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many resellers and smaller suppliers
remain locked out of the public sector by
complex security and lack of investment

the month in the channel
IPL Azure platform passes UCAS
A-Level results day test
A Microsoft Azure-based cloud platform supplied to higher education
admissions body UCAS by reseller
IPL has passed its first major test – ALevel results day – with flying colours, the firm has reported.
More than 380,000 applicants used
UCAS’s systems on 15 August to find
out whether or not they had secured
places at their chosen university or
college – working out at over 180
logins per second at the busiest peak.

Softcat cements financial
success with new London office
Softcat has upped sticks in London
and moved to a larger office with a
capacity for 150 employees, tripling
its previous capacity.
The move follows what it called its
“best year ever” for its financial results in which it chalked up revenues
of £400m, representing 30% year-onyear growth, despite the impact of
the economic crisis.

Arrow splashes out €230m for
ComputerLinks
Arrow Electronics has splashed out
€230m (£198m) to acquire ComputerLinks as part of a strategy to bolster its
datacentre credentials and widen its
geographic footprint in Europe.
Sales from ComputerLinks last
year are expected to be in the region
of €700m and the strategy that the
distributor has been following in the
past few years to become a key supplier in the next generation datacentre has clearly attracted a suitor looking for that sort of expertise.

Gartner calls for transparency
around cloud security
The call for transparency in cloud
selling usually comes from the Cloud
Industry Forum but Gartner has also
added its voice to urge those selling
hosted services to make security
provisions clearer. The analyst house
has said 80% of those buying Software as a Service (SaaS) were not
happy with contract language and
protections that related to security
and that was leading to frustration.

Paperless office still a pipe
dream, OKI finds
The paperless office is little more than
wishful thinking according to a survey
from OKI Systems. The firm found
92% of office workers print documents on a daily basis with nearly
half printing more than 10 pages each
day. The survey put a spike in the idea
that the paperless office is around the
corner. That said, it also revealed that
much of the printing is due
to the need for hard
copy evidence.
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Data shows Microsoft, Google,
IBM behind AWS in IaaS and PaaS
Despite their aggressive focus in the cloud computing services area,
enterprise IT heavyweights including Microsoft, Google and IBM are playing
catch up with Amazon Web Services (AWS) in the infrastructure as a service
(IaaS) and platform as a service (PaaS) segments.
The data for 2013 Q2 from Synergy Research Group showed that AWS still
maintained a strong lead in the IaaS and PaaS cloud segments. Microsoft,
Google and IBM’s aggregated revenues in the infrastructure and platform
service segments still equate to only 63% of Amazon’s revenues.
In a market that grew 47% year-on-year, Amazon actually grew by 52% and
increased its overall market share to over 28% in the second quarter of 2013,
the research firm’s data showed.
“Starting from a much smaller base, the big three IT companies actually
achieved higher growth rates, but Amazon is doing an impressive job of
keeping its grip on market leadership and remains in a league of its own” said
Synergy Research Group’s John Dinsdale.
“The real race is to see if any of the chasing pack can establish themselves
as a clear number two in the IaaS/PaaS market. While IBM’s acquisition of
SoftLayer helped it to leapfrog both Microsoft and Google, the three remain
tightly bunched with somewhat similar growth trajectories.”

Microsoft names Surface partners
Microsoft has revealed the first tranche of resellers selected to handle
business channel sales of the Surface family of PCs in the UK.
The announcement comes a month and a half after Microsoft officially
launched its Surface channel strategy at its Worldwide Partner Conference in
Houston, Texas, and named 10 US resellers to the programme.
Despite good reviews, the Surface has yet to really take off, with Microsoft
taking a $900m writedown on the product in July 2013.
The newly-designated crop of device-authorised partners that are eligible to
transact Surface sales as of 15 August 2013 are CCS Media, Computacenter
UK, Insight UK, Kelway, Misco UK, Phoenix Software, SCC UK, Softcat and
SoftwareONEUK.
The selected partners will bring a number of value-added services to the
Surface, including asset tagging, custom imaging, kitting, onside service and
support, recycling and data protection.
Distribution will be handled by sector stalwarts Computer 2000 and Ingram
Micro, according to Microsoft UK director of devices, SME and Partners
Group, Peter King.
“Our selection criteria was based around deep device capability and
coupled with that, deep vertical expertise,” he said.
King said that the selection process, which was open to all comers, had
thrown up huge levels of interest, but said that Microsoft had wanted to keep
the first wave of resellers at a more manageable level.

Ingram Micro recalibrates
services to meet reseller needs
Distributor Ingram Micro has embarked on a major refresh of its
services outfit, widening its skills set
and vendor certifications to meet the
evolving needs of the resellers.
As part of the revamp, the distributor is planning a number of channel technical workshops, bootcamps
and webinars between now and
Christmas.

CIF disputes Gartner Hype Cycle
cloud claims
The Cloud Industry Forum has
hit out at Gartner after the analyst
house suggested that cloud computing has passed the so-called
“Peak of Inflated Expectations”
into the third stage of its Hype
Cycle for Emerging Technologies,
the “Trough of Disillusionment”.
CIF claims Gartner’s assessment
of general attitudes to cloud risks
confusing the market and fundamentally misreads the state of the
cloud sector.

Government to put 50% of all new
IT spend through SMEs
The government wants to put half of
all new IT spending through small
IT suppliers – doubling the previous
target that was designed to break the
oligopoly of major system integrators
that dominate Whitehall IT.
The ambitious objective was revealed in the Cabinet Office’s latest report on progress to put 25% of government spending through small and
medium-sized enterprises (SMEs)
across all areas of purchasing, by 2015.

HP will not grow in 2014
After another disappointing quarter
at HP, CEO Meg Whitman has said
that in spite of the good progress
that has already been made in the
firm’s five-year rescue plan, HP will
not see any growth in its revenues in
its fiscal 2014.
In a discussion with analysts following HP’s latest results announcement, Whitman said: “I stated in
May that I believe company level
revenue growth was still possible in
fiscal 2014…. We now believe that
total year-over-year revenue growth
in fiscal 2014 is unlikely.”

Kelway announces new disaster
recovery package
Services provider Kelway has released a new cloud based Disaster
Recovery-as-a-Service (DRaaS) solution. ServiceWorks Assure will enable to securely and efficiently replicate VMware-based server workloads
to the firms ServiceWorks Compute
cloud infrastructure, in Kelway’s UKbased datacentres.
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Austerity view of
No. 1 PC vendor sells
public sector misleads more mobile products
ith the government doing all it can to cut
the deficit, the perception most have of
the public sector in the last couple of
years is a very negative one.
Most people looking in from the outside assume it
is an area of the market that has hunkered down and
presents little opportunities to resellers. The days of
Building Schools for the Future and town halls upgrading infrastructure have surely long gone?
“Not necessarily” appears to be the answer, although you can’t blame those resellers, who have
worked hard to make the public sector niche their
own, allowing the negative perception of the market
to linger among their peers.
There are opportunities and there are continued
reasons for the channel to make the effort to enagage with this market. The government might have
churned out plenty of messages about the need to
cut public sector spending but it has also been put-

