? 

/ 

27) Which parties or players were involved in this phase? 

You need an application partner (Accenture), a SaaS vendor (Salesforce.com) and you need to 

integrate it with the client, so the internally IT from the client is also needed. 
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Ending questions 

28) Do SaaS projects in general need a different approach, although maybe that is not the case 

today? 

The main difference for SaaS is that the implementation is more evolutionary. It follows a more 

gentle implementation process, because the core of the system is already working and available. The 

only reason why SaaS implementations are faster is because there is no need to install hardware at 

the clients site and it is more configuration, although the loss of hardware installation has the highest 

impact. Also the system implementation is more a business driven project than it is a IT driven 

project.  

29) Are clients still interested in the technical aspects of the system?  

They are still interested in the technical aspects related to data security, data privacy and internal 

security. It is important, but it is not a bottleneck for the decision. 

  



Appendix II The interviews (not coded) Case 5 XXXV 
 

Activities 

 Degree of importance in the 
implementation 

In which stage was it 
important?  
(tick all that apply) 

lo
w

 

m
o

d
erate 

h
igh

 

V
ery h

igh
 

critical 

N
/A

 

A
d

o
p

tio
n

 

A
cq

u
isitio

n
 

Im
p

lem
en

tatio
n

 

U
se &

 M
ain

te
n

an
ce 

evo
lu

tio
n

 

User training and 
education 

1 2 3 4 5  □ □ □ □ □ 
Management of 
expectations 

1 2 3 4 5  □ □ □ □ □ 
Careful package 
selection 

1 2 3 4 5  □ □ □ □ □ 
Project 
management 

1 2 3 4 5  □ □ □ □ □ 
Customization 1 2 3 4 5  □ □ □ □ □ 
Data analysis and 
conversion 

1 2 3 4 5  □ □ □ □ □ 
Business process 
reengineering 

1 2 3 4 5  □ □ □ □ □ 
Architecture 
choices 

1 2 3 4 5  □ □ □ □ □ 
Dedicating 
resources 

1 2 3 4 5  □ □ □ □ □ 
Change 
management 

1 2 3 4 5  □ □ □ □ □ 
Clear goals and 
objectives 

1 2 3 4 5  □ □ □ □ □ 
Education on new 
business processes 

1 2 3 4 5  □ □ □ □ □ 
Interdepartmental 
communication 

1 2 3 4 5  □ □ □ □ □ 
Interdepartmental 
cooperation 

1 2 3 4 5  □ □ □ □ □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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Top management 1 2 3 4 5  □ □ □ □ □ 
The project 
champion 

1 2 3 4 5  □ □ □ □ □ 
The steering 
committee 

1 2 3 4 5  □ □ □ □ □ 
Implementation 
consultants 

1 2 3 4 5  □ □ □ □ □ 
The project team 1 2 3 4 5  □ □ □ □ □ 
Vendor-customer 
partnership 

1 2 3 4 5  □ □ □ □ □ 
Vendors 
customization 
tools 

1 2 3 4 5  □ □ □ □ □ 

Vendor support 1 2 3 4 5  □ □ □ □ □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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The questionnaire is filled in by Oliver Grandjean, a consultant at Accenture Paris. He has worked on 

a couple of projects, mainly focusing upon Salesforce.com and other CRM applications. I was 

obligated to censor some of his provided data, due to confidentiality issues. All the client names are 

replaced by “client” or “the client”. 

General questions 

1) What is the size of the clients company? (in employees) 

The client has around 2000 to 3000 employees 

2) How many users from the client company use the system? 

Internal there are around 700 users, while partners have 1500 users in the system, which means a 

total of 2200 users 

3) What is the branch in which the clients company is active? 

Business 2 business telecommunication is the main market for this company 

Adoption phase 

Product 

4) What are the products that need to be delivered in this phase? (According to literature the 

requirements and the justification) 

The main product in this phase is the justification to implement a new system. The decision is based 

upon the IT strategy and the business strategy. Both inputs can be changed and updated in this 

phase.  

5) How well are these products focused upon Economical/strategic/operations in this phase? 

(low, medium, high) 

Mainly the economic and strategic reasons are important.  

Process 

6) What are the processes and activities in this phase? (according to literature analyze impact 

on to the organization and the to-be situation) 

Process analysis, review the current processes and look at cost centres in these processes. Especially 

the IT came out as one of the cost centres. Use the business strategy and the IT strategy methods to 

justify the decision. 
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Resource 

7) How much time is devoted to this phase in man hours and in elapsed time? 

It varies from several weeks to several months, depending on the size of the analysis. For this case, it 

was hard to say, because Accenture was not yet involved, but that is the general amount of time that 

is spend in this phase. 

8) Which parties or players were involved in this phase? 

Mainly top management and the business consultants.  

Acquisition phase 

Product 

9) What are the products that need to be delivered in this phase? (According to literature the 

contract with vendor and contract with IT consulting firm) 

RFP are launched by the client and are prepared by the vendor and the implementation partner, 

which results for one or more parties in a contractual commitment.  

10) What are the most important aspects of the contracts? 

The information about the contract between the client and the vendor is not known by me, but the 

contract between the client and us is based upon:  

- Value proposition : how can the integrator add business value on top of delivering a new 
CRM solution 

- High level Scope  
- Time to deliver  
- Business case (ROI) 
- Flexibility of the solution and ease of maintenance 
- Roles and responsibilities between client/integrator/editor 
- Deliverables 
- Financial conditions 
- Assumptions 

Process 

11) What are the processes and activities in this phase? (according to literature analyze vendors 

and It consulting firms) 

The presentations of the proposals, as well as for the implementation partners as for the vendors. 

For the vendors mostly it comes down to proof of concept, which is not more than showing a demo 

to the client.  
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Resource 

12) How much time is devoted to this phase in man hours and in elapsed time? 

For this case it took 1.5 months to reach commitment with both the vendor and the implementation 

partner.  

13) Which parties or players were involved in this phase?  

Project teams from the vendor, implementation partner, and the client. Also the board and the 

procurement department from the client, because they are responsible for the purchase of the 

system. 

Implementation phase 

Product 

14) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

Accenture uses an ADM method (Accenture delivery method), which means a scoping document, 

business requirements catalogue, project status report, functional and technical specifications for 

CRM and interfaces, testing scenarios and scripts, user acceptance testing scenarios and scripts, 

training deliverables and deployment deliverables.  

15) What are the most important application components and analyze them upon location, 

ownership, operation and maintenance?  

The core of a SaaS system is always in the cloud, but the components like the interfaces and 

customizations are not always in the cloud. In this case some were put in the cloud at salesforce.com 

so that salesforce.com was responsible. But some were installed at the site of the client, and 

therefore the client was responsible for the components. Contractual this is always a hard part, 

because a client can make it contractual possible to make Accenture responsible for a period of time 

and let the component be stored at the site of the client.  

Process 

16) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, testing, debugging, and data transfer)  

- Release planification 
- Business requirements gathering session 
- Prototype configuration 
- Design workshops 
- Functional and technical specification writing 
- Final scoping  
- Build of all developments and interfaces  
- Unit and integration testing 
- UAT and improvements 
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Resource 

17) How much time is devoted to this phase in man hours and in elapsed time? 

It took 11 months with an 8 people team from the integrator side. 8 months for the first release (for 

the internal users), and 3 months later the system was successfully deployed (the external users 

were also able to use the application) 

18) Which parties or players were involved in this phase?  

Functional consultants, technical architects, developers, managers, business representatives, IT 

representatives 

Use & Maintenance phase 

Product 

19) What are the products that need to be delivered in this phase? (According to literature the 

updated system itself) 

In this phase the entire system needs to be updated if there are any problems. This is done by change 

requests submitted by users. Also the documentation needed some adjustments, because some 

things were not correct. 

Process 

20) What are the processes and activities in this phase? (according to literature learning and 

improve usage of the system) 

Analyse change requests upon meaning, impact, scope and rank them. Also defect management, 

which means that defects will be resolved. This is done by analysing defects, make a solution, test the 

solution and implement the solution. 

Resource 

21) How much time is devoted to this phase in man hours and in elapsed time? 

The contract states that Accenture will make sure that in the upcoming 3 years Accenture obligated 

to help the client with all the problems they have with the system. The budget for these change 

request is fixed, but Accenture and the client can make exceptions for special requests.  

22) Which parties or players were involved in this phase?  

2 Accenture people are having this task, to make sure that the problems with the system will be 

resolved. Internally four people are maintaining the system. Two of them are IT personnel, while the 

other two are business representatives. 
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Evolution phase 

Product 

23) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

- Defect management tool 
- Change request document  
- Functional and technical specifications (might require update following change request 

validation) 
- New system 

Process 

24) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, insert data in the new system, testing  

The type of processes linked to this phase depend on another factor. This phase could be triggered 

by a change request, and could be triggered by a defect. A change requests is handled as a new 

project, while a defect is treated in an entirely different way. A defect is seen as a problem and is 

handled by implementing a fix, test the fix, and change documentation if necessary.  

25) Does the client has influence in this stage? 

Yes, client decides which CR should be implemented. Also decides if a fix can be validated 

Resource 

26) How much time is devoted to this phase in man hours and in elapsed time? 

This phase and the last phase overlapping in practice, the client has a budget and any change request 

or defect falls within that budget. So in this case again 3 years. 

27) Which parties or players were involved in this phase? 

Maintenance team, client IT representative, and the client business representative.  

Ending questions 

28) Do SaaS projects in general need a different approach, although maybe that is not the case 

today? 

Yes, especially during the analyse/design phase. We use a concept called conference room pilot 

where a prototype is used in workshop to demonstrate out of the box functionalities and support 

discussion. This allow a more flexible and agile approach and secures the design 

Overall, the time to implement a SaaS solution is shorter than an on premise solution. 
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29) Are clients still interested in the technical aspects of the system?  

Yes, at the beginning that had concerns about security (data centres are outside Europe). They also 

want to understand how to improve their system. 

As soon as you have SaaS solution connected with other systems, technical interest is mandatory. 
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User training and 
education 

1 2 3 4 5  □ □ □ □ □ 
Management of 
expectations 

1 2 3 4 5  □ □ □ □ □ 
Careful package 
selection 

1 2 3 4 5  □ □ □ □ □ 
Project 
management 

1 2 3 4 5  □ □ □ □ □ 
Customization 1 2 3 4 5  □ □ □ □ □ 
Data analysis and 
conversion 

1 2 3 4 5  □ □ □ □ □ 
Business process 
reengineering 

1 2 3 4 5  □ □ □ □ □ 
Architecture 
choices 

1 2 3 4 5  □ □ □ □ □ 
Dedicating 
resources 

1 2 3 4 5  □ □ □ □ □ 
Change 
management 

1 2 3 4 5  □ □ □ □ □ 
Clear goals and 
objectives 

1 2 3 4 5  □ □ □ □ □ 
Education on new 
business processes 

1 2 3 4 5  □ □ □ □ □ 
Interdepartmental 
communication 

1 2 3 4 5  □ □ □ □ □ 
Interdepartmental 
cooperation 

1 2 3 4 5  □ □ □ □ □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
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Top management 1 2 3 4 5  □ □ □ □ □ 
The project 
champion 

1 2 3 4 5  □ □ □ □ □ 
The steering 
committee 

1 2 3 4 5  □ □ □ □ □ 
Implementation 
consultants 

1 2 3 4 5  □ □ □ □ □ 
The project team 1 2 3 4 5  □ □ □ □ □ 
Vendor-customer 
partnership 

1 2 3 4 5  □ □ □ □ □ 
Vendors 
customization 
tools 

1 2 3 4 5  □ □ □ □ □ 

Vendor support 1 2 3 4 5  □ □ □ □ □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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The data is not gathered via an interview, but is send as a questionnaire. Every issue that was not 

entirely clear from my point of view is discussed and explained by a follow up email. This 

questionnaire is filled in by Paul Kollner. He is an experienced manager at Avanade, and has both 

experience in on-premise CRM and SaaS CRM projects. The interviewee had some problems with the 

definition of the various phases. Luckily the follow up conversation made the phases more clear and 

has created a clear story for this specific case. 

General questions 

1) What is the size of the clients company? (in employees) 

I have looked it up via google and came to 5000 – 10000 employees 

2) How many users from the client company use the system? 

Currently 53 users, but the goal is to achieve 100 users 

3) What is the branch in which the clients company is active? 

Products and high-end audio hardware 

Adoption phase 

Product 

4) What are the products that need to be delivered in this phase? (According to literature the 

requirements and the justification) 

Especially the Business case and the list of requirements are important products in this phase. It is 

important to know what you want, and why you want them. 

5) How well are these products focused upon Economical/strategic/operations in this phase? 

(low, medium, high) 

The business case mainly focusing upon the economic impact on the organization, while the 

requirement are mainly focused upon operational level and has a reasonable focus to strategic. 

Process 

6) What are the processes and activities in this phase? (according to literature analyze impact 

on to the organization and the to-be situation) 

Analysing the processes is the most important process in this phase. This is done by analysing the 

current situation and focusing upon processes , conversation with employees and take a detailed 

look at the tools that are used in the process. 

Resource 

7) How much time is devoted to this phase in man hours and in elapsed time? 

