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ABSTRACT 

Cloud Computing is an exciting topic, which is providing a paradigm shift from 

computation as a product to computation as a service. It is a phenomenon where various 

types of IT capabilities are centralized into data centers to ensure that such resources are 

available wherever and whenever they are needed and instead of purchasing costly 

hardware and software which requires installation, maintenance and configuration, Cloud 

Computing provides the usage of Cloud application and infrastructures based on pay per 

usage scheme. 

To better understand the organizational application of Cloud Computing this research 

aims both to investigate economic payoffs from Cloud Computing investment and 

explores Cloud Computing adoption within the firm. More specifically, the influential 

factors that impact adoption of Cloud-based technologies by Small and Medium 

Enterprises in Emerging Markets, in particular Brazil. Opportunities and challenges in the 

area of Cloud Computing adoption and its impact in the growing economies are also 

discussed. 

Brazil is South America's most influential country and an economic giant. Brazilian SMEs 

and Entrepreneurs do not have mass computation to run their applications and to meet 

the changing requirements. Thus, Cloud Computing is growing by offering advanced IT 

applications to meet the rapid changing environment. 

This dissertation is based on the study and evaluation of SMEs using Salesforce.com 

services and its adoption framework in Brazil. For this study 170 Salesforce.com users 

from different SMEs organizations, were surveyed, a number of quantitative 

measurements were performed to provide a better understanding of some of the 

adoption aspects. The main conclusion from this study shows for a better adoption 

companies should use these solutions as part of a strategic effort for the organization. The 

proposed study can make contributions for IS adoption literature and emphasis aspects 

for a successful adoption of Cloud Computing solutions. 

 

Key words: Adoption; Cloud Computing; Emergent Markets; Brazil; Salesforce.com; 

JEL Classification System: M15- IT Management; M10-General; M31-Marketing; 
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11..  IINNTTRROODDUUCCTTIIOONN  

Companies are deciding for Cloud solutions to reduce up-front costs and overall IT 

spending, this way they are able to invest more in other initiatives such as Customer 

Experience rather than Hardware or Software. That’s the real advantage of the Cloud, it 

lets businesses rethink where and how they set up their IT budget, and let them to focus 

more on what truly matters (Forbes, 2013). 

The topic of my research is the adoption of Cloud Computing solutions by Small and 

Medium size Enterprises (SMEs) in Emerging Markets (focus on Brazil). Cloud Computing 

isn’t a trend anymore it has become an important tool for many organizations (Vaquero, 

et al., 2009). It helps organizations to outsource their IT, instead from having it in-house. 

A report from IDC suggests revenue of $26 billion from the Cloud Computing industry 

during 2012 (IDC, 2009). Another avant-garde report from Gartner in 2012, anticipates 

Cloud Computing as an influential technology with significant financial impact (Gatner, 

2012). Their global forecast for Cloud services market’s revenue is to exceed $68.3 billion 

in 2010 and reach $222.5 billion by 2015 (Gatner, 2012), Chart 1 bellow. 

Chart 1 - Cloud Computing Market Forecast 

 
Source: Gartner,  2012 

SMEs are known to be a critical element of the economy. According to the Observatory of 

European SMEs, more than 90% of all European businesses consist of less than 10 

employees (European Commission, 2005). SMEs are important to almost all economies, in 

the world, but especially for Emergent countries that are more willing to grow and adapt 

to new technologies (Ocampo, 2005). The adoption of Cloud Computing solutions from 
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SMEs’ is well known, but what is less well understood is how 

solutions and what motivate them to continue using it

Brazil at the moment is a trend

the worlds most important rating agencies, awarded Brazil with investment

Some of the reasons to focus this study in Brazil is because 

world´s 6th largest economy and 

also plays a leading role in Latin American economy and

increased attractiveness in the

world cup in 2014 and Olympic games in 2016 

1.1. CONTEXT 

In this section it will be covered a briefly context about the 

its evolution, the Emergent Markets in general and focus on Brazil context.

1.1.1. INDUSTRY CONTEXT  

The Information Technologies industry is very dynamic. It's constantly changing, every 

single decade a very strong change happens, as we can see in 
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its evolution, the Emergent Markets in general and focus on Brazil context. 

 

The Information Technologies industry is very dynamic. It's constantly changing, every 

single decade a very strong change happens, as we can see in Figure 1 bellow.

 
Source: Salesforce.com
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From the Mainframe Computing

Jr. 1970 to the Mini Computers 

80’s. The following decade, another change, into the Personal Computer era, with Bill 

Gates leading these years. 

In the 00’s we moved into a mobile era

into a new era, and this new era 

business and communication are done.  The model promises a shift from an organization 

required to invest heavily for 

where the organization can buy or rent resources that are managed by a 

and pay per use. Cloud Computing

availability of resources (Erdogmus, 2009)

Another interesting fact is the number of users grew 10 times more 

cycle (Howard, 2002). 

The beginning of Cloud Computing

institutions and users to take advantage of web applications. This result

economic model for the Information Technology

applications are moving to the 

Internet has steadily gained momentum over the last 10 years. Looking ahead, the next 

decade of Cloud Computing 

Gartner predicts that in 2013 the worldwide market value of 
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Computing era in 1960 brought to us with IBM, with Thomas Watson 

omputers era with Ken Olsen. Later the Digital Era Computing

80’s. The following decade, another change, into the Personal Computer era, with Bill 

mobile era, led by Steve Jobs. Now, in the 10’s we're 

nd this new era it's happening today, the one that is changing the way 

business and communication are done.  The model promises a shift from an organization 

 limited IT resources that are internally managed, to a model 

where the organization can buy or rent resources that are managed by a Cloud

Computing also promises scalability of resources and on

(Erdogmus, 2009). 

