BPO Insider Secrets: Successful Cloud Integration Strategies

OPERATOR: Thank you again for joining us. Wlcone to

the BPO I nsider Secrets Successful Coud Integration

Strategies Wbinar. | would now like to introduce the
speakers.
Robert McNeill is Vice President with Saugatuck Technol ogy.

Hi s areas of focus include cloud-based service managenent,
out sourci ng, technol ogy sourcing strategi es and cl oud
busi ness solutions. Previously Robert was VP strategy and
mar keti ng for servicenow. comand a strategy consultant with

Del oitte Consultants on sourcing strategies.

Prior to these experiences, Robert was a principal analyst
at Forrester Research and Gga Information G oup. He is a
contributing author of the book produced by the Institute of
Directors in the United Kingdom on software asset

managenent .

Robert holds a Master's degree in European business and a
Bachel or's degree in business studies from Cass Busi ness

School, Gty University, London, in the United Kingdom

Ron Wastal is the Vice President of Alliances and Channel s
at IBM Cast Iron Systens. He has over 20 years of direct
and channel sal es, business devel opnent and product
managenent expertise, driving significant revenue growth

with CRM ERP, naster data managenent, anal ytics, database
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and data integration conpanies.

Prior to IBM Cast Iron, Ron held the IBM i nfornmation
integration solutions -- fornerly, Ascential Software --
organi zation, grow ng sales by 30 percent. Before that, as
vi ce president of sales and business devel opnent, he hel ped
build two successful CRM conpanies in the custoner data
integration and custoner anal ytics application markets and
hel d vari ous senior positions in sales, product marketing

and managenent at | eadi ng software conpani es.

Ron hol ds a Bachelor's of Science degree in science from
California State University at Long Beach and an MBA in
corporate strategy and total quality managenent from

Pepperdi ne University.

Vi dya Chadaga is the Senior Product Manager at |BM Cast Iron
Systens, where she drives product and partner strategy in
marketing activities, ranging from corporate nmessagi ng,
channel enabl ement and product positioning to |eading

product |aunches and pricing.

Wth over 12 years of experience, Vidya has held roles in
product marketing, product nmanagenent and engi neering for
vari ous ERP, CRM and Internet applications at IBM Oacle
and SAP Labs.
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She received a bachel or of science and conputer science in
engineering fromMT India, and an MBA fromthe Haas School

of Business at U C. Berkel ey.

| would now like to introduce today' s event noderator, Ron
Wastal, Vice President of Alliance Business Channels at |BM

Cast Iron systens. Ron.

WASTAL : Thanks, Judy. Can you hear ne okay? Good
nor ni ng, good afternoon, good evening to everybody that's
listening today on our Wbinar. Today' s agenda we're going
to go over is basically first we're going to tal k about the
cloud effects on the BPO business. And Robert McNeill is
going to go through his vast experience that Judy nentioned
earlier about, what's happening in the BPO space? How is
the cloud market starting to change that space? And, what

i ssues are starting to pop up and evol ve as cl oud

architectures start to affect BPO nmarkets?

Secondly, I'"'mgoing to talk about the integration chall enges
that are related to that and what's driving to new sol ution
requi renents for BPOs as cloud technol ogi es and markets

start to take effect in their environments.

Then Vidya is going to tal k about Cast Iron overview,
qui ckly about the company and the product, why did | BM

acquire Cast Iron? And specifically focus on a case study
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around a busi ness process outsourcer and how t hey | everage
the Cast Iron technology to help themstart to change how

t hey approach integrating their clients together.

Finally, we're going to sunmarize kind of what you heard
today and recommend sone next steps that you might want to
take after this Webinar, and we'll finish up with a QA if
we have tine in the hour. So with that, why don't | turn it
over to Robert to talk about cloud effects on the BPO

busi ness.

McNEI LL: Thank you so nuch, Ron, and |I'mvery excited
to be presenting today with you. Sone of the research we've
been perform ng for over six years, we, Saugatuck

Technol ogy, have been doing a vast anount of research into
the cloud, fromearly days where cloud conputing was known
as pay as you go IT, through on demand, through to software
as a service and now to what's been commonly call ed cl oud
conputing. So I'mgoing to cover the effects to the

busi ness process outsourcing narket.

And with much of our research, we al so have sone practi cal
experience, too. | have spent sone tine at Deloitte

Consul ting putting together outsourcing deals on behal f of
clients, and also actually I've worked in a SaaS conpany and
buil ding that up frombasically scratch. So with today's

research we're also going to be providing sone practica
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experi ence.

To level set, let's just introduce business process

out sourcing, comonly defined as the del egati on of one or
nore | T and | abor-intensive business processes to an
external provider that nmanages the sel ected processes on
behal f of a custonmer. These are normally associated with a
service | evel agreenent and associated price for the set of
services and can be fromthree years to | onger termeven 5-,

10-year types of relationships.

The core benefits of BPO can be business specific.

Qut sourcers may...excuse ne, clients may | everage

out sourcers during periods of M&A to quickly scale and
absorb conmpani es. They may use outsourcers if they're

di vesting subsidiaries and retaining the I T departnent and

usi ng an outsourcer to support the divestiture.

