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Several months ago SaaS Bl vendor LucidEra went ‘belly-up’. While most industry pundits dismissed this
as a hiccup related to the economy rather than a measure of the viability of the SaaS Bl market, some
predicted the beginning of the end for SaaS BI. It has now been several months since LucidEra closed its
doors. So, what happened to their customers? This paper takes a look at why in spite of being “once
bitten” most former LucidEra customers are not “twice shy” when it comes to SaaS BI.
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Introduction

When it was first announced that LucidEra was closing its doors most industry analysts dismissed it as an
anomaly while others predicted dire straits for SaaS Bl customers. Several months have passed since
these customers had the rug pulled out from under them, what have they done since that fateful event?
Many are continuing down the SaaS Bl path, albeit with a different vendor, and have been able to
quickly regain their momentum. Certainly the unforeseen events have created challenges but many of
LucidEra’s customers have been able to migrate to a new Saa$ Bl solution in just a few weeks.

Clients left holding the bag
Most of LucidEra’s customers had no inkling that their vendor was going to shut down and were caught
off guard by the announcement. Because of the SaaS delivery model, when LucidEra’s operations

ceased these customers were left out in T ] T ]
After a quick sigh of relief upon retrieving their data,

LucidEra customers were left to ponder the question,
“now what?”

the cold with demand for sales analytics
and no way to deliver it. The first thing
most did was go after their data. Luckily
for them LucidEra kept a skeleton crew available for a couple of weeks to help customers retrieve their
precious data. After the quick sigh of relief upon salvaging what they could from their LucidEra models,
clients were left to ponder “now what?”

Other SaaS BI vendors come to the rescue

LucidEra’s customers were not left hanging for long. A plethora of SaaS Bl vendors immediately,
actively, and publically courted LucidEra’s jilted customers. Many vendors including PivotLink, Good
Data, Birst, InetSoft, and others offered one form of migration package or another. But several thorny
questions remained:

e What would a migration entail?
e How long would it take?
e How much would it cost?

Getting back up and running

The imperative for most of LucidEra’s customers was to get back up and running as soon as possible.
They needed to get a comparable solution back out to their users and do it in a hurry. So how did they
go about it?

No Chance to Take a Breath
LucidEra’s customers had no option to sit back and evaluate a lot of options. They were without their
sales analytics applications and needed to act quickly to get back into production. Some who had other

Bl solutions that happened to be on-
Saa$ Bl was less disruptive and the best option to get

premise considered that option but felt ; )
back up and running as soon as possible.

that their limited and already taxed IT
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resources would result in too much of a delay or would pull resources from other high priority
initiatives. Saa$S Bl was the less disruptive and quickest option to get back up and running as quickly as
possible.

Limit Initial Scope to Sales

LucidEra was squarely focused on analysis of salesforce.com (SFDC) data. This limited scope was a
contributor to LucidEra’s demise but also made it much easier for other vendors to create templates for
migrating customer data and replicating customer reports that had been built in LucidEra applications.

For LucidEra customers whose scope i
For customers whose scope remained Salesforce.com

data, migration to Saa$S Bl vendors was relatively quick
of many SaaS Bl vendors offering and easy.

remained SFDC data, migration to one

migration packages was relatively quick

and easy. These vendors have been able to develop templates to facilitate the migration to “like”
applications focused on SFDC data. By most accounts these templates automated 60-70% of the
application creation, limiting the amount of consulting required to migrate the customer.

Vendors look to expand scope

Because of the minimal cost to migrate LucidEra customers, other SaaS Bl vendors have been falling
over each other to attract LucidEra customers. Many offered discounted subscription services or several
months free in order to attract LucidEra customers and their on-going subscription revenue. They have
been able to quickly and inexpensively rebuild the customer’s sales analysis applications and then focus
on expanding the scope to increase usage within these customers. In most cases they can move from
replication/migration mode to expansion mode within a couple of weeks.

The competitive desire to acquire the subscription revenue of LucidEra’s customers has actually been a
boon for the customers themselves as the vendors are willing to subsidize the migration in order to
obtain the longer-term revenue stream

from these customers. These vendors Vendors are willing to subsidize the migration in order
are content to subsidize the migration in to obtain the longer-term revenue stream.

exchange for the opportunity to expand

the scope of the SaaS Bl strategy to include more than just sales data. For instance, combining sales
data with bookings, orders and invoice data from non-salesforece.com data sources. With an expanded
scope come more users, more subscription fees, and more cross-sell opportunities.
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Table 1 —Why Customers Stayed the Course with SaaS BI
Reason Description

Quick turnaround They had to get up and running ASAP. A new SaaS option provided a quicker
migration than on-premise.

Limited IT Bandwidth | Even if they had an in-house on-premise Bl solution, IT bandwidth couldn’t
support the urgent situation quickly enough.

Price Point Continuing with a subscription model was still a more cost effective model and
required no approvals for capital expenditure.

