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Key TaKeaways

Local Market expertise and experience should Be a Primary evaluation 
Criterion For BI services

“Global” business intelligence service providers do not necessarily have a strong presence 
in all (or even most) of the key markets in Asia Pacific. While access to global resources 
can be a clear differentiator, a strong physical presence in the region is essential to 
helping ensure successful delivery of BI projects.

Culture and Flexibility are as Important as Technical skills when 
selecting a BI service Provider

“Culture” includes the culture of the service provider and in particular how well it 
matches global resources, skills, and expertise with local knowledge and understanding. 
But it also applies to organizations themselves and how open they are to instilling a 
more data-driven approach to decision-making.
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For Sourcing & Vendor ManageMent ProFeSSionalS

why Read ThIs RePoRT

Organizations in Asia Pacific (AP) are increasing their investments in business intelligence (BI) tools, 
technologies, and strategies. However, lack of internal expertise remains a significant barrier to adoption. 
Carefully evaluating and selecting external consultants with well-documented BI project experience in 
the region is therefore a critical success factor. Assessing the strengths and weaknesses of AP-based BI 
service providers requires a structured approach that measures all of the relevant factors affecting overall 
project success. This report outlines key evaluation criteria that IT decision-makers should consider when 
evaluating BI service providers.

table of contents

service support Is Crucial To BI Project 
success

aP organizations Face a unique Set of Bi-
related challenges

it currently lags the Business in Prioritizing 
Bi-related initiatives

define Formal Criteria To evaluate BI service 
Providers

recoMMendationS

Consider soft Metrics alongside More 
Quantifiable evaluation Criteria

supplemental Material

notes & resources

Forrester interviewed 10 user companies, 
including agl energy, ashok leyland, itnl, 
Manukau institute of technology, MMg, new 
South Wales Public Service commission, 
nomura Holdings, Santos, telstra, and 
Westpac.

related research documents

drive Business insight With effective Bi 
Strategy
May 14, 2013

the Future of Bi in asia Pacific
october 19, 2012

the Forrester Wave™: Business intelligence 
Services Providers, Q4 2012
october 18, 2012

Business intelligence Market trends in asia 
Pacific
May 2, 2012

evaluating BI services In asia Pacific
local delivery capabilities are crucial For Project Success
by Michael Barnes and Frederic giron
with Boris evelson, liz Herbert, and rupika Malhotra

2

3

7

8

July 10, 2013

www.forrester.com
http://www.forrester.com/go?objectid=RES73821
http://www.forrester.com/go?objectid=RES73821
http://www.forrester.com/go?objectid=RES81081
http://www.forrester.com/go?objectid=RES61392
http://www.forrester.com/go?objectid=RES61392
http://www.forrester.com/go?objectid=RES72921
http://www.forrester.com/go?objectid=RES72921
http://www.forrester.com/go?objectid=BIO2720
http://www.forrester.com/go?objectid=BIO2714
http://www.forrester.com/go?objectid=BIO1737
http://www.forrester.com/go?objectid=BIO1776


For Sourcing & Vendor ManageMent ProFeSSionalS 

evaluating Bi Services in asia Pacific 2

© 2013, Forrester Research, Inc. Reproduction Prohibited July 10, 2013 

seRvICe suPPoRT Is CRuCIaL To BI PRojeCT suCCess

Adoption drivers, technology understanding, and organizational process maturity for business 
intelligence (BI) continue to vary widely across Asia Pacific (AP).1 But the need for third-party 
professional services remains a constant. Service support is crucial to BI project success for 
almost all organizations, as these initiatives typically span many critical areas and ultimately 
affect all aspects of the business. The value of information continues to rise as organizations 
better understand the importance of customer engagement and operational efficiencies in driving 
sustained growth. But most organizations currently lack the skills, resources, and experience 
necessary to define, implement, and manage BI and broader analytics initiatives that often cut across 
business functions (sales, marketing, fulfillment, and the supply chain) and IT projects (reporting, 
data warehouses, and data mining).

aP organizations Face a unique set of BI-Related Challenges

The BI market in AP is far from consolidating; rather, it’s continuing to fragment due to a 
combination of emerging social, cultural, economic, and technology trends. Some of the key trends:

■ Strong economic growth is driving massive business opportunities — and disruptions. 
Across the major growth markets of China and India as well as many smaller markets like 
Indonesia, the Philippines, and Vietnam, organizations must manage rapidly changing business 
pressures as economic growth continues to far outpace that of more mature markets in North 
America and Western Europe.2 Responding to this pace of change requires different, more agile 
development models for BI initiatives to ensure that the outputs from these initiatives match 
business users’ fast-changing expectations.