It took 2 months to finish this phase. 
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8) Which parties or players were involved in this phase? 

Two important departments are involved. The IT department is important, because the new system 

will have a significant impact on the IT environment for the company. The sales department is 

involved, because the CRM system will influence their way of working. Most of the involved 

personnel are managers and directors of both departments.  

Acquisition phase 

Product 

9) What are the products that need to be delivered in this phase? (According to literature the 

contract with vendor and contract with IT consulting firm) 

It starts with the RFP, and after these are analysed the contracts are established.  

10) What are the most important aspects of the contracts? 

The most important aspects in this SaaS contract are the scope, costs and lead time. Costs can be 

based upon two different methods. Costs can be based upon a fixed price or can be based upon 

needed time and materials. 

Process 

11) What are the processes and activities in this phase? (according to literature analyze vendors 

and It consulting firms) 

Analysing the vendors and their products, analysing the consulting firms and respond on RFPs. 

Resource 

12) How much time is devoted to this phase in man hours and in elapsed time? 

Again this phase took about 2 months. 

13) Which parties or players were involved in this phase?  

Same as for the previous phase. High level employees and lower personnel is involved for the two 

affected departments, which are the IT department and the Sales department.  

Implementation phase 

Product 

14) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

A complete system and the functional and technical documentation of the system. 
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15) What are the most important application components and analyze them upon location, 

ownership, operation and maintenance?  

For this particular project there are four important application layers. First there is the SaaS system 

layer. The system is owned by the client, the vendor is responsible, the system is maintained by 

Accenture and the system is stored at the site of the vendor. The second layer is the connection 

layer. This is owned by the client, Accenture is responsible and does the maintenance, while it is 

stored at the site of the client. The third layer is the ERP system of the client, which is owned and 

maintained by the client. The client is responsible and the software is located at the site of the client. 

The last layer is the application layer, this layer is similarly organized as the ERP layer. The customer 

is entirely involved in all the four aspects.  

Process 

16) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, testing, debugging, and data transfer)  

The list that is given as example answers for this case is complete and all these processes are 

important. I have nothing more to add, to that list. 

Resource 

17) How much time is devoted to this phase in man hours and in elapsed time? 

This phase took 3 months 

18) Which parties or players were involved in this phase?  

More lower personnel is involved from the two important departments. Also the implementation 

team from the external party is involved.  

Use & Maintenance phase 

Product 

19) What are the products that need to be delivered in this phase? (According to literature the 

updated system itself) 

The maintenance phase and the evolution phase are combined in practice. Contractual there are 

made some agreements about available FTE from Accenture for maintenance or evolution issues. An 

updated system and the updated documentation. 

Process 

20) What are the processes and activities in this phase? (according to literature learning and 

improve usage of the system) 

Make a list with all the possible updates for the future and prioritize them correctly. Also make sure 

that the list of possible updates remains up to date.  
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Resource 

21) How much time is devoted to this phase in man hours and in elapsed time? 

2 weeks 

22) Which parties or players were involved in this phase?  

There is a clear collaboration between the vendor, the implementation party and the personnel from 

the client. 

Evolution phase 

Product 

23) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

/ 

Process 

24) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, insert data in the new system, testing  

/ 

25) Does the client has influence in this stage? 

/ 

Resource 

26) How much time is devoted to this phase in man hours and in elapsed time? 

/ 

27) Which parties or players were involved in this phase? 

/ 
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Ending questions 

28) Do SaaS projects in general need a different approach, although maybe that is not the case 

today? 

Yes the entire life cycle difference a lot from the original life cycle. The implementation phase differs 

because the first system is much faster online, but is delivered in much more updates before the 

entire system is fully working. The start of the project is much slower, because literature and 

standards are not yet fully usable. The client itself needs to discover how the client wants to handle 

security, what the important SLAs are for a SaaS solution, also the decision for implementation 

comes from the business background not the IT department, etc.  

In general it holds that SaaS implementations need to be more flexible, focus upon the agile 

methodology. In this case we still have chosen the waterfall methodology instead of the agile 

methodology, because currently the data migration does not fit well in the agile methodology.  

29) Are clients still interested in the technical aspects of the system?  

No, although clients are interested in requirements and security. Mainly vendors need to explain 

question from the client, but after the explanation the client is in most cases confident enough to 

continue with the vendor.  
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User training and 
education 

1 2 3 4 5  □ V V V V 
Management of 
expectations 

1 2 3 4 5  □ □ V V V 
Careful package 
selection 

1 2 3 4 5  □ V □ □ □ 
Project 
management 

1 2 3 4 5  □ V V V □ 
Customization 1 2 3 4 5  □ □ V □ □ 
Data analysis and 
conversion 

1 2 3 4 5  □ V V □ □ 
Business process 
reengineering 

1 2 3 4 5  □ V V □ □ 
Architecture 
choices 

1 2 3 4 5  □ V V □ □ 
Dedicating 
resources 

1 2 3 4 5  □ V V V □ 
Change 
management 

1 2 3 4 5  □ □ V □ □ 
Clear goals and 
objectives 

1 2 3 4 5  V V V V □ 
Education on new 
business processes 

1 2 3 4 5  □ □ V V □ 
Interdepartmental 
communication 

1 2 3 4 5  V V V V □ 
Interdepartmental 
cooperation 

1 2 3 4 5  □ □ V V □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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Top management 1 2 3 4 5  V □ V □ □ 
The project 
champion 

1 2 3 4 5  V V V V □ 
The steering 
committee 

1 2 3 4 5  □ V V V □ 
Implementation 
consultants 

1 2 3 4 5  □ V V V □ 
The project team 1 2 3 4 5  □ □ V □ □ 
Vendor-customer 
partnership 

1 2 3 4 5  □ V V V □ 
Vendors 
customization 
tools 

1 2 3 4 5  □ □ V V □ 

Vendor support 1 2 3 4 5  □ □ □ V □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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Vincent Roling is an analyst at Accenture Amsterdam, who works for Accenture since three years. He 

was one of the first that was willing to participate in this research, but it took very long before the 

actual data was received. Nevertheless he had also some input in the questionnaire that is delivered 

by Nils Bal, so in theory he has provided me with two cases. 

General questions 

1) What is the size of the clients company? (in employees) 

This client has 10420 employees 

2) How many users from the client company use the system? 

300 of the 10420 employees use the system that is implemented by Accenture 

3) What is the branch in which the clients company is active? 

The line of business is telecommunication 

Adoption phase 

Product 

4) What are the products that need to be delivered in this phase? (According to literature the 

requirements and the justification) 

In this phase all the products are highly abstracted. So you have a High level solution design, a high 

level planning, a high level estimates of results, and a list of resources. 

5) How well are these products focused upon Economical/strategic/operations in this phase? 

(low, medium, high) 

The high level solution is focused upon strategic and operational aspects and for the high level 

planning the focus is similar. The estimates of results are more focused upon economic aspects and 

medium at operational aspects.  

Process 

6) What are the processes and activities in this phase? (according to literature analyze impact 

on to the organization and the to-be situation) 

The processes in this phase focussed upon discovering and evaluating the high level requirements, 

also reference cases are used to learn from past projects.  

Resource 

7) How much time is devoted to this phase in man hours and in elapsed time? 

3 months were needed for this phase. 
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8) Which parties or players were involved in this phase? 

From the client the procurement department and the affected departments are involved. From 

Accenture managerial assistance(to oversee the high level planning) and two consultants were 

involved in this phase.  

Acquisition phase 

Product 

9) What are the products that need to be delivered in this phase? (According to literature the 

contract with vendor and contract with IT consulting firm) 

Statement of work, which is mostly the contract with the client. 

10) What are the most important aspects of the contracts? 

The most important aspect of the contract is to determine who is responsible for what and when 

certain things needs to be delivered and discuss the what if situation.  

Process 

11) What are the processes and activities in this phase? (according to literature analyze vendors 

and It consulting firms) 

The client is busy with assessing the SaaS vendors and the IT consultants, and they do this in a lot of 

different ways. Accenture itself is busy with making themselves look good and present themselves as 

the optimal IT consultancy partner.  

Resource 

12) How much time is devoted to this phase in man hours and in elapsed time? 

2 months were needed, to make sure that the this phase is finished.  

13) Which parties or players were involved in this phase?  

In this phase there the IT department of the client becomes involved instead of the involved 

departments. Procurement remains involved, just as the managerial input from Accenture. 

Implementation phase 

Product 

14) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

The system itself, templates to work with the new system and documentation linked to the system. 

These documentation is linked to training material, and is linked to process descriptions in the form 

of handbooks. Also the organization needs to be changed to make sure that the maintenance of the 

application is done by the client, so setting up an AM department (application maintenance). 
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15) What are the most important application components and analyze them upon location, 

ownership, operation and maintenance?  

The system consists out of multiple components. The core is from Salesforce.com and is stored at the 

site of Salesforce.com. Configurations and customizations are owned by the client, but stored at 

Salesforece.com and the same holds for the integrations. Although an integration also needs a part 

of the code at the site of the client, to make the integration complete. The clients application 

maintenance department is responsible for the maintenance of the application. The admins from the 

client are responsible for functional and operational maintenance. 

Process 

16) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, testing, debugging, and data transfer)  

Important processes are configuration, customization, integration, testing and training. Setting up 

the maintenance organization at the site of the client. (AM) 

Resource 

17) How much time is devoted to this phase in man hours and in elapsed time? 

5 months were needed for this phase. 

18) Which parties or players were involved in this phase?  

Accenture has send consultants to build the application, from the clients side employees were 

involved, marketing/communication departments were involved for style issues and management of 

the client, to influence the configuration of the reports. In this case also the partners from the client 

were involved, because their processes will also be affected with this new system.  

Use & Maintenance phase 

Product 

19) What are the products that need to be delivered in this phase? (According to literature the 

updated system itself) 

In this phase the documentation updates are the most important aspects, just as the entire roll-out. 

If you take a look at documentation than there is need for manuals and technical documentation for 

the integration parts. Also data upload templates and configuration templates are delivered in this 

phase. 

Process 

20) What are the processes and activities in this phase? (according to literature learning and 

improve usage of the system) 

Make sure that the roll-out is acceptable and the end product is sufficient for the end users. This 

process includes some minor configuration issues, adding the various users, and answering questions 

to the client and make sure that they are feeling confident with the provided solution. 
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Resource 

21) How much time is devoted to this phase in man hours and in elapsed time? 

2 months were needed in this phase.  

22) Which parties or players were involved in this phase?  

In this phase the application maintenance department (set up in the previous phase), partners and 

End users are important.  

Evolution phase 

Product 

23) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

There was a in this case an interface that caused major problems during the implementation, and 

therefore there was decided to make this interface after the official roll-out. So the deliverable is the 

interface and the aligned documentation.  

Process 

24) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, insert data in the new system, testing  

Debugging and customization. 

25) Does the client has influence in this stage? 

Yes, they will deliver all the input in the system. This holds for the collaboration between Accenture 

and the client, for the collaboration Salesforece.com and the client the influence is marginal.  

Resource 

26) How much time is devoted to this phase in man hours and in elapsed time? 

This particular update took us 2 months to be working completely. Other evolutions or not yet 

happened with this project.  

27) Which parties or players were involved in this phase? 

In this phase Accenture is needed and end users.  
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Ending questions 

28) Do SaaS projects in general need a different approach, although maybe that is not the case 

today? 

Yes, there are a lot of differences for the SaaS projects. First of all the implementation time is always 

shorter, secondly it is more flexible and easier to implement changes that have major impact. Thirdly 

the client is more involved in all the phases, instead of the client is involved in one singular phase. 

Fourthly,  working on a SaaS solution is iterative and is less technical process. Accenture does not 

have to involve an architectural team and the implementation team is also smaller. In most cases 

there is no development team needed (less offshoring to India), due to the fact that most things are 

configurable and do not need any customizations. 

29) Are clients still interested in the technical aspects of the system?  

The problem with SaaS is that most of the part are not changeable. So clients have no influence on 

this aspect and are therefore also less interested in these aspects. Around the edges of the system it 

is possible to customize a lot. In this area Accenture can distinguish himself from the competitors, so 

the client becomes interested again. 
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Activities 

 Degree of importance in the 
implementation 
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User training and 
education 

1 2 3 4 5  □ □ □ □ □ 
Management of 
expectations 

1 2 3 4 5  □ □ □ □ □ 
Careful package 
selection 

1 2 3 4 5  □ □ □ □ □ 
Project 
management 

1 2 3 4 5  □ □ □ □ □ 
Customization 1 2 3 4 5  □ □ □ □ □ 
Data analysis and 
conversion 

1 2 3 4 5  □ □ □ □ □ 
Business process 
reengineering 

1 2 3 4 5  □ □ □ □ □ 
Architecture 
choices 

1 2 3 4 5  □ □ □ □ □ 
Dedicating 
resources 

1 2 3 4 5  □ □ □ □ □ 
Change 
management 

1 2 3 4 5  □ □ □ □ □ 
Clear goals and 
objectives 

1 2 3 4 5  □ □ □ □ □ 
Education on new 
business processes 

1 2 3 4 5  □ □ □ □ □ 
Interdepartmental 
communication 

1 2 3 4 5  □ □ □ □ □ 
Interdepartmental 
cooperation 

1 2 3 4 5  □ □ □ □ □ 
Integration with 
legacy systems 

1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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Resources 

 Degree of importance in the 
implementation 

In which stage was it 
important?  
(tick all that apply) 
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Top management 1 2 3 4 5  □ □ □ □ □ 
The project 
champion 

1 2 3 4 5  □ □ □ □ □ 
The steering 
committee 

1 2 3 4 5  □ □ □ □ □ 
Implementation 
consultants 

1 2 3 4 5  □ □ □ □ □ 
The project team 1 2 3 4 5  □ □ □ □ □ 
Vendor-customer 
partnership 

1 2 3 4 5  □ □ □ □ □ 
Vendors 
customization 
tools 

1 2 3 4 5  □ □ □ □ □ 

Vendor support 1 2 3 4 5  □ □ □ □ □ 
3rd party software 
partnership 

1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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This questionnaire is filled in by Olivier Grandjean and Nicolas Palitzyne, both are employees at 

Accenture Paris. Olivier is consultant, while Nicolas is analyst. These are the only non-Dutch people 

that were willing to provide input for my master thesis subject. Especially Oliver was eager to help 

me, I contacted him about another project and he voluntarily send me this questionnaire back with 

an additional Salesforce.com project. 

