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Major drivers for new applications in 2013 are expected to be mobility and social application 
business requirements
Cloud infrastructure will be the underlying deployment model for these new workloads as its 
cost-effectiveness compared to on-premises infrastructure is unbeatable. These new 
applications would not be viable without cloud infrastructure.
Analytics and big data (analysis of very large volumes of structured and unstructured data ie 
voice, video) will be both driver – as it will consume cloud services – and also an enabler as it 
will be the tool with which value – or business insight – is extracted from the enormous amounts 
of data collected by the new applications and already held in the enterprise.
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• There is no single ‘cloud’. 
• Cloud can be considered as an extension of the current outsourcing model, where IT and 
business services are sourced from external providers. The technology deployment model and 
the commercial constructs differ, but essentially cloud is an extension of normal sourcing 
practice.
• There are a range of deployment models based on the core cloud technologies of 
virtualisation, automation and service management.
• The cloud deployment models can be either on-premises (in the customer’s own data centre) 
or hosted in the datacentre of a third party.
• Growth in these cloud areas – which are mostly delivered by cloud service providers (SPs) -
is draining skills from all sizes of organisations.
• However, the larger enterprises can afford to stay more competitive with salaries offered by 
the SPs than the SME sector.
• Lack of access to affordable FTE-based skills is continuing to attract these customers 
towards managed and cloud services.
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• In the current IT demand/supply relationship, the enterprise customer controls the 
relationships between their organisation and the suppliers of hardware, software and services
• In a services-driven market – including cloud – the enterprise will be consuming more IT as a 
service and the importance of relationships with hardware and software vendors decreases.
• However, the service providers become more powerful as they are becoming very major 
customers of the hardware and software vendors, ahead of enterprise buyers. They will begin to 
dictate service architecture, standards and price.
• Consumers of IT services will need to acquire skills in evaluating and managing services, not 
technology as they do now.
• By 2015, when we are in an Outsourcing 3.0 period, business services as well as IT services 
will be sourced from external providers, further increasing the risk to the enterprise of losing 
ground compared to others if they have not built robust service management teams and 
processes.
• The SPs are better able to recruit, train and retain specialist staff as their costs are amortised 
across multiple clients.
• Technical skills will become more concentrated in the SPs, and user organizations will source 
more of their skills on a project basis rather than employing FTEs
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• By 2015, consumption of IT and business services from external sources will be between 
25% and 40% of enterprise IT spend, depending on their industry and size.
• Business solutions will be created by aggregation of multiple external services, potentially 
sourced from a number of SPs. If the IT organisation is take the role of aggregator, then their 
skills will need both upgrading and realigning to make sure procurement, governance and 
technology skills are all included in the IT portfolio.
• With the increase in consumption of IT and business services, the IT team evolves from 
technology management – and its focus on tech skills – to business service management. 
• Creativity shifts from application development to service sourcing, and more so when a 
solution is to be delivered by way of combining or aggregating a number of different services.
• In this scenario, the IT team need business, architectural, procurement, service management 
and technology skills.
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• IDC has tracked cloud deployment experiences via an annual survey across Asia Pacific 
countries, including Australia. Australia is one of the leading adopters of cloud services, and 
because of technical issues such as network latency and compliance issues around data 
location, have preferred in-country sourcing of cloud services. On-premises private cloud was an 
early trend.
• The private cloud model, where an organisation develops an on-premises cloud environment, 
has proven problematic for all but the largest and best-resourced IT departments.
• Private cloud is a complex project and most that we have tracked have taken much longer to 
complete than expected – and costing much more. Hence a poor ROI.
• The major impediment has been the lack of core skills in virtualisation, service management 
and service automation. The result has been that intending private cloud users have turned to 
external professional services providers or sourced externally sourced cloud services.
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While the notion of technology vendors becoming true business partners has been common in 
the market for the last decade, little real partnership has happened.
However, what is increasingly expected from customers is that their vendors of technology are 
able to immerse themselves in the business and provide solutions appropriate to their business 
goals – not just to suit the technology roadmap of the vendor.
This implies more business-level conversations between enterprise IT and their technology 
vendors, requiring an expanded set of capabilities.
Expertise in IT is no longer an adequate domain for the IT professional.
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• Recent economic conditions have focused CFO attention on IT service delivery costs, with 
review of core/non-core services for evaluation of possible outsourcing.
• Spending on training and staff hiring and development has also flat-lined.
• Different size organisations have adjusted their skills sourcing/employment practices in 
different ways, but the overwhelming effect has been to consume more services from external 
providers – cloud, managed services or professional services from contractors and consultants.
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• If we examine the trends for IT roles within different IT market participants, it is seen that 
different foci requires different skillsets.
• Overall, technology skills are migrating to SPs, and end-user organisations are strengthening 
their strategic roles such as enterprise architecture, data analysts, business analysts etc
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• The effect of the changes in the business and IT landscape is changing the way that IT 
organisations and vendor organizations structure themselves and how they deliver services. This 
impacts how they manage their skills
• Traditional approach has been to maintain a group of IT professionals within the organization 
to service most requirements.
• New emerging approach – for both user and vendor organizations – is to act as a general 
contractor of IT services, but maintain an inventory of external partners which are highly skilled 
domain experts.
• Result is that skills in internal enterprise IT organizations shift from specialised roles to roles 
of a more general nature with a bias toward business analysis, procurement, service 
management and contract management.
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• In 2012 spending on training was 0.57% of total ICT spend, in 2015 will be 0.55%

