Appendix-1

Questionnaire

Survey to review the expectations of Small and Medium Enterprises
(SMEs) with respect to Service Level Agreement for faster adoption of

Cloud in India

* Required
Section 1: Respondent Profile

1. Name

-2

. Designation *

3. Name of the Enterprise *

4. Address of the Enterprise *

. Contact Number *

h

6. E-mail id *

7. Do you deal with IT matters? *
() Yes

(O No
8. Do you deal with Service Level Agreements? *

O Yes

(O No
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9. Are you aware of Cloud Services? *

() Yes
O No

10. Are you aware of Micro, Small and Medium Enterprises Policy? *
() Yes

(:_ | No

11. Are you aware of "Project Badal"? *
O Yes

() No

12. Are you aware of "GI Cloud- Meghraj"? *
O Yes

'»: o No

13. Are you aware of "Digital India"? *
() Yes

(: :\ll NO

Section 2: Enterprise Profile

(a) Type of Enterprise

14. What is the categorization of your enterprise according to Micro, Small and Medium Enterprises
(MSME) policy? *

() Micro enterprise

() Small enterprise

) Medium enterprise

() Do not know

15. What does best describe your business? *
[[] Manufacturing or production of goods

[[] Processing or preservation of goods

[[] Services

[[] Others
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16. What is the total employee strength of your enterprise?

(b) Extent of present automation in the enterprise

17. Number of computers used in your enterprise for:

Administration

Designing

Production
Marketing

Others

18. What type of internet connections are used in your enterprise? (Select many)

[] Wireless Internet (Wi-F1, Wireless broadband)

[] Intemet through a Wired Connection (Dial up, Cable modem, DSL enabled high speed phone line)

[] Mobile Internet (2G, 3G, 4G)
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19. What are the key activities done using internet? (Select many)
[] Business E-mail

[[] Share data across enterprise locations

[] Internet based business software (like CRM)

(] Maintain a website

[] Find and bid for tenders

[] Sharing information with suppliers

[] Others

20. How many IT personnel are employed in your enterprise?
O 15
O 6-10
O 11-15
O 16-20
O 21-25
O 26-30
O 31-35
(O 36-40
O 4145
O 46-50
O =50

21. How much do you annually spend on IT (including hardware, software and maintenance staff)?
O 0-05 Crore

O 0.5-1.0 Crore

O 1.0-1.5 Crore

() 1.5-2.0 Crore

(O 2.0-2.3 Crore

( 2.5-3.0 Crore

( 3.0-3.5 Crore

(O 3.54.0 Crore

() >4 Crore
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Section 3: Expectations from Service level Agreement and

opinion for faster adoption of Cloud

22. What is the status (‘Already outsourced' or 'Not outsourced' to a Cloud Service Provider) of the
following activities in your enterprise and; if "Not outsourced’ then how much is the willingness of your
enterprise to outsource these activities to a cloud service provider? (Rate on a scale of 1-5; where 1
represents 'not keen' and 5 represents 'most keen) ? *

a. Financial
accounting
b. Production and
inventory
c. Project ~
Management b

d. Sales and Order
processing b
e. Customer
relationships

f. Procurement D)

g. Document
management/ —~
Knowledge
management

h. Business intranet @

1. Online —~
Collaboration =

j. Emails
k. Virtual desktops )
with light-weight Q
computers

1. Web presence! y
Web sites
m. Human

Resource Q)
Management

n. Others Q)

[ =)

Already
" outsourced to

4 5 2
cloud service
provider

O & &
O {
" — -
O O
(’:; ) {
1": ] ) :
O B )
O O O

= ; =

O O (

~ ) =

I\vvt i‘ '_I i

O O

=3 s -

\/ | )
O O
O O )
O )

23. Are you aware of the terms and conditions of the Service Level Agreement with your cloud service

provider?

