Architects Of The As-a-Service Economy

HfS Blueprint Report
SuccessFactors Services 2016
Excerpt for NTT Data
March 2016

Khalda De Souza
Principal Analyst, Services Strategies
Khalda.De-Souza@hfsresearch.com

Charles Sutherland
Chief Research Officer
Charles.Sutherland@hfsresearch.com

Table of Contents
TOPIC

PAGE

Executive Summary

2

Research Methodology

14

SuccessFactors Services in the As-a-Service Economy

19

Service Provider Grid

21

Service Provider Profile

25

Market Wrap-Up and Recommendations

28

About the Authors

34

© 2016 HfS Research Excerpt for NTT Data

Proprietary │Page 1

Executive Summary

Introduction to the HfS Blueprint Report:
SuccessFactors Services 2016
n

The 2016 HfS SuccessFactors Services Blueprint Report continues our theme of looking at
services sets regarding the planning, implementation, management, and operations of
leading software-as-a-service platforms.

n

Unlike other quadrants and matrices, the HfS Blueprint identifies relevant differentials
between service providers across a number of facets under two main categories: innovation
and execution.

n

This Blueprint Report looks at the innovation and execution capabilities of thirteen service
providers in detail and provides a mini profile of capabilities for two more. These service
providers are the leaders in this market and the major partners for SAP SuccessFactors in
delivering this platform to enterprises today.
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SuccessFactors: Technologies and Services
n HfS has defined the services set for this blueprint as built around all of the modules in the

SuccessFactors Human Capital Management (HCM) suite. These include:
n Core HR: Employee central and employee central payroll

n SuccessFactors Talent Solutions: Recruitment, onboarding, learning, performance and

goals, compensation, succession, and development

n SuccessFactors Analytics Solutions: Workforce analytics, workforce planning
n Social Collaboration: SAP Jam
n There are new releases or enhancements every quarter.
n SAP SuccessFactors provides the following services:
n SAP Cloud Professional Services: This includes configuration and implementation advice.
n SAP Education for SuccessFactors HCM Suite: This includes training and consulting

services, including best practice advice.
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SAP PartnerEdge: Service Program
n SAP PartnerEdge Program: SAP has simplified its partner program, which extends to

SuccessFactors service partners. It is a tiered system that includes partners from those
focusing on resale to those providing deep business insights. All partners have access to
information, advice, training, and tools. There are two broad levels of partners:
n SAP PartnerEdge Open Ecosystem for Service: This is for smaller consulting and system

integration providers and practices initializing their relationship with SAP and
SuccessFactors. Partners have access to some free information, training, and tools.

n SAP PartnerEdge for Service: This is for established SAP SuccessFactors service providers

and practices. Partners must pay an annual fee and commit to continuous improvement
to remain part of the PartnerEdge program. There are three levels of partnership within
the SAP PartnerEdge Service program: Silver, Gold, and Platinum. Partners can move up
to the next level by accruing Value Points, but Platinum partners are selected by
SuccessFactors invitation only.

n Run SAP Solutions: This includes SAP Outsourcing and Operations partners. SAP provides

certification of local or global support capabilities. Examples include IBM and TCS.
n SAP is transitioning SuccessFactors service provider partners to the PartnerEdge program,

including re-aligning partner levels to the new definitions (Silver, Gold, Platinum).
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Additional SAP Partner Levels
n Partners can also achieve the following partner levels:
n Global Strategic Services partner: Examples include Accenture, Capgemini, Cognizant,

HCL, IBM, NTT Data, and Wipro.

n Global Services partner: Examples include EY, Hexaware, NGA Human Resources, and

TCS.

n Global Value Added Reseller: This includes nearly all the providers included in the

Blueprint.

n Business Process Outsourcing partner: Examples include HCL, TCS, and Wipro.
n Other partner levels include: Global Technology Partner, Education Partner, and

Application Development Partner.
n A service provider may hold a specific partner level for just one country or region.
n In the SuccessFactors Service Blueprint, we highlight the Silver, Gold, or Platinum levels that

each service provider has achieved, where this has been finalized.
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SuccessFactors Tools and Certifications
n SuccessFactors Workbooks: These outline how to configure the different modules. Service

provider partners can use and enhance these for clients.