General questions 

1) What is the size of the clients company? (in employees) 

160.000 

2) How many users from the client company use the system? 

18.000 

3) What is the branch in which the clients company is active? 

Produce products for energy management 

Adoption phase 

Product 

4) What are the products that need to be delivered in this phase? (According to literature the 

requirements and the justification) 

For the client both, the requirements and the RFPs, are the main products in this phase. Although for 

Accenture the most important deliverable is the RFP. The requirements is an internal process for the 

client. 

5) How well are these products focused upon Economical/strategic/operations in this phase? 

(low, medium, high) 

The RFP are primarily focused upon economic and strategic reasons, operation has a medium 

importance level. This is similar for the system requirements. 

Process 

6) What are the processes and activities in this phase? (according to literature analyze impact 

on to the organization and the to-be situation) 

As-is situation is an important process in this phase, just as the impact analysis and the to-be 

situation. Although the latter process only describes high level requirements and provides the project 

team with additional requests or remarks.  

Resource 

7) How much time is devoted to this phase in man hours and in elapsed time? 

Not known, Accenture was not yet heavily involved in this part of the project. 
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8) Which parties or players were involved in this phase? 

Client business people, Client IT people and the management and of course all the contractors for 

this project, but they didn’t make any decisions.  

Acquisition phase 

Product 

9) What are the products that need to be delivered in this phase? (According to literature the 

contract with vendor and contract with IT consulting firm) 

Contracts with the vendor and the implementation partner. 

10) What are the most important aspects of the contracts? 

The most important aspects of the contract are the included work packages and the scope of the 

entire project.  

Process 

11) What are the processes and activities in this phase? (according to literature analyze vendors 

and It consulting firms) 

It is important in this phase that the client negotiates with the vendor and the implementation 

partner to come eventually with an master plan for the implementation of the system. Questions 

like, what functionality is important, how long will it take, at which costs, etc 

Resource 

12) How much time is devoted to this phase in man hours and in elapsed time? 

More than 100 man hours from our side (Accenture), and two months from the perspective of the 

client.  

13) Which parties or players were involved in this phase?  

The client, the vendor an the implementation partner were important. 

Implementation phase 

Product 

14) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

The system itself and the documentation of the system. 

15) What are the most important application components and analyze them upon location, 

ownership, operation and maintenance?  

There were no important components. 
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Process 

16) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, testing, debugging, and data transfer)  

The five most important processes are: Change management, customization, testing, debugging, and 

data transfer.  

Resource 

17) How much time is devoted to this phase in man hours and in elapsed time? 

3 months were needed for the first release. 

18) Which parties or players were involved in this phase?  

The solution team, process team, change management team, deployment team and the project 

management office. 

Use & Maintenance phase 

Product 

19) What are the products that need to be delivered in this phase? (According to literature the 

updated system itself) 

The adoption rate is the most important product in this phase. 

Process 

20) What are the processes and activities in this phase? (according to literature learning and 

improve usage of the system) 

System continuous improvement through feedback gathering. 

Resource 

21) How much time is devoted to this phase in man hours and in elapsed time? 

It is an almost never ending story, and in this case it was not yet finished. 

22) Which parties or players were involved in this phase?  

Change management team and the change board are important roles that need to be taken. 

Evolution phase 

Product 

23) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

The system itself and the documentation of the system 
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Process 

24) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, insert data in the new system, testing  

Same as for the original implementation. So Change management, customization, testing, debugging, 

and data transfer. 

25) Does the client has influence in this stage? 

The client has influence, because the client determines what needs to be adjusted or added to the 

system. Accenture and the vendor can only give advice to the client, about certain improvements. 

Resource 

26) How much time is devoted to this phase in man hours and in elapsed time? 

Again not applicable to this case, but in most cases it is an entirely new project so 6 months at 

minimum.  

27) Which parties or players were involved in this phase? 

Again same as for the implementation phase: Solution team, Process team, Change management 

team, Deployment team and the project management office.  

Ending questions 

28) Do SaaS projects in general need a different approach, although maybe that is not the case 

today? 

Yes, a SaaS implementation should focus on short sprints, instead of long term implementations. The 

agile methodology is very effective in these cases. 

29) Are clients still interested in the technical aspects of the system?  

Yes, in almost all situations there are interested in the technical aspects of the system. 
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Activities 

 Degree of importance in the 
implementation 

In which stage was it 
important?  
(tick all that apply) 
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User training and 
education 

1 2 3 4 5  □ □ ✔ ✔ ✔ 
Management of 
expectations 

1 2 3 4 5  □ ✔ ✔ □ ✔ 
Careful package 
selection 

1 2 3 4 5  □ ✔ □ □ ✔ 
Project 
management 

1 2 3 4 5  □ □ ✔ ✔ ✔ 
Customization 1 2 3 4 5  □ □ ✔ □ ✔ 
Data analysis and 
conversion 

1 2 3 4 5  □ □ ✔ □ ✔ 
Business process 
reengineering 

1 2 3 4 5  ✔ □ ✔ □ ✔ 
Architecture 
choices 

1 2 3 4 5  ✔ ✔ ✔ □ ✔ 
Dedicating 
resources 

1 2 3 4 5  ✔ ✔ ✔ ✔ ✔ 
Change 
management 

1 2 3 4 5  □ □ ✔ ✔ ✔ 
Clear goals and 
objectives 

1 2 3 4 5  ✔ ✔ ✔ □ ✔ 
Education on new 
business processes 

1 2 3 4 5  □ □ ✔ ✔ ✔ 
Interdepartmental 
communication 

1 2 3 4 5  ✔ ✔ ✔ ✔ ✔ 
Interdepartmental 
cooperation 

1 2 3 4 5  ✔ ✔ ✔ ✔ ✔ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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Resources 

 Degree of importance in the 
implementation 

In which stage was it 
important?  
(tick all that apply) 
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Top management 1 2 3 4 5  ✔ ✔ □ □ □ 
The project 
champion 

1 2 3 4 5  □ □ ✔ ✔ ✔ 
The steering 
committee 

1 2 3 4 5  ✔ ✔ ✔ □ ✔ 
Implementation 
consultants 

1 2 3 4 5  □ □ ✔ ✔ ✔ 
The project team 1 2 3 4 5  □ □ ✔ ✔ ✔ 
Vendor-customer 
partnership 

1 2 3 4 5  □ □ ✔ ✔ ✔ 
Vendors 
customization 
tools 

1 2 3 4 5  □ □ ✔ ✔ ✔ 

Vendor support 1 2 3 4 5  □ □ ✔ ✔ ✔ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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This is a questionnaire filled in by Hans Dorrestijn. He is a senior manager at Accenture, with 

tremendous amounts of experience. His main technical specialty are oracle CRM systems, but he is 

telling in this questionnaire about an hybrid solution for a client. This hybrid form, where on-premise 

components and SaaS components are brought together is a very interesting case, and is therefore 

included. 

General questions 

1) What is the size of the clients company? (in employees) 

200.000 

2) How many users from the client company use the system? 

60.000 

3) What is the branch in which the clients company is active? 

The client operates mainly in the life Sciences and the pharmaceutical markets. 

Adoption phase 

Product 

4) What are the products that need to be delivered in this phase? (According to literature the 

requirements and the justification) 

There are three deliverables important in this phase. First of all the Level 1 business processes need 

to be described. Secondly the high level requirements need to be designed and finally a business case 

needs to be developed to make sure that the benefits of the system are realized. 

5) How well are these products focused upon Economical/strategic/operations in this phase? 

(low, medium, high) 

The three end products are focused upon strategic and upon economic reasons, while operation is in 

most cases is neglected in this phase. 

Process 

6) What are the processes and activities in this phase? (according to literature analyze impact 

on to the organization and the to-be situation) 

The to-be situation is important and an optimal way to work, but in practice the current situation is a 

more clear starting point for the analysis.  

Resource 

7) How much time is devoted to this phase in man hours and in elapsed time? 

3 months was needed for this phase.  
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8) Which parties or players were involved in this phase? 

Mainly C level management, SME’s and business consultants.  

Acquisition phase 

Product 

9) What are the products that need to be delivered in this phase? (According to literature the 

contract with vendor and contract with IT consulting firm) 

List of vendors, selection criteria and the final contracts are delivered in this phase.  

10) What are the most important aspects of the contracts? 

Price, support parameters, availability of resources and references are important. 

Process 

11) What are the processes and activities in this phase? (according to literature analyze vendors 

and It consulting firms) 

The vendor selection is the main process in this phase, this process is guided by the implementation 

partner (which is also chosen in this phase). 

Resource 

12) How much time is devoted to this phase in man hours and in elapsed time? 

3 months is needed for this phase. 

13) Which parties or players were involved in this phase?  

C level management, procurement department, legal department, vendor and the consultants are 

the parties in this phase. 

Implementation phase 

Product 

14) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

The system combined with the documentation of the system is delivered. The documentation is 

about the templates, training material and test procedures.  

15) What are the most important application components and analyze them upon location, 

ownership, operation and maintenance?  

In this case the SaaS part is strictly SaaS, and the on-premise part is hosted by Accenture. This means 

that the client is not responsible for the SaaS part, but he is responsible for the on-premise part.  

Process 
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16) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, testing, debugging, and data transfer)  

Configuration is very important due to the SaaS influences in the entire system. Therefore also 

change management and user adoption are very important. Data migration, the initial data transfer 

and the creation of various interfaces takes almost 60% of all the time in this phase and is therefore 

also very important. 

Resource 

17) How much time is devoted to this phase in man hours and in elapsed time? 

6 months are needed in this phase. 

18) Which parties or players were involved in this phase?  

In the entire implementation the Vendor and the consultants are the most important parties. The 

client itself is less important, because in this phase the system is designed.  

Use & Maintenance phase 

Product 

19) What are the products that need to be delivered in this phase? (According to literature the 

updated system itself) 

This phase is based upon the entire roll-out of the system. There was no additional configuration or 

process optimization needed in this phase.  

Process 

20) What are the processes and activities in this phase? (according to literature learning and 

improve usage of the system) 

The processes in this phase are the roll-out plan, some minor bug-fixing and the patching by the 

vendor.  

Resource 

21) How much time is devoted to this phase in man hours and in elapsed time? 

12 months is needed to make sure that the system is fully working and accepted.  

22) Which parties or players were involved in this phase?  

The vendor, the consultants and the client are important. Special attention is given to the client users 

and client IS department. Mainly because these two parties will operate (use and maintain) the 

system in the future. 
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Evolution phase 

Product 

23) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

The system and the belonging documentation. 

Process 

24) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, insert data in the new system, testing  

Mainly data transfer 

25) Does the client has influence in this stage? 

Yes the client has a high level of influence. The amount that is paid in this phase is linked to the 

acceptance of the system and therefore Accenture and the Vendor will invest resources to make sure 

that the acceptance is as high as possible.  

Resource 

26) How much time is devoted to this phase in man hours and in elapsed time? 

1 month is spend in this phase. 

27) Which parties or players were involved in this phase? 

Procurement and the IS department from the client are important and they are working closly with 

the consulting firm. 

Ending questions 

28) Do SaaS projects in general need a different approach, although maybe that is not the case 

today? 

Yes, in many aspects the process is different. First of all standardization and change management are 

more important for SaaS systems, and also the vendor plays a more important role in the 

implementation. 

29) Are clients still interested in the technical aspects of the system?  