Another interesting fact is the number of users grew 10 times more (Figure 

Source: Salesforce.com

Figure 2 - Social Media Revolution 

Computing has sparked an interest in different 

institutions and users to take advantage of web applications. This result

economic model for the Information Technology (Vaquero, et al., 2009)
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Chart 2 - World Wide 

1.1.2. EMERGING MARKETS 

Emerging Markets are nations with social or business activity in the process of rapid 

growth and industrialization, see 

are considered to be the largest. T

by either nominal or inflation

and China), as well as MIKT (Mexico, Ind

2008). 
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World Wide Cloud Computing Market Value in B$ 

 

Source: Gartner,  2012

ARKETS CONTEXT (FOCUS BRAZIL) 

arkets are nations with social or business activity in the process of rapid 

, see Figure 3 in dark blue. The economies of China and India 

e considered to be the largest. The seven largest emerging and developing economies 

by either nominal or inflation-adjusted GDP are the BRIC countries (Brazil, Russia, India 

and China), as well as MIKT (Mexico, Indonesia, South-Korea and Turkey) (The Economist, 

Source: Morgan Stanley,  2010

Figure 3 - Map of Emerging Markets 

(Brazil) 

_________________________________________________________________________ 

| Frederico Brimbela  4 

Source: Gartner,  2012 
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The ten big emerging markets are located in every part of the world. They will change the 

face of global economics and politics, as they are a key swing factor in the future growth 

of world trade, global financial stability, and the transition to free market economies in 

Asia, Central Europe, and Latin America (Boguslavsky, 2011). These markets are also 

crucial to nonproliferation, improvement of human rights, environmental cooperation, 

and the avoidance of war in several critical areas (Subhash, 2006). 

Brazil Context 

Following three centuries under the rule of Portugal, Brazil became an independent nation 

in 1822. By far the largest and most populous country in South America, Brazil has 

overcome more than half a century of military intervention in the governance of the 

country to pursue industrial and agricultural growth and development of the interior. 

Brazil is also South America's most influential country, an economic giant and one of the 

world's biggest democracies. It is one of the rising economic powers over the past few 

years it has made major strides in its efforts to raise millions out of poverty. Brazil is 

characterized by large and well-developed agricultural, mining, manufacturing, and service 

sectors, Brazil's economy outweighs that of all other South American countries, and Brazil 

is expanding its presence in world markets (I.M.F., 2012). 

While the world´s average economic growth has remained either negative or close to zero 

since the outbreak of the 2008 financial crisis, Brazil´s GDP reached 7.5% in 2010, the 

highest score since 1986. Despite the 2008 global financial crisis, Brazil’s economy has 

grown at an average of 3.5% per annum since 2001 and forecasts suggest that such levels 

are likely to continue, Chart 3. 

Chart 3 - Brazilian GDP growth 2001-2012 

 

Source: IMF, 2012 
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As one of the so-called BRIC

powerhouse and now ranks as 

westernized than its BRIC competitors and is developing a marketing culture 

USA and Western Europe (Subhash, 2006)

Brazil has become a global benchmark thanks to its sustainable economic growth, social 

inclusion, expressive infrastructure investments and an industry which is under constant 

modernization. The increase of purchasing power and the investment opportunities

sectors like oil & gas, real estate, agribusiness as well as upcoming major sport events (the 

2014 World Cup and the 2016 Olympic Games) help make the world's sixth largest 

economy a safe investment destination 

With a population of 200M, t

coast. In Sao Paulo are approximately 12

the interior, in the Amazon Basin

1.2. PURPOSE  

In recent years Cloud Computing

world of Information Technology. 

important subject for organizations

the adoption of Cloud Computing

                                                     
1
 BRIC is a grouping acronym that referred to the countries of Brazil, Russia, India and China, which are all 

deemed to be at a similar stage of newly advanced economic development.
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called BRIC1, the country is rapidly becoming a global economic 

anks as fifth in the world by GDP. Brazil is also arguably more 

westernized than its BRIC competitors and is developing a marketing culture 

(Subhash, 2006). 

Brazil has become a global benchmark thanks to its sustainable economic growth, social 

inclusion, expressive infrastructure investments and an industry which is under constant 

modernization. The increase of purchasing power and the investment opportunities

sectors like oil & gas, real estate, agribusiness as well as upcoming major sport events (the 

2014 World Cup and the 2016 Olympic Games) help make the world's sixth largest 

economy a safe investment destination (The Economist, 2008). 

, the majority of Brazilians lives within 300 kilometers of the 

In Sao Paulo are approximately 12M followed by Rio de Janeiro with 6.5

in the Amazon Basin, is almost empty (Figure 4). 

 

Source: index mundi,  2012

Figure 4 - Brazil Population Density 

Computing has been one of the most discussed references in the 

echnology. The adoption of Cloud Computing has become 

organizations, one question arises: what are the factor

Computing? 

              
that referred to the countries of Brazil, Russia, India and China, which are all 
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This dissertation attempts to provide a suitable roadmap, which will provide organizations 

develop better strategies for Cloud Computing adoption projects. The purpose of this 

research is give to the reader a better understanding of what Cloud Computing is  

regarding to its adoption, implications as well as the process of adoption by SME in 

Emerging Markets (Brazil). The intention is to fill a knowledge gap in the field of Cloud 

Computing and provide the readers with knowledge that it will help to develop a better 

strategy for adoption of Cloud by looking at the experience of existing Salesforce.com 

customers and their decision to continue with Cloud Computing. 

The aim is investigate the primary strategic issues in adopting Cloud Computing in an 

organization, not the technical features or the theory behind it. 