n Intelligent Services: SuccessFactors launched Intelligent Services in August 2015. This

automates process steps in SuccessFactors and includes intelligent services that provide a
customized end-user experience.

n Partner Portal: Service provider partners have access to a partner portal that supplies

information, advice, training, and tools.
n SAP Product Road Maps: These explain the planned development of a feature or function of

each product for clients. This includes recent changes available, upcoming development
releases in 12 to 18 months, and proposed themes for products beyond this time.

n Certifications: Service provider partners can achieve certifications in each of the

SuccessFactors HCM suite modules.
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SuccessFactors Services Value Chain
PLAN
•Business case
development for SaaS
deployment
•Cloud advisory services,
including cloud readiness
assessment
•Compliance, risk
management, and
security consulting
•HCM strategy consulting
•SuccessFactors strategy
consulting, process
design, and configuration
support
•Change management
consulting
•Governance structure
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IMPLEMENT
•Project management
•Data migration
•Custom development
services to comply with
industry, geography, or
other business
requirements
•Integration services
•Extensions, tools, or
custom development to
fill functional gaps of
SuccessFactors
•Testing
•Initial user training
•Change management
execution

MANAGE

OPERATE

OPTIMIZE

•Governance management
•Upgrade support
•SuccessFactors help desk
•Ongoing integration
•Ongoing testing
•Ongoing training
•SuccessFactors uptime,
data accuracy, and access
responsibility
•Ongoing employee
adoption support
• Just-in-time usability
content
•Periodic solution and
service delivery reviews
•Identification of required
changes in SuccessFactors
or processes to account
for changing business
requirements, e.g., M&A,
divestment, and new
investments in IT

•Business process
outsourcing (BPO). E.g.,
HCM BPO, marketing BPO,
etc.

•New SuccessFactors
module value
identification and benefit
analysis
•Ongoing SuccessFactors
module adds/upgrades,
migrations, and
consolidation
•Ongoing HCM strategy
and system alignment
•HCM analytics and
measurement
•Best practice content
curation
•User community
facilitation
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Implementation Services Represent Half of the Current
SuccessFactors Service Market
Approximate split of SuccessFactors Service Business by Value Chain Service*

7%

15%

11%

Plan
Implement
Manage

17%

Operate
50%

Source: HfS Research, March 2016
* Aggregate responses of service providers in this Blueprint
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Optimize

Key Highlights: SuccessFactors Services Value Chain
n

Plan: Enterprises need assistance to understand the technical, organizational, and legal
implications of using a SaaS solution. This is a critical phase to get right in order to obtain the
maximum business benefits from a SuccessFactors deployment. We expect consulting
opportunities to grow rapidly over the next 12 to 18 months driven by increasing industry and
regional regulatory needs.

n

Implement: This is the biggest part of the SuccessFactors service market today. Deployments
range from single country to global and from single module to the entire HCM suite. In the latter
case, enterprises tend to implement one or a few modules at a time.

n

Manage: This is still an afterthought for many enterprise buyers who tend to negotiate a shortterm contract with the implementation partner that typically covers just a few months postdeployment to iron out any early issues. There are also a few examples of longer-term support
service contracts in the market. As the market matures and enterprises realise that they need
ongoing support, we expect the management services market to grow, especially with an as-aservice flavor of flexible services and ad-hoc access to advice and skills.

n

Operate: There is very little work in the operate phase of the value chain. Service providers with
general HR BPO capabilities are best placed to take advantage of this market as demand grows,
but we don‘t expect to see rapid growth in the short term.

n

Optimize: This remains the smallest part of the market today, but we expect it to grow
aggressively and create real opportunities for service providers able to offer the flexibility of
services required in this phase especially for alignment to the evolving HR strategy.
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Key Highlights: SuccessFactors Services Market Drivers
n

Lack of standardized global HR processes: This is the most compelling reason
enterprises are seeking an HR solution today. Clients want to achieve technical
standardization to facilitate better process management across sites.

n

Inadvertent purchase of SuccessFactors: Some enterprises have bought licenses for a
few of the SuccessFactors modules, typically Employee Central and Recruitment,
because they were included in a bundle from SuccessFactors. These clients need
assistance to implement and get the maximum benefits from the modules.