No, clients are not interested in the technical aspects of the system. The only situation in which 

clients are interested in the technical aspects of the system, is when the technique directly influences 

the security and the processes.  
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Activities 

 Degree of importance in the 
implementation 

In which stage was it 
important?  
(tick all that apply) 
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User training and 
education 

1 2 3 4 5  □ □ □ □ □ 
Management of 
expectations 

1 2 3 4 5  □ □ □ □ □ 
Careful package 
selection 

1 2 3 4 5  □ □ □ □ □ 
Project 
management 

1 2 3 4 5  □ □ □ □ □ 
Customization 1 2 3 4 5  □ □ □ □ □ 
Data analysis and 
conversion 

1 2 3 4 5  □ □ □ □ □ 
Business process 
reengineering 

1 2 3 4 5  □ □ □ □ □ 
Architecture 
choices 

1 2 3 4 5  □ □ □ □ □ 
Dedicating 
resources 

1 2 3 4 5  □ □ □ □ □ 
Change 
management 

1 2 3 4 5  □ □ □ □ □ 
Clear goals and 
objectives 

1 2 3 4 5  □ □ □ □ □ 
Education on new 
business processes 

1 2 3 4 5  □ □ □ □ □ 
Interdepartmental 
communication 

1 2 3 4 5  □ □ □ □ □ 
Interdepartmental 
cooperation 

1 2 3 4 5  □ □ □ □ □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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Resources 

 Degree of importance in the 
implementation 

In which stage was it 
important?  
(tick all that apply) 
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Top management 1 2 3 4 5  □ □ □ □ □ 
The project 
champion 

1 2 3 4 5  □ □ □ □ □ 
The steering 
committee 

1 2 3 4 5  □ □ □ □ □ 
Implementation 
consultants 

1 2 3 4 5  □ □ □ □ □ 
The project team 1 2 3 4 5  □ □ □ □ □ 
Vendor-customer 
partnership 

1 2 3 4 5  □ □ □ □ □ 
Vendors 
customization 
tools 

1 2 3 4 5  □ □ □ □ □ 

Vendor support 1 2 3 4 5  □ □ □ □ □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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This is an interview done with Sebo Wijnberg. He is a manager at Avanade and currently busy with 

implementing a Microsoft on premise CRM system. The interview itself was executed at the clients 

company. It was a nice conversation, and Sebo was very interested in my research. Although he 

noticed that the model I have presented is always executed in an iterative way, and the model I 

present does not allow this iterative process directly. 

General questions 

1) What is the size of the clients company? (in employees) 

The client has +60000 employees. 

2) How many users from the client company use the system? 

The client has 1200 users for this system. 

3) What is the branch in which the clients company is active? 

Finance 

Adoption phase 

Product 

4) What are the products that need to be delivered in this phase? (According to literature the 

requirements and the justification) 

It was important to create a list of processes that will be affected by the new system and high level 

requirements are needed to get a good understanding about the functionality that needs to be 

present in the new system. 

5) How well are these products focused upon Economical/strategic/operations in this phase? 

(low, medium, high) 

Especially the strategic and operational reasons are important. Such big companies are not focused 

upon economic reasons, because mostly money is not the problem. 

Process 

6) What are the processes and activities in this phase? (according to literature analyze impact 

on to the organization and the to-be situation) 

It was important for the client to let vendors present their solutions and analyse the vendor market, 

but also their own situation/market. Future changes in their line of business, could have impact on 

their decision on this moment.  

Resource 

7) How much time is devoted to this phase in man hours and in elapsed time? 

1 year was the lead time for this phase. 
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8) Which parties or players were involved in this phase? 

The client was involved mostly on high level and they were assisted by business consultants. 

Acquisition phase 

Product 

9) What are the products that need to be delivered in this phase? (According to literature the 

contract with vendor and contract with IT consulting firm) 

Contracts are important end products in this phase. This is done by RFI and RFP. 

10) What are the most important aspects of the contracts? 

For every vendor contract it is important to look at TCO, the integration with the IT environment and 

functionality. For every contract linked to the implementation party the team, costs and the lead 

time are important. 

Process 

11) What are the processes and activities in this phase? (according to literature analyze vendors 

and It consulting firms) 

Workshops from the various packages and the analysing of the RFI and RFP are the most important 

processes in this phase. Also the contract negotiations are important part of the process in this 

phase. 

Resource 

12) How much time is devoted to this phase in man hours and in elapsed time? 

This phase took 3 months, if you have a clear picture of your demands than this phase is relative 

easy. 

13) Which parties or players were involved in this phase?  

Project management and top level at the clients site are important, off course the business 

consultants still important in this phase. There were three IT consultants parties in the race for this 

project. 

Implementation phase 

Product 

14) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

The organization so the system is used in most optimal way, the manuals to use the system and the 

system itself.  
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15) What are the most important application components and analyze them upon location, 

ownership, operation and maintenance?  

All the components are owned by the client, and that is also obligated by law in this line of business. 

Due to this law the client has tremendous amount of knowledge internally, about the technical 

aspects of the systems.  

Process 

16) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, testing, debugging, and data transfer)  

The implementation is done in four waves. The first wave, the pilot, runs for 4-6 weeks and after that 

each wave will update the previous system. Almost everything, testing, training, customization, 

parameterization, data transfer, etc.  

Resource 

17) How much time is devoted to this phase in man hours and in elapsed time? 

The initial planning was 4 months, but due to some security problems it will become one year.  

18) Which parties or players were involved in this phase?  

Project management, software vendor, Accenture, users, and top management for performance 

reports.  

Use & Maintenance phase 

Product 

19) What are the products that need to be delivered in this phase? (According to literature the 

updated system itself) 

The support organization needs to be created, aftercare must be provided and training material 

needs to be created.  

Process 

20) What are the processes and activities in this phase? (according to literature learning and 

improve usage of the system) 

Train people to make sure that they can do small configurations and maintain the system on their 

own. The people need to have knowledge and understanding of the system. 

Resource 

21) How much time is devoted to this phase in man hours and in elapsed time? 

The planning is that it will take 6 months to finish this phase.  
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22) Which parties or players were involved in this phase?  

It is the same as in the previous phase, only now more lower personnel is involved. So top 

management, project management, vendor, Accenture, and users.  

Evolution phase 

Product 

23) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

This will be a new project, with all the previous 4 phases. The only difference is that the project will 

have a smaller scope. Here does the model you have presented become an iterative model.  

Process 

24) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, insert data in the new system, testing  

Similar, and almost everything is important. 

25) Does the client has influence in this stage? 

The client asks for improvements and Accenture advices the client. These two parties have both 

influence on the end result, but at the end the client takes the final decision.  

Resource 

26) How much time is devoted to this phase in man hours and in elapsed time? 

9 to 12 months will take an evolution an older system in general. 

27) Which parties or players were involved in this phase? 

Same parties as in all the previous phases. 

Ending questions 

28) Do SaaS projects in general need a different approach, although maybe that is not the case 

today? 

There is no difference between both systems and life cycles. The only difference is a marketing 

difference, by focusing upon the cloud possibilities clients are less likely to demand customizations 

on their products. It remains the same system, only the location differs. Currently also the market is 

different for both systems. The SME are currently more likely to adopt SaaS systems, while 

enterprises are not always enthusiastic for SaaS systems. An additional remark is that on premise 

systems will always keep on existing alongside SaaS systems. Mainly because, no system is perfect for 

a client.  
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29) Are clients still interested in the technical aspects of the system?  

Technical aspects remain very important for every client, mainly because it is their hardware.  
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Activities 

 Degree of importance in the 
implementation 
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important?  
(tick all that apply) 
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User training and 
education 

1 2 3 4 5  □ □ □ □ □ 
Management of 
expectations 

1 2 3 4 5  □ □ □ □ □ 
Careful package 
selection 

1 2 3 4 5  □ □ □ □ □ 
Project 
management 

1 2 3 4 5  □ □ □ □ □ 
Customization 1 2 3 4 5  □ □ □ □ □ 
Data analysis and 
conversion 

1 2 3 4 5  □ □ □ □ □ 
Business process 
reengineering 

1 2 3 4 5  □ □ □ □ □ 
Architecture 
choices 

1 2 3 4 5  □ □ □ □ □ 
Dedicating 
resources 

1 2 3 4 5  □ □ □ □ □ 
Change 
management 

1 2 3 4 5  □ □ □ □ □ 
Clear goals and 
objectives 

1 2 3 4 5  □ □ □ □ □ 
Education on new 
business processes 

1 2 3 4 5  □ □ □ □ □ 
Interdepartmental 
communication 

1 2 3 4 5  □ □ □ □ □ 
Interdepartmental 
cooperation 

1 2 3 4 5  □ □ □ □ □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
 

  



Appendix II The interviews (not coded) Case 11 LXXVII 
 

Resources 

 Degree of importance in the 
implementation 

In which stage was it 
important?  
(tick all that apply) 
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Top management 1 2 3 4 5  □ □ □ □ □ 
The project 
champion 

1 2 3 4 5  □ □ □ □ □ 
The steering 
committee 

1 2 3 4 5  □ □ □ □ □ 
Implementation 
consultants 

1 2 3 4 5  □ □ □ □ □ 
The project team 1 2 3 4 5  □ □ □ □ □ 
Vendor-customer 
partnership 

1 2 3 4 5  □ □ □ □ □ 
Vendors 
customization 
tools 

1 2 3 4 5  □ □ □ □ □ 

Vendor support 1 2 3 4 5  □ □ □ □ □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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This information is gathered via a questionnaire, which is filled in by Jeroen Tiekstra. He is a 

consultant for Accenture, and mainly working with Oracle CRM systems. Jeroen was introduced to 

me by Hans Dorrestijn, who also have helped me with an interview. Jeroen had some problems with 

the phases that I have used in my questionnaire. The evolution phase is partly described as the 

maintenance phase, so after a quick check up with Jeroen via additional emails he agreed with me 

that certain information provided in the initial answers needed to be implemented in the use & 

maintenance phase. 

General questions 

1) What is the size of the clients company? (in employees) 

This particular client has 172.000 employees worldwide 

2) How many users from the client company use the system? 

The system needed to be accessible for 3500 users, both inside the company and outside the 

company. 

3) What is the branch in which the clients company is active? 

Telecommunication is the main market for this specific client. 

Adoption phase 

Product 

4) What are the products that need to be delivered in this phase? (According to literature the 

requirements and the justification) 

In this phase multiple end products are delivered.  

 The requirements need to be determined 

 The end users are contacted for feedback/ goals/ expectations 

 A management plan needs to be developed 

 A decision document needs to be developed 

 Decision criteria needs to be developed, to continue or stop the collaboration with potential 
vendors/implementation parties.  
 

5) How well are these products focused upon Economical/strategic/operations in this phase? 

(low, medium, high) 

In this specific case all the deliverables were mostly focused upon strategic and operational aspects. 

Sometimes economic reasons are important, but due to the change in the their way of doing 

business economic aspects were less important. Only the justification uses economic aspects instead 

of operation, because operation is then transferred in the economic aspects. 
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Process 

6) What are the processes and activities in this phase? (according to literature analyze impact 

on to the organization and the to-be situation) 

The most important part of the process is to determine the fit with the organization. This is done at 

technology level, economical level, and operational level. Sub parts that have impact on the fit are 

the development of the requirements, asses current capabilities, develop the solution blueprint, 

develop the delivery strategy and develop the planning, these last three things will show estimates of 

the project. 

Resource 

7) How much time is devoted to this phase in man hours and in elapsed time? 

(Interviewee had no insight in this data) 

8) Which parties or players were involved in this phase? 

The client organization in collaboration with Accenture and the vendor. The last two parties are 

already involved in this phase, because the client has with both a long term business relation. The 

client needed SMEs and IT department to help the management with their decision process. Both 

additional parties can provide valuable input on the as-is situation and can give their expectations of 

the new system. 

Acquisition phase 

Product 

9) What are the products that need to be delivered in this phase? (According to literature the 

contract with vendor and contract with IT consulting firm) 

In this phase the requirements must be explored in more depth, a detailed project plan needs to be 

designed, all the other documents/deliverables from the previous phases need to be more 

elaborated and explored in more depth.  

10) What are the most important aspects of the contracts? 

Agreement on scope, deliverables and the timeline are the most important aspects of the contracts 

made with the vendor and the implementation partner.  

Process 

11) What are the processes and activities in this phase? (according to literature analyze vendors 

and It consulting firms) 

Analyse the proposed solution, the proposed plan and the requirements for the system. Again the 

literature indicates here options that were not the case in this project, due to the fact that the client 

already knew with which parties he would like to collaborate.  
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Resource 

12) How much time is devoted to this phase in man hours and in elapsed time? 

(Interviewee had no insight in this data) 

13) Which parties or players were involved in this phase?  

It was a close collaboration with the three parties: the client, the implementation partner and the 

vendor. The vendor was important to show what the system could do, Accenture was important to 

show what they could enhance to the system and the client had the final decision.  

Implementation phase 

Product 

14) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

In this phase all the documentation linked to the new system is delivered. The documentation 

includes the functional designs, security designs, integration designs, report designs, etc.. 

15) What are the most important application components and analyze them upon location, 

ownership, operation and maintenance?  

The entire system is installed at the site of the client, so everything is owned by and the responsibility 

of the client.  

Process 

16) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, testing, debugging, and data transfer)  

Design of the infrastructure, design of the interfaces, design of the security, etc. These designs must 

be confirmed by the client. Due to the situation in which this project was executed (the long term 

collaboration between Accenture and the client), some conditions in the contracts were changed 

along the way.  

Resource 

17) How much time is devoted to this phase in man hours and in elapsed time? 

(Interviewee had no insight in this data) 

18) Which parties or players were involved in this phase?  

