Attachment 3

Results of questionnaire-based survey on the fact-finding survey regarding
trade practices of cloud services

(for groupware CSCs, CRM CSCs)

< Summary of questionnaire-based survey >

The Japan Fair Trade Commission (JETC) conducted the questionnaire-based survey
targeting CSCs of the services that provide functions of groupware or the ones that provide
functions of CRM out of cloud services (SaaS). Its summary is as follows:

Survey target : The JFTC selected 10,000 companies randomly from about 30,000
enterprises that have sales amount of 5 billion yen or more in the latest
business year and sent them a request to answer the questionnaire. The JFTC
asked the businesses that utilize the services that provide functions of
groupware and the ones that provide CRM) to answer, “questionnaire for
groupware CSCs, CRM CSCs.”

Survey method : Web survey

Implementation period : July 19 to August 20, 2021

Number of respondents : 1,055 companies

(Points of attention)
This documents shall generally describe the survey results on multiple-choice questions

among all the questions of the questionnaire.




Q1.Please answer about your company’s overview (type of industry).

0% 10% 20% 30% 40% S0% 60% 70% 80% 90% 100%

Groupware 233 (22.5%)
n=1,035
a4 (4.3%) 26 (2.5%) | 37 (3.6%)
27 (2.6%)
CRM 113 (31.3%) 75 (20.8%)
n=361
9 (2.5%) 8 (2.2%) - 13 (3.6%)
14 (3.9%)
wConstruction industry wManufacturing w Transport/mailing ~ « Wholesale/retail
industry industry industry
wFinance/insurance wReal estate industry ~ m Information/telecom  m Service industry
industry munication industry Others



Q2.Among the cloud services that provide the functions of (1) groupware or
(11) CRM, please choose the ones your company utilizes. Further, please
describe the name of the developer/provider of specific cloud services

your company use and that of the service.
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

n=1, 041

® Microsoft u Google u Others

(Reference) Main groupware service providers included in “Others”.

Groupware
Cybozu 162
Neojapan 105
NI Consulting 33

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

CRM
n=362

mSalesforce.com u Others

(Reference) Main CRM business providers included in “Others”

CRM
Softbrain 19
NI Consulting 17




Q3.Please answer the reason you chose the said service regarding cloud

service of developer/provider answered in Q2. [ Multiple responses

allowed)

Groupware

a) Timing of introduction or the prices and charge
system in the future

b) Quality as the services including availability,
stability, security and interface etc.

c¢) Location of the CPCs’ own data stored in the said
services (country, region)

d) Used the package services with the same functions
provided by the
introduction of the said services (switched to the cloud
version from package version of the identical service
provider)

said developer/provider before

€) It 1s convenient or advantageous to use the service
combined with other kinds of IT services provided by the
said  developer/provider (for example, other
TaaS/PaaS/SaaS etc.)

f) There are a large number of IT services (SaaS etc.) that
third parties (businesses other than the said
developer/provider) that can link to/connect with the said
service

g) There are many Slers, consultants, and other providers
and engineers who can support the cloud service

h) Easiness of information collection related to operation
because of substantiality of introduction results, training
and user community etc. related to the said cloud
services

i) Recommendation for the use of the said services by
introduction support businesses including Sler and
consultants etc. (introduction support businesses
recommended the said services as the suitable ones for
the CSCs’ requirements and therefore adopted ones)

j) Others

m Microsoft
n=442
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10%

20% 30%

199(45.0%)

86(61.4%)
281(63.6%)
- 566(55.3%)

243(55.0%)
95(67.9%)

190(43.0%)
3] 528(51.6%)

47(10.6%)

3| 87(8.5%)

102(23.1%)

60(13.6%)
5 168(16.4%)

24(5.4%)

3(2.1%)
6(1.4%)

33(3.2%)

37(8.4%)

12(8.6%)
10(2.3%)

i 59(5.8%)

59(13.3%)
16(11.4%)

3] 91(8.9%)

77(17.4%)
20(14.3%)
54(12.2%)
151(14.7%)

41(9.3%)
12(8.6%)
36(8.1%)
89(8.7%)