■ Mobile device usage in the region is outpacing global averages. AP organizations are 
struggling to meet the fast-rising expectations of consumers and employees as device usage 
expands across the population at a rate far outpacing that of more mature markets.3 The 
unintended consequences of mobile application usage are putting extreme pressure on 
traditional BI models and related infrastructures.4

■ Limited access to IT resources remains a barrier to project success. Organizations in most 
AP markets are forced to address business challenges in an environment of scarce IT skills, 
resources, and experience. In addition to a strong BI technical background, BI practitioners 
should also be proficient in the language of business — further reducing the available talent 
pool in AP.

■ Data-related regulatory compliance across the region adds complexity. Regional firms and 
multinationals in particular must consider country-specific laws in areas like data privacy as 
part of any strategic information management and governance strategy, of which BI is only a 
small part.5 Accounting for the wide variety of regulatory compliance policies and guidelines 
makes formulating this strategy more difficult.
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IT Currently Lags The Business In Prioritizing BI-Related Initiatives

BI and broader analytics initiatives have steadily gained prominence among both IT and business 
decision-makers over the past three to four years. However, there is still a disconnect between IT’s 
priorities and what’s most important to the business (see Figure 1). The clear business demand is 
reflected in BI-related spending across the region, which has steadily increased.6 But one common 
characteristic of well-defined BI strategies is the fact that project drivers typically are not for “BI” 
or analytics in a general sense. Instead, successful BI projects are directly linked to clear business 
objectives that everyone, up to and including the board level, will understand and ultimately fund.

deFIne FoRMaL CRITeRIa To evaLuaTe BI seRvICe PRovIdeRs

It’s clearly not easy to evaluate all of a service provider’s capabilities before the project actually gets 
underway. Through interviews with dozens of AP organizations with direct project experience in 
this area, Forrester has nonetheless identified a consistent set of guidelines that organizations can 
use to minimize risk and increase the likelihood of BI project success. We’ve broken these guidelines 
down into five categories (see Figure 2):

■ People. To minimize project risks, buyers must know who the on-site business and technical 
leads on BI projects will be and how many successful implementations this staff has led in 
similar industries and technical environments within the region. It’s then critical to ensure that 
the proposal lead and the actual project lead are in fact the same person. A subtle but important 
consideration is the cultural fit of the service provider — in particular, how flexible and willing 
the team is to adapt to your business culture. Does your organization leverage Agile approaches, 
for instance? If so, is your chosen BI service provider willing to embrace this approach for the 
project, even if its past experience in this area is limited?

■ Technical expertise. Heterogeneous market conditions and a shortage of BI-related skills within 
most AP organizations mean that that service providers must demonstrate in-region knowledge 
of the technical characteristics of various BI tools, platforms, architectures, and applications. 
Not all necessary skills are likely to be on site, so organizations must also closely evaluate how 
easily they can access remote service provider staff. Technical expertise must include tool 
support, particularly given ongoing fragmentation in this market. But the service provider 
should also have documented expertise in reusable framework creation; data governance and 
quality assurance; data capture and aggregation; data mining; data analysis; extract, transform, 
and load; and even data warehouse design. For instance, does the service provider have any 
standard, out-of-the-box data models that it can leverage to accelerate the project? If yes, this 
demonstrates effective knowledge-sharing, as the provider would likely have developed such 
models in other, related projects it’s worked on.

■ Market presence. Given vast differences in BI-related project considerations — such as country-
specific reporting requirements, large variations in business processes and practices, cultural 
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differences, and the strong role of local partners in driving BI engagements — it’s critical that 
a service provider has invested adequate resources in local AP delivery capabilities. Does it 
have well-documented domain or industry expertise? Has it adapted its global frameworks, 
methodologies, and accelerators to local market specifics? If not, is it willing to invest the time, 
effort, and money to gain that expertise at the start of the project?

■ Innovation. In the extremely fast-moving AP BI market, service providers must demonstrate the 
ability to provide new business and technology solution ideas and insights in response to 
customer needs. For instance, is the provider prepared to bring new ideas and recommend 
approaches that you haven’t considered as part of the engagement, or is it simply doing what you 
tell it to do? Is it able to demonstrate potential approaches for mitigating issues related to a lack of 
data governance and quality and disagreements over terminology within the organization?

■ Strategy. AP organizations are at vastly different levels of BI maturity and understanding. 
Beyond basic BI technology or tool implementation, organizations increasingly seek guidance 
from their service provider on how BI and broader analytics initiatives are likely to affect 
business transformation projects. What is the provider’s methodology? Does it come with a 
standard implementation approach that you can use immediately but also modify as necessary? 
Is it able to help quickly ramp up your BI vision and strategy? Successful BI projects should 
deliver increased business value for your organization; you should check that the service 
provider also brings repositories of best practices for the functions and business processes 
engaged in the BI project. For instance, is it able to define the right metrics for your sales 
department to focus on?
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Figure 1 The Top IT Priorities In Asia Pacific Depend On Who You Ask

Source: Forrester Research, Inc.98241

“Which of the following technology initiatives will you prioritize over the next 12 months?”