The client with its users, Accenture with the programmers and consultants and the vendor for the 

delivering of the entire off the shelf system. 
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Use & Maintenance phase 

Product 

19) What are the products that need to be delivered in this phase? (According to literature the 

updated system itself) 

Change requests, updated system, and updated documentation. But most importantly in this phase 

the final roll out is executed. In the previous phase, the system is tested and changed if necessary 

and in this phase the entire system is installed. Another important end deliverable is the created 

support organization for the system. In this case the client did most of the tasks related to the 

support and maintenance of the system, although Accenture remains available for any kind of 

questions related to the system. Also some parts of enhancement development and application 

management are executed in this phase. 

Process 

20) What are the processes and activities in this phase? (according to literature learning and 

improve usage of the system) 

The final roll out of the system, data migration, employees need to get familiar with the new system, 

let users give feedback on the system and asses the importance of the feedback. 

Resource 

21) How much time is devoted to this phase in man hours and in elapsed time? 

(Interviewee had no insight in this data) 

22) Which parties or players were involved in this phase?  

The vendor has minimal impact in this stage, mainly because this party has already delivered the 

hardware and the core software. Accenture and the client need to collaboration to make the 

implementation an overall success. End users and IT department are important. 

Evolution phase 

Product 

23) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

In this phase big system upgrades are performed and additional enhances to the system are 

implemented. So the system is updated, just as the documentation belonging to the system needs to 

be updated. Due to the relative bigger size of this change request all the things are done again only 

smaller. 
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Process 

24) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, insert data in the new system, testing  

It is seen as a new project, so everything is again important for this phase. Starting with change 

management is important, to make sure that the users are willing to change. 

25) Does the client has influence in this stage? 

The client is fully responsible for the system, but due to changes in the market it could be possible 

that the responsibility will shift in the near future. Namely the market changes in such a way that 

suppliers, also active on the system will become responsible while the client only is governing the 

system.  

Resource 

26) How much time is devoted to this phase in man hours and in elapsed time? 

(Interviewee had no insight in this data) 

27) Which parties or players were involved in this phase? 

In this phase Accenture and the vendor are again involved together with the client. 

Ending questions 

28) Do SaaS projects in general need a different approach, although maybe that is not the case 

today? 

Yes, SaaS projects have a different approach. The amount of customizations that is possible on SaaS 

systems is limited, therefore the focus will be on fit/gap analysis and make sure that these gaps are 

bridged as the system is implemented. If gaps cannot be filled by customizations and configurations, 

than the client needs to find other ways of bridging the gap or be prepared to handle existing gaps in 

practice. 

29) Are clients still interested in the technical aspects of the system?  

No, in this case (an on-premise CRM system) the technical aspects were not important. This project 

was already trying to minimize the customizations, so the off the shelf product remained almost on 

touched. This means that after installation the packages was very fast up and running.  
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Activities 

 Degree of importance in the 
implementation 
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User training and 
education 

1 2 X 4 5  □ □ X X □ 
Management of 
expectations 

1 2 X 4 5  □ □ □ □ □ 
Careful package 
selection 

1 2 3 4 X  □ x □ □ □ 
Project 
management 

1 2 3 X 5  □ □ X X □ 
Customization 1 2 3 X 5  □ □ X □ □ 
Data analysis and 
conversion 

1 2 X 4 5  □ □ X X □ 
Business process 
reengineering 

1 2 3 4 X  □ □ X X X 
Architecture 
choices 

1 2 3 X 5  □ X X X □ 
Dedicating 
resources 

1 2 3 X 5  □ X X □ □ 
Change 
management 

1 2 3 4 X  □ □ X X X 
Clear goals and 
objectives 

1 2 3 X 5  X X □ □ □ 
Education on new 
business processes 

1 2 X 4 5  □ □ □ X X 
Interdepartmental 
communication 

1 2 X 4 5  □ □ X X X 
Interdepartmental 
cooperation 

1 2 X 4 5  □ □ X X □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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Resources 

 Degree of importance in the 
implementation 

In which stage was it 
important?  
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Top management 1 2 3 4 X  X X X □ □ 
The project 
champion 

1 2 X 4 5  □ □ X X □ 
The steering 
committee 

1 2 3 X 5  □ □ X X □ 
Implementation 
consultants 

1 2 3 X 5  □ □ X □ □ 
The project team 1 2 3 X 5  □ X X □ □ 
Vendor-customer 
partnership 

1 2 3 4 X  X X X □ □ 
Vendors 
customization 
tools 

1 2 X 4 5  □ □ X □ □ 

Vendor support 1 2 3 X 5  □ □ X X □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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This interview was arranged after I have seen de input from Martin van Dommelen. His input for 

some phases was not existing or not sufficient, therefore I contacted his manager for some input. 

Unfortunately his input was also not sufficient enough. He did enhances some things to the interview 

of Martin, but in my opinion still not enough. 

General questions 

1) What is the size of the clients company? (in employees) 

The client had in total 35000 employees 

2) How many users from the client company use the system? 

There is estimated that 2000 users will use the system in the future. 

3) What is the branch in which the clients company is active? 

Telecommunication 

Adoption phase 

Product 

4) What are the products that need to be delivered in this phase? (According to literature the 

requirements and the justification) 

In this phase some conversations are held with the client, to clarify the needs and goals of the 

system. This conversation is the start of the RFP. 

5) How well are these products focused upon Economical/strategic/operations in this phase? 

(low, medium, high) 

/ 

Process 

6) What are the processes and activities in this phase? (according to literature analyze impact 

on to the organization and the to-be situation) 

/ 

Resource 

7) How much time is devoted to this phase in man hours and in elapsed time? 

(general) it varies a lot, from 1 week to 2 months depending on the size of the project. 

8) Which parties or players were involved in this phase? 

/ 
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Acquisition phase 

Product 

9) What are the products that need to be delivered in this phase? (According to literature the 

contract with vendor and contract with IT consulting firm) 

The contract is an important deliverable in this phase. 

10) What are the most important aspects of the contracts? 

The most important aspects of the contract are the covering of the “Rainy day” scenarios 

Process 

11) What are the processes and activities in this phase? (according to literature analyze vendors 

and It consulting firms) 

/ 

Resource 

12) How much time is devoted to this phase in man hours and in elapsed time? 

The acquisition phase takes in general from 1 week to at most 6 months.  

13) Which parties or players were involved in this phase?  

The client and Accenture 

Implementation phase 

Product 

14) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

The designs and the working and tested software system. 

15) What are the most important application components and analyze them upon location, 

ownership, operation and maintenance?  

/ 

Process 

16) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, testing, debugging, and data transfer)  

/ 
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Resource 

17) How much time is devoted to this phase in man hours and in elapsed time? 

/ 

18) Which parties or players were involved in this phase?  

/ 

Use & Maintenance phase 

Product 

19) What are the products that need to be delivered in this phase? (According to literature the 

updated system itself) 

/ 

Process 

20) What are the processes and activities in this phase? (according to literature learning and 

improve usage of the system) 

/ 

Resource 

21) How much time is devoted to this phase in man hours and in elapsed time? 

/ 

22) Which parties or players were involved in this phase?  

/ 

Evolution phase 

Product 

23) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

/ 

Process 

24) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, insert data in the new system, testing  

/ 
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25) Does the client has influence in this stage? 

/ 

Resource 

26) How much time is devoted to this phase in man hours and in elapsed time? 

/ 

27) Which parties or players were involved in this phase? 

/ 

Ending questions 

28) Do SaaS projects in general need a different approach, although maybe that is not the case 

today? 

/ 

29) Are clients still interested in the technical aspects of the system?  

/ 
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Activities 

 Degree of importance in the 
implementation 

In which stage was it 
important?  
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User training and 
education 

1 2 3 4 5  □ □ □ □ □ 
Management of 
expectations 

1 2 3 4 5  □ □ □ □ □ 
Careful package 
selection 

1 2 3 4 5  □ □ □ □ □ 
Project 
management 

1 2 3 4 5  □ □ □ □ □ 
Customization 1 2 3 4 5  □ □ □ □ □ 
Data analysis and 
conversion 

1 2 3 4 5  □ □ □ □ □ 
Business process 
reengineering 

1 2 3 4 5  □ □ □ □ □ 
Architecture 
choices 

1 2 3 4 5  □ □ □ □ □ 
Dedicating 
resources 

1 2 3 4 5  □ □ □ □ □ 
Change 
management 

1 2 3 4 5  □ □ □ □ □ 
Clear goals and 
objectives 

1 2 3 4 5  □ □ □ □ □ 
Education on new 
business processes 

1 2 3 4 5  □ □ □ □ □ 
Interdepartmental 
communication 

1 2 3 4 5  □ □ □ □ □ 
Interdepartmental 
cooperation 

1 2 3 4 5  □ □ □ □ □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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Resources 

 Degree of importance in the 
implementation 

In which stage was it 
important?  
(tick all that apply) 
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Top management 1 2 3 4 5  □ □ □ □ □ 
The project 
champion 

1 2 3 4 5  □ □ □ □ □ 
The steering 
committee 

1 2 3 4 5  □ □ □ □ □ 
Implementation 
consultants 

1 2 3 4 5  □ □ □ □ □ 
The project team 1 2 3 4 5  □ □ □ □ □ 
Vendor-customer 
partnership 

1 2 3 4 5  □ □ □ □ □ 
Vendors 
customization 
tools 

1 2 3 4 5  □ □ □ □ □ 

Vendor support 1 2 3 4 5  □ □ □ □ □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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This is a questionnaire filled in by Martin van Dommelen. Unfortunately Martin had not been 

involved in all phases and therefore I have decided to also include Quirijn Kauffmann in my research. 

Although not all answers could be answered I have decided to include this interview due to the fact 

that it contains valuable information. Martin has added some information from general cases to 

some phases, this is clearly mentioned at each question if that is the case. With the knowledge from 

the present there can be concluded that Martin knew more than his Manager Quirijn about this 

project. 

General questions 

1) What is the size of the clients company? (in employees) 

The client had in total 27000 employees. 

2) How many users from the client company use the system? 

There is estimated that 2000 users will use the system in the future.  

3) What is the branch in which the clients company is active? 

Telecommunication 

Adoption phase 

Product 

4) What are the products that need to be delivered in this phase? (According to literature the 

requirements and the justification) 

(general) The interviewee was not involved in this phase of the project, but in most cases the system 

specification need to be delivered and a business case needs to be delivered. The specifications are 

needed to make sure that the involved parties know what is expected from them, and the business 

case shows what benefits could be expected from the new system.  

5) How well are these products focused upon Economical/strategic/operations in this phase? 

(low, medium, high) 

(general) The business case is focusing upon economic aspects, and operation is mainly transferred 

back to economic issues. For the requirements it is mainly operational and partly strategic level. A 

note to this subjects is that this is very depending on the type of project that is executed.  

Process 

6) What are the processes and activities in this phase? (according to literature analyze impact 

on to the organization and the to-be situation) 

(general) Give descriptions of As-is and To-be situations with the aligned requirements. Also the 

business case that is a deliverable is based upon these two analysis.  
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Resource 

7) How much time is devoted to this phase in man hours and in elapsed time? 

(general) For small projects the upgrades or systems are already fixed in this phase and it takes very 

little time, for the bigger projects the execution of the business case takes around 2 months.  

8) Which parties or players were involved in this phase? 

(general) The two parties that are needed in this phase are consultants and higher management. 

Consultants to assist with the business strategy and IT strategy. While higher management should be 

involved to make this phase to a success.  

Acquisition phase 

Product 

9) What are the products that need to be delivered in this phase? (According to literature the 

contract with vendor and contract with IT consulting firm) 

/ 

10) What are the most important aspects of the contracts? 

/ 

Process 

11) What are the processes and activities in this phase? (according to literature analyze vendors 

and It consulting firms) 

/ 

Resource 

12) How much time is devoted to this phase in man hours and in elapsed time? 

/ 

13) Which parties or players were involved in this phase?  

/ 

Implementation phase 

Product 

14) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

/ 
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15) What are the most important application components and analyze them upon location, 

ownership, operation and maintenance?  

/ 

Process 

16) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, testing, debugging, and data transfer)  

/ 

Resource 

17) How much time is devoted to this phase in man hours and in elapsed time? 

/ 

18) Which parties or players were involved in this phase?  

/ 

Use & Maintenance phase 

Product 

19) What are the products that need to be delivered in this phase? (According to literature the 

updated system itself) 

/ 

Process 

20) What are the processes and activities in this phase? (according to literature learning and 

improve usage of the system) 

/ 

Resource 

21) How much time is devoted to this phase in man hours and in elapsed time? 

/ 

22) Which parties or players were involved in this phase?  

/ 
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Evolution phase 

Product 

23) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

In this phase you will see the same kind of products back as in the first stages, although now they are 

smaller in size and impact. For updates to the system the requirements are established, business 

case is made and testes are done. 

Process 

24) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, insert data in the new system, testing  

A side from the small improvements of the system in this case it was a major challenge to introduce 

the system to the greater population, by adding new functionality to the system so that other 

functions could use the same system. Change management, design system, BPR, code the system, 

configuration, testing and eventually the roll out 

25) Does the client has influence in this stage? 

Yes, officially the clients makes the first request for an update or added functionality. Although 

Accenture as system integrator does also deliver some input or comments at the ideas from the 

client.  