Al so, outsourcing may reflect the market cycle during a
peri od of downturn, cost reduction becones an extrenely

i nportant strategy and outsourcing is an enabl er of cost
reduction. It can also be a financial tool to really
transformfixed capital costs and to operational expenses
and nore predictable expenses over tine and have sone real
financial inprovenent so that you can increase your return

on capital.
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Lastly, we see organi zations really decidi ng where they want
to focus, focus on core conpetencies. A retail provider may
decide that its distribution and inventory is very core to

t heir busi ness nodel and may deci de that perhaps HR and F&A

maybe are not core conpetencies.

So they may decide to outsource that to a speciali st
provider that really invests in the people, the process, the
knowl edge managenent and the technology to deliver what is
for a customer a back-end process but do it so

professionally and hopefully nmake noney fromit.

BPO nmarket is not new by any neans; it's been around for 40,

50 years. And providers have acconplished expertise through

nunmer ous channel s and numerous ways, but the majority have

been around achi evi ng econom es of scal e through operations.
If I can wn a sufficient business in a vertical or in a

hori zontal application, I can build econom es of |earning.

| can get better procurenent fromthe suppliers to the
operations, and really cone to market with a very
cost-effective and | ean benchmark of which to approach
clients and offer an alternative that is essentially

cheaper.

O hers lead with infusing technol ogy process and busi ness

know edge to BPO operations. Mich of that may be masked
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around perhaps key consulting work that organizati ons,
providers do with a nunber of players within a comon market
or through enhancing and strengthening rel ationshi ps through
t he technol ogy side of the business with key partners and
really building up domain know edge around specific and

uni que technol ogi es.

Lastly, in the last 10 years we've seen an enor nous
bui |l d-out of | abor capacity that enhances the gl obal
delivery nodel. So work has been able to be virtualized,
and as such we've seen the build-out of |abor alternatives
and shared centers in the likes of India as well as other

near-shore and off-shore countri es.

But what's happening is that over the last four or five
years, the traditional providers are com ng under extrene
pressure froma nunber of different sources. Firstly, many
of the traditional pillars of cost-effective outsourcing,
namely | abor arbitrage and process nmanagenent know edge are

becom ng commodi ti zed.

If we ook at the RFPs that we're review ng and hel pi ng our
clients with in ternms of bundling outsourcing, creating

out sourci ng arrangenents, |abor arbitrage is alnost a given
in terns of a capability for many of the |eading

out sour cers.
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Al'so, IT and business processes are noving fromart to nore
science. W' re seeing processes and standardi zed processes
being inplenented within IT and operations. And as a
result, it is becom ng easier to share informati on about
processes within groups, within teans across geographi es and
even between service providers, all commoditizing these

traditional pillars of service delivery.

Most inportantly, many of the longer-termb5- to 10-year
types of deals are starting to becone smaller, they're
becom ng shorter as organi zations want to remain agile to
changes in the business to innovations that may conme from

t he technol ogy world. And we believe technol ogy automation
is an increasing and nore inportant selection criteria for

new offerings into tonorrow s sourcing world.

That's really where our research in cloud is hel pi ng shape a
new alternative for tonorrow s I T and busi ness operati ons.
This is the cloud eco stack that Saugatuck really created
about two years ago to effectively communicate really how

cloud conputing is affecting traditional IT.

On the left we'll be able to see that there's five | evels of
capabilities that make up what is cloud conputing. It
really starts in |level zero, the basic hardware, software
and networking that enable services that are delivered as

cl oud conputing servi ces.
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Level one is the infrastructure offering, which is comonly
known as infrastructure as a service. Think of Amazon,

M crosoft, Rackspace, but really the provision of conputing
and storage assets delivered as a pay as you go subscription

of feri ng.

Above that, sitting above the infrastructure, we have the
m ddl eware, which is the platformand hubs associated with
bot h devel opi ng applications and al so delivering
applications to clients on a subscription pay as you go

basi s.

Above that, cloud business solutions. This is comonly
known as software as a service. |It's probably the nost, |
woul d guess, robust and mature of the cloud area within the
cloud eco stack -- 1SVs |ike sal esforce.com Successfactors,

Tal eo are good exanpl es of software as a service.

And software as a service is really becom ng the fabric of
what we're seeing as new offerings that enable cloud
busi ness services and operations. So the final |evel four
is how all these underpinning assets around |aaS, PaaS and
SaaS are really building out and affecting how cl oud
busi ness services and operations will be changing through

the inplenentation of cloud IT.
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So who's in this space and who is | eading innovation and who
is being affected by innovation in cloud IT, ADP, Accenture,
Wel |l Point, Fidelity, Wpro, are all conpanies that are being
i npacted and are investing ahead of the curve for tonorrow s

sourci ng worl d.

To make this happen, organi zations, service providers, wll
have to find expert service providers or build internal
capabilities to really aggregate, integrate these assets --
not just with and between SaaS, PaaS and |aaS, but also with
traditional IT. And we're seeing a whole bunch of service
providers with consulting expertise, integration expertise
comng to market to hel p organi zations on their

transformational journey to the cloud and hybrid IT.