84(19.0%)
18(12.9%)
57(12.9%)

159(15.5%)
= Google =Others & Total
n=140 n=442 n=1,024



CRM

a) Timing of introduction or the prices and charge
system in the future

b) Quality as the services including availability,
stability, security and interface etc.

c) Location of the CPCs’ own data stored in the said
services (country, region)

d) Used the package services with the same functions
provided by the said developer/provider
introduction of the said services (switched to the cloud
version from package version of the identical service
provider)

before

e) It is convenient or advantageous to use the service
combined with other kinds of IT services provided by the
said  developer/provider  (for other
TaaS/PaaS/SaaS etc.)

f) There are a large number of IT services (SaaS etc.) that
third parties (businesses other than the said

developer/provider) that can link to/connect with the said
service

example,

g) There are many Slers, consultants, and other providers
and engineers who can support the cloud service

h) Easiness of information collection related to operation
because of substantiality of introduction results, training
and user community etc. related to the said cloud
services

i) Recommendation for the use of the said services by
introduction support businesses including Sler and
consultants and the like (introduction support businesses

recommended the said services as the suitable ones for the
CSCs’ requirements and therefore adopted ones)

j) Others

m Salesforce.com
n=121
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46(38.0%)
82(44.6%)
128 (42.0%)

65(53.7%)

58(31.5%)
123(40.3%)

8(6.6%)
18(9.8%)
26(8.5%)

5(4.1%)
19(10.3%)
24(7.9%)

9(7.4%)
11(6.0%)
1 20(6.6%)

21(17.4%)

7(3.8%)
SR 28(9.2%)

19(15.7%)
9(4.9%)
28(9.2%)

33(27.3%)

20(10.9%)
3 53(17.4%)

25(20.7%)
20 (10.9%)
1 20(6.6%)

13(10.7%)
51 (27.7%)

J 51(16.7%)
u Others = Total
n=184 n=305
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Q4.With regard to the cloud services you answered in Q2, due to adding new
functions to the CSC’s plan in use or sales of new plans that include new
functions in addition to the ones that have been used so far, have you
experienced either of the followings: (i) cancellation of purchasing the
service that you had purchased from the third party as it becomes
unnecessary because it is regarded as equivalent to the said function (new
function) or (ii) cancellation of purchasing of third-party service that you
had been considering its purchase because it is regarded as equivalent to
the said function (new function).

Groupware
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Microsoft

n=438

Google
n=138

Others
n=439

CRM
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

salesforce.com

n=145

Other
n=213

m aYes m b)No m c) Unsure



Q6.With regard to the cloud services you answered in Q2, is there anything
that you wished to know more or thought you should have asked at the
time of service selection in the information (prices, stability and
availability, security, location of data location and the information on the
realizable range by the said service) provided by the
developers/providers at the time of considering introduction?

Groupware
0% 10% 20% 30%  40% 50% 60%  70%  80%  90%  100%

Microsoft
n=£41]

Google
n=138

Others
n=438

/ /
16 (3.7%) ~ 26 (5.9%)

62 (6.1%)

ma) All necessary information was available at the time of service selection and there
was no problem

wb) Some information obtained at the time of service selection was not sufficient, and it was necessary to purchase
additional services or change to a higher level of service after implementation

#c) As the information obtained during service selection was not sufficient, there is some concern about the use of 4%,
the service, although no special measure is currently taken

«d) Others



CRM

0% 10%  20% 30% 40% 50% 60% 70% 80%  90%  100%

Salesforce.com

r='721

Others
n=18%

Total
n=3(6

» a) All necessary information was available at the time of service

» b) Some information obtained at the time of service selection was not sufficient, and it was necessary to purchase
additional services or change to a higher level of service after implementation

= ¢) As the information obtained during service selection was not sufficient, there is some concern about the use
of the service, although no special measure is currently taken

©d) Others



Q7.With regard to the CSPs who answered other than a) in Q6, what is the
matter that you think insufficient as the information obtained from

service developers/providers at the time of service selection (in case of

choosing the item other than a) in Q6)? [Multiple responses allowed]