‘There is still spending taking place as
government leans more on technology
to deliver digital services to the public’
ting out a lot of positive messages about its desire to
do more business with SME IT suppliers.
Of course there is still more to be done and the
government still has to make its words about doing
more SME business actually mean something. But
let’s try to be optimistic about things improving.
Billy MacInnes looks into what exactly this all
means for the reseller in his feature and there will be
an interview with C2000’s head of the public sector
operations Cathi Low on the website that will provide
her view into just why resellers should get involved
with this market.
There might be a lot of doom and gloom out there
but underneath the headlines there is still spending
taking place as schools look to educate students
using the best IT tools available and local government leans more on technology to deliver digital services to the public.
If this issue and the associated online content
about the public sector do just one thing it should be
to make those in the channel that have never sold
into the public sector pause and think again about an
opportunity they could be missing out on. ■

here’s been a bit of fuss in
some quarters about the fact
Lenovo sold more smartphones and tablets than PCs
in its first quarter. On the one hand, it
is understandable people should find
this information noteworthy, particularly when you factor in the news
that, according to IDC, the Chinese
vendor has just wrested the title of
world’s largest PC vendor from HP.
You might even say there is something perverse in the fact Lenovo became the number one PC maker just
as news emerged that its PC shipments have been overtaken by sales
of smartphones and tablets. On the
other hand, you could argue this
merely reflects the changing face of
the IT industry with PCs in decline
and mobile devices such as smartphones and tablets in the ascendent.
And the good news as far as Lenovo is concerned is it has not gained
the top spot in the PC market while
neglecting the explosive market in
mobile devices. In fact, that makes its
achievement in the PC market more
impressive. In contrast to rivals in the
PC market such as HP and Dell, Lenovo has made a strong showing in
the mobile device market as well. It is
now reportedly the fourth largest
smartphone supplier, although it is
worth pointing out the company’s
strong position in the Chinese market
is a significant advantage.
Commenting on the results, Lenovo CEO and chairman Yang Yuanqing talked of transforming the company into a “PC-plus company”
(something which Apple has already
achieved, of course, although it might
be more accurately dubbed a Macplus company).
Contrast that with Dell which reported last week second quarter prof-

its plunging 72% as revenues stayed
flat. There was no mention of its PC
business in the brief statement accompanying the results from Dell’s
chief financial officer Brian Gladden.
Instead he focused on “increasing
customer interest in our end-to-end
solutions offerings and continued
growth in our Enterprise Solutions,
Services and Software businesses”.
In the summary of how its operations segments performed, Dell reported that desktop and thin-client
revenue had increased 1% (which is
something) in its End User Computing unit, but mobility revenue had
declined 10%. Given that mobility is
where all the action is, that’s hardly
encouraging news. And it doesn’t do
much for confidence when Dell’s
largest operating division (accounting for around 60% of the company’s
overall revenue) reports a 71% decrease in operating income.
The current uncertainty over the
company’s future ownership and direction hardly helps matters. It is
clear that whoever gains control has a
lot of work to do.
Next week will bring news of how
HP has fared in the most recent quarter. It should hopefully do better than
the second quarter when desktop
sales sank 18% and notebook sales
dropped 24%. HP’s commercial revenue fell 14% and consumer revenue
dropped 29%. Of course, unlike Lenovo, HP isn’t exactly striving to become a “PC-plus company” given
that most of its business is already
outside the PC market.
But the whole “PC-plus” tag may
become obsolete in the future if companies routinely sell more mobile devices than PCs. When that happens,
it might be more accurate to call them
“Mobile-plus” companies instead. ■

If you would like details of forthcoming themes
running in the MicroScope ezine, wish to share your
reaction to this one, or make any other contribution,
email squicke@techtarget.com.
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Microsoft’s best days are
ahead - without Ballmer

Nick Booth opinion

Recovery
for cloud
users
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fter all the many, many
thousands of words expended on the subject of
Steve Ballmer’s decision
to retire as CEO of Microsoft, I can’t
help feeling the lasting verdict on his
impending departure was the fact the
company’s shares jumped 8% in the
aftermath of the announcement on
23rd August.
Money talks and in this case it
spoke quite loudly, although not
quite as manically as Ballmer himself
in his infamous appearance at Microsoft’s 25th anniversary celebrations
in 2000. But the share price rise
showed that people obviously expected a new face would help
re-invigorate the software giant and
give it some fresh impetus.
Anyway, I don’t intend to add too
many words to the many that have already been written on this subject,
save to say that he left his decision to
go much later than he should have
done. Ballmer’s main fault was to see
everything through Windows glasses
with PC lenses. When the smartphone and tablet markets took off,
Microsoft was left trailing because of
his monolithic vision of the IT world.
Of course, it wasn’t just him. Windows is the DNA of the company he
heads. Nearly all roads lead back to it
and for many years it has been the
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only signpost Microsoft follows. So
maybe he had no choice other than to
do what he did. The problem was
that it made him sound too often like
someone who just didn’t get it, for example in his comments about the iPhone and iPad.
Over the past few years, Microsoft
has struggled to compete with the
likes of Samsung, Apple and Google.
In the past, it has been able to bring
the contest with other platforms and
vendors onto its own territory but the
latest challenges are taking it to unfamiliar places where it is less assured
and less confident.
Will a new face change that? It’s
asking a lot. You need to do a lot
more to change the company than
just switch the name and face at the
top. That’s something Microsoft
found out to a certain extent when
Bill Gates stepped aside and was replaced by Ballmer. Apple has had to
grapple with something similar since
Jobs’ untimely death.
Yes, Microsoft announced
re-organisation plans recently that
are designed to transform it into a devices and services company but you
might remember that Ballmer also
described its ambition to “immerse
people in deep entertainment experiences that let them have serious fun
in ways so intense and delightful that

they will blur the line between reality
and fantasy”. Those were not the
words of someone who truly understood the difference between the corporate and personal markets. And
they definitely didn’t sound like the
words of a company that was ready
to take on Apple and Samsung in the
smartphone and tablet markets.
When I wrote about the
re-organisation at Microsoft back in
July, I pointed out that Ballmer ended
his company memo with the following words: “Let’s go.” I added that
there were probably quite a few people who replied: “Please do.” Well,
now he has (or will be).
In the memo announcing his pending retirement, Ballmer stated: “Microsoft has all its best days ahead.”
Some of the more unkind souls out
there might have been tempted to
add: “Especially after you’ve gone.”
But they might well be disappointed. Whatever Ballmer’s faults, he’s
only one person at Microsoft. A very
big person at Microsoft, but not the
only one.
So even when he goes and his successor is anointed, it might not be
that easy for the new CEO to transform Microsoft into “a devices and
services company that empowers
people for the activities they value
most”. Whatever that means. ■

ike you, I’m highly suspicious
of research, especially when
it dovetails perfectly with the
marketing strategy of the company
unveiling it.
The findings all seem predetermined. When Vendor A commissions
a study from Analyst B, you can be
certain they’ve stipulated almost exactly what results they want to see.
If research were scientific, there
should be a few surprise findings
every now and then. Research should
be a bit like throwing a rock over
your neighbour’s wall – you can’t always expect to hear the satisfying tinkle of the greenhouse window. Occasionally, the target will be missed.
So I must confess to being dubious
when approached by Jessica from
Rackspace, who whispered furtively
out the side of her mouth. “‘Ere, you
want a briefing on some new research? It’s good stuff – embargoed.”
But the people at Rackspace seem
to have taken leave of their senses
and actually conducted some honest
research. They’ve found that many
companies are terribly two-faced.
They say they have complete confidence in the public cloud, but in private they are sneaking servers into
their work and running some services internally. The empty packaging
should be a dead giveaway that they
have a problem but many cloud consumers are brilliant at hiding those.
By getting under the public’s skin,
Rackspace has uncovered one of the
great unreported scandals of cloud
computing: many of its addicts are
functioning hybrids.
At Acquia they employ a Drupal
expert who will get to the heart of the
problem, which often stems back to
the system’s infancy. “Often it is because something may be configured
wrong in the application, or custom
code that has a poorly performing
SQL query, or something related to
the application,” he says.
With a performance profiling tool,
many can make a full recovery.
But only if we can learn to talk
about it. It’s a tough emotional journey. I must admit writing this hasn’t
been easy. Let’s hope you find what
you’re looking for in the cloud. It’s a
voyage of discovery. ■
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public sector