So let's really ook at a | evel deeper on how cl oud-enabl ed
BPOis different fromthe traditional service delivery
pillars of the previous decade. On the left |'ve

hi ghli ghted a nunber of what | see as service delivery
pillars that are inportant for success. And next to them
tradi tional BPO characteristics...excuse ne, to the right,

cl oud-enabl ed BPO to really highlight differences.

|"mjust going to focus on a few. The deal focus for
tomorrow s outsourcing deals is one of asset-light types of
service offerings. Wat | nmean by that is organizations are

increasingly not wanting to transfer...they absolutely wll
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continue to do that. But the trend is to nove away from
heavy, billion dollar asset-intensive deals where there's a
transfer of capital and labor to a third-party service

provi der.

And in the first few years of the deal, systens nmanagenent
and operational processes are put in place with the hope

t hat over the outer years of the deal -- years four, five,
Ssix, seven -- there wll be enough efficiencies made and
econonm es of scale would have been able to benefit and maybe

profit is made in these outer years.

Organi zations are increasingly wanti ng outsourcers to
| everage asset-light services such as laaS, SaaS, PaaS that
really allow organi zations to scale up, to subscribe, to

consune | T and operations in a pay as you go basis.

The next is the deal partners. Increasingly, we're finding
that the cloud is enabling new providers to cone to market
in a far nore rapid fashion. Gone are the days where
classical ISVs that are on prem se introduce updates to a
system every 18 nonths; new cl oud service providers and SaaS
sol utions are providing innovations to their client base on

a quarterly basis.

And what is happening is cloud aggregators are comng in and

real |y hel pi ng and understandi ng and investing in know edge
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associ ated with what are these new feature/functions and
integrating it to established assets, perhaps systens of
record and really | eading and innovating on top of these new

cl oud assets.

So what I'"'msaying is there's a need to really invest in new
partners and to go out and do market research, and then find
out who these new partners are, and what offerings they
bring, and how you can build and productize your unique IT

on top of some of these platforns.

Scal ability is a major area of difference. |In traditional
outsourcing, there's a one-to-one relationship, I'll take
over your people, perhaps your broken processes, your |egacy
technology that is in need of upgrade, and I wll perhaps
invest in sone process expertise and nmaybe upgrade sone of
the technologies. But 1'lIl essentially take your ness and

do it for |ess.

Wth new outsourcing offerings that are com ng to nmarket,
we' re seeing the devel opnent of technol ogy automation

pl atforns where we have clients that are subscribing to a
mul ti-tenant platformthat the opportunity for the
outsourcer is that they can take the learnings fromclients,
working with clients and really upgrade all their clients at
the sane time. And organi zations can essentially subscribe

to these assets on a pay as you go and subscription basis.
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And lastly, innovation and flexibility. | think that the
traditional nodel has been one of frustration for clients.
There's often a lack of innovation and flexibility,

busi nesses change but the contracts don't. And often that
time is because of the financial nature of the deal, but
al so to sone extent sonme of the architectura
inflexibilities of the | egacy technol ogies that are being

used as the assets to deliver services.

Wth the increased cycles of innovation, ease of devel opnent
and inproved integrations, we're seeing a | ot of
faster-paced innovation and flexibility in new outsourcing

nodel s.

But the cloud conmputing is not without risk. It's not a
panacea for the outsourcing industry; and indeed, it does
i ntroduce concerns for clients. And if we assune here that
Software as a Service is going to be an enabling fabric for
busi ness process outsourcing, there are serious concerns.

This is a piece of data that we conducted | ast year.

We interviewed 800 individuals that were | ooking at cloud
busi ness solutions or SaaS, and we really asked them what
are your biggest concerns. Not surprisingly, data security
and privacy was nunber one. But integration is a key

concern. And you can see here by the red, |'ve highlighted,
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integrating cloud with | egacy applications is the nunber one

concern.

And so really what you, as a service provider, have to
really | believe |l ook at is how these new technol ogies w ||
be integrated with your client's custom zed technol ogi es,
and to sone extent think of with all the new innovations and
versions that are com ng up and beconming nore rapid, really

do you want to be an expert in the integration space?

Sone | arger outsourcers do have the people, the budgets and
t he econom es of scale to effectively do that and a price
sensitive manner; other md-sized outsourcers may not have
that luxury. So to really effectively build these new
technol ogy automation platforns, better integration really
is required across technol ogies -- cloud technol ogi es,

on-prem ses technologies in a hybrid manner.

Here we | ook at just sonme of the conplexity here, vertical
applications that may need to be integrated, whether it's
uni que and vertical domain knowl edge. There are the

hori zontal domai n applications that go across the

organi zation. And then, the cloud SaaS providers that do

need integration to these on prem ses technol ogi es.

And really when |I'm | ooking at the types of integration that

go on today, outsourcers and clients have many nethods to do
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i ntegration, custom code in-house, through third party,
t hrough APIs and others. And there's just a |ot of

conplexity associated with it.

And what we believe is that there are new aggregators and
integrators that are comng to market that really are
investing in integration as a service to reduce costs,
inmprove time to market. And not that it wll be used as the
only source of integration, but it's certainly another

sliver in the arrowin terns of an asset.