1.3. TARGET & CONTRIBUTION 

This work will give important insight into several areas of interest to different 

stakeholders. First, it will add knowledge to the aspect of adoption in the Cloud Computing 

field. Second, it builds detailed knowledge about the specific purpose to increase the 

value of future SMEs in Emerging Markets investments in Cloud Computing. This research 

is intended for researchers in the Information Systems area by developing a discussion 

about the research topic. It looks forward to facilitate professionals, executives, project 

managers to define the best roadmap for adoption of Cloud Computing by SME segment 

in Emerging Markets context. 

Academically SMEs are the base for student projects and future employment, it improves 

the academic training of IT systems adoption. It also provides learning to students to help 

them to develop IT adoption strategies/processes. Cloud Computing skills are different 

from traditional systems development skills (Bridges to Technology Corp, 2005). 

Knowledge about the specific needs of the regional companies will support the Dublin 

Business School of ICT to focus its undergraduate training on relevant business challenges. 

Finally, it could also support government initiatives aimed at stimulating the utilization of 

IS/IT and recommendations for foreign investment in Emerging Markets. 
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1.4. MOTIVATION FOR THIS RESEARCH 

“Change is the law of life. And those who look only to the past or present are certain to 

miss the future.” John F. Kennedy (1917-1963). 

How aware are SMEs about the benefits of Cloud Computing? What are the main barriers 

and concerns towards Cloud migration for SMEs? Actually working within this context, as a 

Business Developer for Salesforce.com (a company leading in the Cloud industry) for EMEA 

and doing a MBA in project management. 

In this 21st century, many companies are witnessing great revival and revolution in their 

business (Forbes, 2013). The world today is different from the world that we had decades 

ago due to large innovation and invention in the field of Business and Technology (ENISA, 

2009). Cloud Computing is one of the emerging areas in the field of information 

technologies. It comes with many risks and has been billed as a hot-growth area based on 

its potential benefits (Forbes, 2013). In the past few years, organizations have spent 

millions of dollars adopting SFA2 systems, and this continues to grow (Abdulaziz, 2012). 

Despite its significance, very little academic research has been devoted to understanding 

the factors that can influence the effective adoption of SFA systems. Academic research 

on the adoption of Cloud Computing and in particular the building of customer trust is 

reduced. Few works have been done on the models of adoption strategies for Cloud 

Computing. Security is the main topic (Mather, et al., 2009). Industry publication points to 

the financial benefits of adopting Cloud Computing and the costs of migrating to Cloud 

Computing (ENISA, 2009). There is few published work on considerations of adopting 

Cloud Computing, as well as, the organizational impact that a Cloud Computing solution 

causes. Business Practices have changed and technologies have transformed the way 

organizations share and communicate information. 

Understand what are the major adoption factors for SMEs before and after they adopted 

Cloud services and what are the main expectations of SMEs from these solutions? These 

are reasons that motivate the researcher to develop this study. 

This dissertation aims to find a path, which will provide an understanding of factors that 

contribute for a Cloud Computing adoption to follow and pass by organizational issues. 

                                                      
2
 Sales Force Automation is a information systems used in CRM Marketing and Management that help 

automate some sales and sales force management functions 
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1.5. RESEARCH QUESTION 

Many studies have been done to explain conceptually Cloud Computing, but few have 

looked at how it is being used. Not only they are few, but they focus on just two general 

areas: the effects at the financial level, and the technical considerations involved. None to 

date have looked at its usage and its adoption on SME and in Emerging Markets. This 

research proposes to fill these gaps, by focusing on the behavioral characteristics of Cloud 

Computing adoption such as at organization level and the technology impact in the 

organization. 

This research will deal with the reasons which affect the adoption of Cloud Computing. 

The purpose of this thesis is to find the factors and indicate their importance in relation to 

their intention of using it. What are these main factors and how important are they. 

What are the influences on adoption and repurchase intention by Salesforce.com 

customers in Brazil? 

The focus will be on the theory of adopting Cloud Computing and what makes 

organizations adopted it. Focus only on Salesforce.com active customers, only from SME 

segment in Brazil. The objectives of this study are: 

• Identify the key drivers before and after the purchase that drives a better 

adoption. Understand the causes that drive to a potential repurchase intention; 

• Identify if it’s possible for client and vendor collaborate for successful Cloud 

adoption project; 

• Understand what are the reasons by which SMEs adopt Cloud Computing into their 

business; 

This study intends to research the correlation from the actual experience and the 

(re)purchase intention behavior. Below are the alternative hypotheses, Figure 5: 

• H1: Cloud Computing technology characteristics are associated with its 

organizational adoption: 

o H1a: Cloud Computing complexity is negatively associated with its 

adoption; 

o H1b: Relative advantage of Cloud Computing is positively associated with its 

adoption; 

o H1c: Demonstrable result of Cloud Computing is positively associated with 

its adoption; 
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• H2: Cloud Computing

organizational adoption of 

• H3: Increased expectation for growing of 

value of potential returns, thereby increasing the possibility of adopting these 

solutions. 

 

Figure 5 - Conceptual Model Framework for the Research Topic

 

1.6. BRIEF OUTLINE OF DISS

This dissertation is organized into 

Chapter-1 Introduction 

In this chapter, current chapter is

the industry and an overview of 

objectives, motivation, research problem 

Chapter-2 Literature Review 

In this chapter, concepts and issues of 

Emergent Markets are discussed with different writers’ views. Factors responsible 

for adoption of technology by SMEs are also 
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Computing perceived results is positively associated with its 

organizational adoption of Cloud Computing; 

H3: Increased expectation for growing of Cloud Computing increases the expected 

value of potential returns, thereby increasing the possibility of adopting these 

Source: Freder ico Brimbela, 2013

Conceptual Model Framework for the Research Topic 

RIEF OUTLINE OF DISSERTATION 

This dissertation is organized into 5 chapters. 

current chapter is presented an introduction and background of 

d an overview of Emergent Markets, reasons of choosing this topic, 

objectives, motivation, research problem and an outline of every chapter.