High priority Critical priority

Source: Forrsights Business Decision-Makers Survey, Q4 2012
*Only the top seven (out of 13) categories are shown.

Base: 1,369 business decision-makers in Australia, China, India,
Indonesia, Japan, Malaysia, New Zealand, and the Philippines

Cutting overall IT costs 24% 10%

Improving IT budget performance 27% 9%

Reorganizing IT to better align with business
outcomes and drive innovation 29% 9%

Developing new skills to better support
technology and business innovation 29% 10%

Helping the organization better manage and
integrate partners and suppliers 30% 10%

Improving IT project delivery performance 32% 12%

Improving the use of data and analytics
to make better business decisions 34% 14%

IT mainly focuses on improving its own performance . . .1-1

. . . but the business clearly focuses on data and analytics1-2

“Which of the following technology initiatives will you prioritize over the next 12 months?”*

Cutting overall IT costs 31% 10%

Reorganizing IT to better align with business
outcomes and drive innovation 34% 8%

Developing new skills to support
technology and business innovation 36% 7%

Improving the use of data and analytics
to make better business decisions 38% 11%

Improving IT budget performance 42% 9%

Improving IT project delivery performance 43% 11%

High priority Critical priority

Source: Forrsights Budgets And Priorities Tracker Survey, Q4 2012
*Only the top six (out of 13) categories are shown.

Base: 1,437 IT executives and technology decision-makers in Australia, China,
India, Indonesia, Japan, Malaysia, New Zealand, and the Philippines
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Figure 2 Evaluation Criteria For Regional BI Services

Source: Forrester Research, Inc.98241

Category Criteria Metrics

Technical expertise

People

Market presence

How strong are the service provider’s technical
skills across all BI services: architecture, design,
building, testing, implementation, and 
support?

What BI skills and experience do the service
provider’s full-time in-region sta� have?
Where are they located and how are they
organized?

What are the total revenues and employee
count of the �rm in Asia Paci�c? How many
referenceable customers does it have?

• Demonstrated case studies from the
same country, industry, business, and/
or technology domains as the client.

• Disclosure of AP-based resources and
regional distribution and utilization
rates for these resources.

• The number of documented projects
and customers in the region.

• Existing alliances and partnerships
with other professional services or
technology vendors in the region;
could include training, co-selling,
co-marketing, joint development,
OEMing, and subcontracting.

• Demonstrated in-region BI expertise
via clear, detailed mappings of
functional, technical, and operational
requirements to the RFP response.

• Evidence of BI knowledge-sharing,
both across the enterprise and across
speci�c Asia Paci�c markets.

• RFP responses indicate that the service
provider proposed speci�c
management and team lead
consultants and provided detailed CVs.

• The percentage of consultants in AP
with more than three years’ experience
in BI implementations, both across the
region and for the speci�c type of
projects proposed.

• The number of practitioners the service
provider has in AP for each major BI
tool or platform, both across the �rm
and dedicated to speci�c projects.
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Figure 2 Evaluation Criteria For Regional BI Services (Cont.)

Source: Forrester Research, Inc.98241

Category Criteria Metrics

Innovation

Strategy

What is the service provider’s ability to initiate
and implement new business and technology
ideas, including actively encouraging “reverse
innovation” to leverage insights and
experience from AP and ensure that they �ow
back into its corporate strategy and service
capabilities?

What is the scope and breadth of the service
provider’s o�erings in AP? Does it provide a
broad range of services, such as management
consulting, application development, post-
implementation support, application
outsourcing including o�shore options, and
business process outsourcing?

Resources to provide all BI services in
the region: management, consulting,
strategy, architecture, design, building,
testing, deployment, training, change
management, SaaS, outsourcing,
o�shoring, and hardware and software
maintenance.

• Documented investments to drive
thought leadership, including
publications, involvement in external
events, partnerships with academia,
and hosting its own events in AP
dedicated to BI-related business
innovation.

• Documented investment (in terms of
money, patents, or other metrics)
around thought leadership focused on
technology innovation.

• Clear evidence of reverse innovation
derived from customer experience or
projects in growth markets.

R e c o m m e n d at i o n s

ConsIdeR soFT MeTRICs aLongsIde MoRe QuanTIFIaBLe evaLuaTIon 
CRITeRIa

Organizations can’t easily measure all evaluation criteria but must still consider them carefully 
when selecting the right partner to help ensure the success of often complex BI initiatives. Forrester 
recommends that organizations:

■ Consider how the service provider can help drive organizational change. This is 
particularly critical in AP organizations, as they often don’t have a strong culture of data-
driven decision-making and formalized usage of insight and analysis. Can the service 
provider help suggest approaches to begin changing internal mindsets and behavior? Is it 
able to help support internal project leads as a change agent to stimulate innovation within 
the organization? Can it suggest approaches for securing internal buy-in from necessary 
stakeholders, such as architects?

■ Judge the service provider’s commitment to your success during early project scoping. A 
key challenge for most organizations is gauging how proactive and well-managed the service 
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provider’s team is. Is it able to communicate effectively and clearly define, understand, 
and manage expectations? Does it provide recommendations on how best to gather 
requirements, such as to minimize project risk? Does it spend enough time assessing the 
complexity of your environment? We regularly come across clients who are unhappy with 
service providers that underestimated the level of complexity of the BI project, illustrating a 
lack of experience and/or an inability to manage the client’s expectations.

■ Evaluate off-premises capabilities and expertise as well as on-premises consultants. Can 
the service provider show examples of when and how it leveraged internal expertise within 
its own organization that’s not on-premises or directly engaged in the particular project? 
This could include in-region competency centers but also experts outside AP. This is critical, 
particularly in cultures where admitting that you don’t know everything is viewed negatively.

suPPLeMenTaL MaTeRIaL

Companies Interviewed For This Report

AGL Energy

Ashok Leyland

ITNL

Manukau Institute of Technology

MMG

New South Wales Public Service Commission

Nomura Holdings

Santos

Telstra

Westpac

endnoTes
1 In mature markets and specific segments — Australia, New Zealand, South Korea, large MNCs in Singapore 

and Hong Kong — we’re seeing increased interest in dynamic reporting and real-time analytics that’s more 
tightly integrated into business processes, typically augmenting earlier static reporting approaches. But in 
less mature markets — like China, India, and most of ASEAN — BI spending still primarily focuses on 
improved, but still static, reporting. See the October 19, 2012, “The Future Of BI In Asia Pacific” report.

2 The Asia Pacific region is often thought of as the growth engine of the global economy and thus of the tech 
market. But that engine has been misfiring on some key cylinders, leading to slower growth in the regional 
tech market in 2012. While Australia, Korea, and several Association of Southeast Asian Nations (ASEAN) 
tech markets are showing good or improving growth, in other markets like China, India, Japan, Malaysia, 
and Vietnam, political leaders seem paralyzed in the face of growing economic problems. China after its 
political transition is likely to resume growth in 2013, though at a slower pace than in 2010 and 2011. But 
India and Japan will still be hamstrung by political gridlock, and both economic and tech market growth 

http://www.forrester.com/go?objectid=RES81081
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will languish in those countries until 2014. See the January 23, 2013, “Asia Pacific Tech Market Outlook For 
2012 To 2014” report.

3 The typical information worker now uses three or more devices simultaneously. But the contrast in uptake 
between mature markets and growth markets — even within Asia Pacific — is striking. The proportion of 
workers using three or more devices is well below 50% in Germany, the UK, and the US. This is also true in 
Australia/New Zealand and Japan, but it’s over 60% in the rest of the Asia Pacific markets surveyed. See the 
August 1, 2012, “End User Computing Trends In Asia Pacific In 2012 And 2013” report.

4 Mobile apps can be wildly successful. For example, a retail bank saw its mobile banking contacts soar from 
a projected 20 million contacts per month to 120 million. While this success is great, the rampant demands 
of a successful app carry hidden costs and potential risks too. See the March 26, 2012, “Mobile Is The New 
Face Of Engagement: An Executive Summary” report.

5 Across Asia, data privacy laws are fragmented, and the regulatory environment is different for each 
jurisdiction. Driven by technological advances and a flourishing Internet population, cybercriminals and 
other threats to privacy have led to the creation and revision of laws that surpass the EU in complexity. 
Significant penalties mean that compliance is not optional and specific focus is required to remain within 
the legal boundaries. See the May 15, 2013, “What You Must Know About Data Privacy Regulations In Asia 
Pacific” report.

6 This document provides an overview of the enterprise software market in Asia Pacific in 2009. Being highly 
diverse, with a large collection of interrelated yet unique product/technology segments, the enterprise 
software market in APEJ also has its own characteristics in each country of the region. This research looks 
at the enterprise software market by segment and by geography, presenting the dynamics inherent in each 
country in Asia Pacific, including market growth potential and investment opportunities. Our research 
suggests that the APEJ enterprise software market will see strong demand through 2012, even as growth 
slows amid the global economic crisis. See the February 1, 2009, “Different Hues Of Growth: Enterprise 
Software Market And Forecast 2007-2012” report.
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