So findings and conclusions is integration is a critical
barrier to the tineliness of cloud-enabled BPO  You're
going to have to be able to develop these skills and rapidly
innovate on top of technologies. |It's certainly in an
unmanaged form an i npedi ment to new fornms of innovation and

potential revenue in this new market.

But if up get it right, it's also a potential enabler. As
new function is brought out by service providers and
solution providers being able to quickly have an opi nion and
integrate for or on behalf of your clients in a one-to-nmany

manner can lead to market differenti ation.

It's a potential source of substantial support cost for
operations. Increase in integration and technol ogy

automation drives costs, both client costs and operati onal
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out sourcing costs. But we believe it's key to client
satisfaction and retention, being able to agilely respond to
new opportunities in the marketplace. And it's a
fundanmental requirenment to BPO future requirenents and

of feri ngs.

So we believe that cloud-enabled BTO requires integration
brokers for the follow ng reasons. These are strategic

pl anni ng positions that we've devel oped based on our
research. But by 2013, non-traditional service providers,
with specific vertical and business IP will aggressively
enter the cloud-enabled BPO market. And they're going to do
that through |l everaging the cloud as a way of bringing to
mar ket new services often in white spaces that aren't

addr essed today.

We believe that by 2015, 50 percent of new BPO deals will be
significantly cloud enabled. |1'mnot just tal king about
virtualization technol ogy being used in the data center, but
really what we're seeing is service providers investing
ahead of the curve in productizing their unique IP on top of

cl oud conputing alternatives.

And by 2015, cloud-enabl ed technology platfornms will energe
as the preferred nmeans of consum ng horizontal commoditized
BPO of ferings that are heavy transaction-oriented |Iike F&A

or procurenent or HR  And, in select vertical
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opportunities, like airline reservations -- and [ Novateer]
m ght be an exanple of a conpany that |everages cloud to

effectively deliver services.

So key nmessages. Integration and aggregation of cloud and
on-prem ses applications are critical skills for effective
service delivery, and nowis the tinme to start investing.
Technol ogy integration with business processes is going to
be key to successfully |everaging value from both existing
and future investnents, especially with relation to the core
systens of record, there probably in many cases will stay

within a client's prem se.

And out sourcing success will be nmeasured increasingly on an
outsourcer's ability to respond to changi ng requirenents and
requests. Agility and flexibility are core, and we believe
that integration is going to be a core enabl er of

cl oud- enabl ed BPO i nnovation. So with that, what 1'd |ike

to do is pass the next part of the presentation to Ron

Wast al .

WASTAL : Thank you, Robert. | really appreciate that.
Hopefully the listeners today can see, | think Robert took a
| ot of conplex issues -- the BPO market, the cloud market,

the different layers in the stack, the different application
mar kets that are out there today both vertical and

hori zontal and cl oud. ..
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And kind of pulled that into a framework to help all of us
understand kind of what's going on and how do these pieces
fit together, and how are we all going to nove our

busi nesses forward given the fact that we really have three
di fferent dinensions to the problem of running a business

today and the different application markets.

Sowith that, I'd like to drill down a little bit now and
really tal k about what we've |earned over the past year
talking to BPOs in one-on-one sessions. W have a program
designed specifically to work with BPGOs around hel pi ng t hem
with integration, and we've spent the |last year kind of
gathering information about what we've |earned and what the
BPCs are telling us out there through these one-on-one
nmeetings that we've had and these whiteboard sessions that

we' ve conduct ed.

And so what we've done is we've actually kind of put our

| earni ngs over the last 12 nonths into a whiteboard kind of
framework, to give you an idea what these |ook Iike and kind
of the conversations we're having out there and what we're
hearing back to help the |listeners kind of hear what's going
on in the BPO nmarket especially around integration and the

chal | enges.

So basically what we've been hearing is first the business
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needs. They cone and they say, we need nore conpetitive
offerings. Qur offerings, the prices are getting pushed
dowmn. We need to offer a better price point to deliver to

our clients, to win that business over our conpetition.

We need to get into new markets. The second thing we keep
hearing is that we've picked off the top part of the market
but we need to get into md-market and we need to kind of go
after a different type of client base that actually may
require an asset-1ight approach, as Robert said, that it is
able to deliver quicker and faster because of the price

points of that m d-market, let's say.

We need to drive increnental revenue. There's a |lot of
pressure on the clients that we have actually brought in; we
need to drive nore revenue out of themto nmake sure that
we're generating profit. You know, we bought the business
to get in and now we've really got to drive increnental
value to rationalize the price that it costs us to pul

those clients in and the cost involved in them so we need

to drive nore services to those existing clients.

The other thing we keep hearing is we need to on board
faster. It's taking us six to nine nonths in sone cases to
on board a new client into our new business process
outsourcing service. And we can't build themuntil we get

themall on board and start to provide that service. So the
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ability to get themon board and start to provide that
application service is critical to our revenue stream And

the |l onger that takes, the less we can bill.