(O Not using Cloud computing
() Can’t say

O No

() Partially aware

() Yes
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24. Are vou satisfied with the terms and conditions of the Service Level Agreement with your cloud
service provider?
(") Not using Cloud computing
() Can’t say
O No
() Partially satisfied
() Yes
25. The expectations from Cloud services are categorized into seven sub-
headings and the relevant attributes of these sub-headings are given below
to seek your opinion on each of these on a rating scale of 1-5. (Here, 1-Not
important, 2-least important, 3-moderately important, 4- important, 5-most
important).
(i) Which of the following parameters is most important for Accountability of cloud service provider?
(Rate on a scale of 1-5, 5 being most important) *
1 2 3 4 3
a. Auditability of ~ O ~ ~
services gt = - ki
b. Compliance of ~ ~ ~ )
c. Contracting A O o A '
experience W : >~
d. Ease of doing A ~ ~ ~ .
business i i
e. Governance of ~ O ) ~ ~
SLA. \_ W, \_/ U/ \_/
f Ownership of data ) i i
and Intellectual O O O O O
Property Rights
g. Provider business A ~ r"". ~ o
stability i bt e o i
h. Provider ) ~ A ~ ;
Certifications = = =
i. Provider Contract/ s ) e ~ ‘
SLA verification T = e
j. Provider Ethicality O O O O
k. Provider ) 0y 0y e ~
Personnel skill set b -
1. Provider supply ~ O ) e -~
m. Provider support O O O O @)
0. Sustainability O O O O O
0. Others O O O O @
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(ii) Which of the following parameters is most important for Agility or Interoperability (ability to
change cloud service provider) requirements of your business? (Rate on a scale of 1-5, 5 being most

important) *

a. Adaptability of
service provider
b. Elasticity of
service provider

c. Extensibility of
new services and
features

d. Flexibility to add
or remove features
e. Portability of
service from one
CSP to another

f. Scalability of
services by CSP

g. Others

(iii) Which of the following parameters is most important for your Assurance of availability of services
by Cloud Service Provider? (Rate on a scale of 1-5, 5 being most important) *

a. Availability of
Services

b. Maintainability of
services

c. Recoverability of
services

d. Reliability of
services

e. Resiliency / Fault
tolerance

f. Service stability to
change

g. Serviceability of
performance

h. Others

(iv) Which of the following parameters is most important from Financial point of view? (Rate on a
scale of 1-5, 5 being most important) *

a. Billing Process
b. Cost

c. Financial Agility

d. Financial
Structure

e. Others

W

Ll

La
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(v) Which of the following parameters is most important from Performance of service provider point of
view? (Rate on a scale of 1-5, 5 being most important) *

1

a. Accuracy of
services as per SLA
b. Functionality of
features

c. Suitability of e

features

d. Interoperability
features

e. Service response
time

f Others O

4

(P8
N =
L=

(vi) Which of the following parameters is most important from Security and Privacy point of view?
(Rate on a scale of 1-5, 5 being most important) *

a. Access control

and Privilege )

management

b. Data location O

¢. Data Integrity O

d. Data Privacy and
Data loss

e. Physical and

environmental B

security
f. Proactive threat

and vulnerability £

management
g. Data retention

and disposition
h. Security =
Management had

I. Others O

2 3 - 3
) ) B )
— e - -
N " .
| ‘I l._-’_l "._/[ { ]
- ~ - -
L) ) ) )
® O O O
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() (% ) &
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(vii) Which of the following parameters is most important from Usability of services point of view?
(Rate in scale of 1-5, 5 being most important) *

a. Accessibilities
even with
dizabilities

b. Client perzonnel
requirements

c. Ease of
Installation of
services

d. Ease of Learning
of services

e. Ease of Operation
of services

f Transparency

g. Understandability
of services

h. Others

26. What are your other expectations from the Service level Agreements in addition to the important
parameters as indicated above in 257 (Rate on a scale of 1-5, 5 being most important) *

a. Clanity of terms
and conditions

b. Comparability of
terms and conditions
of different Service
Providers

c. Improvement in
real time threat
detections and
protection

d. Metering and
Billing Accuracy

e. Transparency in
billing

f Grievance
redressal mechanism
g. Strict penal
provisions for non
compliance by
service provider

h. Others
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27. Which of the following parameters is most important hindrance for adoption of cloud? (Rate on a
scale of 1-5, 5 being most important) *

a. Non availability
of reliable power
supply at vour
locations

b. Non availability
of reliable telecom
connectivity at your
locations

c. Unclear
advantages of
adoption of Cloud
d. Unclear scheme
in the pay per use
approach

e. Issues with
integration with the
existing
infrastructure

f Issues with third
party technology
acquisition and data
integration

g. Others

28. Which of the following parameters is most important for increasing adoption of cloud? (Rate on a

1 2

scale of 1-5, 5 being most important) *

a. Focused approach
to increase reliable
telecom network
connectivity

b. Increasing level
of awareness of
advantages of
adoption of Cloud
c. Auditing of
services of service
provider by
independent agency
d. Monitoring of
services offered by
cloud service
providers

e. Establishing a
Grievance redressal
mechanism for
protecting interests
of clients

f. Governance
mechanism to
monitor services
offered by cloud
service providers

g. Compliance with
local and global
regulations

h. Integration with
mobile platforms

i. Others
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29. Any other comments / suggestions