n

SAP link important: Enterprise buyers confirm that having SAP ERP in the back office
remains a strong reason to select SuccessFactors for their SaaS HR solutions over
alternatives such as Workday.

n

Interest in analytics: Clients who have successfully implemented some SuccessFactors
modules and have good visibility of their HR operation are increasingly interested in the
value that analytics can add to their HR process.
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Key Highlights: SuccessFactors Services Market
n

HR function and process expertise is key: Service provider talent investment and
enterprise buyer demand are focused on deep HR function and process expertise. Buyers
are not as interested in the service provider’s knowledge of their industry sector as they
are about its ability to share best practices in HR and how to get the maximum business
benefits from SuccessFactors deployment.

n

Mix of type of SuccessFactors service providers: The SuccessFactors service market
consists of IT service providers and HR specialist service providers. This makes it a large
and complicated service ecosystem.

n

Cloud and hybrid solutions landscape: While some enterprises decide to deploy a full
cloud solution, others are opting for a hybrid mix of on-premise and cloud HR solutions,
requiring integration skills from service providers.

n

Demand for service skills to support all the modules: The top three modules
implemented are Recruitment Management, Performance and Goals, and Learning.
However, the clients we spoke to ranged from those implementing just one of the HCM
modules to those working with the entire suite.

n

Payroll and Workforce Analytics are growth markets: Service providers who have
developed services and solutions to support and expand the payroll and analytics
modules have opportunities to grow, as these areas should increase in popularity in the
next 12 to 18 months.
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Key Highlights: SuccessFactors Services Market
n

Talent shortage. Similar to other SaaS service markets, like for Workday and Salesforce,
skills are scarce in the SuccessFactors service market. This is somewhat mitigated by the
opportunity to cross-train SAP and HCM consultants in SuccessFactors modules.

n

Buyers prefer to contract consulting skills separately: Most SuccessFactors service
enterprise buyers prefer to work with a specialist consulting provider for the planning
phase of the SuccessFactors service engagement in order to get access to what is believed
to be the most advanced HR advice. This can be with one of the Big Four, including
Deloitte and EY, a specialist boutique consulting firm, or even just in-house skills. All the
blueprint and roadmap work is finalized in this stage.

n

Implementation service providers selected for technical services: Enterprises contract
implementation providers to deploy the required modules in accordance with the
roadmap established in the plan phase. There is often little scope for implementation
service providers to bring vision and thought leadership to the engagement. Interestingly,
clients often realize post-deployment that they would have valued the implementation
provider delivering more business-focused advice.

n

Intelligent Services still in growth phase: In August 2015, SuccessFactors launched
Intelligent Services, which automates the process steps in SuccessFactors. As yet, it does
not seem to have made much impact on service providers, but this may change over the
next few years.
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Research Methodology

Research Methodology
Data Summary

Participating Service Providers

n The data for this Blueprint were collected in Q4 2015

and Q1 2016, covering service buyers, service
providers, and advisors/influencers of SuccessFactors
services.

This Report Is Based On:
n Tales from the Trenches: Interviews were conducted

with buyers who have evaluated service providers and
experienced their services. Some were supplied by
service providers, but many interviews were conducted
by HfS Executive Council members and participants in
our extensive market research.
n Sell-Side Executive Briefings: Structured discussions
with service providers were intended to collect data
necessary to evaluate their innovation, execution and
market share, and deal counts.
n Publicly Available Information: Financial data, website
information, presentations given by senior executives,
and other marketing collateral were evaluated.