 

In this chapter, concepts and issues of Cloud Computing, SMEs, Adoption and 

are discussed with different writers’ views. Factors responsible 

adoption of technology by SMEs are also discussed. 
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Chapter-3 Research Methodology 

In this chapter is presented the method which is used to do data research and to 

answer to the research question. Also reasons for choosing this method are 

discussed. 

Chapter-4 Data Analysis and Findings 

Superficial and deeper analyses were done, in this chapter the survey results are 

presented and analyzed. Data is interpreted and gathered in the light of the 

literature review presented in chapter 2 

Chapter-5 Conclusions and Recommendations 

In this chapter, the conclusions of whole dissertation are presented. 

Recommendations are also presented for implementation of the research findings 

along with reflections of the learning experience. 
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22..  LLiitteerraattuurree  RReevviieeww  

In this section definitions will be stated on the term Cloud Computing and its different 

characteristics are exposed, deployments and services models. Definitions of Adoption 

and IT Adoption will be evaluated and connected to our research. To finish this chapter 

the Emergent Markets concept with focus on Brazil market is presented. The information 

in this section will be a foundation for data collection and later analysis. 

2.1. Cloud Computing 

This section will provide an introductory background to Cloud Computing. This includes a 

formal definition and a description of the main characteristics. It also introduces the three 

types the services available from Cloud technologies namely IaaS, SaaS and PaaS. To finish, 

will explains three types of Cloud deployment models used today. For the big picture of 

this chapter see Figure 6 (Mell & Grance, 2009). 

 
Source: NIST,  2012 

Figure 6 - Illustration of Cloud Computing Model 

The consulting company Gartner suggests a definition as follows “A style of Computing 

where scalable and elastic IT-related capabilities are provided as-a-service using Internet 

technologies to multiple external customers” (Plummer, et al., 2009) 

The term Cloud Computing is one of the hottest in IT industry today. The concept of Cloud 

Computing was born in the 1960s from the ideas of pioneers like Joseph Licklider (1915-

1990) who pictures computation in the form of a global network and John McCarthy 
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(1927-2011) draft computation as a public utility (MIT Technology Review, 2011). Some of 

the first uses included the processing of financial transactions and census data. Today, 

Cloud Computing is a reality and it is a fast growing business.  

Cloud Computing is the concept whereby Computing is seen as a service, is delivered to 

the customers over the Internet, from large-scale data centers, or Clouds. Cloud 

Computing has been defined as the new state of the art technique that is capable of 

providing a flexible IT infrastructure, where users don’t need to own the infrastructure 

supporting these services. Cloud Computing refers to both the applications delivered over 

the Internet and the hardware and systems software in the datacenters that provide those 

services, (Maximilien, et al., 2009). From a technical perspective, Cloud Computing mainly 

focuses on service-oriented architecture and virtualization of both hardware and software 

(Kaufman, 2009). This integrates features supporting high scalability and multi-tenancy. 

2.1.1. CHARACTERISTICS AND TECHNOLOGY 

There are salient characteristics of Cloud Computing that distinguishes it from other 

Computing paradigms. Based on the definitions provided by the National Institute of 

Standards and Terminology (NIST) the main characteristics are outlined in the next 

paragraph: 

• Broad network access to Cloud resources is over the network using standard 

mechanisms provided through thin or thick clients in a heterogeneous manner. A 

standardized interface lets the customer more easily link Cloud services together. 

• Elasticity and scalability allows for rapid capability provisioning. The Cloud is 

elastic, meaning that resource allocation can get bigger or smaller depending on 

demand. Elasticity also enables scalability that means the application can scale 

when adding users and when application requirements change. To the consumer, 

the capabilities available for provisioning often appear to be unlimited and can be 

purchased in any quantity at any time (Buyya, et al., 2011). 

• Measured service, the usage can be measured, controlled, and reported providing 

transparency for both the provider and consumer of the utilized service. Cloud 

systems automatically control and optimize resource use by leveraging a metering 

capability at some level of abstraction appropriate to the type of service This 

implies that just like air time, electricity or municipality water IT services are 

charged per usage metrics, the concept: pay per use (Jensen, et al., 2009).  
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• On demand self services, the increasing growth of data generation necessitates 

the automatic operation of data centers and IT infrastructures, a consumer can 

unilaterally provision Computing capabilities, such as server time and network 

storage, as needed automatically without requiring human interaction with each 

service’s provider (Buyya, et al., 2011). 

• Resource pooling, the provider’s Computing resources are pooled to serve 

multiple consumers using a multi-tenant model, with different physical and virtual 

resources in a dynamic way (Buyya, et al., 2011). The pooling and assigning of 

resources is done based on the changing needs of clients or consumers. Example of 

resources include; computation capabilities, storage and memory. 

Nowadays Cloud Computing framework, can be envisioned as a result of evolution of a 

number of intersecting technologies. In this paragraph is reviewed Cloud Computing from 

a technology point of view. There are some technologies that have had impact on the rise 

of Cloud Computing, such as the utility Computing, grid Computing, parallel Computing 

and service oriented architecture (SOA), the internet, thus Cloud Computing is 

combination of many different technologies (Mell & Grance, 2009). 

