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Foreword
It is no revelation to state that the pace of change in business today is perhaps faster, and less predictable
than ever before. Disruptive technology is a major catalyst in this landscape, and so understanding how it
is changing the way businesses interact with their customers is essential for staying ahead.
I am very proud to introduce this report for our partners as an overview of the changing IT landscape our
partners are experiencing and how that affects their business strategies. The enduring question for us at
Nintex and for our channel partners remains: where is business going next and how can we all stay ahead
of the curve and maintain an optimal level of competitiveness?
This report draws on our research with Nintex partners, and the insights gained from our surveys and
interviews will help you ensure your business positioning is on par with the changing roles and trends in the
current customer landscape. By understanding the experiences of other organizations within the partner
network, you will be better placed to capitalize on the opportunities of today’s unpredictable market.
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A changing landscape
One of the major findings of our research is that today, it is not simply Joe in IT choosing and ordering the
latest software; a much greater proportion of the business is involved in IT buying decisions. More business
units can—and want to—contribute to the decision-making process because more people know how their
company’s IT works and what they need from IT to do their jobs.
A second point is that workflow and collaboration solutions top the list when it comes to tech-related
purchases for the coming year. Customers have begun to extend beyond only using the cloud for the storage
of emails, and this coming year will see a growing host of very useful cloud-based applications and services
making their presence felt across the enterprise. We want to share these—and other insights held within these
pages—to help our partners better understand their customers and position themselves and their offerings in
the most judicious manner.

A new kind of relationship
Under the umbrella of Digital Transformation, all of our partners (in fact, all businesses) face changing buyer
types, shifting business models, and new opportunities for profitability. And so, in combination with our data
and insights, we have provided a number of Nintex recommendations to help you best prepare for this new
kind of relationship with your customers.
The information contained within these pages allows us to share our research findings with you—our valued
partners. We hope it will provide a great resource for you to understand your customers and the best ways to
engage with them in the coming months and years.

Josh Waldo
VP of Channels and Product Marketing at Nintex
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Introduction
Closing the ‘knowledge gap’

Our research

At Nintex, we are constantly looking for ways to support our partner channel and to predict the trends faced
by businesses across the ecosystem. We have increasingly heard partners tell us about changes in what their
customers expect of them and that this is changing their methods and strategies for engaging customers.
The research we have carried out is intended to shine a light on this evolution to help us, and our partners,
better understand the changes.

We carried out three separate surveys with over 250
leaders from our channel organizations in both the U.S.
and Australia to investigate the changing customer
landscape for line of business (LOB) leaders and IT
departments. We carried out the surveys between
late-2015 through mid-2016 and our sample came from
a wide range of business units including Sales, IT, HR,
Marketing, Operations and senior management. We
also conducted interviews with premier Nintex partners
and have gleaned a number of important insights from
our data.

Fundamentally, this change is tied into a wider trend towards ‘digital transformation’ across almost all
enterprise IT that has affected businesses worldwide. Digital transformation is an umbrella term that major
vendors and analysts are using to describe what companies are having to do to remain competitive in a
changing marketplace. It encompasses the move away from the traditional, on-premises approach to IT
and embracing the transformative power of cloud, mobile and other major technological innovations.
This trend is affecting our partners’ business models—their customers are changing how they work and
consequently expect and need a different service from our partners. Within this report, you will find insights
—from both our survey research and interviews with a number of our partners—designed to shine a light
on this change and how it affects you.
This report takes a moment to reflect on the state of play within our partner network and provide
recommendations for adapting your business so that you can adapt to the needs of your customers’
businesses better.
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Key terms used in this report
A channel partner

A Nintex partner

The Nintex partner program

Is a company that partners with a
manufacturer or producer to market
and sell the manufacturer’s products,
services, or technologies; usually
through a co-branding relationship.

Is a company that partners with
Nintex to consult, resell, refer
and deliver Nintex solutions and
technologies to their own customers
and clients, whether on-premises or
in the cloud.

As a 100 percent channel-focused
company, our Partners’ expertise
combined with our platform’s
business-transforming capabilities
results in game-changing solutions
for customers.
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Summary of the findings
We carried out three major surveys with channel partners between late 2015 and early 2016. We also
interviewed key leaders at a range of Nintex partners in North America, Australasia and Europe, to learn
about their first-hand experiences of the changing needs of customers in the network. Key findings from
this research are summarized below:
• The results of our surveys established a strong move to the cloud and managed services.
• We found a growing influence of LOB leaders from Sales and Operations in the buying process of
technology-related purchases.
• Simultaneously, functions that previously fell solely within IT’s remit are now having an impact on
employees in different departments and, as a consequence, IT decision making is now as much on
the agenda in other departments as it is within IT.

Based on our survey findings we have ascertained a number of key insights which we will explore further
in this report:
1. Workflow and collaboration technologies are driving change
2. Cloud-based solutions are the future and the present
3. The interaction between IT and business groups is on the rise
4. With greater cloud comes greater security

The findings by the numbers

37
40
70

The percentage of companies
where LOB leaders have most
influence in tech buying decisions
(compared to 28% where the CIO
is the biggest influencer).

The percent of channel partners
who believe an earnest
transformation of their business
models exists, reporting that
the services they offer today are
different than two years ago.