© 2016 HfS Research Excerpt for NTT Data

Additional Mini Profiles

Proprietary │Page 15

HfS Blueprint Scoring Percentage Breakdown
EXECUTION

100%
43.08%

Quality of Customer Relationships
Quality of Account Management Team
How Service Providers Engage Clients and Develop Communities Around
SuccessFactors
How Service Providers Incorporate Client Feedback
Real-World DeliverySolutions
Actual Delivery of Services for Each Sub-Process
Plan
Implement
Manage
Operate
Optimize
Scale of Design, Implementation, and Management Capabilities
Usefulness of Services to Specific Client Needs of All Sizes
Flexibility to Deliver End-to-End Solutions and Point Solutions
Experience Delivering Industry-Specific Solutions
Flexible Pricing Models to Meet Client Needs

21.45%
8.84%
12.79%
50.24%
20.50%
4.10%
4.10%
4.10%
4.10%
4.10%
11.73%
18.01%
7.97%
10.04%
6.68%

INNOVATION

100%

Vision for Value Delivery
Concrete Plans to Deliver Value Beyond Cost
Partnership Strategy
Vision for SuccessFactors’ Effectiveness in Clients
Ability to Leverage Value Drivers
Integration of Third-Party Capabilities into SuccessFactors’ Solutions
Investment in Proprietary Tools, Accelerators, and Solutions

TOTAL

© 2016 HfS Research Excerpt for NTT Data

27.69%
8.81%
18.88%
35.64%
36.68%
18.14%
18.53%

100.00%
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Blueprint Scoring Definitions: Execution
EXECUTION

How well does the provider execute its contractual agreement, and how well does the provider
manage the client/provider relationship?

Quality of Customer Relationships

How engaged are providers in managing the client relationship based on the following metrics: Quality of
Account Management, service provider/client engagement, and incorporation of feedback?

Quality of Account Management Team

What is the quality level of professional skills in the account management team?

How Service Providers Engage Clients and
Develop Communities Around SuccessFactors

How well does the service provider engage clients and develop client communities around SuccessFactors?

How Service Providers Incorporate Client
Feedback

How have service providers taken feedback and incorporated that feedback into their services?

Real-World Delivery Solutions

Does the solution provided compare favorably to the service agreed upon when taking into account the
delivery of services for each sub-process and geographic footprint and scale?

Actual Delivery of Services for Each SubProcess

Taking into account each sub-process and the entire macro process, does each sub-process add up to the
successful delivery of the service being provided?

Scale of Planning, Implementation, and
Management Capabilities

Does the service provider have scale in Planning, Implementation, and Management Capabilities regarding
SuccessFactors, including the availability of certifications at all levels?

Usefulness of Services to Specific Client Needs
of All Sizes

How flexible and experienced are providers when tailoring solutions based on client size, location, and type
of solution (end to end and single point)?

Flexibility to Deliver End-to-End
Solutions and Single-Point Solutions

How flexible are providers with delivering multi-process end-to-end solutions versus single-point solutions?

Experience Delivering Industry-Specific
Solutions

How well does the provider deliver industry-based solutions including Fullforce (for example, depth in
verticals such as insurance, retail)

Flexible Pricing Models to Meet Customer Needs

© 2016 HfS Research Excerpt for NTT Data

How flexible are providers when determining the pricing of contracts? Are they willing to make
investments in the client’s firm for long-term growth?
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Blueprint Scoring Definitions: Innovation
INNOVATION

Innovation is the combination of improving both services and business outcomes.

Vision for Value Delivery

The strategy for the delivery of services to each part of the value chain of processes.

Concrete Plans to Deliver Value Beyond Cost

What are the plans of the service provider to deliver value beyond cost savings alone?

Partnership Strategy

How does the service provider integrate with other parties in the SuccessFactors ecosystem (including
SuccessFactors itself) to deliver value to clients?

Vision for SuccessFactors’ Effectiveness in Clients

What is the vision of the service provider for the evolution of its SuccessFactors services offering, and
how will it contribute over time to client effectiveness and value creation?

Ability to Leverage Value Drivers

How well have providers integrated value drivers into their services? Examples include third-party
solutions, internal investments, and more.

Integration of Third-Party Capabilities into
SuccessFactors Solutions

How well does the provider leverage new technologies/enhancements, mobility functionality, and cloud
capabilities into its solutions?