Subsidies Many vendors offered discounted subscriptions or several months at no charge
and migration assistance.

Low Risk The risk of delaying a decision outweighed the risk of making a wrong decision.
They could move forward without a long decision process and without a long-
term commitment. Once “crisis-mode” was over they could re-assess their
long-term approach if necessary.

Saa$S Philosophy They believe in the SaaS model. They have many other Saa$S applications and
believe SaaSs Bl is the right direction for their business.

Proof of Concept Saa$S vendors could quickly replicate LucidEra reports in short proof of concepts
(PoC) which were reused to shorten the actual migration.

Saving Face They had made the commitment to SaaS Bl by originally selecting LucidEra.
Moving to on-premise now would prove that decision wrong.

Migrations Move Quickly and Efficiently

It can never be described as “painless” when your software vendor goes out of business but many of
LucidEra’s customers found the migration to another vendor to be, as one customer put it, “fairly
seamless”. One reason for this seamlessness is that LucidEra delivered pre-packaged sales analytic
applications that were not extensively customized for specific customers. This allowed other SaaS
vendors to more easily build standardized templates that could be used to automate much of the
migration significantly reducing time and effort required to migrate.

Low cost
The costs of migrating to another SaaS Bl solution proved to be less than an on-premise option. The
Saa$ vendors offered incentives and a SaaS solution required no hardware investment. The incentives

meant that in most cases the customer

A SaaS option was less expensive from a license
perspective and resulted in less downtime than an on-
premise replacement.

would pay the same monthly
subscription as they had been with
LucidEra. In some cases consulting

services were also subsidized and typically only required a couple of weeks of consulting fees to get an
application live. Going with a SaaS option was less expensive from a license perspective and resulted in
less downtime than an on-premise replacement could have.

Low effort
Many of the impacted customers had recently implemented LucidEra which meant the initial
requirements definition they had recently completed with LucidEra were still valid. Many clients were
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able to retrieve snapshots of the LucidEra application structures and reports as well. This reduced the
level of consulting effort as well as the time internal resources needed for “hand-holding” the consulting
resource from the new vendor.

SaaS Vendor Domain Expertise

Saa$ Bl vendors had the “know-how” to migrate LucidEra customers quickly. Many of these vendors
have deep experience in extracting data from Salesforce.com to analytics applications and many have
pre-built extractors to facilitate this process. These vendors were able to apply their domain expertise
to quickly grasp the gist of the LucidEra applications. The combination of SFDC specific domain expertise
and a willingness to apply resources to meet the urgent needs of LucidEra customers made these SaaS Bl
vendors a natural choice for a fast and efficient transition to a new SFDC focused Bl solution.

Not without challenges

While the migrations were quick, relatively inexpensive, and “fairly seamless” these customers certainly
did face challenges along the way. Based on their experience there are several challenges that any
customer migrating from one SaaS Bl vendor to another should expect to face.

Table 2 —Migration Challenges

Challenge Description

Internal Acceptance While the decision makers may not be ‘once bitten-twice shy’, the users
may be. Gaining acceptance of a new solution can be difficult.

New User Interface An application can be replicated but the Ul will be different for both the
users and the administrator.

Training A new application and a new Ul will require development and delivery of
new training.

Knowledge Transfer Knowledge will need to be transferred to new consultants about the

previous application and to the customer about the new product.

Experienced Resources Many of the fastest and most effective migrations of LucidEra were done
by former LucidEra consultants. These resources are in demand and can
be hard to find.

Conclusion

Many customers were caught off guard by the demise of LucidEra and also by the following closing of
Blink Logic. However, in a short period of time many of these customers have been able to get back on
track with another SaaS Bl vendor without a major disruption in their business. Several of the customers
interviewed stated that they were back up and running on a similar SaaS Bl application within a few
weeks. Most never wavered from their preference for a SaaS deployment of SFDC-based Bl applications
and many are using the opportunity to expand their Saa$S Bl scope to include non-SFDC data.

The bottom line is that while the demise of LucidEra and Blink Logic has certainly caused some angst and
negative publicity, it has only momentarily impacted the momentum of SaaS Bl in the affected
customers. These recent events have shown that one of the greatest qualms about SaaS BI, vendor
viability, is not as disruptive as one might think.
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About Pervasive Performance Group

Pervasive Performance Group is a provider of advisory services on performance management and
business intelligence. Our focus is helping businesses expand performance management from finance
or IT-centric initiatives to an enterprise-wide and enterprise-deep approach that increases the return on
their Bl and PM investments.

Pervasive Performance Group provides advice, insight, and direction that help businesses recognize and
break down the barriers that inhibit wider deployment and limit return on technology investments. Our
services help companies progress to a performance-driven culture that empowers IT to expand the
reach and impact of technology. We do this by helping companies recognize the tangible and intangible
value of expanding performance management from isolated initiatives and departmental fiefdoms to a
collaborative performance culture.
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