The other thing we keep hearing is increased margins. So
once we have themin, we've got to try to keep decreasing
our costs down on supporting them and maintaining themso we
can make margin on those clients. And then finally, once we
do maintain them how do we up sell and cross sell them on
new services to drive those incremental revenues that we

tal ked about. So that's what we have heard through our

nmeetings out with the business process outsourcers.

Now, what they've told us is when you | ook at that problem
basically you' ve got a lot of new client requirenments that
start to cone at the business. And the question is, okay,
we' ve got these new client requirements out here where these
clients have different ERP systens than we're used to --

CRM capital managenent, collaboration -- and they m ght
even start to have cloud applications that these clients

have.

So the requirenents are changi ng on the business process
out sourcers and how to deal with those new offerings. And
so that drives to, we need to find new offerings around how
do we attack these different kind of clients and these

additional clients where we're trying to get into new
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mar ket s.

And once we define those offerings, we have to devel op and
test those new offerings with clients to nake sure that if
we're going to offer themthrough our sales organization,
that that sal es organi zation can feel confident that that
sol ution has been tested and it's working to on board those

clients quickly.

Once we devel op those requirenents, define those offerings
and do a test, we then need to deliver that to our client in
a rapid manner and ideally in a nuch nore shorter tinmefrane

than we currently are onboardi ng these clients.

Finally, once we get themon board we've got to figure out
how to support and upgrade these clients. |If we don't
provi de any innovation once the client is brought on board
and drive to new capabilities, the client wll start to | ook
el sewhere because they feel like they're being stagnant in
their ability to evolve their service that we've outsourced

for them

So that's kind of the lifecycle that we've seen talking to
busi ness process outsourcers there about their chall enges
and their needs. And what they're telling us is that the

bi ggest chall enges with doing that process -- or, one of the

bi ggest challenges -- is the nunber of different client apps
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that they're running into.

It is a 50-plus different types of applications and
dat abases and flat files and endpoints that they're running
into, and the challenge is, how do they really scale up and
build out solutions that work to all those different
systens? And how do they reuse those so it's not a one-off

project every tine that's very costly?

And the other thing they've been telling us is that they
need to get access to all these applications to do testing
on. And they need expertise around all these different
applications and databases and systens so they know how to
t roubl eshoot and work through the issues as they're

devel opi ng and testing these solutions for the client.

The other thing they're telling us is that the tinme it takes
to get access, get expertise and hire those resources

i n-house is becom ng an extrene burden for them And
actually it's prevented them from going after new markets,
because it's so costly for themto try to devel op that
expertise to all the different client systens that are out

t here today.

And then, finally, the change managenent required i s not
only do they need it for onboarding, but they need that to

actually evolve their current client base to the next
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rel eases as the client systens keep changi ng out there as
wel | as the BPO offerings keep changing. So that's what we
keep hearing in the market today, is these are the key
chal I enges that the business process outsourcers are facing

around integrating to these client environnents.

Now, if you look at that, what they're really tal king about
there is we need to create a center of expertise and we need
to have people and expertise around these on-prem se systens
and these cloud systens and all the resources needed to run
into all these different client environnments that we have.
And that center of expertise is very costly to put in place
and to maintain for each new systemthat we run into with

our clients.

The other thing they're telling us is that as we change and

go after new markets -- let's say we go after the m d-market
-- we're seeing the integration skill sets actually be
different with the client. And the integration skill sets

with those clients may not be as sophisticated as the

enterprise clients that we deal wth..

And therefore, the IT organizations aren't as sophisticated
in dealing with these kind of projects and they | ean nore on
t he busi ness process outsourcer to deliver this capability
and to integrate it to their systens. And so there's an

integration skill set challenge on the client side as well
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that they have to deal wth.

And the client's looking to themto certify before they put
it in production before they'll turn on the BPO service and
start to pay. And the client is also |ooking for themto
support and upgrade it as changes are occurring both on the
client side and on the BPO side. So those are the key
chal l enges that we've heard during this Iifecycle of

onboardi ng and retaining custoners.

Now, what Cast Iron's integration platformhas been al

about is hel ping the SaaS and cl oud nmarket start to handl e
these very simlar problens and we believe is very rel evant
to the BPO market. And that is because the sanme chal |l enges,
as Robert explained earlier, SaaS applications is just one
part of the problem The SaaS application market needs to
deal with the BPO the vertical and the horizontal markets
that are out there that are on-premse. So all three of

t hese groups have sim|ar problens where they need to
integrate these solutions both in the client and as

out sour cers.

And so the other thing we've |learned out of all these

di scussions is that what the BPGs really want is a business
process outsource capability maybe for them that they can
out source integration and make it as a service that they can

of fer.
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And they could | ean on sonebody to kind of build out their
integration factory for them be able to devel op connectors
and Tenpl ate Integration Processes quickly for their clients
and be able to share these best practices with these clients
qui ckly and easily, even maybe hand hold these clients for
them so they can get them on board faster and they can
integrate bidirectionally with the clients' systens

i n-house.

VWhat we' ve | earned over tine is that there are sone key
things that if we can acconplish that for the business
process outsourcer, we drive sone key outcones that they're
| ooking for in the business things that we tal ked about
earlier, which is we can drive down the total cost of
ownership for themas they on board new markets and new

clients.