• This a CAGR of 2.18%.

• Over the same period software spending has CAGR of  6.58% and overall ICT spending 
3.48%

• Spending on training and education lags market average, and falls well below spending on 
the software which is the key enabler of business growth.
• ROI expectations from investment in new software are difficult to meet if staff are not 
adequately trained in their implementation, management and day-to-day use.
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Observed Trends
Broader uptake in cloud services across the board: The adoption of cloud-based 
services will not only continue but accelerate. Customers will look to adopt elements 
of or the full array of cloud services such as platform as a service (PaaS), application 
as a service (AaaS), infrastructure as a service (IaaS), and business process as a 
service (BPaaS). Whilst lowering costs will be part of the need for using these 
services, speed to market, flexibility, and aligning demand with supply will also play 
roles in customer use of these services.
Rise in managed services opportunities for mobility: One of the major trends in 2012 
will be the adoption of mobile services to support the increasing need for enterprises 
to support a more mobile user base, whether that for business to business (B2B), 
business to consumer (B2C), or business to employee (B2E) purposes. Many of 
these services will involve mobile application development and testing services as 
managed mobility.
Focus on business outcomes: 2012 will involve the shifting focus of customers from 
concern over underlying technologies when outsourcing to focus on business 
outcomes. These include increasing customer concern for SLAs that involve, for 
example, SLAs up the entire stack of technologies or for consistent service globally.
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Observed Trends
• Continuing to build platform solutions for key horizontal or industry-specific business 

processes. Because of legacy enterprise resource planning (ERP), it may take some 
time for holistic business process-as-a-service (BPaaS) solutions to emerge and, in 
the meanwhile, these solutions will enable customers to derive additional efficiencies 
and return on investment (ROI).

• Bundling BPO and business analytic services. BPO providers have, over the years, 
gathered substantial industry-specific business processes metrics. This enables them 
to provide consulting related to changes in business processes that will have a 
positive impact on customer revenue, market share, and profitability.

• Mobile enablement of business processes and analytics. BPO providers are investing 
in building mobility and analytics solutions and services around their BPO offerings. 
Customers are showing intent to consume these services, as increasingly higher 
number of business processes will be mobile enabled in the future.
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New mobility-focused applications require new skills:
• New platforms – not just Windows
• Increased security required
• Identity management across multiple services and devices becomes critical
• NBN will drive new application types and new device and content management requirements
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• Governance, risk and compliance have long been the responsibility of the CFO, with the GRC 
committee reporting to the CFO and operating with, but separate from, bsusiness units as 
required.
• With all business services now delivered via IT, the GRC responsibility significantly overlaps 
with the IT domain and decisions about services can have impacts on share price, legal 
compliance and revenue.
• The new period where more services are externally sourced will require the IT organization to 
be restructured and to add new skills to ensure that:
• Commercial risks with IT projects are understood and mitigated
• Security of transactions across cloud services is maintained
• The vast stores of customer data collected via e-commerce, CRM and social applications is 
protected, and
• Intellectual property is protected as key business processes are built into commodity cloud 
services, and ownership becomes blurred.
• IT organization structures, IT roles and IT’s relationship with the rest of the organization must 
be examined as part of a larger organization-wide HR assessment
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• An often raised perceived risk element from external services is that of the hosting location of 
the delivered service, ie, where is the datacenter?
• For many workloads, the answer to this question is irrelevant, but for others which are subject 
to legislative compliance requirements and/or performance requirements the choice of delivery 
location for a service is critical.
• Within IT, the technical skills exist but understanding of compliance requirements is not.
• While it is not expected that technical staff should understand the legislation, there must be 
appropriate processes within IT and between IT and the GRC committee to ensure that all 
sourcing decisions are sound
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• Too many enterprises are moving forward with inadequate evaluation & assessment. In sum, 
enterprise leaders are sometimes signing off on trials & proofs-of-concept without having realistic 
ideas & insights into how & where these investments will affect IT & business operations & costs 
within & beyond the scope of the initial programs.
• Our direct work with even the most forward-thinking enterprises supports this; we see too few 
enterprise IT & business leaders acquiring & deploying emergent, disruptive IT based on realistic 
expectations & quantified/qualified assessment & evaluation of their impact.
• Such actions result in the following negative effects:
• Lack of adequate data to evaluate the operational & financial impact of these initiatives & develop 
realistic use cases;
• Lack of context for developing realistic analysis of the initiatives’ cost/benefit & risk/reward;
• Inadequate investment in associated & necessary IT & operations management, resulting in 
inadequate ROI, & unnecessarily high TCO; &
• Loss of jobs for those responsible for the impacts & effects of these initiatives – not necessarily 
the same as those who were responsible for the initiatives themselves
• The relative affordability, speed, & boundary-free nature of most Cloud initiatives mean that pilots, 
proofs of concept, & trials tend to be initiated, funded, & executed, without centralized control & too 
often without any sort of formalized guidance or assessment. Because of the ease of acquisition & 
distribution, they also too often become integrated into the enterprise at large, without adequate, 
realistic evaluation or other formal governance.

An enterprise’s ability to exploit this avalanche of new services in the cloud depends on 
competence when using and managing cloud services
All change:
• Asset management processes
• Staff profiles
• Budgeting and chargeback processes
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• Productivity increases gained during an economic downturn or recovery are especially 
valuable. In difficult economic conditions, organizations thoroughly weigh costs and opportunities 
associated with every project. IT managers responsible for new projects and initiatives must use 
all tools at their disposal to ensure their projects meet the corporate and IT objectives. IT 
executives simultaneously manage several factors that can affect team performance.
• Nearly 30% of IT managers attribute most project success to a combination of the project 
team's skill and dedication. 
• Even though managers believe skill and dedication of the project team is the biggest 
contributor to successful projects, IT managers attempt to control other factors more 
aggressively. They continually seek ways to cost effectively reduce risks to IT projects by 
carefully selecting the most appropriate technologies, hiring the most affordable and experienced 
consultants, and using sophisticated management practices to ensure functional success. 

Copyright IDC. Reproduction is forbidden unless authorized. All rights reserved. 30



ICT Skills in the Workplace Forum

• IT team talent often goes overlooked as the critical element of IT project success. An IT 
organization's level of embedded skill will affect project outcome regardless of technology 
complexity. Analysis suggests the likelihood of project success is proportional to the skill level of 
the team working on it. Stated bluntly, the risk of a project failing to meet its objectives rises 
when the project team does not have the skills to do the job.
• Risk is inherent in every business venture and IT activity; increasing team skill and employing 
successful practices reduce risk and contribute to successful implementations. 
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• Projects allocating more than 6% of the project budget to training were significantly more 
successful than projects where 3% or less of the budget went to training.
• To get from “average” to high performing might only take 1.5% more of the project budget.
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• What is impressive about these findings is that for each major function examined —
database development, deployment, management, support, storage, and security — the 
impact was the same. The impact as reflected in the curves changes somewhat, but 
overall, the value of each additional certification improves team performance. This 
illustrates the difference in impact between security and database administration functions. 

• It appears that database administration requires more of the team to be certified before 
the impact is felt. Security receives a bigger boost from the first certifications.

• In responses to IDC surveys, 66% of managers believe certifications improve the overall 
level of service and support offered to IT end users/customers. Similarly, 75% say 
certifications are important to team performance. From a quantitative standpoint, the 
research shows that with a sufficient percentage of team members certified, IT 
organizational performance can increase by up to an average of 11 percentage points.

• Certifications add value by increasing project success rates, improving service to 
users and improving the ROI of the software investment. Expensive software needs 
skilled people to extract maximum value.