Investment in Proprietary Tools, Accelerators,
and Solutions

What is the provider doing to invest in proprietary capabilities, tools, accelerators, and other solutions to
enhance the value of SuccessFactors for clients?
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SuccessFactors Services
in the
As-a-Service Economy

SuccessFactors Services Incorporate the Ideals of the
As-a-Service Economy
AS-A-SERVICE
IDEAL DEFINITION

IDEAL

NONEXISTENT

INITIAL

EXPANSIVE

Write-Off Legacy

Using platform-based solutions, DevOps, and
API ecosystems for more agile, less exceptionoriented systems

Design Thinking

Understanding the business context to
reimagine processes aligned with meeting client
needs

Brokers of
Capability

Orienting governance to source expertise from
all available sources, both internally and
externally, to address capability gaps

2016

Collaborative
Engagement

Ensuring relationships are contracted to drive
sustained expertise and defined outcomes

2016

Intelligent
Automation

Using of automation and cognitive computing to
blend analytics, talent, and technology

2016

Accessible and
Actionable Data

Applying analytics technologies, processes and
resources onto relevant data sets to derive
insights that can help improve an enterprise

2016

Holistic Security

Proactively managing digital data across service
chain of people, systems, and processes

2016

Plug-and-Play
Digital Business
Services

Plugging into “ready to go” business outcomefocused, people/process/technology solutions
with security measures

© 2016 HfS Research Excerpt for NTT Data

EXTENSIVE

ALLPERVASIVE

2016
2016

2016
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Service Provider Grid

Guide to the Blueprint Grid
To distinguish service providers that show competitive differentiation in a particular line of delivery with
progress in realizing the As-a-Service Economy of business outcome-oriented, on-demand, talent +
technology services, HfS awards these providers the As-a-Service Winners’ Circle designation.
EXECUTION

INNOVATION

As-a-Service Winners’ Circle
shows excellence recognized by clients
in the Eight Ideals in both execution
and innovation

Collaborative relationships with clients,
services executed with a combination of
talent and technology as appropriate, and
flexible arrangements

Articulates vision and a “new way of
thinking,” has recognizable investments in
future capabilities and strong client
feedback, and is driving new insights and
models

High Performers
demonstrate strong capabilities yet
lack an innovative vision or
momentum in execution against the
vision

Execute some of the following areas with
excellence: worthwhile relationships with
clients, services executed with “green
lights,” and flexibility when meeting clients’
needs

Typically, describe a vision and plans to
invest in future capabilities and
partnerships for As-a-Service and illustrate
an ability to leverage digital technologies
and/or develop new insights with clients.

High Potentials
demonstrate vision and strategy but
have yet to gain momentum in the
execution of it

Early results and proof points from
examples in new service areas or
innovative service models, yet lack scale,
broad impact, and momentum in the
capability under review.

Well-plotted strategy and thought
leadership, showcased use of newer
technologies and/or roadmap, and talent
development plans

Execution Powerhouses
demonstrate solid, reliable execution,
but have yet to show significant
innovation or vision

Evidence of operational excellence;
however, still more of a directive
engagement between a service provider
and its clients.

Lack of evident vision and investment in
future-oriented capability, such as skills
development, “intelligent operations,” or
digital technologies.
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HfS Blueprint Grid: SuccessFactors Services
Investing in Innovation to Change

Excellent at Innovation and Execution

HIGH
POTENTIALS

AS-A-SERVICE
WINNERS’
CIRCLE

HIGH
PERFORMERS

I

Aasonn

IBM

Accenture

NGA HR

INNOVATION

EY

Hexaware

Infosys

Cognizant
Capgemini

EXECUTION
POWERHOUSES

Building All Capabilities
© 2016 HfS Research Excerpt for NTT Data

TCS
Wipro

NTT Data

HCL

EXECUTION
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Execution Is Ahead of Innovation

Major Service Provider Dynamics: Highlights
EXECUTION

INNOVATION

• Account Management: Strong account management that
creates a partnership with clients is a critical capability to
ensure client satisfaction. Many of the service providers in the
Blueprint have good account management skills, but clients
were particularly complimentary about Accenture, EY, HCL,
Infosys, and TCS. Accenture’s clients also highlighted its strong
account management skills in the post-deployment support
phase of the engagement, which is rare.

• Concrete Plans to Deliver Value Beyond Cost Savings:
Implementation services form the largest part of the
SuccessFactors market today, and these engagements
are largely focused on cost-effective, technical
capabilities. Clients are, however, impressed with
providers who are able to provide value over and
beyond the tactical deployment. Clients highlighted
that Accenture, Aasonn, EY, Cognizant, HCL, IBM,
Infosys, NTT Data, and Wipro were particularly good
at delivering value.