There are also business models that have tiled the way for Cloud Computing. These are 

Web 2.0, Software as a Service, utility Computing, service level agreements (SLA), open 

standards, data portability and accessibility (Mell & Grance, 2009). These business are the 

main technologies that foundation the evolution and success of Cloud Computing. These 

technologies and business models prepared the platform for Cloud Computing for offering 

such capabilities as, the representation of computation, storage as logical entities through 

virtualization; which enables the creation of multiple instances of the virtual machines 

based on the physical machine for use by multiple users (Kaufman, 2009). Because of 

these technologies paved the way for the platform from which Cloud Computing is 

launched. They provided the technology and infrastructure that Cloud Computing relies on 

(Mell & Grance, 2009), see Figure 7. 
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Source: Reproduced from Buyya et al. ,  2011 

Figure 7 - Contributed technology fields to the advent of Cloud Computing 

2.1.2. Cloud Computing SERVICE MODELS 

According to the different types of services offered, there are three common Cloud 

Computing services can be considered, Figure 8 shows the basic Cloud architecture with 

different elements of Cloud. 

• Infrastructure as a Service (IaaS) is the lowest layer that provides basic 

infrastructure support service. In this service model dedicated resources are 

offered to a single client and do not allow sharing of dedicated resources to 

unknown third parties. This offers the customer with ability to develop applications 

on the Cloud infrastructure. Although, the customer does not have control over 

the infrastructure but controls the deployed applications, storage and selected 

network components (Mell & Grance, 2009) 

• The Platform as a Service (PaaS) layer is the middle layer, which offers platform 

oriented services, besides providing the environment for hosting user’s 

applications. The service provider rents dedicated resources to a client. In this 

offering the client has the ability to deploy on the Cloud their own created 

applications using programming languages and tools supported by the provider. 

This model offers some control to the deployed applications but not to the Cloud 

infrastructure (Mell & Grance, 2009). Examples of PaaS services are Google 

Application Engine and force.com. 
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• Software as a Service

application offered as service on demand 

outsources everything by renting remotely accessed services via the Internet. 

However, in this delivery model the client does not have control or

infrastructure through which the applications are running 

Examples of SaaS providers are 

Demand. 

Figure 8 - Simple 

2.1.3. DEPLOYMENT MODELS OF 

Deploying a Cloud can be done in different ways, depending on the requirements of the 

users of the Cloud. A Cloud 

specific community. It is also possible to combine different types of 

• Public Cloud: In this model the provider is the owner of the infrastructure and 

manages the infrastructure itself. 

often for free and with a payable option. The service could be provided by many 

like: government, businesses and unions. A good example is the providers of free 

online storage such as 

• Private Cloud: Is to be used by only one organization and is managed by them also

not available to the general public

party or themselves depending on the service agree

Cloud could be an intranet or email system that only users within the organizations 

can use and have access to

deployment model, here the user
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Software as a Service (SaaS) is the topmost layer which features a complete 

pplication offered as service on demand (Jensen, et al., 2009). The organization 

outsources everything by renting remotely accessed services via the Internet. 

However, in this delivery model the client does not have control or

infrastructure through which the applications are running (Mell & Grance, 2009)

Examples of SaaS providers are Salesforce.com, Netsuite and Oracle CRM on 

 

 Source:  Frederico Brimbela

imple Cloud Computing Model - Basic Cloud Services 

YMENT MODELS OF Cloud Computing 

can be done in different ways, depending on the requirements of the 

 can be open to the public, open to one organization or a 

specific community. It is also possible to combine different types of Clouds. 

In this model the provider is the owner of the infrastructure and 
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often for free and with a payable option. The service could be provided by many 

like: government, businesses and unions. A good example is the providers of free 

such as Dropbox (Mell & Grance, 2009) 

s to be used by only one organization and is managed by them also

not available to the general public. The infrastructure could be handled by a third 

party or themselves depending on the service agreement that exist. The private 

could be an intranet or email system that only users within the organizations 

can use and have access to data (Mell & Grance, 2009). In contrary to the previous 

deployment model, here the users are considered as trusted 
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• Communities: A Cloud which is used by a community of companies. This type of 

Cloud is similar to the previous one, it consist of many users from same 

organization or users from many organizations (Buyya, et al., 2011). It may be 

owned by the community to serve the community or by a third party member that 

is external (Mell & Grance, 2009). The community has full control of the usage of 

the Cloud. The involvement of the provider is here again depending on the service 

model. A very good example where organizations use communities is when 

forming partnerships. 

• Hybrid: Hybrid Cloud is a mixture of the explained deployment models. Hybrid 

Clouds benefit from the capabilities of each Cloud deployment type (Mell & 

Grance, 2009). An example could be that a public Cloud exists within an 

organization for all employees and within this Cloud is a private Cloud only 

accessible for managers. The users of hybrid Clouds can be considered as trusted 

and un-trusted. Un-trusted users are prevented to access the resources of the 

private parts of the hybrid Clouds (Buyya, et al., 2011). VMware and 

Salesforce.com can be named as an example of hybrid Cloud. 

The classification of Cloud deployment models can be based on four characteristics 

(Buyya, et al., 2011): 

1) Who is the owner of the Cloud infrastructure 

2) Who is in charge of the Cloud infrastructure management 

3) Where is the Cloud infrastructure located and finally 

4) Who accesses the Cloud services 

Table 1 bellow, summarizes the main characteristics of Cloud Computing model types: 
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Table 1 - Cloud Computing deployment models 

 

Source: Adapted from: Bardin et al. ,  2009 

2.1.4. Cloud Computing ADVANTAGE & DISADVANTAGES 

The Cloud Computing solutions as all IT system came with drawbacks and advantages, the 

most common among the issues or benefits are listed here: 

Drawbacks 

• Security and privacy, is the biggest drawback when talking about Cloud Computing. 