We can drive down the delivery tinme associated with
onboardi ng these clients and managi ng the change. W can

i ncrease the satisfaction, because these clients were
onboarded faster and so their experience on noving to an

out sourced process is one that they don't regret and one
that actually they may consider to actually outsource
addi ti onal processes because that experience was good rather

than difficult.
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And then finally, we've |earned that we can really affect
the margin associated with each one of these clients and
what we're making on them because we're not only driving
the revenue faster but we're reducing the cost to on board
and integrate these clients and change them as they go

f or war d

So that's kind of our experience that we've | earned over the
| ast 12 nonths that we wanted to share today. What this

ki nd of equals as you see this kind of whiteboard build out
is that as you consider doing integration in business
process outsourcing, it is not just about flat file

i ntegration anynore.

It's really around getting tighter and tighter with that
custoner so you can provide a val ue where that service has
not consi dered an i ndependent outsourced service but an

i nt erdependent outsource service with that data and process
bei ng shared back and forth both batch and real tinme with

that client's application environnment.

So wth that, what 1'd like to do is turn it over to Vidya.
And Vidya is going to drill down a little bit nore into,
how does Cast Iron fit into that, and a case study we have
specifically around a business process outsourcer and how we

hel ped themw th this particular problem Vidya.
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CHADAGA: Thank you, Ron. That was very insightful.

And what we hear back from our BPO clients who have gone to
a whiteboarding session with us is that they really
appreciate the detail and the enphasis and the chall enges
and the desired outcones that we have a discussion with them

Wi th.

Anyway, for the next couple of mnutes or so, let nme talk
about the Cast Iron as a conpany, and then al so present the
Cast Iron integration solution before noving on to talk
about the success story of a very |arge BPO who's our

client.

So the Cast Iron conpany itself, we were founded in 2001 by
| eadi ng i ndustry experts in integration. And we were
acquired by | BM WebSphere in May of |ast year. Since then,
we' ve been a growing, a discrete business unit within |IBM

WebSpher e.

And for the past year, we've pioneered the SaaS and cl oud
i ntegration space with our unique focus and speed and
sinmplicity, our mantra has always been to do things at a

really fast pace, with integration in days.

We have a tenplatized solution, which is "configuration, the
no codi ng" approach to integration. And this has given

t housands of customer integrations for us right from
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househol d nanmes |i ke eBay and Sienens to snmaller and

m d- mar ket conpani es, custoners as well.

The |l ast few years our strategy has been to build out
partnerships, strategic partnerships with | eading cloud and
enterprise partners. As you can see on the righthand
corner, we just named, put out the |ogos of a few of these
partners. There's sal esforce.comand O acle and Googl e and
ADP and Tal eo. And these partnershi ps show the market and
t he mar ket pl ace that Cast Iron has a solution that
conpletely resonates with the pain points that they see in

t hei r market pl ace.

We have a custoner retention of about 96 percent. And it's
grow ng in the cloud business to have custoner stickiness is
key, and we understand that and our product and our strategy

isinline with this.

Cast Iron is, the product is patented. |It's best of breed.
W' ve won many awards in this area; and as you can see on
the right, the buzz in the marketplace is in our favor.
Gartner has a few quotes there, ZDNet says, |BM and Cast
Iron is a match nmade in enterprise heaven. W bring the

cl oud connectivity to IBMs brand and we are a successfully

growi ng brand within | BM

So, now, about the integration solution itself. W heard
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how Robert spoke about a technology integration being key to
successfully | everagi ng value fromexisting and future
investnments. And then Ron went on to present the conplexity

of today's application integration as seen by a BPO

The Cast Iron application platformwas designed specifically
to neet the needs of you connecting the cloud applications
with the on-prem se applications. It could be a private
cloud applications, it could be public cloud. W connect
the cloud applications in just days with your on-prem se

appl i cations.

And on prem se as well, it could be your homegrown
application, it could be packaged standard applications such
as SAP or Oracle. It's all about providing a platformto
effectively and rapidly consolidate and nanage the
application functionality within your client's organi zation
regardl ess of howit's deployed in the cloud or as an

appl i ance.

What makes Cast Iron Cloud Integration stand out is that
it's conplete. [It's proven and trusted by many custoners.
And | want to talk about the platformitself. On the

ri ghthand corner, you see how | put the little picture going
back to what Ron nentioned as the epicenter of the

whi t eboar di ng session, which is the solution to all the

chal | enges that he nentioned.
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So this is part one, which is a platformitself. And the
platformis conplete, because it brings about four distinct
pillars of conpleteness to the solution. First off, there's
conplete flexibility. W, Cast Iron, provides the sane

sol ution, the same code base, the sanme feature functionality
across various depl oynent options for both you as a BPO and

your clients.

So you could decide to deploy it as a physical appliance, or
if you have sone extra hardware sitting in your data center
it could be a virtual appliance, or you could use it as
Integration as a Service. So there's conplete flexibility

t here.