• Scale of Design, Implementation, and Management
Capabilities: SuccessFactors’ service clients select
implementation service providers based on their capabilities
and geographical scale. Most of the providers in this Blueprint
have good capabilities. Those that stood out include
Accenture, Aasonn, HCL, IBM, NGA Human Resources (NGA
HR), and NTT Data.
• Flexibility: The most successful SaaS engagements are very
flexible in terms of being able to scale services up and down
and the associated pricing models. In addition, flexibility is a
key component to modern SaaS management and optimization
services, which provide on-demand access to advice, skills, and
consultants. Clients were particularly impressed with the
flexibility of Capgemini, HCL, IBM, Infosys, NGA HR, and NTT
Data.
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• Vision for SuccessFactors’ Effectiveness: Having a
vision for where the processes supported by
SuccessFactors are headed in the future is an
important element of innovation. We saw this vision
come out particularly clearly in Accenture, Aasonn, EY,
IBM, NGA HR, and NTT Data.
• Investment in Proprietary Tools, Accelerator, and
Solutions: Implementing and managing
SuccessFactors’ deployments for clients is enhanced
by having a suite of unique tools, accelerators, and
other solutions to maximize the attainment of benefits
for both clients and service providers. In our review of
the investments in these capabilities, we saw
particular focus here from Accenture, Capgemini,
Hexaware, NGA HR, NTT Data, and TCS.

Service Provider Profile

HfS SuccessFactors Services Value Chain: Key to Profiles
n Value Chain coverage is indicated by orange shading. A light-orange shading indicates that the

service provider partially offers this service today or it currently forms 5% or less of the current
SuccessFactors business, so it is in the growth stage. A white box with black lettering indicates
that the service provider does not offer this service today.

Full Value Chain Offered

Key

Plan

Fully Offered Today

Implement

Partially Offered Today/In
Development/Growth Area

Manage

Not Offered Today

Operate
Optimize

n Each profile also includes a list of acquisitions and partners that are relevant to the SuccessFactors service offerings’

development and/or delivery. SAP is a strong partner for all service providers in the Blueprint. We have not listed SAP in
each individual service provider profile.
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NTT Data

Experience in complex, global roll-outs and investment in industry-focused tools

Winners’ Circle
Blueprint Leading
Highlights
• Quality of Account
Management Team
• Incorporate Customer
Feedback
• Flexibility to Deliver Both
End-to-End Solutions and
Point Solutions
• Flexible Pricing Models
• Deliver Value Beyond Cost
• Investment in Tools

Plan
Implement
Manage
Operate
Optimize
Relevant Acquisitions
and Partnerships
Acquisitions include:
• Symphony Consulting
(2014)
• Everis (2014)
• Carlisle and Gallagher
Consulting Group (2015)
Partnerships include:
• ASUG
• Workforce Management

Strengths

Challenges

• Experience in Multi-Country Implementations: NTT Data has experience with multi-country
SuccessFactors roll-outs, which require HR governance, compliance, legal requirements, and
international laws that support country-specific regulations, particularly for Employee Central,
Payroll, and Reporting modules. This is underpinned by an impressive spread of global delivery
capabilities that allow NTT Data to offer the right mix of offshore and onshore services to clients.
• Investment in Implementation Methodologies with Industry Flavors: NTT Data has invested in
several templates and methodologies, including its 80/10/10 methodology, which claims to
reduce implementation time by 40%. Moreover, NTT Data is investing in industry solutions,
which is a key differentiator in this market. NTT Data is strengthening offerings specifically for
the Manufacturing, Life Sciences, and Retail industry sectors.
• Strong Technical Skills: Clients commend NTT Data for its excellent technical implementation
skills. These are backed by a strong SAP service practice of more than 9,000 practitioners and
consultants and more than 25 years of experience implementing SAP HCM. NTT Data has also
implemented Employee Central, Compensation, and Variable Pay and Performance and Goals,
Calibration, Payroll, Leave Management, and Jam internally. This is part of the effort to
standardize operations across its global, often acquired, entities, which lends the service
provider additional credibility to achieve this also for clients.
• Flexibility: Clients highlighted NTT Data’s flexibility in delivering additional services as well as for
the associated pricing models. One client said that, when any extra work needed to be done,
NTT Data just stepped up and delivered it.