In these solutions there is no option, users can only trust and hope the provider 

has a good security and privacy policy (ENISA, 2009). Many companies before 

taking the decision to move to Cloud hesitate because data is handled by an 

external source (Catteddu & Hogben, 2009); 

• Another issue that arises when moving to Cloud is control. The involvement of an 

external source takes away the control from the user (Buyya, et al., 2011). Many 

CIOs like to have control over their data; naturally the lack of control is an issue for 

not choosing these services (Gens, 2009); 
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• The impossibility of deal with huge data sets, in other words, that it is still hard to 

move big amounts of data through the Clouds. It is a slow operation and may cause 

trouble with personalize fields and missing information (Mell & Grance, 2009); 

• Connectivity. The Cloud is reliable on the web and there have to be an internet 

connection for the Cloud service to work, there are already some offline options 

but to synchronize upload and download the data there is always need internet 

access (Mell & Grance, 2009). 

• Another drawback that needs to be considered is reliability. The provider may not 

have good reliability and there is a chance for performance issues when something 

goes wrong (Buyya, et al., 2011). 

• The cost may be considered as main competitive advantage but also could be 

considered as a disadvantage. This technology is quite new and therefore can be 

expensive to implement at first. But the cost is often decreased over time (Gens, 

2009). 

Advantages 

• Reduced the costs. As Cloud Computing is paid per use of the service or the length 

it is easier to keep cost reduced and controlled (MIT Technology Review, 2011). 

• A point to be considered when moving towards Cloud is storage space. There is the 

possibility to have more storage space than on the computers because of the 

storage provided through the Cloud (Buyya, et al., 2011). 

• The automation of the Cloud solutions. The IT is always up to date and with the 

latest release, also it is managed by the provider so the IT department can focus on 

other tasks (IBM Institute for Business Value, 2012). 

• Mobility, it is one of the key aspects to take in consideration when option for a 

Cloud solution. The employees and other people connected can gain access to data 

wherever they are and with many different sources like tablets, smart phones and 

laptops (Bryman & Bell, 2007). 

• Flexibility. The Cloud makes the IT flexible, easy to use, customize, personalize and 

obtainable through different sources and also makes it easier to work with (Buyya, 

et al., 2011). 

2.1.5. CHALLENGES OF Cloud Computing  

The Cloud Computing concept is not only about advantages and drawbacks, there are 

many challenges that come along with the Cloud concept and it’s deployment, biggest of 
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them are security, performance and availability although cost and speed of adoption 

(Gens, 2009). Other challenges that arise are trust, privacy, data ownership and control, 

which trade-off with the Cloud benefits like scalability, ease of deployment and ease of 

management (Erdogmus, 2009). 

Cloud Computing adoption is fronted with a number of challenges, these challenges are: 

security challenges, legal, compliance challenges and organizational challenges (Catteddu 

& Hogben, 2009) Linked to all these challenges is the issue of trust between clients and 

vendors, because Cloud Computing model calls for organizations to trust vendors with the 

management of their IT resources and data. 

While adoption of Cloud Computing offer several benefits including real time provisioning, 

pay-as-you-go billing which could be aligned with business strategy in the organizations, it 

has its own share of complexities in terms of security, performance, availability and 

integration challenges (Maximilien, et al., 2009). 

2.1.6. IMPACT OF Cloud Computing IN BUSINESS 

There are important organizational factors in Cloud Computing adoption that raises 

concerns to the organizations. They are not only concerned with the value but also with 

migration of applications/systems to the Cloud in order to satisfy and meet organizations 

requirements, legal and compliance issues, SLAs and other costs that organizations faces 

in making a decisions towards Cloud Computing (Abdulaziz, 2012). 

Cloud Computing has been used in many contexts and has been defined in several 

different ways Cloud Computing is more than an advance in technology. It represents 

transformation that if it’s aligned with the corporate strategy it impacts all areas within 

the entire organization, people, processes, and systems(IBM Institute for Business Value, 

2012). 

The IT department is the one who is going to be significantly affected by the adoption of 

Cloud Computing (Catteddu & Hogben, 2009), they are used to having control over 

different aspects of organization IT infrastructure operations and management. This 

department normal also controls such things as IT procurement, IT asset management, 

security control and billing (Bardin, et al., 2009). Cloud Computing is changing this and 

redefining the IT department in the organizations. This is possible through Cloud 

Computing provision of facilities such as computational power, storage capacities and 

offers these as utility services (Abdulaziz, 2012). 



ADOPTION OF CLOUD COMPUTING BY SMEs IN EMERGING MARKETS (Brazil) 

 

 

_________________________________________________________________________ 

 Dublin Business School | MBA Dissertation | Frederico Brimbela  21 

 

The organizational changes are imminent with the adoption of Cloud Computing solutions, 

governance and risk management of IT resources in the Cloud environment is another 

challenge facing organizations (IBM Institute for Business Value, 2012). For Cloud 

Computing the main concerns to organizations in relation to governance and enterprise 

risk management is how the organization can identify and implement appropriate 

organizational structures, processes and controls to ensure that there is effective 

information security governance, risk management and compliance. This requires 

organizations need to ensure that there are proper mechanisms and processes across the 

information supply chain that covers Cloud providers, customers and other stakeholders, 

and supporting third parties to vendors (Abdulaziz, 2012). 

At its highest level of impact, Cloud Computing is conducting to a new era where 

enterprises will become virtual. Organizations will manage complex ecosystems of Cloud 

providers, IT suppliers and business process outsourcers as well as a host of other parties, 

both internal and external. The cost benefits are the main key for executives but 

executives today are also seeing the Cloud as a way to gain access to innovative, with the 

potential to transform the business (Willcocks, et al., 2012). Cloud solutions can enhance 

the importance of delivering effective customer service, and the quality of the customer 

experience as a differentiator and competitive advantage (Barney, 2000). 