And then, total connectivity. The advantage is that Cast
Iron is not just connecting industry-I|eading SaaS and
enterprise applications but every different type of database
and customer applications and Wb services and ot her
connectivity protocol as well. And this is a big value that

the BPOs see in our cloud connectivity portfolio.

Next is conplete reusability. This is a very inportant
feature wherein we are providing a user-friendly

t enpl at e- based approach, the Tenplate Integration Process --
or, TIP -- as we call it. These tenplates are conmon

i ntegration scenarios which can be used as the starting
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point to junpstart your integrations.

As Ron nentioned, you're not alone in your integration
needs, so as a BPO you don't have to reinvent the wheel, but
Cast Iron integration gives you the benefit of both previous
success and the best practices avail able through our

community of custoners and partners.

And finally. this is the one platformfor all types of
integration projects. You can use Cast Iron for data
m gration, process integration, where you would put sone

business logic on top of the integration that's happened.

And then we even take it up to your U level. | nean, it
could be the service within the BPO or at your client side.
We can mash up the data fromthe client on to the BPQ or
if you want to have client information from one application

on the client side to another application on the client

side, that as well.

A sinple comrercial exanple would be innovating Googl e Mps
wi thin a banking software, for exanple. O having who-is
informati on avail able within sal esforce.comwould be an

enterprise exanple.

So with Cast Iron, just to quickly recap, the value of this

conplete total solution translates to |ower risk. There's
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cost and tine savings, as was said, over building and

depl oyi ng connecters for each and every new project. And

al so, having one solution for all types of innovation
projects neans there's increased RO and | ower TCO, and that

is very critical to nost of our BPO clients.

Part two of the solution is, we just don't end with giving
you an integration platform W take it fromthere and
provide the entire offerings, which is the IBM Cast Iron
managed integration service offering, along with the

sol ution devel opment team the client delivery team the

client support team

As you know, you would need nore than a platform nore than
a product to be able to effectively deliver solutions to
your clients. So this trusted and proven offering caters to
the entire integration |Iifecycle needs, not just stopping at

t he product |evel.

And we have BPO clients who have used three different Kkinds
of offerings. Sonetimes it's |ow touch, sonetines it's
medi um touch, and sonetinmes they say, we need an extrenely
custom built high-touch offering. Wen it's canned, when
they' re | ooking for just some basic mapping and sinple

wor kfl ows, there's not much training involved. [It's just
self-servicing the application adm ni strator, anything just

done in hours. And other tinmes it's slightly nore advanced
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wi t h advanced mappi ng and workflow, then maybe it's support
engi neer needs sonme basic training. So we put together what
are called Quick Start Integration Packages --QSIPs -- and

that coul d take about days.

And then of course, there are these other BPGs as well who
say, we want to outsource everything to you, and you do the
custom wor kfl ow for us. You do detailed analysis of the
requi renents. And then maybe an I T devel oper needs advanced
training, and then that coul d take about weeks to go ahead

and set up the client.

So we believe that it's not a one size fits all kind of
situation and not all integrations are created equal and
hence, Cast Iron offers all these options to our BPO

clients.

| want to spend the next few m nutes tal king about the
showcase. |I'maware of the tine, so | mght have to
expedite this section. But the BPOI'mtal ki ng about today
has got billions in revenue. |It's a huge BPOw th

100, 000-plus clients, and is an outsourcer of the world's

| argest providers of HR solutions. And they becane a

busi ness partner of Cast Iron in 2009.

Their integration needs were pretty consistent with nost of

our other BPO clients as well, which is they wanted a fi xed
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consi stent price for |licensing, devel opnent, testing and
support. They wanted to have access to newer markets via

m d- market BP integrations. This particular BPO was so nuch
outside the m d-nmarket, they wanted to enter the m d- market

space.

And then they wanted to, they were | ooking for consistent
client experience. oviously, they did not want to surprise
the clients based on new endpoints or new i ntegrations that

were com ng their way.

They were | ooking for prepackaged integrations. They did
not want to redo integrations for the sanme endpoints for
newer tinmes. And then obviously, they were | ooking for
periodic, regular updates fromthe ERP systemto their

i nternal BPO system

So with this challenge, what was happeni ng was they were
faced with offering about eight to 16 weeks for new client

i ntegrations, which was a big challenge for them They were
| ooking to get bidirectional data real tinme across the ERP
and their own systens. They obviously wanted to have

bundl ed integration service offerings.

And nore inportantly...or rather, the nost inportant thing
was they wanted be agile to changes and additions to

busi ness requirenents. | nean, that is inevitable, change
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is inevitable and they wanted to be prepared for it and not

surprise the client wwth a huge bill at the end of it.

So the solution they went with was the Cast Iron Integration
solution. And with this they were able to bring down their

i npl ementation tinmes fromweeks to days; now they do it in
about three to five days for new client integrations.

They' re able to make changes nmuch faster w thout disruption.

And now t hey have an integration platform as we spoke about
earlier, they use this Cast Iron integration platformfor

all kinds of projects. It could be a very basic data

m gration thing or advance at the U level. But they're
able to very easily add additional business services for the

client using the platform

And then it's a scal able solution with the reusable

tenpl ates. And what happens is the scal abl e solution across
various business units wthin the client conpany is very
key, because it hel ps them put the foot in the door on the
client side and then expand to other business units at the
client side. So they're able to | everage existing assets

just to add new services for these other business units.