Resource 

26) How much time is devoted to this phase in man hours and in elapsed time? 

For bigger projects it takes 20 weeks to finish the designs and in total 15 months, including the 

implementation phase. For smaller projects the lead time including implementation is 3-6 months 

and even more smaller changes are made on the fly. 

27) Which parties or players were involved in this phase? 

From the client you need business stakeholder, process expert and implementation team. The other 

roles are from Accenture: Business analyst, functional designer, technical designer, building team, 

test team and trainings team. 

Ending questions 

28) Do SaaS projects in general need a different approach, although maybe that is not the case 

today? 

I have no with SaaS, but to my knowledge it is that with most projects the IT must change to the 

circumstances, while for SaaS it is the other way around.  
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29) Are clients still interested in the technical aspects of the system?  

/ 

  



Appendix II The interviews (not coded) Case 14 XCVI 
 

Activities 

 Degree of importance in the 
implementation 

In which stage was it 
important?  
(tick all that apply) 
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User training and 
education 

1 2 3 4 5  □ □ X □ X 
Management of 
expectations 

1 2 3 4 5  X X X X X 
Careful package 
selection 

1 2 3 4 5  X □ □ □ □ 
Project 
management 

1 2 3 4 5  □ X X □ X 
Customization 1 2 3 4 5  □ □ X □ X 
Data analysis and 
conversion 

1 2 3 4 5 N/
A □ □ □ □ □ 

Business process 
reengineering 

1 2 3 4 5  □ □ X □ X 
Architecture 
choices 

1 2 3 4 5  X □ X □ X 
Dedicating 
resources 

1 2 3 4 5  □ □ □ □ □ 
Change 
management 

1 2 3 4 5  □ □ X □ X 
Clear goals and 
objectives 

1 2 3 4 5  X □ X □ X 
Education on new 
business processes 

1 2 3 4 5  □ □ X □ X 
Interdepartmental 
communication 

1 2 3 4 5 N/
A □ □ □ □ □ 

Interdepartmental 
cooperation 

1 2 3 4 5 N/
A □ □ □ □ □ 

OTHER 1 2 3 4 5 N/
A □ □ □ □ □ 

 1 2 3 4 5  □ □ □ □ □ 
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Resources 

 Degree of importance in the 
implementation 

In which stage was it 
important?  
(tick all that apply) 
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Top management 1 2 3 4 5  X □ X □ X 
The project 
champion 

1 2 3 4 5  □ □ X □ X 
The steering 
committee 

1 2 3 4 5  □ □ X □ X 
Implementation 
consultants 

1 2 3 4 5  □ □ X □ X 
The project team 1 2 3 4 5  □ □ X □ X 
Vendor-customer 
partnership 

1 2 3 4 5  □ □ □ □ □ 
Vendors 
customization 
tools 

1 2 3 4 5 N/
A □ □ □ □ □ 

Vendor support 1 2 3 4 5 N/
A □ □ □ □ □ 

OTHER 1 2 3 4 5 N/
A □ □ □ □ □ 

 1 2 3 4 5  □ □ □ □ □ 
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This is a questionnaire filled in by Mark Wiermans, was very enthusiastic to participate in this 

research. He works 11 years for Accenture and 15 years in total in the IT business. His answers were 

very clear and no additional follow up contact was necessary. 

General questions 

1) What is the size of the clients company? (in employees) 

The client has 2.500 employees. 

2) How many users from the client company use the system? 

The system will have 2400 users, so almost the entire company. 

3) What is the branch in which the clients company is active? 

This company is a nonprofit organization and a Government institution 

Adoption phase 

Product 

4) What are the products that need to be delivered in this phase? (According to literature the 

requirements and the justification) 

The two most important products in this phase are: the global specifications and highly abstracted 

process descriptions. 

5) How well are these products focused upon Economical/strategic/operations in this phase? 

(low, medium, high) 

No idea, the project was finished in 2004 and therefore I cannot remember all the details of the 

project.  

Process 

6) What are the processes and activities in this phase? (according to literature analyze impact 

on to the organization and the to-be situation) 

In this phase the most important processes are: discovering the functional requirements and look at 

the To-Be situation.  

Resource 

7) How much time is devoted to this phase in man hours and in elapsed time? 

I do not know exactly, a couple of months I think. 
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8) Which parties or players were involved in this phase? 

In this phase Accenture and the client were collaborating to bring this phase to a successful end. The 

client delivers his market knowledge and operational knowledge, while Accenture provides his 

system knowledge.  

Acquisition phase 

Product 

9) What are the products that need to be delivered in this phase? (According to literature the 

contract with vendor and contract with IT consulting firm) 

Due to the fact that this company is a governmental institution the plans of the system and project 

needed to be very strictly linked to the Dutch/European outsourcing laws. Although all these 

complicated rules and additional deliverable are obligatory, the main deliverable in this phase 

remains the eventual contract.  

10) What are the most important aspects of the contracts? 

Quality expressed in scores for personnel from Accenture, the fit of the proposed solution to the 

requirements and price linked to the expected outcome are the important aspects in the contract. 

Process 

11) What are the processes and activities in this phase? (according to literature analyze vendors 

and It consulting firms) 

The most important process in this phase is the outsourcing regulation to select a certain solution 

and an implementation partner, while making sure to have the right system selected and against a 

reasonable price. 

Resource 

12) How much time is devoted to this phase in man hours and in elapsed time? 

It took 6 months from the initial start of the outsourcing procedures until the end of the contract 

negotiations.  

13) Which parties or players were involved in this phase?  

The client, Accenture, other parties (vendors and IT consultants) and an external organization, which 

needs to control the outsourcing procedure for the client. 
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Implementation phase 

Product 

14) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

It is important that a system is delivered according to the agreed upon specifications, documentation 

of the system, the various designs (technical and functional), test procedure document, test results, 

training procedure documents, trained employees and administrators.  

15) What are the most important application components and analyze them upon location, 

ownership, operation and maintenance?  

The core of the system is based upon a Siebel product, stored at the site of the clients partner. (The 

partner is linked to the line of work of the client). Technical maintenance and functional maintenance 

is done by the client itself, while application maintenance is done by Accenture.  

Process 

16) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, testing, debugging, and data transfer)  

The processes, which are important are: change management, customization, BPR, configuration, 

testing, debugging, data transfer and training. 

Resource 

17) How much time is devoted to this phase in man hours and in elapsed time? 

1.5 years is worked on this system before it actually worked properly. 

18) Which parties or players were involved in this phase?  

In this phase the external party is removed and Accenture and The client involved.  

Use & Maintenance phase 

Product 

19) What are the products that need to be delivered in this phase? (According to literature the 

updated system itself) 

(General) For the client there is no difference between maintenance and evolution, due to the fact 

that contracts specify the aftersales period and the amount of work hours for additional requests. 

SLAs (the SLAs itself are designed within the contracts), incident reports, change requests, 

approximations of requests (cost approximation), documentation, the updated system, new test 

scripts and results and many more.  
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Process 

20) What are the processes and activities in this phase? (according to literature learning and 

improve usage of the system) 

First of all the maintenance of technical aspects, application aspects, and functional aspects. 

Furthermore management of incident, problems and change.  

Resource 

21) How much time is devoted to this phase in man hours and in elapsed time? 

As said before, this phase is discussed in the contracts, and in this particular case Accenture has 8-10 

FTE per year available to fulfil any requests upon application maintenance level. So this phase is 

never ending. 

22) Which parties or players were involved in this phase?  

The client and Accenture. 

Evolution phase 

Product 

23) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

Especially the bigger change requests will fall in this model in this phase. So the same as for the 

implementation and maintenance phase, but than in smaller format.  

Process 

24) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, insert data in the new system, testing  

See implementation and maintenance only than in smaller format.  

25) Does the client has influence in this stage? 

Yes, the client comes with requests and we as Accenture try to advice the client and help him with 

the implementation of the most optimal update. 

Resource 

26) How much time is devoted to this phase in man hours and in elapsed time? 

The system is in maintenance for 5 years, and is expected to be in maintenance for another 3 years. 

But this is the time related to maintenance and evolution. 

27) Which parties or players were involved in this phase? 

Client and Accenture. 
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Ending questions 

28) Do SaaS projects in general need a different approach, although maybe that is not the case 

today? 

No there is different approach, the thing is that some activities like design and building will take less 

time. 

29) Are clients still interested in the technical aspects of the system?  

/ 
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Activities 

 Degree of importance in the 
implementation 

In which stage was it 
important?  
(tick all that apply) 
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User training and 
education 

1 2 3 4 5  □ □ □ □ □ 
Management of 
expectations 

1 2 3 4 5  □ □ □ □ □ 
Careful package 
selection 

1 2 3 4 5  □ □ □ □ □ 
Project 
management 

1 2 3 4 5  □ □ □ □ □ 
Customization 1 2 3 4 5  □ □ □ □ □ 
Data analysis and 
conversion 

1 2 3 4 5  □ □ □ □ □ 
Business process 
reengineering 

1 2 3 4 5  □ □ □ □ □ 
Architecture 
choices 

1 2 3 4 5  □ □ □ □ □ 
Dedicating 
resources 

1 2 3 4 5  □ □ □ □ □ 
Change 
management 

1 2 3 4 5  □ □ □ □ □ 
Clear goals and 
objectives 

1 2 3 4 5  □ □ □ □ □ 
Education on new 
business processes 

1 2 3 4 5  □ □ □ □ □ 
Interdepartmental 
communication 

1 2 3 4 5  □ □ □ □ □ 
Interdepartmental 
cooperation 

1 2 3 4 5  □ □ □ □ □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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Resources 

 Degree of importance in the 
implementation 

In which stage was it 
important?  
(tick all that apply) 
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Top management 1 2 3 4 5  □ □ □ □ □ 
The project 
champion 

1 2 3 4 5  □ □ □ □ □ 
The steering 
committee 

1 2 3 4 5  □ □ □ □ □ 
Implementation 
consultants 

1 2 3 4 5  □ □ □ □ □ 
The project team 1 2 3 4 5  □ □ □ □ □ 
Vendor-customer 
partnership 

1 2 3 4 5  □ □ □ □ □ 
Vendors 
customization 
tools 

1 2 3 4 5  □ □ □ □ □ 

Vendor support 1 2 3 4 5  □ □ □ □ □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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Appendix III. The results from the survey 
Table 36, Key players and activities survey (1/2) 

 
Adoption phase Acquisition phase Implementation phase 

Resources SaaS On-premise Expected SaaS On-premise Expected SaaS On-premise Expected 

Top management H H H H H H M H M 

The project champion L M H L M H H H M 

The steering committee M L H M L H H H M 

The implementation consultants L L M L L H H H H 

The project team L M M M H H H H H 

The vendor-customer partnership L M H M M M M H M 

The vendors customization tools L L H L L H M M M 

Vendor support L L H L L H H H H 

    

Activities SaaS On-premise Expected SaaS On-premise Expected SaaS On-premise Expected 

User training and education L L H L L H H H H 

Management of expectations L M M H M M H H M 

Careful package selection L M H H H M L L M 

Project management L L M M H H H H H 

Customization L L M L L M M H M 

Data analysis and conversion L L M L L H H H M 

Business process reengineering M L H L L H H H M 

Architecture choices M H H M M M M H M 

Dedicating resources L L M M M H H H M 

Change management L L H L L H H H H 

Clear goals and objectives H H H H H H H H H 

Education on new business 

processes 

L L M L L M H H H 

Interdepartmental communication M M H M M M H H H 

Interdepartmental cooperation L M M M M H H H H 
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Table 37. Key players and activities survey (2/2) 

 
Use & maintenance phase Evolution phase 

Resources SaaS On-premise Expected SaaS On-premise Expected 

Top management M M M L H M 

The project champion H H M M L L 

The steering committee L M H L M L 

The implementation consultants H L M M L M 

The project team H L M M M L 

The vendor-customer partnership M L M M L M 

The vendors customization tools M L M M L L 

Vendor support H H M M L L 

   

Activities SaaS On-premise Expected SaaS On-premise Expected 

User training and education H M H M L L 

Management of expectations M H M M H L 

Careful package selection L L L L L L 

Project management M H M L H L 

Customization L L M L M L 

Data analysis and conversion L M L L L L 

Business process reengineering L M M L H L 

Architecture choices L M L L L L 

Dedicating resources M M M L L L 

Change management H M H H H L 

Clear goals and objectives M M M M H L 

Education on new business 

processes 

H M M M H L 

Interdepartmental communication H H H M H M 

Interdepartmental cooperation M H H M M M 

 

 



Appendix IV The list of SaaS vendorsI 
 

Appendix IV. The list of SaaS vendors 
 

Table 38, List of SaaS vendors and the search terms 

Vendor name Used search term 

SaaS CRM online “SaaS CRM” 

Systony “SaaS CRM” 

Covide “SaaS CRM” 

Abcrm “CRM MKB” 

Tendenz “CRM MKB” 

Perfect view “CRM MKB” 

Basenet “online CRM” 

KPN “online CRM” 

Archie “cloud CRM” 
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Appendix V. The Interview 
 

Introduction 

This questionnaire is developed by me, Tom van Vliet, to gather data for my master thesis. My 

master thesis is primarily focusing upon the differences between the life cycle for SaaS-ERP systems 

and the life cycle for a ordinary ERP system. Unfortunately there are too few cases of SaaS-ERP 

implementation, and therefore I am obligated to look at other SaaS systems. The decision to include 

CRM systems is a well-thought-out decision. There are two reasons to use CRM as a substitute for 

ERP systems, first of all CRM is one of the most mature domains for SaaS systems. Secondly CRM 

systems are part of the ERP systems, whereas the “domain data sharing” cannot be linked to ERP 

systems directly. The definition of the life cycle makes sure that not only the implementation of the 

system is important. The life cycle starts with the initial idea of a company to install a new system 

and ends when the system is abandoned or terminated.  