The percentage of respondents
who say cloud-based technologies
and managed services offer more
predictability than on-premises
technology solutions.
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The research
What did we want to find out?
Our channel partner network is a wide-reaching and eclectic group of innovative and dynamic technology
companies. The surveys we carried out were aimed at those who hold senior roles within Systems Integrators
(SIs), Reselling/Value-Added Resellers (VARs) or Managed Services firms whom we felt best represented
observers of this digital transformation and changing customer landscape. These firms are also most affected
by Software as a Service (SaaS) trends and interaction between business groups and IT that is changing their
approach to sales and service 1.
Our motivation behind these surveys was to take a closer look at our partners’ strategies; to see what is driving
them today, what will drive them tomorrow, and how the change in the customer landscape and SaaS trends
will affect their business processes and, ultimately, their profitability over the coming years.
We wanted to create valuable data and insights that will drive awareness in channel-focused media on
business models, services and how these may change in the future.

What were our methods for finding this out?
We carried out three separate surveys from the end of 2015 through May 2016—
Survey 1: Purchase process, roles and trends (Q2)
Survey 2: Partner business models (Q3)
Survey 3: Path to profitability (Q4)
These surveys were answered by more than 450 leaders from channel partner organizations who hold senior
roles in sales, IT and leadership.

1

The channel-driven surveys by Nintex were conducted by Research Now in November 2015, February and April 2016
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Below, we take a closer look at our survey data and what it tells us about the current customer landscape
for partners and what the trends look like for the future. We provide our analysis along with insights from 1:1
interviews with a number of key Nintex partners on what they see as vital to staying competitive in an ever
changing environment.

Interviews we conducted for this report
As part of our research on the state of play for our channel partners and how the changing landscape is
affecting their business processes, we carried out in-depth interviews with a number of premier Nintex
partners, senior line of business leaders and IT experts. We asked them to share their thoughts and
experiences of the changes they’ve witnessed in their relationship with customers since beginning their
partnership with Nintex. We asked them how they view the evolution of their business models, process
and procedures in the midst of this digital transformation.
We wanted to get a sense of the ‘then and now’ of businesses’ evolution thanks to improved innovation with
Nintex; specifically, workflow automation and employee collaboration. This related to both our partners’ and
their customers’ business processes. Alongside this, we also wanted to understand how the cloud has affected
our partners; their experience moving clients to the cloud, security concerns over data and how any of that
may have affected their bottom line. We also wanted to get a sense of our partners’ efforts and experiences
in implementing Nintex across multiple teams within their customers’ companies.
The general response we received was very positive, in terms of adaption to change. The partners we spoke
to acknowledged digital transformation and the changes it is bringing as an exciting opportunity. They had
a positive outlook on the future of their enterprise as well as their partnership with Nintex.

Our interviews took place from May, 9th –27th,
2016. Special thanks to our Nintex premier partner
interviewees:
Mark Jones
Chief Marketing Officer, Neudesic (US)
Leslie Mais
Senior Solutions Marketing Manager, Neudesic (US)
Mike Scariano
Vice President of Sales, Neudesic (US)
Liz Moores
Global Marketing Director, bluesource (UK)
Tim Walwyn
Principal Technology Strategist, bluesource (UK)
Michael Mask
Director of ECM Consulting, Protiviti (US)
Ian Oliver
Partner Director, Provoke Solutions (NZL)
David Bowman
Solutions Development Director, Content and Code (UK)
In the following section, we analyze and discuss four
prominent themes which emerged from our findings.
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1.

Change is happening: workflow and collaboration
technologies help adapt to it

“ Nintex [and its platform] has really been a great help to ensure that the SharePoint work
we’ve done has been successful. It’s helped drive that part of the business because we can
put Nintex into scope of a project knowing it’s going to deliver good value, and a consistent
result, and it’s going to be a good start for the client and help drive adoption and usage.”
— Ian Oliver, Partner Director, Provoke Solutions

Our research revealed an unprecedented rate of change in how our partners’ customers are working. From
sales diversity and buying processes to an increase in interaction between IT and other business departments,
to a move away from a project-based business model towards a managed service-style model. For both
Nintex partners and their customers’ businesses, the main driver of this change is innovation in technology.
In the last two years, about 40% of partners in the U.S. agreed that their services have changed. And leading
the way in that change is a progression towards more managed services2.

2	Defined as delivering always-on, billable services or service-level agreement (SLA)-based services for business level support,
maintenance, solution enhancements, and training.
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This experience of change was reported consistently across all three of our surveys, but none more so than
Survey 2:

Q: H
 ow have the services you offer changed over the last one to two years?
We’ve added/ are selling more:

50%

managed services

31%

project-based business
of our own intellectual property/
applications to our services

28.6%

licenses of other vendors’
software and /or services
Other

26.2%
4.8%
Total 42

Change has always happened, but it is the direction that change takes which is most important to understand.
The survey found that our partners are evolving their businesses and moving beyond traditional sources of
revenue, which had previously tended to be more project-based.
Michael Mask of Protiviti, has seen firsthand how his organization has experienced such a change:

“We’ve gone from: ‘there’s a business problem that could be solved with a workflow
add-on’, to a ‘Nintex is at the center of a solution that we’re now selling.”