For new organizations migration of applications is not a challenge as the organization 

starts by using Cloud Computing from the start, but is not the same, with business which 

are already established. For these companies they have been developed and depend on a 

number of different technologies, owned by different departments with complex 

dependencies between the systems (Catteddu & Hogben, 2009). For organizations, 

migrating systems and applications to Cloud Computing represents a challenge. 

In resume, Cloud Computing means a change for organizations in special for companies 

that are already established, these means changes to the organization culture, politics and 

organization structure. It also includes changes in work procedures and process that have 

developed over time. It also impact governance and risk management, organization 

politics, ownership and dependencies.  
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2.2. SMALL AND MEDIUM ENT

This section provides a definition of an SME, and describes the characteristics that 

distinguish them from large enterprises.

The abbreviation SME is used in the European Union and by international organizations 

such as the World Bank, the United Nations and the World Trade Organization 

(WTO).(European Commission, 2005)

number of employees below a certain threshold. 

most of the world and is accepted by the most. 

a common expression for the term in USA

SMEs play a significant role in all economies and are the key generators of employment 

and income, and drivers of innovation a

represent 99 % of all enterprises

Enterprises are considered as a vital element of the global economy.

than half of the labor force in the private sector

analysis of the relative importance of SMEs in the different sectors that compose the non

financial business economy, in UE

professional sector recorded the highest share of SME employment within the EU

non-financial business economy in 2010.

Chart 4 - UE importance of SMEs in the different sectors
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This section provides a definition of an SME, and describes the characteristics that 
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Chart 5 shows a complementary analysis of the relative importance of the different 

enterprise size classes, providing information on the breakdown of EU

SMEs generated a majority of t

compose the non-financial business economy. Their highest share was for real estate 

activities, where SMEs accounted for 85.5 % of total value added in 2010.

Chart 5 - SME impor

2.2.1. CHARACTERISTICS OF SME

Although there is no internationally agreed definition of 

Enterprises (SMEs), as a result

differentiator between these companies and L

The category of SMEs is made up of enterprises which employ fewer than 250 persons and 

which have an annual turnover not exceeding 50 million euro, and/or an annual balance 

sheet total not exceeding 43 million euro

countries set the limit at 200 employees, while the United States considers SMEs to 

include firms with fewer than 500 employees.
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a complementary analysis of the relative importance of the different 
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financial business economy. Their highest share was for real estate 

activities, where SMEs accounted for 85.5 % of total value added in 2010. 

SME importance on the breakdown of EU-27 value added 

Source: EuroStat ,  2010
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By nature, SMEs are enterprises that require relatively small capital investment to start. 

The SME is a simple business structure, which allows the company to be very flexible and 

make necessary changes quickly without such requirements as addressing board members 

or stockholders for approval. Usually they are sole proprietorships, partnerships 

entrepreneurs, the management style is centralized their operations are highly flexible. 

SMEs are positioned to absorb business shocks and adjust to business cycle (OECD, 2009).  

Most SMEs are focus on a small number of products and services, acting as ancillaries to 

large industries. Most of the times they lack of management skills & technological 

advances resulting in low level of productivity and poor product quality, the levels of 

available resources to the SMEs are poor comparing to large enterprises (I.M.F., 2012). 

At the present time, SMEs have been especially hard hit by the global crisis. Even in 

‘normal’ economic conditions governments have recognized that, to survive and grow, 

SMEs need specific policies and programs. They play an important role in job creation. 

(OECD, 2009).  

Another characteristic from SME is the external environment changes tend to have a more 

significant impact on the SMEs compared to their larger counterparts (OECD, 2009). 

2.2.2. CHARACTERISTICS OF SMES IN EMERGING MARKETS 

In Emergent Markets, growth is far more constrained than in developed countries, where 

SMEs are widely recognized as key contributors to employment, innovation, productivity, 

and economic growth. Among low-income countries, SMEs contribute just 18% of 

employment and 16% of GDP (OECD, 2009). 

In these markets SME face a very difficult task in accessing finance. Governments must 

therefore play a very active role in the “SME-Access to Finance”. Governments must play a 

meaningful role by finding creative ways to grow the SME sector. Creative ways may 

include subsidies, credit guarantees, tax breaks, technical training, seminars and 

workshops, government set aside procurement programs. 

However there are also governance concerns stemming from a government intervention 

in a private market. From political economy viewpoint, such schemes might take away the 

pressure to implement the long-term institution building that is necessary to push and 

expand SME lending sustainably in the long-term. 
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SMEs are growing in these markets due the foreign investment and could contribute more 

to economic development by providing jobs and income, expanding the middle class, 

broadening the tax base, and ultimately decreasing poverty levels (OECD, 2009). 

2.3. ADOPTION 

This section commences by synthesizing the literature for salient determinants of 

adoption, technology adoption and SMEs technology adoption. 

Adoption is the acceptance and continued use of a product, service or idea. It means 

taking something new and making it your own. In terms of Cloud Computing and for this 

research adoption is describing when not having Cloud Computing to making it part of a 

company’s infrastructure. Adoption could be defined as a process where consumers go 

through a process of knowledge, persuasion and confirmation, before they are ready to 

adopt a product or service (Rogers & Shoemaker, 1971). 

2.3.1. TECHNOLOGY ADOPTION 

Technology adoption has many different views. Most people associate technology as 

internet and computers while many others think about cameras or other devices in. On 

top of that fact users adopt technologies under different circumstances, especially in the 

mobile dominated world we live nowadays. For this research to define technology 

adoption there are a process of 5 steps (Bridges to Technology Corp, 2005). 