The interview consists out of four parts. The first part includes the general and introduction 

questions. The second part will ask questions about the various phases the project was in. The third 

part contains some concluding questions. In these three parts the interviewee may comment or add 

all the information he/she thinks is important for the question. In the last part a questionnaire is 

presented. The questionnaire is more strict and does not allow explanations etc. The reason to 

include this part is to make the comparison between literature and practice more easy.  

Finally I think it is important to emphasize that confidential issues are taken into account. Names of 

clients will not be included in the report, and will be substituted by “the client”. Also this research 

conducted by a ‘case based research approach’, this means that it is important to answer the 

questions for the specific case. General comments are not forbidden, but make sure that it is clear 

for me, which information is general and which information is specific for this project.  

  



Appendix V The Interview II 
 

General questions 

30) What is the size of the clients company? (in employees) 

 

31) How many users from the client company use the system? 

 

32) What is the branch in which the clients company is active? 
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Questions about the various phases 

Adoption 

decision
Acquisition

Implemen-

tation

Use & 

Mainte-

nance

Evolution Retirement

The ERP life 

cycle from 

Pastor & 

Esteves (1999)  

The figure above shows the six different phases of the life cycle of a system.  

 The first phase is the adoption phase: This phase is related to the question whether or not an 

information system needs to be implemented. 

 The second phase is the acquisition phase: In this phase the system is selected and bought.  

 The third phase is the implementation phase: In this phase the system is implemented. 

 The fourth phase is the use & maintenance phase: A phase in which the system becomes part 

of the business processes and keeps running. 

 The fifth phase is the evolution phase: In this phase the system is upgraded by adding for 

instance new functionality. 

 The sixth phase is the retirement phase: This is the phase in which a system becomes 

substituted or terminated. This last phase will not be included in my research. 

The questions about the various phases are classified into three groups:  

 Products, these are deliverables of the various phases.  

 Process, these are the processes and activities that can help to achieve an end product.  

 Resources, are the things you need in a certain phase. Resources are mainly focused upon 

time, personnel needed, and parties involved.   

Adoption phase 

Product 

33) What are the products that need to be delivered in this phase? (According to literature the 

requirements and the justification) 

 

34) How well are these products focused upon Economical/strategic/operations in this phase? 

(low, medium, high) 

 

Process 

35) What are the processes and activities in this phase? (according to literature analyze impact 

on to the organization and the to-be situation) 

 

Resource 

36) How much time is devoted to this phase in man hours and in elapsed time? 
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37) Which parties or players were involved in this phase? 

 

Acquisition phase 

Product 

38) What are the products that need to be delivered in this phase? (According to literature the 

contract with vendor and contract with IT consulting firm) 

 

39) What are the most important aspects of the contracts? 

 

Process 

40) What are the processes and activities in this phase? (according to literature analyze vendors 

and It consulting firms) 

 

Resource 

41) How much time is devoted to this phase in man hours and in elapsed time? 

 

42) Which parties or players were involved in this phase?  

 

Implementation phase 

Product 

43) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

 

44) What are the most important application components and analyze them upon location, 

ownership, operation and maintenance?  

 

Process 

45) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, testing, debugging, and data transfer)  
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Resource 

46) How much time is devoted to this phase in man hours and in elapsed time? 

 

47) Which parties or players were involved in this phase?  

 

Use & Maintenance phase 

Product 

48) What are the products that need to be delivered in this phase? (According to literature the 

updated system itself) 

 

Process 

49) What are the processes and activities in this phase? (according to literature learning and 

improve usage of the system) 

 

Resource 

50) How much time is devoted to this phase in man hours and in elapsed time? 

 

51) Which parties or players were involved in this phase?  

 

Evolution phase 

Product 

52) What are the products that need to be delivered in this phase? (According to literature the 

system itself) 

 

Process 

53) What are the processes and activities in this phase? (according to literature change 

management, BPR, customization, parameterization, insert data in the new system, testing 

and debugging)  



Appendix V The Interview VI 
 

 

54) Does the client has influence in this stage? 

 

Resource 

55) How much time is devoted to this phase in man hours and in elapsed time? 

 

56) Which parties or players were involved in this phase? 
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Ending questions 

57) Do SaaS projects in general need a different approach, although maybe that is not the case 

today? 

 

58) Are clients still interested in the technical aspects of the system?  
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Activities 

 Degree of importance in the 
implementation 

In which stage was it 
important?  
(tick all that apply) 

lo
w

 

m
o

d
erate 

h
igh

 

V
ery h

igh
 

critical 

N
/A

 

A
d

o
p

tio
n

 

A
cq

u
isitio

n
 

Im
p

lem
en

tatio
n

 

U
se &

 M
ain

te
n

an
ce 

evo
lu

tio
n

 

User training and 
education 

1 2 3 4 5  □ □ □ □ □ 
Management of 
expectations 

1 2 3 4 5  □ □ □ □ □ 
Careful package 
selection 

1 2 3 4 5  □ □ □ □ □ 
Project 
management 

1 2 3 4 5  □ □ □ □ □ 
Customization 1 2 3 4 5  □ □ □ □ □ 
Data analysis and 
conversion 

1 2 3 4 5  □ □ □ □ □ 
Business process 
reengineering 

1 2 3 4 5  □ □ □ □ □ 
Architecture 
choices 

1 2 3 4 5  □ □ □ □ □ 
Dedicating 
resources 

1 2 3 4 5  □ □ □ □ □ 
Change 
management 

1 2 3 4 5  □ □ □ □ □ 
Clear goals and 
objectives 

1 2 3 4 5  □ □ □ □ □ 
Education on new 
business processes 

1 2 3 4 5  □ □ □ □ □ 
Interdepartmental 
communication 

1 2 3 4 5  □ □ □ □ □ 
Interdepartmental 
cooperation 

1 2 3 4 5  □ □ □ □ □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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Resources 

 Degree of importance in the 
implementation 

In which stage was it 
important?  
(tick all that apply) 
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Top management 1 2 3 4 5  □ □ □ □ □ 
The project 
champion 

1 2 3 4 5  □ □ □ □ □ 
The steering 
committee 

1 2 3 4 5  □ □ □ □ □ 
Implementation 
consultants 

1 2 3 4 5  □ □ □ □ □ 
The project team 1 2 3 4 5  □ □ □ □ □ 
Vendor-customer 
partnership 

1 2 3 4 5  □ □ □ □ □ 
Vendors 
customization 
tools 

1 2 3 4 5  □ □ □ □ □ 

Vendor support 1 2 3 4 5  □ □ □ □ □ 
OTHER 1 2 3 4 5  □ □ □ □ □ 
 1 2 3 4 5  □ □ □ □ □ 
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Appendix VI. The coding process 
As is described in the text the coding process step is based upon five steps. 

1) All the answers from all the interviewees are listed 

2) The first unlabelled word is taken 

3) Find all the words that are related with the word chosen at step 2 

4) change all these words into one specific word. This word is the most commonly used word or 

is the most practical word that presents the group of words.  

5) Go back to step 2 if not all words are coded. 

For practical reasons there is chosen to identify products by using the article “The”, processes are 

identified by using verbs or use a conjugation of the verb “analyse” within the label, and the 

resources have a less strict approach.  

All interviewees were asked to provide lists of items. Combining all these lists, will visualize that 

many of the interviewees have provided similar items, but have used different synonyms. Therefore 

the coding process needs to be executed. Due to the similarities in the various phases, there is 

decided to cluster on product, process and resource instead of clustering on the various phases. First 

the general questions will be coded. Secondly, the rules to code products are given. Thirdly, the rules 

to code the processes are given, fourthly the rules to code resources are provided. Finally the coding 

rules for the ending questions will be given.  

General question coding rules 

Most question in this section can be neglected, because the questions are clearly answered by 

numbers or by a good reason to not answer them in numbers. The good reasons are specified in the 

interviews itself, the reasons are: Confidentiality or Unknown. They are both present, because the 

reason for either two concepts is very different from each other. There is decided to keep this 

variation of data within the data.  

1) Many cases came from the telecommunication market, but many interviewees used slightly 

different synonyms to describe the line of business for their case. Therefore all the answers 

that can be linked to the telecommunication market are labelled as “Telecommunication”.  

The word combinations are: Telecommunication, Telecom, telecom b2b and business 
two business telecommunication and a telecom company. 

2) There are two cases in this research that involve a client that provides financial products or 

gives advice at financial matters. All the answers that can be linked to financial products are 

labelled as “Finance”. 

The word combinations are: legal advice and tax aid and Finance. 
3) There is one case in this research that is an insurance company, the line of business is 

therefore labelled as “Insurance.  

The word combination is: Insurance company.  
4) There are two cases that produce products and the line of business is therefore labelled as 

“Production”. 

The word combinations are: Products and high-end audio hardware, produce 
products for energy management. 
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5) There is one case in this research that is institution linked to the government and is therefore 

labelled as “Government”. 

The word combination is: a Government institution. 
6) There is one case in this research, for which his line of business is the pharmaceutical 

business, therefore the line of business is labelled as “Pharmaceutical”.  

The word combination is: pharmaceutical business 

Product related coding rules 

7) System requirements are an often described deliverable for various phases. All the products 

that are linked to the system requirements will be labelled as “The system requirements”. 

The word combinations are: the system requirements, high level requirements, 
requirements, requirements of the new system, list of requirements, to clarify the 
needs and goals, system specification, the global specifications. 

8) The justification is mentioned a couple of times as a deliverable and will therefore be labelled 

as “The justification”. 

The word combinations are: the justification, the end users are contacted for 
feedback/ goals/ expectations, a decision document needs to be developed 

9) Many interviewees identified the initial model of the new system as an end product, 

therefore these notifications are labelled as “the high level architecture”. 

The word combinations are: high level architecture, a high level solution design 
10) Many projects have identified that an initial planning of the upcoming project is a 

deliverable. Therefore these comments are labelled as “The high level planning”. 

The word combinations are: high level planning, a management plan, a detailed 
project plan 

11) The business case is an deliverable that provides insight in the proposed advantages of the 

new system, this deliverable is labelled as “The business case”. 

The word combinations are: a business case, the business case, a high level estimate 
of results. 

12) The deliverable that describes a list of vendors is labelled as “The list of vendors”. 

The word combination is: long list of possible vendors, List of vendors 
13) The deliverable that describes the criteria that need to be fulfilled by vendors and 

implementation parties are labelled as “The decision criteria”.  

The word combinations are: the selection criteria, the decision criteria 
14) RFP, request for proposal, are deliverables that are mentioned often. They are labelled as 

“RFPs”.  

The word combination is: RFP, proposal, RFI and RFP 
15) The deliverables needed to be labelled high, medium or low. 

The word combinations used for “High” are: mainly focused, the most present, most 
important, primarily focused 
The word combinations used for “Medium” are: also, to a lesser extent, reasonable 
focus, medium 
In most cases if an aspect was not mentioned by a interviewee there was assumed 
that it was not important, so could be labelled as “Low”, other times these 
combinations were linked to low: little attention, is neglected 

16) The contract is a deliverable and is labelled as “The contract”. 

The word combinations are: contract, a statement of work, final decision, a 
contractual commitment, final contract. 
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17) The delivered product linked to the software system is labelled as “The system”. 

The word combinations are: the system, product 
18) The subjects of a contract linked to the implementation plan are labelled “Implementation 

plan”. 

The word combinations are: details about workshops, deadlines, time of delivery, 
lead time, when certain things will be delivered, availability of resources, deliverables 

19) The subjects of a contract linked to customization is labelled “Customization plan” 

The word combination is: customization. 
20) The subjects of a contract linked to parameterization are labelled “Parameterization plan”. 

The word combination is; parameterize. 
21) The subjects of a contract linked to costs are labelled “Financial aspects”. 

The word combinations are: costs, operational expenses, buy-in price, business 
case(ROI), financial conditions, price, TCO. 

22) The subjects of a contract linked to responsibilities of a party are linked “Responsibilities”.  

The word combinations are: responsibilities, SLAs, value proposition, high level 
scope, roles, included work packages, support parameters, the fit of the proposed 
solution, the integration with IT environment. 

23) The subjects of a contract linked to what-if scenarios are labelled “Consequences”.  

The word combinations are: what-if scenarios, warranties, rainy-day scenarios. 
24) The subjects of a contract linked to location of data are labelled “Location”. 

The word combination is: location of data. 
25) The products linked to the functional documentation of the system are labelled as “The 

documentation”. 

The word combinations are: documentation, functional and technical specification 
report, deployment deliverables, manuals, the designs 

26) The products linked to the new processes are labelled as “The new processes”. 