Missing the target
Billy Macinnes reports on the government's failing attempts to meet targets for
increasing its direct IT spend with small and medium-sized enterprises

I

t is no secret that the UK government has set a target of awarding
25% of all contracts to SMEs by
2015. But we all know it is easy
to set targets (and they make for great
headlines), but it is often much harder
to achieve them than people expect.
That certainly seems to be true, in this
case, judging by a recent report from
The Cabinet Office entitled Making
government business more accessible
to SMEs: Two years on.
The report revealed the UK government had increased its direct spend
with SMEs from 6.5% in 2009-10 to
10.5% in 2012-13. While a decent
enough increase in its own right,
something spectacular would need to
occur over the next two years for the
government to get anywhere near its
target. If growth trends for those three
years (60% increase) stayed the same
for the next two, the most the government could hope to achieve would be
around 15%. It did not help that four
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government departments actually decreased their spending with SMEs in
the 2012-13 year.
The government has acknowledged the figures are not growing fast
enough. Commenting on the report,
Chloe Smith MP, minister for political and constitutional reform, said:
“These figures are encouraging, but
clearly more needs to be done to
reach our 25% aspiration. We are
clearer about the task ahead; we have
much better data than in the past
and, through our ongoing engagement with SMEs, a better idea of the
remaining ‘roadblocks’ that we need
to tackle.”
One person who has been more
than happy to highlight where those
roadblocks remain is Kate CraigWood, founder of Memset.
“The Cabinet Office are saying the
right things, and it is clear that some
people do want things to change,” she
says. “However, the reality is lagging

far behind, especially for any work requiring security clearance.” She says
too many senior civil servants have
become set in their ways and are
happy to “just deal with a few IT companies and exclude the rest”.
Getting through security
Security clearance is a major requirement for government work and a
serious inhibitor, Craig-Wood adds.
Some opportunities are opening up
for unclassified work, “but this is still
a small minority of work, such as the
customer-facing parts of websites”.
Security accreditation for the next
level up, IL2, is based on the industry
standard ISO27001, “but the government has overlaid this with bureaucratic processes which take far more
effort and cost than is necessary”,
Craig-Wood says. “Too much of the effort goes into ‘feeding the beast’ of the
administrative process, which simply
does not add value or security.”

The processes at the next level,
IL3, are “many times more complex,
time consuming – and expensive”,
requiring the use of CESG-approved
consultants to understand the process and access some of the information and approved contractors to
carry out the required IT Health
Checks. There are hundreds of pages
of documentation.
“At best, all of this cost and complexity causes delays of many
months and at worst it stops smaller companies from entering the battle
of attrition, which is what it feels
like,” Craig-Wood says.
A supplier seeking to offer G-Cloud
services at IL3 needs to use the PSN for
network services connecting the supplier to the customer. “But PSN IL3
network services simply do not exist
yet,” she says. As a result, “new entrants are totally blocked from delivering IL3 services. In the meantime, the
current suppliers continue to use the
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public sector
old connection methods such as GSI.
So the old suppliers, either directly or
via SME ‘flags of convenience’ who act
as a front on G-Cloud, are the only
ones who can deliver IL3 GCloud services and are getting themselves comfortably established before new, innovative suppliers have a chance.”
Phil Dawson, CEO at Skyscape
Cloud Services, has a more positive
view, describing the report as “a
strong indicator of the positive impact that the government’s support of
SMEs is having in the public sector
market”. He says the G-Cloud Framework is “continuing to deliver significant improvements in the public sector’s use and procurement of IT
services” with 30,000 public sector
organisations in the UK able to procure and access services from an
open and transparent marketplace.
“The programme is delivering significant cost savings to the sector,
which benefits each and every UK
citizen and taxpayer,” Dawson
adds. He accepts the common criticism of the programme that the reported spend is relatively low but
claims it “is important to note that
every £1 spent via G-Cloud equates to
£10 spent on old-world ICT. Indeed,
what is now available via the Framework is three to four times cheaper
than what it is replacing, and so we
should be focusing on the huge
amount of money saved rather than
money spent.”
Dawson has “high hopes that the
long term goals of 25% of government contracts going to SMEs can be
met” although more needs to be done
to realise the target.
Whether the government meets its
target or not, the business is welcome. Ian Jackson, managing director
at Imerja says there is “massive potential” for channel companies from
the public sector with many organisations “turning to IT to help them
become more efficient and in turn
make savings”. Imerja is a case in
point: “As a business we’ve grown
year-on-year and over 75% of our
revenue is derived from public sector
contracts, so the market has been full
of potential for us specifically.”
Ian Wells, director for Northern
EMEA at Veeam Software says the
government has followed through on
its promise to some extent, stating:

“More contracts are going to local
channel partners instead of a previous focus on large, global system integrators: partly through a desire to
‘buy British’, and partly because
these local operators can often deliver a faster, more focused solution to
specific problems thanks to better
local knowledge and greater flexibility in creating bespoke solutions.”
He believes many more opportunities are being created for the channel
with the public sector as a result:
“When offering technologies and services, the ongoing push for austerity
means anything that helps the public
sector gain more value from their IT
contracts will be most welcome.
More value for the taxpayer
Michael Keegan, executive director
for the Fujitsu Technology Product
Group, says that if the public sector
opened its doors to SMEs, the market would be more competitive and
it would reduce spend and deliver
“more value per taxpayer pound for
the channel”.
But he agrees with Craig-Wood that
the government does not always
make it easy for small businesses.
Keegan argues the government needs
to accept that SMEs are “incapable of
taking some of the risks historically
transferred to large suppliers.”
Keegan says all the parties involved need to be willing to change:
“The government has to realise that
SMEs cannot swallow the financial
risk and long procurement times involved in government contracts and
SMEs have to be flexible and adapt to
meet the requirements of trading
with the public sector.”
He stresses there are opportunities
in the public sector for channel partners in all areas of technology, but
they need to find the right partners
[ie, vendors] who invest in product
service and innovation and are committed to supporting the channel
through programmes which help
them sell in the right way to the public sector.
Robin Phillips, head of bid management at Trustmarque, believes the government should be applauded for trying to increase engagement with SMEs
but says that, even with initiatives
such as G-Cloud, the proportion of
state spending going to SMEs is tiny.

The government has to realise that
SMEs cannot swallow the financial risk
and long procurement times involved in
government contracts
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SMEs and government: A cultural
problem
“Perhaps the biggest problem of all is culture, which affects every aspect of
government IT procurement,” says Memset founder Kate Craig-Wood.
Government business managers still classify much of their information too
highly, she argues, so more falls into IL3 than really needs to.
“Then the designers of the systems may not yet have the skills to use the
SIAM model, which splits a requirement into layers and enables commodity
services such as those on G-Cloud to be used, rather than ‘soup-to-nuts’
bespoke systems which only large companies can deliver,” she says.
Then it is the turn of “the commercial folks” to produce 70-page pre
qualification questionnaires (PQQs) or set “unnecessarily high requirements for annual turnover, or aggregating services so that no SME could
possibly meet the requirements”.
And if they get through all of that, the security community makes life so
complicated that SMEs “simply don’t have the resources to commit to
overcoming the security processes”.

“A large chunk of SME spend is
still indirect, via the major integrators’ supply chains, where the customer benefits of SME engagement
can be very diluted,” he says. “Public
sector customers are attractive to
SMEs because of their sizeable budgets, plentiful opportunity to deliver
business improvement and bulletproof credit lines. But the costs of
sale can be punitive to some SMEs as
they try to navigate the tortuously
long procurement process. In many
cases, the risk of tying up scarce resources in bidding for major contracts, combined with the perception
of a closed shop of major players, can
put SMEs off.”
Phillips says there is also reluctance from the customer side given
the natural risk averseness of public
sector buyers.
Finding a niche
Mark Whelan, head of service integration and governance at Phoenix, says
there are real opportunities for SMEs
in niche areas such as collaboration
and specific cloud technologies but in
the areas of commoditised on-demand
services, there is less opportunity
due to issues of scale and price point.
“Increasing use of lean procurement
and G-Cloud should ease the governance burden on smaller suppliers,” he
says. “But they still need to invest in
creating sustainable partnerships with
more experienced suppliers to open
significant revenue streams.”
Peter Groucutt, managing director
at Databarracks agrees with Whelan
that some SMEs are making inroads
in specific cloud technologies, particularly with the G-Cloud framework.
“Through G-Cloud and the services
available through the CloudStore, the
public sector has been able to cut
through the red tape and access the
newest and most innovative cloud

services from specialised SMEs,” he
says. “The continued support shown
by suppliers is a testament to the
framework and what it stands for and
it is encouraging that smaller suppliers are starting to see the benefits of
public sector procurement.”
He claims momentum is growing in
monthly sales figures and there’s a
change in general attitudes towards IT
procurement. But Groucutt stresses
that it is an ongoing process: “While
the conversations we’re having with
cloud providers are becoming more
positive, in order for the public sector
to open up to SMEs, it is imperative
we continue to build awareness of the
opportunities available to them.”
Most people agree that more needs
to be done to boost the share of public sector business for SMEs. Dawson
at Skyscape Cloud Services says education is key moving forward to make
the buying community aware of the
ease with which they are able to
bring their services to market via GCloud, either on their own or by partnering with existing providers. “More
should be done to explain the cost
savings in real terms, in order to truly
communicate the benefits that we are
now seeing within the public sector,”
he says.
Craig-Wood at Memset takes a
slightly less positive view of the work
to date. “The latest figures from Cabinet Office show that virtually no progress has been made in increasing the
amount of work going directly to
SMEs,” she says. It remains at just
over 10% despite the rhetoric – and
the genuine efforts by some.”
Given the barriers that SMEs have
to negotiate to get public sector business this may not be surprising but
Craig-Wood says it proves “more
must be done, and urgently, if SMEs
are really to form a significant part of
the government IT market.” ■
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Demand
more!
The Z-Generation

Production level functionality in a compact
desktop scanner is available today with the
new Z-Generation of Fujitsu Desktop scanners.
IT-Managers appreciate the new Centralized
Administration module – operators love the
ScanSnap Productivity mode for ad-hoc
one-button-scanning.
Demand more! Demand the Z-Generation
scanners from Fujitsu.
ScandAll PRO V2 software included.

Have a look at
http://emea.fujitsu.com/Z-generation

All names, manufacturer names, brand and product designations are subject to special trademark rights and are manufacturer‘s trademarks and/or
registered brands of their respective owners. All indications are non-binding. Technical data is subject to change without prior notification.

Channel takes to
managed services

thinkstock

channel IT priorities

Research into channel IT priorities shows a world in
transition, with managed services and cloud becoming
increasingly important. Amro Gebreel reports

T

he channel is constantly
evolving and adapting to
changing market conditions,
making sure that it is in a
position to survive into the future.
What constitutes a reseller these
days is very different from the past,
and perhaps we should even avoid
using the ‘r’ word from now on, as
those operating in the channel move
to a position where they can provide
solutions and services for customers
looking to exploit the flexibility the
cloud can offer.
This shift can be seen in many
ways, and the latest Channel IT
Priorities 2013 research from
TechTarget provides a sharp insight
into just how the channel is changing
and an indication of the direction
that the next few years will take.
But first let’s deal with that word
‘reseller’. It is something that the vast
majority of MicroScope’s readership
don’t like using when describing
themselves. It is a label that does little to stress value and skill, with the
idea of reselling something perhaps

Daily channel news at MicroScope.co.uk

not an apt enough description for
some of the talent that exists in the
consultancies and solutions providers in the market today.
So it is no surprise that the
favoured descriptions of those operating in the channel are ‘IT consultants’, ‘total solution providers’, ‘systems integrators’ and ‘managed
service providers’. Only 5% like to
use the reseller moniker, and the VAR
acronym did not even make the list.
Having established what people
like to be called, it is time to move
on to the main event and find out
just where the market is heading.
Surveys can often deliver results that
are so vague that it is hard to draw a
conclusion. But the results of this
TechTarget research make it quite
clear just where the channel is going
and how many have already
embarked on the journey to get there.
Services are the future
Managed services is a concept that
has been gaining ground in recent
years, and MicroScope has been

involved as a media partner at plenty
of events where the subject of the
seminar was to help the channel
master the art of providing managed
services.
The findings of the research clearly
show that the message about the need
to start delivering some form of managed service is getting through, and
the vast majority of channel players
now have experience of delivering
support in that way.
When asked if they provide some
form of managed service, 79%
responded in the positive, with only
21% offering nothing. This confirms
what many vendors are saying is
happening in the market and reinforces the need for the channel to
start to make some sort of plan for the
future. Anyone viewing managed services as a fad is now in the minority.
It is important that they do start to
change because the traditional business of selling products is in decline.
Those relying on income from the PC
market will have run into the headwinds of change a while ago, but it

appears that anyone not selling a service rather than just a product is finding life difficult and experiencing
declining revenues.
The TechTarget research found that
in terms of the revenue breakdown,
32% of the channel saw the money
coming from services, 27% from consulting and only 28% from product
sales. No one is claiming that the traditional hardware and software sales
are going to drop to single digits, but
the days when they accounted for the
bulk of the turnover are gone and now
that business works as part of a much
wider solution.
The verticals that attract the most
channel business are finance and
banking, communications suppliers,
and government.
The impact of public sector cuts
can be felt in the business the channel does with the education sector,
which comes in fairly low down on
the list, with just 18% of European
resellers making that area of the economy a target. Aerospace and defence
is also down at a similar low level,
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channel IT priorities
another sector that has had the purse
strings tightened over the past few
years as governments across the continent look to make budget cuts on
some big ticket items.
The research indicated that some
confidence is returning to the market,
with the channel expecting client
budgets on staffing and hardware
purchases to get stronger in the year
ahead. Conversely, pressure is going
to come on outside services and
maintenance, with those budgets
expected to decline by 51% and 37%
of the channel respectively.
Popular products
Finding the right products is a key
element of any channel pitch, and
Windows remains a cornerstone of
almost every conversation between

Top products in
the year ahead
Security
n Cloud security
n Security as a service (SaaS)
n Social networking security
n Managed security services
n Risk analysis/management
n Mobile device security
n Next-generation firewalls
n Data loss/leak prevention (DLP)
Storage

n Cloud storage gateways (hybrid

cloud)

n Cloud storage (primary/nearline)
n Cloud archiving
n Cloud backup
n Mobile device backup
n Automated storage tiering

(automated data migration)

n Clustered storage
n E-discovery tools

Networking

n 40 Gigabit Ethernet
n Infrastructure as a service (IaaS)
n Building and selling public cloud
n Hybrid cloud integration
n Mobile device management
n Mobile network architecture
n Resold public cloud services
n Cloud-based unified communi-

cations

Peripherals

n Barcode and RFID scanners
n Digital video products/cameras
n POS/mobility
n USB 3.0 devices
n Displays/flat panels/monitors
n Document scanners
n Multifunction printers
n Microprocessors/mother-

boards/chipsets
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reseller and customer, with 88%
of respondents to the TechTarget
research citing it as something they
offered. With Windows 8.1 coming
in October, the chances are that there
should be even more business on that
front before the year is out.
Other hot technologies included
server management, systems integration and systems management services. Trying to predict what is going to
become a key technology in the next
year is always going to lead to the word
‘cloud’ being thrown into the conversation, and just shy of half of those
quizzed across Europe in the Channel
Priorities research expect cloud computing to be the most important to
them in the next 12 months.
The research also indicated that
open source server management and
enterprise application management
are two other areas that should see
growth, with a return to favour of
‘green’ technology also a feature of
the months ahead.
When asked specifically what
would be the top storage and security
technologies, cloud featured at the
top of both lists, with those resellers
selling storage expecting hosted
archiving and backup to take off and
their security counterparts expecting
security as a service (SaaS) to grow
considerably in the next year.
Mobile devices and business process management filled out the popular predictions by the channel of
good revenue generators, with less
enthusiasm shown for datacentre
technologies and disaster recovery.
Channel challenges
The research also asked channel
leaders to look inwards and discuss
some of the issues they have as businesses, with a list of challenges they
face emerging (see box).
Top of the pile of problems, with
34% of respondents listing it as a
major issue, was the ongoing effect the
economy is having on client spending. That was followed, for 30% of the
audience, with the challenge of winning new business, subsequently followed by maintaining margins.
Other concerns in the top 10 challenges included keeping customers
and recruiting skilled professionals.
Particularly around the staffing topic,
the channel has been quick to
embrace the benefits of apprentice
schemes and do its bit to work with
local educational institutions to try to
make sure that graduates are leaving
with the right qualifications to give
them a headstart in the IT business.
Sources of information
When it comes to finding out about
new products and services, the channel still turns primarily to the vendor

Top 10 challenges the channel faces
The latest TechTarget Channel IT Priorities 2013 Europe research found the
following to be causing problems for channel businesses:
1. Impact of current economy on client spending
2. Winning new business
3. Maintaining margins
4. Keeping customers
5. Interoperability with existing products or services
6. Recruiting skilled professionals
7. Learning new technologies
8. Ensuring ease of integration with existing products/technology
9. Complexity of products
10.	Establishing clear/meaningful reporting or integration with systems
management

for information, although many are
also prepared to take to the web to
find out for themselves what the
whitepapers and webinars have to
say on a particular technology.
Finding information is not
always easy in this age of data
overload, and the type of productassociated help the channel wants
includes getting the latest customer
purchasing trends, case studies
involving the SME sector, and reliable marketing data.
Vendors have a key role to play in
arming their channel partners with
the facts that will not only impress a
customer but show that the partner
they might choose to do business
with has its fingertips on the sort of
strategic information that will provide them with confidence.
From some cloud research that
MicroScope undertook late last
year around the cloud, it was clear
that customers wanted resellers to
come to the pitch with the latest
facts and figures about the technology, as well as case studies that
would provide an indication of what
benefits similar-sized businesses
had gained by adopting the
technology.
On the wider subject of what the
channel wants from a vendor relationship, when they have made
the commitment to be part of a partner programme, product quality
stands out as a must-have for most in
the channel. They also wanted a

vendor to provide good revenue and
margin opportunities.
There is also a sense of realism
about what it means to work with a
vendor, and when it comes expectations of being part of a vendor partner
programme, very few resellers look
forward to a marketing development
fund and training is almost seen as a
standard requirement rather than key
to the relationship.
With the majority of the channel
surveyed selling to the small business community – 45% sell to firms
with fewer than 250 seats – the support they get from vendors is going
to be much in demand as they are
selling to a customer base that will
come to IT buying decisions without
the sort of knowledge commanded
by an in-house technology expert at
a larger enterprise.
Channel keeps evolving
Research can only ever be a snapshot
of one moment in time, but the latest
Channel IT Priorities 2013 findings
clearly show a world in transition,
with managed services and cloud
becoming increasingly important to
the channel.
For those who have watched the
reseller community for a long time,
the results of this survey provide
great cheer that the evolution that
has kept the indirect community
fighting through numerous
recessions and technology changes
is continuing. ■

The research indicated that some
confidence is returning to the market,
with the channel expecting client budgets
on staffing and hardware purchases to
get stronger in the year ahead
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ADVERTORIAL THE CONVERGENCE SUMMIT SOUTH

C NVERGENCE

Summit South 2013

ATTEND THE LARGEST UK
COMMS & ICT CHANNEL
EVENT IN THE UK!

2nd-3rd October 2013
Sandown Park,
Esher, Surrey

NEW CONNECT
NETWORKING TOOL
Pre-book meetings with visitors and
exhibitors at the show.

REGISTER NOW FOR FREE AT WWW.CONVERGENCESUMMIT.CO.UK

ADVERTORIAL THE CONVERGENCE SUMMIT SOUTH

WHY YOU
SHOULD ATTEND
CONVERGENCE
SUMMIT SOUTH:
1.

Pre-book meetings and
send e-mails to both
visitors
and
exhibitors
using
our new
Connect
tool!

2.

Meet leading suppliers
demonstrating the
latest products and
technologies

3.

There are numerous
first time exhibitors
including; Juniper
Bridge, GCI Comms,
Liquid Voice
and USP GB

4.

See new products being
launched first at the
show!

T

he largest UK Comms and ICT trade event
is nearly upon us and is the PLACE to
meet the industry! Make sure you are there
too! Attendance is free and open to everyone
who works in the Voice, Data/IT and Mobile
Channel.
Over 100 suppliers will be represented at
the show with live demonstrations planned
and several exciting product launches.
The event is focused on the technologies
leading the marketplace and with this in
mind, we have designed a comprehensive
seminar programme which encompasses
workshops and panel debates covering
topics such as the Cloud, SIP, BYOD and
UC. All these sessions will give you valuable
insight into how the technologies work and
the business opportunities they provide.
Lastly but by no means least, we have
listened to visitor feedback and developed
a new networking microsite ‘Connect’. This
online portal is open to all pre-registered
visitors and allows you to search for
exhibitors and other visitors of interest to you
and then either send them an e-mail or book
a one to one meeting at the event.
We look forward to seeing you there.

5.

Attend technology
workshops and panel
debates covering topics
such as The Cloud, SIP,
BYOD and UC

Pre-book one to one meetings!
Our new ‘Connect’ site is a fantastic way
to plan your time at the show.
• Book your places on our free seminars
• Read about the technologies being
demonstrated at the event
• Pre-book meetings with the companies
exhibiting – search either by name or the
products and services they sell
• Search for other visitors by their main
activity, position or by product/service and
send them an e-mail or book a meeting
with them
• We also have developed a ‘matching’
exercise where we will identify the
companies we think you would like to
meet based on your preferences!
Find out what last year’s visitors
had to say...
“This is my first ever Summit! We sell
everything from mobile, fixed line telephony
and video conferencing to data and
connectivity etc. The show has been good,
very informative and I am learning lots. It’s
a great place to speak to lots of different
people in this industry because they are all
under the same roof. I have been able to say

6.

Enjoy networking
opportunities at the
event!

Interested in exhibiting? Call the Sales Team on 01892 538348 or e-mail sales@commsbusiness.co.uk
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EDUCATIONAL SEMINAR PROGRAMME:
hello to our key contacts and speak to any
new people I need to. The other major
reason I am talking to people is to
understand market drivers so I can
understand what people are looking for and
where that demand is coming from.”
Charterhouse Voice and Data
“We have been having some good
conversations with people of interest. There
are a lot of voice players here which we
aren’t necessarily interested in but we are
more focussed on the data centres and the
cloud providers” Solarflare
“Had a great time there and really enjoyed
it!” Stephen Larkin of Juniper Bridge
“Ortiga are happy to say we had a great day
at the trade show would recommend it to
all resellers in the communications industry
as we have found some great suppliers and
will definitely be doing business with these
great companies. We were very impressed
with the range of products and solutions
on offer and will be at next year’s show for
more of the same our thanks to all who
represented their businesses.”
Mark Greenway of Ortiga

7.

Find out industry
facts and figures plus
predictions for 2014

Sponsored by

Day 1 - 2nd October 2013
Starts Ends Session Subject
Type

Synopsis

Speaker(s)
Includes

1045

1115 Keynote

What Analysts
Say

Editor Ian Hunter looks at what the analysts have been saying about our market
over the last six months. What trends are they forecasting?

1130

1200

Panel
Debate

Cloud
Opportunities

Andy Burton of the Cloud Industry Forum,
Our industry panellists will be asked for their opinions of opportunities that cloud
Tim Stone of Polycom, Chris Byrd of
based services and applications afford the channel today and how to engage in
M247,David Dadds of VanillaIP, & BT
this market to exploit those opportunities.
Wholesale

1215

1245 Workshop Super Fast

1300

1330

1345

1415 Workshop UC

Panel
Debate

SIP: Who needs
ISDN?

What does it mean in 2013? Find out more in our workshop.

BT Wholesale

Who needs ISDN? Well, it seems a whole bunch of people still rely on ISDN as
their main form of voice connectivity but increasingly users are turning to SIP.

James Hickman of Virtual1, John Fenech
of ShoreTel, Paul Taylor of Voiceflex,
Siemens, & TalkTalk Business

Is Unified Communications coming of age or is it still a difficult concept sale? Our
speaker, an expert in the field, will answer these questions and more.

Ian Bevington of Mitel

1430 1500

Panel
Debate

Lync
Challenged

Lync is challenged - Our panellists hold distinct views so you will hear a range of Simon Howitt of Outsourcery, Graham
opinions from which to base your own ideas as to whether you want to engage Fry of Avsnet, Guy Miller of Tipicall, & GCI
with Lync or find your own UC apps from your PBX vendor or third party ISVs.
Channel Solutions

1515

1545

Head to
Head

BYOD-Challenge
v Opportunity

BYOD is a divisive issue for end users and the channel. Attend this lively panel
debate to find out more...

Dan Cunliffe of O2 Wholesale, &
Peter Tebot of Alcatel-Lucent

1600

1630

Panel
Debate

Data Centres

Why do we need data centres? Well of course we need them but are resellers really
interested in which data centres the applications they sell are hosted?

Chris Byrd of M247, Paul Bryce of Node4,
Richard Jenkins of RF Code, & Prodec
Networks

Day 2 - 3rd October 2013
What Analysts
Say

Editor Ian Hunter looks at what the analysts have been saying about our market
over the last six months. What trends are they forecasting?

Panel
Debate

4G Opportunities

With all the major suppliers due to make 4G announcements regarding their
services during the summer of 2013 this is a great time for delegates to catch
up on what is happening and where the sales opportunities are going to be for
the channel.

1245

Work
shop

What is
Collaboration
and Federation?

For businesses to gain the most momentum and value from user adoption of UC To be confirmed
or Collaboration tools, federation is the key. But, ‘Can we articulate and introduce
federation and collaboration to users?’

1300

1330

Head 2
Head

My SIP is Better!

We have learnt that not all SIP is equal; the offerings are different – often very
different. So how can a reseller better understand what SIP is best for their
clients?

1345

1415

Panel
Debate

Secure Voice
Communications

There’s been a big debate this year on the effectiveness of applications designed John Gillborne of ICS, Craig Busst of City
Numbers, & Paul German of Pbxwall
to prevent toll fraud and hacking of voice systems - attend our lively panel
debate.

1430

1500

Panel
Debate

Hosted
Telephony

Micro-P, Gary Pryor of Voicenet,
We have been featuring hosted telephony at the Summit for several years but the Steve Walker of Voxclever, Lee Crowe of
issue today is one not of does it work but how do you differentiate services when Arbitel, & BT Wholesale
they all appear to look the same?

1045

1115 Keynote

1130

1200

1215

8.

Best of all it is free and
if you arrive before
11am, you can enjoy
a complimentary
breakfast

Dan Cunliffe of O2 Wholesale, Trefor
Davies of NewNet, Robert Hayward of MLL
Telecom, & Virgin Media

Paul Taylor of Voiceflex, & Gamma

Visit
Microscope
on Stand 10

REGISTER NOW FOR FREE AT WWW.CONVERGENCESUMMIT.CO.UK
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Technologies And Products Being Demonstrated
Eclipse launch Network
Connect to the Channel
Network Connect is a new Any-to-Any Layer
2 service that allows partners to integrate any
access technology into a single Wide Area
Network that extends the simplicity of the
customers LAN across multiple sites – this
includes Fibre Leased Lines, EFM, GEA, Private
FTTC, Private Bonded DSL and Private ADSL and
3G.

Router device management
Suite
Juniper Bridge is looking to demonstrate the
next phase of its device management suite, by
presenting the BYOD capabilities.

SIP Trunks from M247
Take advantage of a stable, reliable and
trustworthy service that will save you money and
give you flexible options to making and receiving
calls. No more fixed ISDN30’s, just take as many
channels as you need, delivered via the internet
or over a dedicated interconnect.

Demonstrations by Liquid Voice
Liquid Voice will be showcasing Enterprise Call
Recording including: Speech Analytics, Activity
Analytics, Screen Recording, Advanced Quality
Monitoring and Automated PCI DSS compliance
tools. Plus Smart Interactions including: CTI and
IVR solutions.

SD Tracker Convergence South
Promotion
Order 5 tracking licenses at the show and get 1
free. SD Tracker allows instant location updates
for all your field based staff without the need for
separate vehicle fitted units. ‘Snail trail’ journey

Main Sponsor

history also available together with full reporting
suite. Display on a wall board for instant visibility
of all your field based staff. Facilitates ‘nearest
to job’ allocation for faster response times and
greater customer satisfaction.

The Cell – from USP GB
“Manage your own cell on our platform and
therefore gain the freedom to manage your own
customers. Resellers gain freedom in making
their own decisions in regards to product
range, maintenance and costing, the end-user
benefits from dealing with only one supplier
directly rather than having to go through various
agents.”

Yealink SIP Telephone Handsets
SIP handsets that are interoperable on a variety
of platforms such as Broadsoft, 3CX, Asterisk,
Draytek, Genesys, ipcortex, Sark and Avaya
DevConnect.

NEW on the Druid Software
stand - RaemisTM
RaemisTM represents the latest evolution in
BYOD solutions, transforming a user’s mobile
device into a PBX extension, Pager, telemetry
device, location tracker, Alarm Monitor, WalkieTalkie and a host of other applications that are
segment specific.

Porta One Hosted Platform
Coms offer a carrier grade hosted platform
called Porta One, this platform is feature rich
and can offer carrier grade functionality at a
greatly reduced price. Offering portals and smart
phone applications at all levels from end user
to reseller admin, this platform has the ability
to support SOHO/SME and Corporate alike. The
platform gives the end user the ability to greatly
reduce their costs and unlike legacy PBX’s,
where the features are limited to the on premise
equipment, Coms hosted VoIP offers a solution
across multiple sites and locations.

Ethernet & MPLS
Griffin is leading the way in Ethernet with a
variety of products and prices from thousands
of POPs. We showcase the latest additions to
our network, quotation automation, and some
unique margin builder add-ons. Innovation in
our agile MPLS VPN product continues making
it a popular choice for Partners that want to be
able to differentiate themselves and win large
networking deals against incumbent carriers.
Recent announcements of SSL break-in and
Network Monitoring are great examples of this.
ISP in a box continues to grow strongly. ADSL2+
and fibre products are innovative additions to
our latest MOPS management platform.

EVENT INFORMATION:
Dates: Tuesday 2nd October - 10am – 4.30pm
Wednesday 3rd October - 10am – 4pm
Venue: Sandown Park, Epsom, Surrey
Entry: FREE! Open to everyone in the Voice, Data/IT and Mobile Trade Channel
Register: www.convergencesummit.co.uk
More info: Call 01892 538348

EXHIBITORS (correct as at 28th August 2013)

C: 100 M: 96 Y: 33 K: 34
R: 9 G: 27 B: 87
C: 0 M: 63 Y: 100 K: 0
R: 0 G: 125 B: 0

Voice and Data Ltd

MEDIA PARTNERS

SUPPORTING ORGANISATIONS

Interested in exhibiting? Call the Sales Team on 01892 538348 or e-mail sales@commsbusiness.co.uk
Sandown Park, Epsom, Surrey

2nd October 10am – 4.30pm 3rd October 10am – 4pm

www.convergencesummit.co.uk

opinion
Cloud computing

Cloud changes the channel dynamic
Compensating channel partners in the cloud era will require a transformation from vendors, writes Craig Vodnik
thinkstock

T

he cloud fundamentally
changed the way that independent software vendors
(ISVs) market and sell their
products by emphasising cost-effectiveness and ease of scalability. It also
changed the way IT departments buy
and use software. However, we often
overlook how the cloud revolution
affected channel partnerships. In the
era of cloud computing, if vendors
and their partners do not update
their channel strategy, they risk being
marginalised.

What is the current situation?
There are a variety of channel partners in the software industry, and
some common types include:
n Referral partner – A referral partner

is like an affiliate program, in that the
partner referrers its audience to buy
the vendor’s product. Referring partners generally earn commissions upon
reaching a certain number or conversions (CPA) or impressions (CPM).
n Authorised or value-added reseller
(VAR) – In the software industry, a
VAR acquires the vendor’s solution at
a discount and resells the product to
their customers for a profit. The VAR
will often include the program on a
piece of hardware that they also sell
to the consumer.
n Managed service provider (MSP)
– An MSP has a more advanced understanding of the vendor’s product
than a referral partner or a VAR. Instead of building a special department
in-house, many corporations rely on
MSPs to figure out the company’s IT
needs. This puts MSPs in a special position vis-à-vis the vendor and buyer.
They represent the vendor’s product
and act as a dedicated consultant/
maintenance team to the buyer.
In its most basic sense, channel
partners function as an auxiliary
marketing and sales team for ISVs by
connecting customers to a vendor’s
products. They have access to a target
customer base the vendor cannot
reach on its own. This situation provides the vendor a broader customer
reach and earns the partner some
sort of revenue for opening up new
channels.
Corporate IT departments look to
channel partners to help them decide
how much to spend on a desired
solution and help implement and
Daily channel news at MicroScope.co.uk

customise. Channel partners offer
other benefits such as:
n Offering a local support option
n Building awareness for your product
n Providing market feedback

Compensating partners
Excluding VARs, channel partners
are compensated by the ISV based on
a percentage of how many products
they sold. ISVs like this approach
because they were essentially paying
for an outside sales team (channel
partners) to find leads, convert them,
support them and only paid out if the
channel partner was successful.
But what happens in the era of
cloud computing where subscriptions
are the dominant payment method?
What compensation models should
ISVs use for their channel partners?
Channel partners are seeing their
businesses disrupted as cloud computing takes much of the installation
expertise required out of setting up
the solution. Cloud computing also
simplifies customisation and spreads
costs out over many billing periods.
In the same way newspaper companies used to make money with their
classifieds sections, channel partners
need to reinvent themselves to meet
their markets’ needs.
Now, a partner’s conversation with
their customer needs to first start

with what the corporate IT department is trying to achieve versus what
they might ultimately buy. That
changes the partner’s role from “representing” a few product lines to
being a true service provider skilled
in collaborating on many solutions.
Stefan Utzinger, the author of
Channel Revolution, made us aware
of this idea several years ago when
we he said that in the era of cloud
computing, channel partners will
transform from VARs who sell, install
and maintain a piece of software to
MSPs who offer consultation and
provide advice on using the software.
In that sense, the future of the
channel partner is someone who
builds a relationship with a client, is
capable of quickly understanding
new products the client is interested
in, serves as a recurring expert for
support and best practices, and gets
paid a monthly fee that in total will
be more than the one-time fee they
previously got paid up front.
Since the channel partner is doing
more in this scenario, they will earn
more revenue. Keep in mind they
may make the initial sale, for which
they previously earned all their commission up front.
This model is unlikely to persist
because in a SaaS/subscription, the
ISV is only making a fraction of the
revenue each month. They cannot

afford to pay commissions for lifetime values when the revenue is only
generated incrementally.
The developer channel
Another interesting channel to
emerge due to the advent of cloud
computing is the developer channel.
SaaS companies like Box and Hightail (formerly YouSendIt) offer partnerships such as resellers, referrals
and MSPs, but also offer developers
the opportunity to become partners
of their solution by building out new
apps through a distributed API.
In the end, this is not just an issue
for channel partners, but also the
ISVs that must provide resources and
compensation models that help their
partners succeed. Because corporate
IT organisations are procuring more
and more cloud products, channel
partners need to evolve their business to meet both the corporate IT department needs as well as the ISV’s
product distribution model. ■

Craig Vodnik is the
co-founder and
vice-president
of operations at
cleverbridge
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Meeting customers’ expectations is most important

Web
www.microscope.co.uk

Mark Duffelen, director and general manger,
Channels Group, Xerox UK

Thinkstock

In response to your article, Forrester
finds channel lukewarm over managed
services, the point here is that whether or
not resellers are interested in offering
managed services, it is what their
customers think and expect of them, that
really matters.
At Xerox, we are finding an increasing
number of our resellers are not only
moving into, but taking a lead in, managed services.
Entering managed services need not
be a huge investment either. Take, for
example, our channel managed print
service (MPS) offering – Xerox Partner
Print Services (XPPS) – a comprehensive
set of tools, services and support that
enables partners to provide customers
with a better way of managing office print
costs and infrastructure. XPPS is positioned to help partners adopt a services-led approach, without significant
investment, thus limiting the risk.
Through XPPS, we are building on our large direct experience and making it available to our partners, providing
access to our global supply chain and delivery centres. Through training and special events we are helping them
leverage this experience and making it easy for them to deliver MPS solutions that meet their customers’
individual requirements.
Offering MPS does not mean that resellers have to become a services delivery organisation. This is an opportunity
without that investment. Our scope, skill and critical mass are available – the dealer does not have to invest in
resources such as a helpdesk for example - they can utilise our infrastructure and just resell. We also offer multibrand support for partners to manage multi-vendor fleets; this is the fastest growing area.
If the customer wants a traditional lease plus a break fix contract the partner can always offer this without
compromising their premium market offering, MPS, and in some circumstances that is the best approach. The key is
that channel partners need to be able to offer the best proposition based on customer requirement and customer
expectation and with XPPS from Xerox complemented by a more traditional approach they have a winning formula
whatever the circumstances.

Innovation is futile unless the
customer comes first
Richard Eglon, Marketing Director, Comms-care

When people hear “innovation” they
think of leading brands such as Apple
or Google. But why are they so successful? It’s not just their technology
– they make customers their top priority. Service-led organisations with
innovation at their core almost always
outperform their closest rivals.
Perfect examples include John
Lewis and Kiddicare. These companies have carefully adopted the latest
technologies to create a seamless
multichannel shopping experience
that always puts customers first. Employees are encouraged to embrace
innovation and accept change can be
a good thing – especially if consumers want it.
For every John Lewis or Kiddicare,
however, there are many others that
get it wrong, often to the detriment of
their business. Look at Orange. Problems began when it could not keep
up with its increased market share
and the expectation to follow it
Daily channel news at MicroScope.co.uk
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through in everything it did as a business – from the quality of its products
to the level of service it delivered.
The organisation failed to keep up
and customer loyalty began to wane.
Orange was recently singled out for
attracting the highest service complaints of any provider in Britain this
year, according to a comprehensive
Ofcom report. Despite the negative
feedback, Orange hasn’t addressed
the customer service problem and the
number of complaints continues to
rise. This suggests that Orange’s
many innovative services may not be
enough to retain customer loyalty if
those services are not being delivered
to expected levels. This could ultimately lead subscribers to switch
from Orange to another provider.
Managed service providers must
always look to implement innovative change that is relevant to the
needs of customers. They need to
explore ways to engage closer with
the target market and deploy end-toend processes that deliver on promises and values.

Risky recovery: Gambling with DR
during the recession
James Carnie, head of solutions architecture,
Adapt

When insuring the contents of their
house against theft, most people hope
to be spending money on a policy
they’ll never have to use. The more
cautious will over-pay, over-insure
and over-protect, just in case the worst
should happen. However, after several years of paying for an insurance
policy they’ve never claimed against,
it is certainly tempting to take your
chances and hope for the best.
In a similar way, any disaster recovery (DR) policy involves spending
to protect against potential damage –
in effect it is insurance against a disaster that may never happen. As a
consequence, some companies may
be tempted to axe it in an effort to cut
costs during the recession.
It is possible to strike the right balance between cost and necessity.
Consider the business principles behind DR and assess what the business would really need in the event
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of a disaster. When Natwest’s banking
transfer functions were hit by a hardware failure earlier this year, millions
of customers were left unable to
withdraw cash.
The overall monetary cost ran into
millions after just one day but the
cost in terms of customer satisfaction
was immeasurable. A bad customer
experience leaves resentment that
lasts and should leave us all too
aware of how cost effective a quick
and efficient DR strategy could be.
In the end, especially during difficult economic times, over-paying for a
strategy that exceeds the values of potential losses doesn’t make business
sense, but experience tells us it does
pay to be prepared for disaster. If organisations are willing to risk going
without a comprehensive DR strategy,
for the sake of cost saving in the recession it is something they may regret if
they’re caught out in the storm. ■
Send your letters and comments to
squicke@techtarget.com
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EUROPE

2013

London, United Kingdom
14 - 16 October

Transform Europe is a unique conference that allows our diverse imaging industry to
network and receive the most cutting-edge education available for those who are interested
in taking their business to the next level. The education provided at the event is focused
primarily on teaching product-led businesses how to transform themselves into services-led
organizations.

The Market | Building the MPS Program | Beyond Basic MPS
Presentations will focus on the topics that are at the forefront of the imaging industry’s
ﬂuctuating landscape. With an increase in growth each year, this year’s conference is
staged to reach new heights. Transform 2013 will draw attendees from throughout the
world for two days of independent education and networking followed by an intense day of
advanced provider workshops.

KEYNOTE ADDRESS BY JIM LAWLESS
Jim Lawless is one of the world’s leading inspirational speakers.
More than half a million people from ﬁve continents have been
inspired by Jim’s presentations, and countless thousands more have
been inﬂuenced by Jim’s book Taming Tigers and his workshops.

Visit europe2013.photizogroup.com
to REGISTER NOW!
Enter code Micro15 to receive a
15 percent discount

Make your move.
MEDIA SPONSOR

backchat
five-minute interview
Tell us what you do for a living
I am channel director for EMC UK.
Why are you the right person for this
job?
I have a lot of experience with
customers and I understand how
people need to work together to get the
job done.

Terry Beale EMC
MicroScope puts its questions to Terry Beale, UK
channel director at EMC

What was your first car and how
does it compare with what you drive
now?
My first car was an orange Austin
Allegro with a square steering wheel. I
now drive a Ford Kuga, which is much
more reliable.

Who helped you get to where you are
today?
The people who work for me on my
team.
What is the best and worst business
advice you have received and from
whom?
The best advice I’ve received was
from Mike Tasker, who said: “Always
be good to the people on your way up
because they might pass you when
you are on the way down.” The worst
advice I’ve been given: “Don’t be too
opinionated.” I don’t necessarily agree
with this; fundamentally, I think it’s
more important to be yourself.

Who would you least like to be stuck
in a lift with? Why?
Madonna – she scares me.
If you could be any animal for a day,
what would you be and why?
A cat, because I like being my own
person.
If you could take part in one event
at the Olympics, which would you
choose and why?
The 1,500 metres because it is the
premiere event when it comes to
running.

What advice would you give to
someone starting out today in IT?
Make sure you take the time to
understand how your business will
interact with your customers.

If you were facing awesome peril
and impossible odds, which real
or fictional person would you most
want on your side and why?
James Bond (the Daniel Craig version):
he is cool, he’s tough and he simply
drives the best cars on the planet.

What’s running on your smartphone?
I don’t have a smartphone – I have a
Nokia on the basis that I don’t need to
charge it for two weeks!

and only the fastest and smartest
players in the channel will survive. The
revenues on offer to the channel are
likely to grow significantly, in product
but also for services. The channel will
need to think about how it creates
partnerships and the right relationships
that deliver value to customers. It is

If I was facing awesome peril and
impossible odds, I’d want James Bond
(Daniel Craig version) on my side; he is
cool, tough and drives the best cars on
the planet
Daily channel news at MicroScope.co.uk

What would be your Desert Island
MP3s?
Imagine by John Lennon;
Nessun Dorma by Paul Potts;
Jean Genie by David Bowie.
What temptation can you not resist?
Pork pies.

What gets you up in the morning?
The alarm clock.

What does the next five years hold
for the channel?
Significant change is inevitable: the
roles of channel players are likely to
change with readjustments among
different channel entities. Service
providers will become resellers
and resellers will become service
providers. We are likely to see this
change happen most quickly in
the telecoms sector and, in two or
three years, telecoms operators will
no longer be able to rely on voice
for revenue. The pace of market
consolidation is likely to accelerate,

And the worst film you’ve ever seen?
Transformers – all of them.

essential that channel organisations
consider how they are going to really
nail this point.

And finally, a grizzly bear and a
silverback gorilla are getting ready
for a no-holds-barred rumble. Who is
your money on and why?
The grizzly bear. It would simply run
faster and therefore survive. ■

Tell us something most people do
not know about you.
I’m an open book really. My passion is
cooking and, because of my heritage, I
love cooking curry.

› Click here to read more
five-minute interviews online

What goal do you have to achieve
before you die, and why?
To make sure that, when my children
leave home, they do so with the
wherewithal to make an adequate living
and to put a roof over their heads.

› Ed Dolman, VMware

What is the best book you’ve ever
read?
D Day by Stephen Ambrose.

› Alexis Gorton, Mindjet

› Clare Macland, Avaya
› Simon Ponsford, Cloud Direct

› Richard Flanders, MTI
› Tim Beck, Overland Storage
› Mike Mayer, PEER 1

› Ash Patel, Stonesoft
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