• Consulting and Management Services Growth: Most of
NTT Data’s SuccessFactors business is from
implementation services. While this also reflects the
market, NTT Data has an opportunity to grow its
consulting and management services to establish longterm, strategic relationships with clients. NTT Data
acquired FSI consultancy, Carlisle & Gallagher, last year
and plans to continue to strengthen these areas,
including its advisory, project management and change
management services, as well as continue to develop its
center of excellence that manages local, in-country
requirements. NTT Data also needs to increase awareness
of its consulting capabilities to be a credible option for
new logo clients in the service-provider selection phase.
• European and Latin American Growth: While NTT Data is
deploying global projects, the majority of its clients have a
North American or APAC headquarters. NTT Data has
opportunities to strengthen its business with enterprises
based in Europe and LATAM, where its new Costa Rica
Development center has opened.

Key Clients

Operations

Technology Tools and Platforms

NTT Data targets clients with more than
1,000 employees transitioning to SAP
Cloud.

• Partner Level: Platinum
• Year of Practice Established: 2012
• Number of SuccessFactors Certified Consultants:
185+
• Number of SuccessFactors Certifications: 400+
• Total Number in Practice: 230
• Number of Clients: 80
• Number of Engagements Completed or Ongoing: 163

• 80/10/10 Project Methodology and Approach:
Implementation methodology using prebuilt templates and
integration framework built on best practices
• Pre-Defined Templates: Prebuilt templates with complete
workbooks with best practice processes for Employee Central
and all modules in the BizX Suite
• Industry-Specific Templates: Predefined best practice
workbooks and templates for Manufacturing, Retail, and
Pharmaceutical industries.
• Learning Management Solution: Extends SAP solution.
Focuses on large enterprises. Governance and regulation
focused for manufacturing industry license, certifications, and
compliance to reduce risk.
• OPTIMIZE Toolset: Web/Cloud-Bas ed Project/Program
Management Toolkit
• Ready2run Solution: For clients with less than 1,000
employees who are largely paper-based, for rapid deployment

Geographical coverage in order of
revenue: North America, India, ANZ,
MEA, the UK, Continental Europe, other
APAC
Industry Coverage: Most industries. The
top three are Manufacturing, Life
Sciences, and Retail and Distribution
Some publicly disclosed clients include:
• Entegris, Montefiore Healthcare,
MTS Corporation, Relaxo, Wilton
Brands, World Kitchen

© 2016 HfS Research Excerpt for NTT Data

Key Delivery Locations for SuccessFactors Practice:
• The US: Chicago, Atlanta, Boston, Houston, Dallas
• India: Hyderabad, Bangalore
• Australia: Sydney, Melbourne, Brisbane, Perth
• The UK: London
• Turkey: Istanbul
• APAC: Philippines: Manila; Singapore; Malaysia:
Kuala Lumpur; Vietnam: Ho Chi Minh City
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Market Wrap-Up and
Recommendations

SuccessFactors Services Buyers: Service Provider
Selection

Top three SuccessFactors service provider selection criteria:
n Existing relationship: Most of the clients we spoke with selected their SuccessFactors

service provider based on the fact that they had an existing relationship. Clients
recognize that selecting a service provider that understands their business priorities is a
big advantage over selecting a new provider who would need to learn this.

n Price: Price remains a top-three selection criteria for clients, but there is an increasing

awareness of the underlying value delivered for the price paid. Purely being costeffective is not an advantage on its own. Clients like to know what they are paying for
and receiving business value.
n Capabilities and scale: The third most important SuccessFactors service provider

selection criterion is technical capabilities to deploy the different HCM suite modules.
Enterprises with international offices also require proof that the service provider has
delivery capability in different countries and/or a good understanding of local laws, HR
regulations, and business culture.
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SuccessFactors Services Buyers: Client Satisfaction
Top three contributors to client satisfaction:
n HR process skills knowledge: SuccessFactors service clients define value in terms of the

service provider’s ability to share HR process best-practice experience and advice. This
includes providing a holistic view of the HR process beyond the individual technical
module deployment.