Groupware

a) Prices and charging system at the said
time and possibility of changing prices and

charging system in the future

b) Conditions and restrictions on stable
(changes in
performance due to increase in traffic etc.)

operation of  system

¢) Achievements

as in the event of a failure

d) Strength and standard of security

e) Location (country, region) and treatment
of the data of the CSC’s own company

stored in the said service

f) Interoperability with IT services
provided by other businesses such as
availability/unavailability of link with the
existing system of the CSC’s own
company

g) Others

h) There is nothing special

in availability and
responses to service quality declines, such

0%

10%

20% 30% 40% 50% 60% 70%

27 (23.3%)
14 (35.9%)

13 (18.3%)
54 (23.9%)

33 (28.4%)

13 (18.3%)
51 (22.6%)

22 (19.0%)
3 (7.7%)
10 (14.1%)
35 (15.5%)

23 (19.8%)
4 (10.3%)

9 (12.7%)

36 (15.9%)

10 (8.6%)
3 (7.7%)
4 (5.6%)
17 (7.5%)

17 (14.7%)

7 (17.9%)

15 (21.1%)
39 (17.3%)

AN

25 (21.6%)

11 (28.2%)
11 (15.5%)

47 (20.8%)

21 (18.1%)

6 (15.4%)

17 (23.9%)
44 (19.5%)

M Microsoft
n=116

M Google

n=39

I Others

n=71

80%

90%

Total
n=226

100%



CRM

0% 10% 20% 30% 40% 50% 60% 70%

a) Prices and charging system at the said 16 (39.0%)

time and possibility of changing prices and
charging system in the future

12 (17.4%)
28 (25.5%)

o,
b) Conditions and restrictions on stable 7 (17.1%)
operation  of system (changes in 13 (18.8%)

performance due to increase in traffic etc.) \ \§‘ 20 (18.2%)

c) Achievements in availability and 9 (22.0%)
responses to service quality declines, such (15 9%)
as in the event of a failure o0 (18.2%)
0,
d) Strength and standard of security 6 (14.6%)
7 (10.1%)
13 (11.8%)

e) Location (country, region) and treatment 3 (7.3%)

of the data of the CSC’s own company
Y 8 (7.3%)

stored in the said service

?

f) Interoperability with IT services
provided by other businesses such as 10 (24.4%)
availability/unavailability of link with the 19 (27.5%)

existing system of the CSC’s own \\\ 29 (26.4%)

company

5 (12.2%)

13 (18.8%)
8 (16.4%)

g) Others

h) There is nothing special 7 (17.1%)
0

22 (31.9%)
29 (26.4%)

m Salesforce.com m Others

n=41 n=69

10

80%

90%

ETotal
n=110

100%



Q9.Please answer the form of contract conclusion with regard to the use of
the cloud services of the developers/providers answered in Q2.

Groupware

=]
X

6 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Microsoft
n=420

Google
n=133

Others
n=431

Total%

n=984

ma) We have signed the contract with the said developer/provider as the direct counterparty (including applications
via the website of the cloud service developers/providers)

mb) We have signed the contract with the businesses other than the said developers/providers including
introduction support providers such as Sler and agents for the charge of the fees (partners) and the like

CRM

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Salesforce.com

n=121

Others
n=172

Total
n=293

ma) We have signed the contract with the said developer/provider as the direct counterparty (including
applications via the website of the cloud service developers/providers)

mb) We have signed the contract with the businesses other than the said developers/providers including
introduction support providers such as Sler and agents for the charge of the fees (partners) and the like

11



Q10.With regard to provision of the cloud service developers/providers
answered in Q2, do you have the following problems or complaints?