1. Awareness: potential users learn about the technology and its benefits to decide if 

they want to learn more about it 

2. Assessment: potential users evaluates the capabilities and usability of the 

technology and the ease of adopting such technology 

3. Acceptance: potential users decide to get and use the technology, or decide to not 

adopt it at all 

4. Learning: users develop the skills and knowledge required to use it 

5. Usage: users demonstrate good and effective use of it  

The adoption can be defined lightly as a process which the users goes through, that starts 

with awareness and ends with appropriate use of the system (Bridges to Technology Corp, 

2005). This process is based on the theory of “The diffusion process” (Bohlen & Beal, 

1957). Moreover, the technologic adoption is defined as application of Information and 
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Conceptual Model Framework on Cloud Adoption 

TECHNOLOGY 

SMEs have more technology outsourced and gain more from having it that way. SMEs 

adopting technology gives competitiveness and facilitates expansion to new markets. 

also have a limit in manpower comparing with large organizations, it is harder to have 

and look after the technology. 

external factors influencing the adoption of technology by SMEs, 

are concentrated on fields such as top management, 

organizational behavior and characteristics, companies’ resources, government, 

customers, supplier and external IT consultant and vendors. Process of IT adoption within 

characteristics of implemented IT itself which consist of a cluster of 

factors including type, process compatibility, user friendliness and popularity of 

implemented IT, quality of software available in market, the costs and perceived impacts 

and benefits of IS/ITs on organization (Caldeira & Ward, 2003). 
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Internal Influencing Factors: 

• Top Management: In SMEs, IT adoption process is directly affected by top 

management where all decisions from daily functions to future investments are 

made by them (Nguyen, 2009), in some SME environments, the owner is also the 

manager of the company. This also refers to IT adoption decision from planning 

stage to the implementation, maintaining, and system upgrade stages. These 

decisions are mainly based on their experiential knowledge derived from 

combination of existing competencies of knowledge, personal experience, 

judgment, and their communication skills. The perceived benefit of IT by the owner 

can be considered as a deciding factor for whether or not to deploy a given IT 

solution(Caldeira & Ward, 2003); 

• Resources: SME are generally been distinguish by the short availability of 

resources, and especially financial resources, is extremely important when 

considering success of a given IT solution/product adaptation in an SME 

organization (Nguyen, 2009). As implementation of new IT system and its 

components requires long term investment an imprecise IT investment decision 

can impose drastic financial consequences for SMEs and in extreme circumstances 

it may lead to insolvency. As a result of the limited financial resources available to 

most SMEs, it may be additionally more difficult to obtain necessary external 

expertise or additional training from vendors or IT providers (Tan, et al., 2009); 

• End Users/Employees: Are another precious resource of SME, they are viewed as 

significant assets, as the users of the system IT. Employees may be reluctant to 

adopt a new IT technology due to various reasons, such as, the effect on their 

routine work practice and their lack of self-steam in terms of capabilities to learn 

and adopt that new system (Caldeira & Ward, 2003). They have a drastic influence 

over adoption and successful implementation of new IT. Participation and 

involvement in adoption process could impact their acceptance or its adoption 

process as well (Abdulaziz, 2012). Awareness of the benefits will also positively 

influence the process of these technologies adoption while this awareness could 

be amplified through improved education and training (Caldeira & Ward, 2003); 

• Organizational: There are number of organizational characteristics affecting 

adoption process in SMEs such strategies, business size, type of industry, 

information intensity, organization culture and technological maturity. 

Organizational change is another significant influencing factor over IT adoption, 

industry changes, trends and opportunities for growth are some of the major 

driving forces pushing SMEs toward adoption of new technologies. In addition, 

organizational culture in another key aspect to determinate technology adoption. 
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In SMEs, culture is highly affected by top management attitude, perceptions and 

characteristics (Tan, et al., 2009). Moreover a technology conflict with 

organizational culture can result in user resistance to IT adoption (Caldeira & 

Ward, 2003); 

• It Solution: The adoption also depends on characteristics of the solution itself 

which consist in a group of aspects including type, process compatibility, user 

friendliness and popularity of implemented solution, quality of the technology 

available in market, the costs of IT, and perceived impacts and benefits of the 

solution on organization (Erdogmus, 2009). Also easy-to-understand, and relatively 

long-experienced enterprise applications are more effective in SME in addition, 

quality of the technology available in market and its type could be an important 

factor affecting its adoption and use (Caldeira & Ward, 2003). In addition, 

subsequent organizational impact and benefits of an IT solution could influence 

the solution adoption decision is SMEs. As stated previously, perceived benefits, 

risks, costs and usability of IT affect the acceptance of and satisfaction with the 

solution. 

External Influencing Factors: 

• Competitive pressure: The SME environment is highly competitive, pressures to 

keep up with the competition, providing a means to enhance growth, managing 

changes, promoting services to customers, and staying competitive, enhancing 

innovation abilities have forced SMEs to adopt technologies (Willcocks, et al., 

2012). The expression competitive advantage
3 is one of the most lasting topics in 

the business strategy and strategic management literature and its theories has 

been well-founded (Barney, 2000). New technologies can change the rules of 

competition through changing the industry structure, creating competitive 

advantage by delivering businesses new ways to outperform their competitors, 

and spawning new businesses by making new businesses technologically feasible, 

creating demand for products and regenerating old businesses. SMEs in active 

industries tend to have high rate of innovation and intense competitive challenge, 

they are probable to perceive IT tools as a stronger driver for strategic change than 

those in other types of industries (Caldeira & Ward, 2003). 

• