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SaaS Messaging Market Trends, 2010-2013 
 
 
Report Focus 
This report presents the results of a detailed research program into preferences and 
plans for hosted, SaaS and managed messaging capabilities among North American 
organizations over the period 2010-2013.  It focuses on various types of SaaS 
messaging-related capabilities, including complete messaging services, messaging 
security services and archiving services, among others. 
 
The goal of this research and report is to provide vendors, investors and others 
interested in the SaaS messaging market with actionable information that they can use 
to develop marketing plans and to more accurately focus their efforts on understanding 
and penetrating the market for hosted and managed services.  Accompanying this 
document, and provided earlier to subscribers to the Osterman Research Subscription 
Service (ORSS) 2010, is the complete data set from the primary survey that was 
conducted for this report. 
 
 
SaaS is Growing in Popularity 
Osterman Research forecasts that the majority of messaging users will continue to be 
served by on-premise infrastructure through the forecast period discussed in this report.  
That said, the SaaS market is growing in popularity for a variety of reasons: 
 
• It can reduce the total cost of ownership for managing messaging-related services, 

even for very large organizations. 
 
• In most cases, it provides a more predictable and consistent cost of ownership than 

on-premise systems. 
 
• It allows easier migration to new messaging-related services.  For example, 

migrating from one version of an on-premise messaging platform to another can be 
very expensive, and so migrations are often delayed until the need to migrate 
becomes critical.  When using SaaS services, on the other hand, the difficulties and 
costs associated with migration will typically not be borne by customers. 

 
• It can provide greater fault-tolerance and less chance of downtime than when using 

on-premise systems. 
 
Although the SaaS delivery model for messaging and related services has been available 
for more than a decade, it has only been since late 2008 that demand for these services 
has gained significant traction.  The economic downturn that began in Fall 2008 
prompted many decision makers, when faced with significant cuts in their IT budgets, to 
seriously consider using SaaS services as a means of maintaining service levels, but at 
lower cost. 
 

Osterman Research Executive Summary 



 

Osterman Research, Inc. • P.O. Box 1058 • Black Diamond, Washington  98010-1058 
T: +1 253 630 5839 • F: +1 253 458 0934 • info@ostermanresearch.com • www.ostermanresearch.com • twitter.com/mosterman 

 

 

Table of Contents 
Chapter 1 
Executive Summary.................................................................................................. 1 
 
Chapter 2 
Background and Methodology ................................................................................... 7 
 
Chapter 3 
General Trends in Messaging and Views on SaaS........................................................ 9 
 
Chapter 4 
SaaS Email and Related Services ..............................................................................19 
 
Chapter 5 
SaaS Email and Web Security...................................................................................25 
 
Chapter 6 
SaaS Archiving and Content Management .................................................................37 
 
Chapter 7 
Messaging Cost of Ownership...................................................................................43 
 
Chapter 8 
Price Sensitivity When Evaluating and Choose SaaS ...................................................47 
 
Chapter 9 
Forecast of SaaS Penetration ...................................................................................51 
 



 

Osterman Research, Inc. • P.O. Box 1058 • Black Diamond, Washington  98010-1058 
T: +1 253 630 5839 • F: +1 253 458 0934 • info@ostermanresearch.com • www.ostermanresearch.com • twitter.com/mosterman 

 

 

List of Figures 
Forecasted Penetration of Various SaaS Email-Related Services in North America.......... 6 

Organizations’ Openness to the General Notion of Outsourcing...................................13 

Mean Number of SaaS Vendors and SaaS Applications per Organization ......................14 

Confidence About Migrating Data to and Retrieving Data From SaaS Providers ............15 

Agreement With Various Issues About SaaS Services .................................................16 

“In order for our organization to even consider outsourcing any messaging-related 
 capabilities, the outsourced solution must be:” ....................................................17 

Perceptions About the Security Offered by SaaS Providers..........................................18 

Likelihood of Deploying a SaaS Email Provider at Various Levels of Reliability ..............20 

Preferences for Managing Outbound Email ................................................................27 

Preferences for Managing Inbound Email ..................................................................28 

Importance of Service Level Agreements Offered by SaaS Security Providers...............34 

Preferred Pricing Models for SaaS Messaging Archiving Services .................................41 

Annual IT Labor Cost and Mean Number of Users per FTE Staff Member.....................43 

Decision Makers’ Understanding of Their Messaging Total Cost of Ownership ..............44 

Likelihood of Deploying SaaS or Managed Email Services at Various Price Points..........47 

Likelihood of Deploying SaaS Anti-Virus and Anti-Spam Services at Various Price Points48 

Likelihood of Deploying SaaS Encrypted Messaging Services at Various Price Points .....49 

Likelihood of Deploying SaaS Email Archiving Services at Various Price Points..............50 

Distribution of Users by Email Delivery Model, 2010 and 2012 ....................................51 

Total IT Budget for Email Capabilities, 2010 and 2011 ...............................................53 

Forecasted Penetration of Various SaaS Email-Related Services in North America.........54 



 

Osterman Research, Inc. • P.O. Box 1058 • Black Diamond, Washington  98010-1058 
T: +1 253 630 5839 • F: +1 253 458 0934 • info@ostermanresearch.com • www.ostermanresearch.com • twitter.com/mosterman 

 
 

List of Tables 
Current and Planned Distribution of Email Users by Platform, 2010 and 2012 ............... 7 

Level of Concern About Various Issues Compared to 12 Months Earlier ........................ 9 

Issues About Which Organizations are Concerned......................................................10 

Issues of Concern Over the Next One to Three Years.................................................11 

Needs for Various Capabilities ..................................................................................12 

Desirability of Various Attributes of a SaaS Email Provider ..........................................19 

Importance of Various Attributes for SaaS Email Services...........................................21 

Reasons That Organizations Do Not Use SaaS Email Services .....................................22 

Plans for Deploying SaaS at the Primary Corporate Location Over the Next 
 12 Months.........................................................................................................25 

Plans for Deploying SaaS at Remote Locations Over the Next 12 Months.....................26 

Preferred Encryption Models for Heavy and Average Users .........................................29 

Importance of Various Attributes for SaaS Email Security Services ..............................29 

Reasons That Organizations Do Not Use SaaS Email Security Services.........................30 

Importance of Various Attributes for SaaS Web Security Services ...............................32 

Reasons That Organizations Do Not Use SaaS Web Security Services ..........................33 

Importance of Various Attributes for SaaS Email Archiving Services ............................38 

Reasons That Organizations Do Not Use SaaS Email Archiving Services.......................40 

Delivery Models for Selected Email and Web Capabilities, 2010 and 2012 ....................52 

 
 
 



 

Osterman Research, Inc. • P.O. Box 1058 • Black Diamond, Washington  98010-1058 
T: +1 253 630 5839 • F: +1 253 458 0934 • info@ostermanresearch.com • www.ostermanresearch.com • twitter.com/mosterman 

 
 
 

About Osterman Research, Inc. 
Osterman Research, Inc. provides market research, cost modeling, benchmarking and 
related services to vendors of messaging and collaboration products and services. 
 
We help vendors, IT departments and other organizations make better decisions 
through the acquisition and application of relevant, accurate and timely data on 
markets, market trends, products and technologies. We also help vendors of technology-
oriented products and services to understand the needs of their current and prospective 
customers. 
 
Part of what makes us unique is our market research panel:  a large and growing group 
of IT professionals and end-users around the world with whom we conduct our research 
surveys. This allows us to conduct surveys quickly and accurately. 
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