[Multiple responses allowed]

Groupware

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

60 (13.8%)

a) The contents of contracts including the

prices and the like are changed unilaterally 73 (52.1%)

12 (2.8%)
145 (14.4%)

b) The service that have been provided is 78 (17.9%)
voluntarily (discretionarily) terminated or the

contents of the service are suddenly changed

62 (44.3%)

18 (4.1%)
158 (15.6%)

¢) Even though the failure occurs on the side
of developers/providers, information about the
failure that occurred and post-facto report on
measures taken for prevention of reoccurrence
and the like has not been reported or is not
sufficient

94 (21.6%)
21 (15.0%)

25 (5.7%)

140 (13.9%)

o,
d) Even though availability becomes less than l o (21 f)
the one specified by SLA etc. due to the failure 1] 4 (2.9%)
on the side of developers/providers, the service 0 (0.0%)
has not been compensated as determined in E 13 (1.3%)
advance
29 (6.7%)

6 (4.3%)
3(0.7%)

38 (3.8%)

e) Even though the service is an unwanted one,
its use (purchase) is forced

Q It be'ca.\me dit.’ﬁcult to” maintainl 1, (2.8%)
interconnectivity and interoperability of the o

. T : ol 2 (1.4%)
service, such as making impossible to link

to/connect with or support the IT services 2 (0.5%)
provided by other businesses by itsf 16 (1.6%)
developer/provider in the course of its use
16 (3.7%)
g) Others 4 (2.9%)
8 (1.8%)

28 (2.8%)

255 (58.6%)

h) The contents mentioned above have not been
experienced and there is no special problem

45 (32.1%)
379 (87.1%)

I 679 (67.2%)

MMicrosoft u Google mOthers Total

n=435 n=140 n=435 n=1,010
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CRM

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

a) The contents of contracts including the 8 (6.7%)
prices and the like are changed unilaterally 8 (4.4%)

16 (5.3%)

o,
b) The service that have been provided is 11 (9:2%)
voluntarily (discretionarily) terminated or the 7 (3.9%)
contents of the service are suddenly changed
18 (6.0%)

¢) Even though the failure occurs on the side of
developers/providers, information about the
failure that occurred and post-facto report on

23 (19.2%)
14 (7.8%)

measures taken for preventiqn of reoccurrence 37 (12.3%)
etc. has not been reported or is not sufficient
0,
d) Even though availability becomes less than 2 (17%)
the one specified by SLA etc. due to the failure | 2 (1.1%)
on the side of developers/providers, the service
has not been compensated as determined inf| 4 (13%)

advance

6 (5.0%)
¢) Even though the service is an unwanted one, 3 (1.7%)

its use (purchase) is forced
9 (3.0%)

f) It ©became difficult to maintain
interconnectivity and interoperability of the[| 3 (2.5%)
service, such as making impossible to link

to/connect with or support the IT services

provided by other businesses by its
developer/provider in the course of its use

2 (1.7%)
g) Others 9 (5.0%)
11 (3.7%)

h) The contents mentioned above have not
been experienced and there is no special
problem

1 (0.6%)
4 (1.3%)

81 (67.5%)

100%

147 (81.7%)
228 (76.0%)

m Salesforce.com W Others “Total

n=120 n=180

13

n=300



Q11.Have you ever had any concern about the data management for your
company by cloud service developers/providers answered in Q2 or
actually suffered any disadvantage?

Groupware
0% 10% 20% 30% 40% S0% 60% 70% 80% 90% 100%
Microsoft
n=436
Google
n=139
Others
n-439
6 (1.4%)
Total
n=1,014
19 (1.9%)
¥ a) We have suffered disadvantages
¥ b) We have never suffered disadvantages but have concern
¥ ¢) We have never suffered disadvantages nor have had concern
 d) Unknown
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Salesforce.com

n=120 5 (4.2%)

Others
n=183

5 (2.7%)

Total
n=303

10 (3.3%)

wma) We have suffered disadvantages

ub) We have never suffered disadvantages but have concern

w ¢) We have never suffered disadvantages nor have had concern
«d) Unknown
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Q12.With regard to the cloud service provided by the developers/providers
answered in Q2, in the case where only the price of the service you
currently use increases by 5 to 10% or the service with a certain level is
degraded while the data amount currently used remains unchanged, does
your company switch into the similar services of other
developers/providers?