And then at the end of this, they're able to provide
consi stent custoner experience and support. And this was

very inmportant for themgiven their brand size and the
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cust oner base.

So with that, I'd Iike to summari ze and tal k about the next
steps. In summary, |1'd like to say that increased revenue
is key. It accelerates client adoption by sinplifying the

client onboardi ng process.

There's faster inplenentation, which nmeans there's faster
revenue recognition. You're able to sell into newer

mar kets. You're able to increase the applications that are
bei ng supported. Not just in your space, but in your

mar ket s such as m d- mar ket, maybe.

And you're able to inprove margins by reducing costs.
There's predictable delivery, and finally there's greater
client satisfaction which brings about inproved custoner
retention and stickiness. There's mnimzed client effort
for inplenmentation, and there's a consistent integration

approach with one partner.

And IBM Cast Iron is this one partner that can bring about
t he dramati c busi ness outcones that Ron nentioned in the

whi t eboar di ng session, including reducing the integration
TCO, decreasing your tinme to delivery, increasing customer
sati sfaction and obviously inproving the bottomline: the

revenues and the margins.
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And with that 1'd like to sunmarize. And hopefully you can
take this back with you, which is to be able to rapidly
on-ranp and integrate your client in days is a val ue that
Cast Iron brings. It's flexible with delivery options and
reusable tenplates. It can be in the cloud in the formof a

physi cal appliance or a virtual appliance.

And | astly but not the least, it's sinple, it's with rapid
"configuration, no coding" approach. So it's custom
coding...and at that point, there is no customcoding. |It's

absolutely a "no codi ng" approach to integration.

So Cast Iron cloud integration is a conplete and sinple
solution with a full feature set. It allows you to purchase
just one platformfor your imediate integration needs as
wel |l as provide the reusability and scalability for all your

future integration projects.

So with that, I'd Iike to thank you for your tine, but
before that I want to cover the next steps, which is, |
encourage you to engage us in a custom whiteboard discovery
session. It's very, very valuable, and our BPO clients have

appreciated that a | ot.

Sign up for a live denonstration on castiron.com where you
can see how an on-prem se application is connected to a

cloud application. And | think it's just a 10-m nute
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denonstration, but it drives honme the point pretty well.

And visit Cast Iron at castiron.comfor all of these three

t hi ngs, which is, you can browse through hundreds of

cust oner exanples, you could | ook at the solution overview,

hear a recorded denonstration, and that would give you nore
information on Cast Iron. And finally, | thank you for your
time and with that let's open this up for any questions you

may have

WASTAL : Thank you Vidya, | appreciate that. So, it

| ooks like we're pretty tight on tinme; we have about three

mnutes or so left. | see a couple of questions here, and
what | would like to dois I'll work through one or two
guestions and then we'll probably have to wap up because of

the ti mefrane.

The first question, fromCarlos Lopez, is, on the slide for
custoners, we can see big brands, big conpanies. M
guestion is, how accessible regarding price is the solution

for SMBs?

Great question, one of the things, if you saw, Carl os,
during the presentation that Vidya gave, it's very inportant
when we do these whiteboard sessions and figure out howto
devel op joint offerings together for your market that we

ki nd of define the use cases that we tal k about and ki nd of
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prioritizing which systenms you want to connect to first and

whi ch use cases do you want to tackle first.

And that hel ps guide us on the price points and the val ue we
can provide by hitting those price points for your nmarket.

I f that market is SVMB, then do we have canned type of
integrations that are fairly easy to do, or do we have very
conplex integrations that require nore technol ogy and

resources to acconplish it.

And that's what's critical during these whiteboard sessions,
is kind of balancing the volune opportunity with sinplicity
versus the high end maybe opportunity that has nore
conplexity and what the market will bear for that. So
that's part of why these whiteboard sessions are so

critical. And with that..

CHADAGA: There's one nore question around the Cast Iron
integration suite. Sonmeone wants to know what exactly is

the suite conprised of ?

WASTAL : Ckay, you want to tackle that one?

CHADAGA: Sure. Wen we call it a suite, we give access
to the Cast Iron comunity. There's access to all the TIPs,
what we call tenplates, that's free of cost. And the

integration suite itself is a studio, it's an | DE which you
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work on to be able to do your orchestrations and

integrations. It talks about the target and the source.

There's a mapping that's done, it's a graphical user
interface driven mapping. And then there's the
transformation, you build business logic on top of it and
then you deploy it. You publish the integration either to

the cloud or to an appliance. Robert.

McNEI LL: Great. Thank you, Vidya. So, we're basically
at the hour, so |I apologize for any questions that we did
not get to today. But hopefully what you' ve | earned today
is why cloud integration brokers are the next generation
solutions for BPOL And | think Vidya gave you sone good
next steps if you'd like to | earn nore about how to get
started with working wwth us. Have a good norni ng, good
afternoon or good eveni ng, depending on where you are in the
wor |l d. Thank you.

[ END OF SEGVENT]
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