The word combinations are: new operational processes, new process templates 
27) The products linked to training material are labelled as “The training material”. 

The word combinations are: training material, training deliverables, training 
procedure documents 

28) The products linked to tests and test reports are labelled as “The test reports”. 

The word combinations are: test reports, testing scenario and scripts, test 
procedures, test results 

29) The products linked to the reorganizations at the site of the client are labelled as “The new 

organization”. 

The word combinations are: setting up the organization, the organization, trained 
employees and administrators, the support organization needs to be created 

30) The products linked to updates done by vendors are labelled as “The system update by 

vendor”. 

The word combinations are: an improved system by vendor, updates done by 
vendor. 

31) The products related to performance reports are labelled as “Performance reports”. 

The word combinations are: SLA controls, adoption report, incident reports 
32) The products related to updates done by clients are labelled as “The system update by 

client”. 

The word combinations are: parameterize some additional functionality, Accenture 
for maintenance or evolution issues, Change requests, updated system 

33) The products related to update data is labelled as “Maintained data”.  
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The word combinations are: the client remains responsible for the maintaining their 
own data. Inserting new data, removing data 

34) The products related to demands of new of improved functionality are labelled as “Change 

requests”. 

The word combinations are: change requests, incident reports, approximations of 
requests, defect management tool 

35) The products related to similar products only smaller are labelled as “Similar products only 

smaller”. 

The word combinations are: same kind of products although smaller in size, all the 
things are done again only smaller, an iterative model, this phase is entirely the 
same as the implementation phase, are generally similar only smaller, in smaller 
format. 

Process related coding rules 

36) Processes mentioned that can be linked to future state of the organization are labelled 

“Analyse to-be situation”. 

The word combinations are: the to-be situation, analyse where the client would be in 
the future, the high level requirements, future changes, development of the 
requirements. 

37) Processes mentioned by interviewees that could be linked to the current way of working are 

labelled “Analyse as-is situation” 

The word combinations are: analyse the currently situation, analyse application 
environment, review current processes, as-is situation, own situation, asses current 
capabilities, functional requirements. 

38) Comparing the as-is and the to-be situation is labelled as the “Analyse gap between as-is 

and to-be”. 

The word combinations are: GAP analysis, gap between the as-is and the t0-be 
situation 

39) Mentioning the use of analysing similar projects is labelled as “Analyse reference projects”. 

The word combinations are: Look at comparable projects, reference cases used. 
40) If analysing consequences of the new implementation is mentioned, it is labelled as “Analyse 

impact”. 

The word combinations are: Analyse the impact, impact analysis, make estimations 
of the project. 

41) Processes linked to learning are labelled as “Training”. 

The word combinations are: learning, training, teach  
42) Processes linked to parameterization are labelled as “Parameterization”. 

The word combinations are: configuration, Prototype configuration, 
parameterization 

43) The processes linked to contract negotiation are labelled as “Contract negotiation” 

The word combinations are: contract reviewing, reasonable price 
44) The processes linked to analysing vendors are labelled “Analysing vendors” 

The word combinations are: considering multiple parties, vendor presentations and 
visits, fit with particular vendor, analyse vendor, assessing vendors, vendor selection 

45) The processes linked to analysing systems are labelled “Analysing systems”. 

The word combinations are: analysing functional fit and commercial fit, showing 
demo, analysing their product, workshops from the various packages, analyse 
proposed solution, sure to have the right system, let vendors present their solution 
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46) The processes linked to analysing the implementation parties are labelled “Analysing 

implementation partners”. 

The word combinations are: presentations of implementations partners, analysing 
consulting firms, assessing IT consultants, implementation parties selection 

47) The processes linked to following outsourcing obligations is labelled as “Following the 

outsource procedures”. 

The word combination is: the outsource regulation 
48) The processes linked to change management are labelled as “Change management”. 

The word combinations are: change management, UAT and improvements, the roll-
out is efficient and accepted 

49) The processes linked to contact with client are labelled as “Keep contact with client” 

The word combinations are: keep contact for a satisfied client, must be confirmed by 
the client, make sure that the client as a whole is happy, there is an active role 
needed from Salesforce.com and Accenture 

50) The processes linked to designing a system are labelled as “Design system”. 

The word combination are: design the system, design of the infrastructure, design of 
the interfaces, design of the security, make a solution 

51) The processes linked to building the system are labelled as “Build system”. 

The word combinations are: build system, build interfaces, 
52) The processes linked to testing the system are labelled “Testing”. 

The word combination is: testing, debugging, unit and integration testing 
53) The processes linked to developing new processes/organization are labelled as “BPR”. 

The word combinations are: BPR, develop organization 
54) The processes linked to transferring data to the new system are labelled as “Data migration”. 

The word combinations are: transferring data, upload data 
55) The processes linked to structure the problems with the system are labelled as “Develop 

roadmap”. 

The word combinations are: incident management, problem management, service 
request management, analyse requests, defect management, make a list of possible 
updates, gather feedback about possible updates. 

56) The processes linked to the updates done by the client or implementation partner are 

labelled as “Update system by client”. 

The word combinations are: small updates are implemented, help client with adding 
new functionality, make solution, minor configuration issues, continuous system 
improvement, minor-bug fixes, small re-configurations. 

57) The processes linked to maintaining the data are labelled as “Maintain data”. 

The word combinations are: the system must be kept up to date, adding the various 
users, maintenance 

58) The processes linked to the updates done by the vendor are labelled as “Update system by 

vendor”. 

The word combinations are: salesforce.com has 4 updates per year, some requested 
functionality by a client can be delivered in this phase, updates, patches 

59) The processes linked to do all the processes again, but smaller are labelled “Similar 

processes only smaller”. 

The word combinations are: this is seen as a new project, similar, same as for the 
original implementation, smaller format 

60) The processes linked to customization are labelled as “Customizations” 

The word combinations are: customizations, code the system.  
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61) The processes linked system delivery are labelled as “Implementation”. 

The word combination is: roll out, implementation 

Resource related coding rules 

62) Resources related to the project team are labelled “Project team”. 

The word combinations are: project team, project manager, project teams, project 
management, The solution team 

63) Resources related to the end users are labelled “End users”. 

The word combinations are: end users, low level employees, influenced employees, 
affected departments, SMEs, additional personnel in the workshop, business 
representatives, partners, users 

64) Resources related to higher management are labelled “Top management”. 

The word combinations are: high level, CEO and the board, top management, 
directors, management, Meanly C level management 

65) Resources related to the buying department are labelled “Procurement department”. 

The word combinations are: procurement department, financial departments, 
procurement 

66) Resources linked to consultants in any form are labelled “Consultants”. 

The word combinations are: consultants, business consultants, business architects, IT 
architect, implementation team from the external party 

67) Resources linked to the general term client are labelled “Client”. 

The word combinations are: Client, entire company 
68) Resources linked to the IT department are labelled “IT department” 

The word combinations are: IT department, client IT people, IT representatives, a 
moderator, IT personnel, application maintenance department, IS department 

69) Resources linked to Accenture as a whole are labelled “Accenture”. 

The word combination is: Accenture, implementation partner, IT consulting firm, an 
application partner 

70) Resources linked to the system vendor as a whole are labelled “Vendor”. 

The word combinations are: Vendor, a SaaS vendor 
71) Resources linked to the legal department are labelled “Legal department”. 

The word combinations are: legal department, legal & compliance department 
72) Resources linked to an external agency that controls the procedures are labelled 

“Intermediate party”. 

The word combination is: an external organization. 
73) Resources linked to the marketing department are labelled as “Marketing department”. 

The word combination is: Marketing department. 
74) Resources linked to technology partners are labelled as “Technology partner”. 

The word combination is: parties that are linked to additional functionality. 
75) Resources linked to the change management team are labelled as “Change management 

team”. 

The word combination is: change management team. 

Ending question coding rules 

76) The answers related to less technical knowledge needed for SaaS systems is labelled as “Less 

technical knowledge”. 
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The word combinations are: does not need any technical knowledge, decrease in 
technical requirements, the loss of hardware installation, less technical process, 

77) The answers related to shorter lead times are labelled as “Shorter lead times”. 

The word combinations are: lead times for implementation are shorter, shorter 
implementation time, The only reason why SaaS implementations are faster is 
because there is no need to install hardware at the clients, Overall, the time to 
implement a SaaS solution is shorter, First of all the implementation time is always 
shorter, will take less time 

78) The answers related to more flexible implementation are labelled as “More flexible 

implementation”. 

The word combinations are: flexibility in implementation, are Scrumm and Agile, 
the implementation is more evolutionary, the first system is much faster online, 
but is delivered in much more updates before the entire system is fully working, it 
is more flexible and easier to implement changes that have major impact, should 
focus on short sprints 

79) The answers related to more iterative implementation are labelled as “More iterative 

implementation”. 

The word combinations are: an iterative implementation process,  
80) The answers related to more client involvement are labelled as “More client involvement”.  

The word combinations are: higher involvement of client, the client is more 
involved in all the phases 

81) The answers related to the advisory role of Accenture are labelled as “Accenture as advisor”. 

The word combinations are: Accenture has an advisory role 
82) The answers related to the driving role of Accenture after implementation are labelled as 

“Accenture as driving factor”. 

The word combinations are: Accenture has a driving role after implementation 
83) The answers related to the driving role of vendor after implementation are labelled as “More 

vendor involvement”. 

The word combinations are: Vendor has a driving role after implementation, 
vendor plays a more important role 

84) The answers related to business driven instead of IT driven are labelled as “More business 

driven than IT driven”. 

The word combinations are: Also the system implementation is more a business 
driven project than it is a IT driven project, the decision for implementation comes 
from the business background not the IT department, while for SaaS it is the other 
way around 

85) The answers related to the slow start of SaaS projects is related as “Slow start”. 

The word combination is: slow start 
86) The answers related to more standardization are labelled as “More standardization” 

The word combinations are: standardization, less demands on customizations and 
parameterizations, The amount of customizations that is possible on SaaS systems 
is limited 

87) The answers related to marketing difference are labelled as “Marketing difference”. 

The word combination is: the only difference is a marketing difference 
88) The answers related to security issues are labelled as “Security issues”. 

The word combinations are: security issues, technical aspects related to data 
security, data privacy and internal security, 

89) The answers related to fact that Accenture indicates the technical issues to the client are 

labelled as “Accenture indicates them”. 
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The word combinations are: Accenture makes the client interested again in the 
technical possibilities 

90) The answers related to customize aspects are labelled as “Customize aspects”. 

The word combination is: They also want to understand how to improve their 
system 
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Table 39, Forecast enterprise software (Gartner inc., 2012, p. SaaS) (Gartner inc., 2012, p. Total) 

Market Enterprise software 
Market 
segment 2012 YR 2013 YR 2014 YR 2015 YR 2016 YR 

CAGR 2011 YR-
2016 YR 

Business Intelligence 

Total 13.021,4 14.039,4 15.115,6 16.246,8 17.464,1 7,4% 

SaaS  290,7 380,1 484,6 605,6 745,3 27,9% 

Customer Relationship Management 

Total 13.045,5 14.306,1 15.633,5 17.127,8 18.717,6 9,3% 

SaaS  4.909,9 5.722,4 6.422,6 7.141,4 7.959,5 15,1% 

Digital Content Creation 

Total 3.857,2 4.158,6 4.464,1 4.785,0 5.117,9 7,3% 

SaaS  277,7 374,3 491,1 718,0 871,5 32,2% 

Enterprise Content Management 

Total 4.649,8 5.135,0 5.702,0 6.363,2 7.118,4 10,4% 

SaaS  372,0 513,5 630,5 714,8 883,0 27,6% 

Enterprise Resource Planning 

Total 24.923,1 26.743,6 28.737,0 30.835,5 33.151,8 6,9% 

SaaS  2.359,6 2.810,0 3.271,6 3.810,7 4.387,6 17,3% 

Office Suites 

Total 16.487,7 17.667,5 18.940,7 20.232,6 21.633,8 6,6% 

SaaS  412,2 583,0 795,5 1.011,6 1.298,0 40,7% 

Project and Portfolio Management 

Total 1.576,1 1.737,2 1.903,6 2.041,5 2.188,7 8,1% 

SaaS  315,2 444,7 550,1 622,7 690,8 22,6% 

Supply Chain Management 

Total 8.406,8 9.230,6 10.107,0 11.014,9 12.034,9 9,3% 

SaaS  1.551,1 1.954,7 2.375,6 2.858,3 3.378,3 21,1% 

Web Conferencing, Teaming Platforms and 
Social Software Suites 

Total 3.224,9 3.634,2 4.105,6 4.645,5 5.247,9 12,6% 

SaaS  2.239,9 2.512,3 2.795,6 3.110,2 3.453,8 11,2% 

Other Application Software 

Total 31.208,0 32.472,9 33.943,3 35.578,5 37.352,5 3,5% 

SaaS  1.687,0 1.982,4 2.235,1 2.524,9 2.884,2 14,5% 

Total 

Total 120.400,5 129.125,2 138.652,4 148.871,2 160.027,6 6,8% 

SaaS  14.415,2 17.277,5 20.052,3 23.118,3 26.551,9 17,4% 

 