Half of the respondents from Survey 2 reported
that managed services is now included into their
service mix. Josh Waldo, VP of Partner Strategy &
Programs at Nintex, underscores the importance
of such a move:

“A project-only mentality will not
generally move the needle for partners
in the future. Partner business models
now trend toward annual recurring
revenue. By offering subscription-based
and SLA-centric pricing for cloud
technologies and by providing ongoing
business support, consulting, and
training services, partners will establish
customers for life versus one-time
profitable project.”
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Change isn’t always easy
As change takes place, inevitably new obstacles arise. The biggest challenges for those who have experienced
this change over the last couple of years are seen in the following chart:

Q. As your services have changed over the last one to two years, what challenges
have you encountered?
Developing and refining
pricing strategies

47.6%

Building practice areas that
support new technologies

47.6%

Hiring and retaining the right
people to deliver our solutions

45.2%
21.4%

Managing cash flow

Other

4.8%

Total 42

One of the major challenges of this change has been building practice areas that support new technologies.
Partners are discovering that customers expect more from their IT—connection between third party APIs and
their home portals, mobile working, hybrid and cloud deployments. Building the internal skillsets to provide
for this demand will be a challenge for partners. Nonetheless, this is a great opportunity to promote workflow
automation and other solutions to these customers.
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How do partners expect to adapt to this change in the type of work they do?
Our research showed that partners expect SaaS to be a key part of their new business models and strategies
going forward, as the following chart from Survey 1 shows:

Q. F
 rom your perspective, which of the following Software as a Service (SaaS)
solutions is likely to experience the greatest growth within your customer
base in 2016?
38.3%

Workflow automation
Employee collaboration/
messaging

37.6%
29.5%

CRM

17.4%

ERP
Job applications /
job interview platform

10.1%

Total 149

Of these different SaaS solutions, Workflow automation was expected to play a particularly important role
within our partners’ business strategies. Put simply, they expect to provide more workflow automation
solutions over the cloud to their customers.
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More than half of those who opted for workflow automation also expect to see system integration and
automating human-centric processes gain the most usage in 2016:

Q. Thinking further about workflow automation, which areas do you expect to
see the most useage in 2016?

56.1%

System integration
Automating human-centric
processes
Internet of Things (IoT)

50.9%
38.6%

Total 57

Liz Moores, from bluesource, also agrees that automating business processes is an essential component for
Nintex partners who want to capitalize on the general move towards SaaS in recent years:

“Automating business is now one of our three core pillars, so it’s key for us.”

Mike Scariano, from Neudesic, substantiates Liz Moores’
point when describing how Neudesic’s business has
been driven forward by workflow automation and
collaboration tools.

“…as it relates to how it’s improved our
portals and collaboration business, you
know, I think it’s an extension of what we
can offer today. It allows us improved ability
to upsell to our clients. Historically, we have
always built custom workflow and custom
forms development. Prior to Nintex even
getting into the marketplace; nowadays,
clients we engage with don’t want us to
customize everything, they want us to
leverage the platform out of the box as best
we can so that they can upgrade, maintain,
scale their platforms, in the way that they
were built. Now we can leverage third party
tools at a cost-effective price point to our
clients, and they have the ability to upgrade,
that we’re not customizing everything—so
it’s been a supplemental augmentation to
our set of offerings.”
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Nintex recommends
Digital transformation is happening and this is an exciting opportunity to engage with your customers
in new ways. Workflow and collaboration technologies will play a major role in enabling you and your
customers to adapt to this new digital era.
Digital transformation has three core pillars:
• Reimagining the customer experience
• Reinventing business process
• Challenging business models
The reason why these pillars are so important (and why digital transformation is so important) is because
more and more companies—not necessarily from the cohort of large enterprises, but instead from garages
and startups in Silicon Valley (the Ubers of the world)—are disrupting the status quo. They are doing it with
technology and different business models, providing a different customer experience, and they are latching
onto what people now expect based on their digital experience on devices and across the Internet.

Nintex is reinventing business process
Companies have to respond faster than ever in an
effort to be more efficient and effective; they can’t
afford long cycles of development and multi-million
dollar projects to change how people work. That’s
why providing workflow automation is so important.
It enables users (not just IT, but anyone) to build and
design new processes fast, saving them months of
custom development time.
By positioning workflow automation as a facilitator
of digital transformation, partners can truly help
customers in their journey to modern working.
In the following section, we look at where this journey
of digital transformation is taking our partners.
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2.

Cloud-based solutions are the future. And the present

Ever since cloud technology became viable for supporting business, organizations both big and small, in
the public and the private sector, have been increasingly making the move to the cloud and deploying their
operations in environments provided by third parties.
While the cloud is certainly growing in traction, our survey data shows that the days when everyone is in
the cloud are not here just yet. As we can see from the chart below, US partners are moving away from the
“traditional” model (providing their customers with on-premises solutions) to a more managed service type
model—the approach which best fits around the cloud. Nevertheless, Nintex partners are still reliant on onpremises solutions for a significant proportion of their business.
According to Survey 1 (Purchase process, roles, and trends) from November 2015, the cloud wasn’t
dominating business among our partners in 2015, and that trend looks set to continue in 2016. For 90% of
our respondents, selling/servicing cloud-based solutions represented less than half of their business in the
last year.

Q. In the last year, what percentage of your
business would you estimate was tied to
selling/servicing Cloud-based solutions.

More than 50, but
not less than 100%

Less than 25%

9.4%

22.1%

32.2%
26-50%

35.6%

11-25%
Total 149
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A jump to the cloud in the coming years
This finding is echoed by Ian Oliver of Provoke. He talks here about the practicality of operating a business just
before the dawn of a new era:

“The cloud is fantastic and we all love it, but when I talk to clients…it’s just a thing. What I’m
finding with cloud: some companies really get it, they’re all over the cloud and doing lots of
cool stuff. But we haven’t reached the tipping point—at least not in New Zealand—where
it’s setting the world on fire. It’s nothing negative with the cloud, it’s just the evolution and
timing of it, in terms of the lifecycle and getting people up there. So we’re nearly there, the
last 12 months have seen a massive change since the previous 12. But we’re not quite there
yet. It’s a potential, most definitely; we’re just on that tipping point. Possibly it’ll come in the
next 12 months.”
Nevertheless, it’s important to highlight that cloud solutions are changing how businesses operate today and
also predict how they will continue to change operations in the future. Our Australian partners expect to see a
jump in cloud-based solutions over the next two years—more than half of partners questioned estimate that
at least 50% of their business will be related to the cloud (up from about 30% in 2015):

Q. Over the next two years, what portion of your business do you estimate will be
tied to each of the following?
On-premise solutions

19.7%

Cloud-based solutions

21.3%

Less than 25%

36.1%
26.2%

Less than 26-50%

29.5%
41%

Less than 51-75%

14.8%
11.5%

Less than 76-100%
n=61

A similar jump is expected in the US, with about 37%
of partners predicting at least half their business will be
from the cloud (up from 25% in 2015).
Liz Moores at bluesource feels that the cloud is already
key for her organization:

“One of the factors that is fueling the
reshaping of our business is a move to the
cloud and the whole mobility experience.
That’s an increasing emphasis for us in
customer conversations. The shift from
Microsoft has no doubt had an impact on
this as well. And our relationship has evolved
with Nintex and Microsoft concurrently.“
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Q. In 2015, what portion of your business came from the following services?
Reselling other vendors
software and/or cloud services
Project-based services

69.9%
48.5%

28.7%

45.5%

Less than 25%

6.9% 4%

16.8%
17.8%

67.3%

Managed services
Intellectual property/application
development or delivery

19.8%

13.9%

Less than 26-50%

5.9%

12.9% 2%

21.8%

Less than 51-75%

In the US, about 40% of partners say their services
have changed in the last two years. Of those that have
changed, managed services top the list (50%), with the
reselling of licenses and services at the bottom (26%).

18.8%

Less than 76-100%
n=101

Reselling other vendors
software and/or cloud services
Project-based services

34.4%
31.2%

Managed services

31.2%

Intellectual property/application
development or delivery

31.2%

Less than 25%

37.7%
27.9%

39.3%

37.7%
31.2%

Less than 26-50%

26.3%

27.9%
32.8%

Less than 51-75%

1.6%

This is in contrast to Australian partners, where almost
30% say the majority of their revenue came from
reselling software or services and about 40% say over
half of their business was from project-based services.

1.6%
3.3%
4.9%

Less than 76-100%
n=61

What we can see from these two results—despite their
differing percentages and weights—is that managed
services are a growing part of businesses in both the
US and Australia. And knowing what we know about
trends towards the cloud and shifting business models,
we can safely assume that managed services will
continue to grow as part of our partners’ solution mix.
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Q. In the last year, what percentage of your business would you estimate was tied
to selling/servicing cloud-based solutions.
The sales cycle is shorter than
on-premise solutions

34%

The sales cycle is the same as
on-premise solutions
The sales cycle is longer than
on-premise solutions

Whether they are selling cloud-based solutions or
managed service solutions, around a third of partners
responding to Survey 3 are seeing shorter sales cycles
than they did when selling on-premises solutions.

51.6%
14.4%

Total 153

Q. Which of the following best describes your sales cycles when selling cloudbased or managed-services solutions?
Smaller than with
on-premise solutions

31.4%

The same as with
on-premise solutions
Larger than with
on-premise solutions

56.2%
12.4%

Total 153

These shorter sales cycles seem to relate to smaller
project sizes too when working with cloud-based
or managed service solutions as the chart shows.
The benefit of shorter sales cycles (going from the
first contact to a purchase decision with a prospective
customer) is the time you can dedicate to other
potential sales, or making sure other areas of your
business are operating optimally. A short sales cycle
doesn’t mean your relationship with a customer
is ‘short-lived’. Rather, the process of identifying a
prospect and making a successful sale is quicker.
Likewise, a short sales cycle can be part of project
services or managed services.
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A practical move
What, then, is the practical impact on partners’ businesses that come from these findings? Liz Moores from
bluesource reflects on what a move to the cloud has done to affect bluesource’s business:

“ In the last two years, we’ve gone from a silver cloud productivity partner with Microsoft
to a gold cloud productivity and gold platform partner; it’s just an example of how we
feel the cloud is core. The cloud has significantly shifted the way we engage with a client”.
While the results of our three surveys may hint at a slow change in the effect of the cloud on partners’
businesses and their clients and customers’ businesses; on the ground with the partners we spoke to,
the move to the cloud is one of the biggest factors in the digital transformation and changing customer
landscape that they can see. Fundamentally, it is having a big effect on the direction of a company’s
resources as well as their bottom line.
David Bowman of Content and Code agrees that the cloud:

“…has probably seen the biggest change in our business. From the skills we’ve needed
from the people working at Content and Code, through to the types of conversations
that we get involved with clients now. Previously, clients had to invest heavily to make
the projects that we worked on; behind the scenes, infrastructure, setting up SharePoint
farms – it’s quite an expensive thing for clients to be able to build an on-premises farm.
But today, where [thanks to the cloud] we don’t need clients to invest that money in
invisible infrastructure, and instead that spend is diverted into innovating, providing
tighter integrations to businesses usual systems in their intranet. So, it’s been a positive
evolution for us and our clients.”
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A great benefit of the cloud is that it reduces risk and unpredictability. Survey 3 shows almost 50% of partners
say revenue is more predictable with cloud and/or managed solutions, and about 35% say revenue is initially
higher.

Q. Which of the following describe the effect cloud-based or managed-services
solutions have on your business revenue versus on-premise solutions

Revenue is less predictable

20.3%
48.4%

Revenue is more predictable

There is no effect

Of course, the cloud doesn’t automatically correspond
to increased profitability. From the same survey, half
of partners say they see the same profitability in onpremises and cloud/managed solutions. That said,
about 30% say cloud/managed solutions does offer
higher profitability:

Q. Which of the following describe the
profitability of the cloud or managedservices solutions?

31.4%
Profitability is
higher
Total 153

Profitability is
lower

29.4%

19.6%

37.3%

Revenue is initially lower

51%
35.9%

Revenue is initially higher

There is no effect

26.8%

Profitability is
same
Total 153

Total 153
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Q. What, if any, effect do cloud-based or managed-services solutions affect your
business valuation?
11.1%

They lower business valuation

52.3%

They have no effect

36.6%

They improve business valuation

Total 153

Q. Why do cloud-based or managed solutions lower business valuation?
Services margins are not as
high as project work

11.1%

41.2%

Resale margins and vendor
incentives are lower

41.2%
17.6%

Revenue is lower
Other

0%

Total 17

Q. Why do cloud-based or managed solutions improve business valuation?
39.3%

Services margins are higher

35.7%

Revenue is more reliable
Vendor renewal margins
are more predictable
Other

22.4%
3.6%

Total 56

Revenue and profitability are closely linked to business
valuation. 50% of those asked (again, in Survey 3)
said that cloud/managed solutions have no effect on
business valuation, with 35% identifying an improved
value of the business, thanks to higher margins and
more reliable revenue.
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Just like other areas of change within a business and as seen in our previous section, finding the right people
tops the list of challenges inherent in the cloud/managed solutions approach, followed by dealing with
vendor support models. Interestingly, only 17% indicate an initial dip in revenue is a challenge:

Q. What, if any, challenges have you encountered when selling cloud-based or
managed-services solutions versus on-premise solutions?

Hiring the right people

36.6%

Dealing with the vendor
support models

29.4%

Cash flow

23.5%

Business model design

22.9%

Sales compensation

21.6%

Initial dip in revenue

17%
2.6%

Other

Total 153
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Nintex recommends
Over the last four or five years and even today, the perception has been—as we can see from the above
data—that we’re not presently ‘in the cloud’. This, despite the fact that the cloud has changed all of the
business model pieces for partners, it has changed the economics for partners and it has changed who
the buyer is in their customers’ businesses. Nevertheless, the perception of partners is that the cloud is
still not here yet.
While this may basically be true, there is no room for complacency. The vast majority of our partners’
customers have a cloud strategy and will be moving at least part of their operations into this environment
in the next few years. The cloud is no longer a ‘new thing’; it will soon be taken for granted. Of course,
that is not to say that the on-premises world, and the kinds of work partners did on-premises has gone
away. Rather, it will gradually become a smaller part of your business as the cloud comes to dominate
your contracts and projects.

Managed services in the cloud
When it comes to managed services, the partners
having the most success are those who can deliver
additional value through the cloud. It’s fine to sell
licenses and provide consulting services. However,
those who can extend their expertise to bring real
values to customers will excel. Today, when major
suppliers such as Microsoft take care of the ‘heavy
lifting’ behind the scenes, partners need to specialize
in extending and enhancing specific areas of
Microsoft’s platform.
As we have seen, workflows are increasingly seen
as important SaaS solutions. Partners who can help
customers solve business challenges with powerful
and complex workflows, built at high speed, will
have the edge on competitors who provide basic,
expensive and custom development. They will also
have a business model that allows them to stay
connected to the customer through provision of
further updates and enhancements.
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3.

The interaction between IT and business groups is on the rise
when it comes to buying

Another of the key findings from our research is the rise in the interaction and relationship between IT
and business groups, and the effect this has on the upsell and cross-sell in our partners’ existing business
relationships. More and more, when it comes to the buying process of technology solutions, line of business
leaders from Sales, Operations, Marketing, and HR are all having a growing influence in the sales process
among their customers.
As mentioned in our introduction, line of business professionals are present in the sales process for 37%
of those respondents in Survey 1. Within that 37%, sales and operations are leading the way, followed by
marketing professionals:

Q. Thinking about new customers or existing customers you’ve worked with over
the last year, which of the following departments/functional areas did you
encounter in the sales process?

52.2%

42.9%

37.3%

28%

25.5%

23.6%

2.4%

Q. Thinking about new customers or existing
customers you’ve worked with over the
last year, which lines of business did you
encounter in the sales process?

Sales

67.8%

Operations

67.8%

Marketing

44.1%

HR

30.5%

Legal

25.4%

Total 59
IT professionals
(Administrators/
Analysts)

Owner/CEO/
President

Line of business
(HR, sales, marketing,
operational, legal etc.)

CIO

Finance

Procurement

Other

Total 181
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From the same survey, 51% say the interaction between IT and other departments within their customers’
businesses has positively changed their approach to sales and service.

Q. Please select any of the statements below that apply to your business
Total

The interaction between IT and other departments/functional areas within our
customers and prospects has positively changed our approach to sales and service

51.1

We help facilitate the between IT and other departments/functional areas within our
customers and prospects

40.4

We are experiencing a fractured relationship with IT and other departments/functional
areas within our customers and prospects

25.5

We are experiencing improved collaborative relationships with IT and other
departments/functional areas within our customers and prospects

24.5
Total 94

The rise of involvement from departments across the business affects our partners. Over 60% of respondents
say that interaction between IT and the rest of the business has had a significant effect on their organization.
As mentioned earlier, it is no longer just Joe in IT who makes decisions about software—it could be anyone.

The opportunity presented by this new approach
to buying IT solutions is not lost on Mark Jones, of
Neudesic:

“The way our business is set up, we sell to
the business side of the house as well as
IT, and in many instances, particularly
around workflow automation, your buyer is
ultimately on the business side. So, whether
it’s in HR, CRM, finance—they’re looking
for solutions to automate their workflows
and, typically, IT could help introduce us to
business decision makers, but we’ve also
got a business management consultant
practice that also helps drive that as well.”
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The possibility of making sales outside of the IT department
Certainly, tech and IT departments are still the biggest focus for our partners. Nevertheless, sales, marketing,
and HR are increasingly seen as key departments to sell into.
Tim Walwyn from bluesource, reports that his teams are starting to see more and more of Nintex being used
across customer businesses in different departments. Below he describes how best you might sell Nintex
across a business:

“A good example is a business’s onboarding process. That’s the one everybody talks about,
but things like that really get to the lifeblood of an organization: HR is involved, IT has to
provision accounts, etc., so we’re definitely seeing cross-organizational workflows and
processes that have to be implemented—so it’s definitely happening.”

The other interesting insight regarding how you sell
on different fronts; we’re also seeing a number of
customers who are procuring Nintex but another part
of the business may already have it, which is really cool,
because you can start to bring the worlds together
and say, ‘hey, we can be the broker and enhance what
you do’. So it’s not uncommon for a business to buy
Nintex from us and their IT has already been using it
to a certain capacity as well. Which is actually a great
opportunity.”
A notable 40% of respondents in Survey 1 indicate that
the buyer in the sales process has changed over the last
year. New players have entered into the sales process
across all roles over the last 1-3 years:

Q. Please select the appropriate answer below for each of the following department/functional areas
Owner/CEO/
President

CIO

They’ve never/rarely been a part of our sales process

23.6%

26.1%

They’ve always been part of our sales process

57.8%

They’re new to our sales process within the last 1-3 years

18.6%

IT Professionals

Line of Business

Finance

Procurement

16.1%

11.8%

17.4%

18.6%

55.9%

66.5%

70.2%

62.7%

62.1%

18.0%

17.4%

18.0%

19.9%

19.3%

(Administrator/Analyst)

(HR, marketing, sales,
operational, legal etc.)

Total 161

What this means is that partners will need to be innovative, finding new ways to engage those business people with whom they may have had little contact before..
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Nintex recommends
IT and LOB in partnership: delivering rapid solutions
The engagement of a wider spectrum of business divisions in the buying process of enterprise IT is exciting
yet also challenging. Fundamentally, this will alter your approach to the whole sales and marketing process.
It will no longer be enough to simply focus on the needs of IT managers and CIOs. Instead, you will need to
engage effectively with sales people, HR managers, finance leaders and more. The kinds of relationships you
build with these people will be different and will require different messages and approaches.
You will also need to be aware that buying decisions will be made differently now, with different teams
consulted—each of whom will have their own ideas of what IT the company needs.
However, this also offers an incredible opportunity. You will now be able to engage with many more
potential customers by making them aware of the possibilities that IT can bring them. In terms of Nintex
partners, this will mean demonstrating the value of workflow automation for different departments.
It will mean that you can position Nintex workflows as an additional, added value benefit during sales
presentations and marketing collateral.
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4.

The cloud and the security myth

So far in this report we have looked closely at the changes taking place across the customer landscape, the rise
in interaction between IT and business groups, as well as the relationship between cloud-based solutions and
the seemingly inevitable evolution of business models (i.e. from a project-based model to a managed service).
Our research brought up one further salient issue that most partners had come across at some point. One of
the biggest trends the survey data shows is that cloud and concerns around security will have the greatest
impact on how our partners do business in 2016. A third of respondents from Survey 1 believe security and
the cloud will have the greatest impact on both themselves and their customers’ businesses:

Q. From your point of view and experience, which technology trend will have the
most effect on your business in 2016?
33.6%
Cloud

31.5%
Security

Big data/ business
intelligence

18.1%
Mobility

16.1%

0.7%
Other
Total 149

Q. From your point of view and experience, which technology trend will have the
most effect on your customers’ business in 2016?
30.9%
Cloud

30.9%
Security

Big data/ business
intelligence

25.5%
Mobility

12.1% 0.7%
Other
Total 149

It is no surprise that customers are concerned about
security. It often seems that not a week goes by
without some new data leak or hack and security
goes hand in hand with compliance regulation
which also poses as a blocker to cloud adoption.
Liz Moores from bluesource considers the issue:

“The customers that we have historically
dealt with operate in a highly regulated
space and they need to be really confident
in the security—of the cloud. We’ve helped
clients navigate this; Ultimately they know,
that when their infrastructure needs to
change the cloud has to be something they
consider. But if they choose to move they
need a safe pair of hands to get them there.”
Liz Moores’ thoughts are echoed by Tim Walwyn:

“With highly regulated clients, we need to
feed and water and help them nurture the
investments they have already made. Data
sovereignty is often one of their key concerns.”

30 | Partner with Nintex: The path to profitability | nintex.com

Contents | Foreword | Introduction | Key terms | Summary | The research | Interviews | Conclusion | About Nintex | Appendix

Managing this cloud caution
Concerns around security are perfectly understandable. However, as our partners know, the cloud is certainly
no more dangerous than an on-premises server. Conveying this message to skeptical IT buyers, however, can
be a challenge.
Mark Jones of Neudesic understands the reality that some of his customers are cautious. However, he
recommends that the way around that is through education and clarification:

“ Security is a big topic right now for our clients. On the data side of data analytics, there
are a lot of challenges there with moving data into the cloud… In terms of change
management, there’s always training involved; getting buy-in from the executive
leadership of the organization and all the way down through the pipeline and
through the organization.”
Similarly, Michael Mask at Protiviti regularly hears client fears surrounding the cloud:

“It’s pretty common. We’re very well equipped—we’ve got security and privacy practice,
data governance—we’ve got insights that we can bring to our clients. Typically, what
we’re able to do is, firstly, share those concerns and understand the risks, and then we
walk them through a process to go from a risk assessment through to the controls that
exist, and what they can put in place.

 ompliance is our business so I think we
C
can speak some authority on a lot of these
matters. One of the nice things about Nintex
is they do a good job with system clarity.
It’s very self-evident as a system so if you’re
talking about audibility and defensibility
when you want to know what the system
is doing you can look at the picture of the
workflow. Along with their new products,
like their insights product—which is
designed to explain how the workflow is
behaving—almost like a process study
and a lot of that is very helpful to explain
to clients. Some [clients] are driven by [the
cloud] and others, frankly, it’s not a real
option, some banks and others, they don’t
want to be first.”
In the end, it will simply take time for negative
perceptions around the cloud’s security to dissipate.
As more evidence emerges of its strength and safety,
we can expect more customers to feel open to the
approach.
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Nintex recommends
When it comes to the idea of security and the cloud, security, per se, is a red herring. If you think about public
cloud from major providers, security is a moot point. Microsoft data centers are widely regarded as among
the most secure facilities on earth. The level of encryption and security measures Microsoft has put in place,
across all their data centers, is far more secure than anything that most customers would have on-premises.
This message needs to be reiterated to customers and combined with positive news stories and case studies.
Challenge skeptics with the facts—at the time of writing, there has never been a successful breach of
Microsoft’s Azure. The vast majority of the best-known data breaches have either come from internal leakers
or through hacking of on-premises environments.

Data sovereignty is the real issue
The real issue for many of our partners’ customers is with data sovereignty. Data sovereignty is more complex
to deal with. There are legalities at play; it’s about protection of information, about the local residency of
data—and that’s one of the biggest issues that partners are facing as they begin storing more and more
data in the cloud.
Our prediction is that the issues surrounding data sovereignty will quickly break down as Microsoft expands
the number of cloud data centers they provide. For instance, Microsoft is soon to open an Azure data center
in Germany operated by German nationals, and that will satisfy the very strict rules around data portability
there (and in other EU countries). The same goes for other Microsoft data centers in other points on the
globe—Japan, Australia, Singapore, and many more.

Investment in on-premises
Data sovereignty is one of the reasons some companies
choose to remain on-premises, but let’s not forget that a
lot of companies have sunken investment and it would
make little practical sense, economically speaking, to all
of a sudden migrate everything to the cloud.
The key message here is that, when it comes down to
it, we really live in a hybrid cloud world where some
workloads make a lot of sense on-premises and some
workloads make more sense in the cloud. Being flexible
with your customers, and being able to provide them
solutions which can work both on-premises and/or
in the cloud will mean you can provide a service that
meets them where they are.
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Conclusion
Clearing the path to profitability
Our goal for this report was to document the changing customer landscape that Nintex partners are
dealing with. We wanted to explore how they perceived these changes, how they were reacting to them
and provide guidance and recommendations to help them get more from the opportunities presented
by digital transformation.
Our analysis showed that line of business and IT are more interlinked than ever before and that the role of
IT is changing at our partners’ customers’ businesses. These changes will have a major impact on the way
that our partners engage with and interact with their customers, how they position their services
and differentiate themselves from competitors.
After considering our survey data, our interview content, as well as applying our own expertise, we can
confidently say that the future looks bright for our channel partners—as long as they are prepared to
adapt to the changes in their customers’ businesses. We hope that through reading this report, you will
have gained greater insight into the current and future customer landscape, and feel more prepared to
continue the great work you do.
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About the Nintex Partner Network
Nintex sells its technology predominately through a global partner channel of more than 1,500 organizations
and recognized solution and technology partner models. Nintex solution partners are partners that resell or
refer business to Nintex, while Nintex technology partners are product-oriented companies that integrate
with the Nintex platform.

About Nintex
Nintex’s award-winning business productivity software and SaaS offerings enable enterprise IT professionals
and business analysts to more easily create and manage sophisticated business processes. From automating
workflows and forms to document generation, the Nintex Workflow Automation platform leverages the
world’s largest technology ecosystems including Office 365, Salesforce, SharePoint, and other enterprise
services platforms.
With the support and integration of Nintex’s platform within these systems, companies of all sizes are able
to drive greater productivity across departments and mobile devices, while enhancing end-user satisfaction
with a more efficient way to get work done. The success of this technology has resulted in Nintex serving
more than 6,000 customers in more than 90 countries through its growing global network of more than
1,500 partners.
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Appendix
Survey 1: Purchase process, roles, and trends

Survey 2: Partner business models

US Channel Survey—November 2015

Methodology

Methodology

This online survey, which also lasted approximately 15 minutes,
collected points of view from around 100 leaders from channel
organizations in the US and 60 leaders from channel organizations in
Australia. Our focus was on taking a closer look at partners’ businesses,
specifically business models. The key focus was on what was driving
them currently and the changes they could see coming down the line.

This online questionnaire lasted approximately 15 minutes and was
completed by over 150 leaders from channel organizations in the US.
The questions focused on:
• The roles partners are encountering in their sales process, and
how/if they are changing
• The interaction between IT and the rest of the organization and
its effect on the business
• Trends partners see affecting their organization and their clients’
businesses in the coming year
• The role of cloud-based solutions in their business today, and
predictions for 2016

Summary of findings
• Senior business decisions makers and IT remain the dominant
decision makers for sales process roles but the presence of line
of business (LOB) leaders, finance, procurement, etc. is increasing
• There is a significant and growing interaction between IT and
other departments within partners’ clients, creating an
opportunity for partners
• Cloud and security are the areas that will have the greatest
impact on the channel and their customers in 2016
• Cloud-based solutions represent less than 50% of the businesses
of those surveyed, with workflow automation and employee
collaboration the SaaS (Software as a Service) solutions likely to
experience the greatest growth over the next couple of years

U.S. Channel Survey—February 2016
This survey was completed by approximately 100 channel leaders in
the US.
Here we saw more sales roles represented (66%) and respondents from
both large and small businesses. One of our goals with this survey was
that we wanted to make sure there was a strong representation of ISVs
(60%) surveyed.

Australian Channel Survey—February 2016
This survey was completed by 60 Australian Respondents.
• 34% work for organizations with less than 25 employees
• 44% of organizations report revenues less than $10 million
Our audience in Australia came from smaller organizations and were
more evenly spread across job roles: 36% belonging to Sales, Owner/
CEOs making up 28%, and IT a further 26% of those surveyed. Here
we also had a strong representation of ISVs, as well as VARs—56% and
57% respectively. Interestingly, a project-based business model was the
highest service provided in 2015 at 46%.

Summary of findings
• US partners seem to have moved away from the “traditional”
business model to a more managed service type model, and
yet were still quite reliant on on-premises solutions
• In contrast, Australian partners viewed project-based
services as a larger part of their business model and were
less tied to on-premises IT systems
• Cloud-based solutions and managed services are set to
become a bigger focus in both US and Australians partners’
businesses
• Close to half of US partners surveyed expect to see changes
in their offerings, while in Australia the corresponding figure
is about 70%
• The drivers of this change will be employee collaboration,
communication, and workflows in both the US and Australia
• Training and documentation are what partners—in the U.S.
and Australia—want from their software providers, both
right now and in the future
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Appendix
Survey 3: The path to profitability
How changing models are affecting partners’ sales and financial
fundamentals
The objective of this survey was focused on finding how new models and
service delivery affect the sales and financial fundamentals of our partners’
business.

CHANGING CUSTOMER LANDSCAPE
AND SAAS TRENDS FOR 2016
The digital transformation is pushing every company to operate as a technology
company. As functions that previously fell solely within IT start to impact more
employees, decision making is permeating into other departments outside of IT.

SALES PROCESS, PARTICIPANTS AND ROLES ARE CHANGING
Lines of business (LOB) leaders such as Sales and Operations have a growing
influence in the buying process of technology-related purchases:
52% IT PROFESSIONALS
42% OWNER/CEO/PRESIDENT

Methodology

37% LINE OF BUSINESS
28% CIO
25% FINANCE
23% PROCUREMENT

15-minute-long online surveys with
over 150 leaders from U.S. channel
organizations, focusing on how the
shift from on-premises to cloudbased or managed services affects:

• Sales cycles/processes

Because of this influence, interaction between IT and business groups is on the rise.

• Decision making

of respondants say in the last year, the interaction between IT and
other departments is increasing when it comes to tech decisions.
This rise in interaction is directly impacting systems integrators,
value-added resellers and managed service firms.

• Revenue
• Profitability

Summary of findings
• Cloud-based and managed services solutions are a significant part of
partners’ businesses
• Sales cycles, for the vast majority of partners, are either the same or
faster for cloud-based and managed services vs. on-premises, while
project sizes are roughly the same or larger for 70% of partners
• 7 out of 10 partners see no change in decision makers between onpremises and cloud-based services solutions, while 75% of partners
see both IT and LOB leaders involved in decision-making for managed
services solutions in the cloud
• 40% of partners say they have a different sales strategy for managed
services in the cloud vs. on-premises
• The majority of partners see no changes or improvements in revenue,
revenue predictability, and profitability with managed services
solutions in the cloud vs on-premises
• About 35% of partners feel managed service solutions in the cloud
improves their business valuation

say interaction between IT and other
departments within customers and prospects
has positively changed their approach to
sales and service.

say they play a role in facilitating the interaction
between IT and other departments.

WORKFLOW AND COLLABORATION PURCHASES
ARE TOP OF MIND FOR 2016
AS THE CLOUD CONTINUES TO MATURE, CLOUD USAGE IS BEGINNING
TO MOVE BEYOND EMAIL INTO OTHER APPLICATIONS AND SERVICES.
2016 SAAS SOLUTIONS LIKELY TO EXPERIENCE THE GREATEST GROWTH AMONG CUSTOMERS
WORKFLOW
AUTOMATION

EMPLOYEE
COLLABORATION
+ MESSAGING

ENTERPRISE
RESOURCE
PLANNING
CUSTOMER
RELATIONSHIP
MANAGEMENT

CUSTOMERS IMPLEMENTING WORKFLOW SOLUTIONS EXPECT TO SEE SPECIFIC USE CASES

51%

AUTOMATING HUMANCENTRIC PROCESSES

38%

INTERNET OF THINGS
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