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Groupware
331(32.5%)
n=1, 020
CRM 114(37.5%)

n=304

wa) We will continue to use the said service as it is difficult to switch the service we currently use
wb) Although it is not so difficult to switch the service we currently use, the changes in the conditions like this do’#
not make difference in continuing to use the said service

wc) We will stop using the service we currently use and switch into using the similar service of otherlZ%]
developer/provider, or simply stop using the service we currently use

d) Unknown/unsure



Q13.In the cloud service provided by the developers/providers answered in
Q2, is there any function that contributes to switching/porting to the
similar service of other developer/provider?

Groupware

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Microsoft

n=441

Google
n=140

Others
n=440

Total
n=1, 021

ma) Yes = b) No u ¢) Unsure

CRM

o
X
-
g

20% 30% 40% 50% 60% 70% 80% 90%

[

00%

Salesforce.com

- n=122

Others
n=182

Total
n=304

ma) Yes ub) No wc) Unsure
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Q14.With regard to the services of the developers/providers answered in Q2,
please answer the matter that you regard as the factor that makes you
difficult to switch from the said service. [Multiple responses allowed]

Groupware
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

.6%
a) Introduction of a new service requires acquisition of new 258 (58.6%)

skills and knowledge relating to the service and review of 92 (66.7%)
workflow conducted by making use of the said service 245 (55.8%)

595 (58.5%)

154 (35.0%)
48 (34.8%)
147 (35.5%)

DR a4 (34.3%)

226 (51.4%)
81 (58.7%)
166 (37.8%)

3 473 (46.5%)

b) As the data format in the existing system is different from
that of a new service, data porting is technically impossible
or requires some processing

¢) It requires the costs for data porting (costs/time/labor) due
to the huge amount of data stored within the existing service

d) It requires the costs (costs/time/labor) to construct and 79 (18.0%)
operate the system that has similar functions/specification o
) . 5 3 . 33 (23.9%)
with the existing system due to the use of the said service by o
customizing it in conformity with the work of the CSC’s 76 (17.3%)

company 188 (18.5%)

e) The current contract prohibits/restrains us from I 6 (1.4%)
transferring our data from the existing system to another 0 (0.0%)

service 3(0.7%)
9 (0.9%)
f) It costs cancellation fees and the like due to cancellation 13 (3.0%)
of the service 4 (2.9%)
4 (0.9%)
21 (2.1%)
g) Others 31 (7.0%)
7 (5.1%)
20 (4.6%)
58 (5.7%)
h) Nothing in particular (switching is not difficult) 78 (17.7%)
12 (8.7%)

108 (24.6%)
198 (19.5%)

= Microsoft m Google w Others = Total

n=440 n=138 n=439 n=1,017
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CRM

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

a) Introduction of a new service requires acquisition of new 58 (47.5%)
skills and knowledge relating to the service and review of

o,
workflow conducted by making use of the said service 86 (47.3%)

»&\\\\\\\\\\\\\\\%g 144 (47.4%)

42 (34.4%)

b) As the data format in the existing system is different
from that of a new service, data porting is technically 59 (32.4%)

impossible or requires some processing m 101 (33.2%)

51 (41.8%)

¢) It requires the costs for data porting (costs/time/labor)
due to the huge amount of data stored within the existing

0,
service 64 (35.2%)

k\\\\\\\\\\\\\\\\ 115 (37.8%)

d) It requires the costs (costs/time/labor) to construct and 57 (46.7%)

operate the system that has similar functions/specification
with the existing system due to the use of the said service
by customizing it in conformity with the work of the CSC’s
company

50 (27.5%)
107 (35.2%)

transferring our data from the existing system to another || 3 (1.6%)

service

o . 3 (2.5%)
e) The current contract prohibits/restrains us from (25%
6 (2.0%)

of the service 5 (2.7%)

7 (2.3%)

5 (4.1%)
g) Others 16 (8.8%)
21 (6.9%)

h) Nothing in particular (switching is not difficult)

f) It costs cancellation fees and the like due to cancellationé 2 (1.6%)

26 (21.3%)
43 (23.6%)

kx\\\\\\\\\§ 69 (22.7%)

mSalesforce.com w Others Total

n=122 n=182 n=304
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