n Account management: Good account management is strongly aligned to high client

satisfaction rates. Clients appreciate working with a person or team that is committed to
understanding technical and business issues and being responsive to all requests.
n Flexibility: Clients expect and appreciate flexibility in engagements. Even with a well-

thought-out roadmap, there are often required changes or tweaks in the deployment
phase. Clients appreciate service providers who are flexible to tweak service delivery and
offer flexibility in the associated pricing models. Contracts with strict statements of work
are not the norm in successful SaaS services engagements.
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Recommendations: Service Providers
n

Invest in functional understanding and adopt a holistic approach to HCM: Clients
highlight that HR-process best-practice advice is the single most important definition of
real value in a SuccessFactors service engagement. Service providers with an HR
background, such as NGA HR and those with strong HCM practices, are in an
advantageous position. These and other service providers must focus on hiring talent
with HR process skills and experience.

n

Partner for or market consulting services capabilities: Enterprises tend to contract
SuccessFactors consulting services separately. Service providers with little or no
SuccessFactors consulting service capabilities should consider partnering with a strong
consulting provider to offer this to clients and to ensure implementation service
referrals. Service providers that have invested in SuccessFactors consulting services
need to aggressively market these to existing and potential clients to ensure being
considered on RFP short lists.

n

Bring the vision to implementation services: Service providers should offer businessoriented advice in implementation service engagements, for example, providing a
holistic view of the HR process versus purely deploying the modules. Enterprises do not
tend to ask this of their implementation partners as they do not expect to need it, but
after deployments, they admit that this would have brought important added value to
the engagement. Service providers must be proactive in sharing their business-focused
knowledge and capabilities with clients so that they are fully aware of the services
available to them.
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Recommendations: Service Providers
n

Upsell management services more aggressively: Service providers should be proactive
in explaining the importance of post-deployment management services to clients. Too
many SuccessFactors implementation service providers are missing clear opportunities
to upsell management services.

n

Invest in tools and technologies: Service providers should continue to invest in tools
and technologies to enhance their SuccessFactors service offerings. Most of the service
providers in the Blueprint have made good investments in this area, but there are still a
lot of opportunities for growth. In particular, investments in HANA extension tools and
industry-focused templates and tools will stand out in this crowded market as clear
differentiators.

n

Invest in account management skills: Service providers should prioritize strengthening
account management skills to foster deep relationships with clients. This is an important
factor in client satisfaction as well as a major consideration to engage the service
provider for additional work.

n

Be flexible: Enterprises like to work with service providers who are flexible. Service
provider teams should prioritize client needs and deliver the required service, without
being constrained by strict contracts. Flexibility is also a key element to successful
management and optimization services, where access to specialists is preferred on an
on-demand basis.
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SuccessFactors Services Are Incorporating the Ideals of
the As-a-Service Economy
AS-A-SERVICE
IDEAL DEFINITION

IDEAL

NONEXISTENT

INITIAL

EXPANSIVE

Write-Off Legacy

Using platform-based solutions, DevOps, and
API ecosystems for more agile, less exceptionoriented systems

Design Thinking

Understanding the business context to
reimagine processes aligned with meeting client
needs

Brokers of
Capability

Orienting governance to source expertise from
all available sources, both internally and
externally, to address capability gaps

2016

Collaborative
Engagement

Ensuring relationships are contracted to drive
sustained expertise and defined outcomes

2016
2017

Intelligent
Automation

Using of automation and cognitive computing to
blend analytics, talent, and technology

Accessible and
Actionable Data

ALLPERVASIVE

2016
2017
2016

2017

2016

2017

Applying analytics technologies, processes and
resources onto relevant data sets to derive
insights that can help improve an enterprise

2016

2017

Holistic Security

Proactively managing digital data across service
chain of people, systems, and processes

2016

2017

Plug and Play
Digital Business
Services

Plugging into “ready to go” business outcomefocused, people/process/technology solutions
with security measures
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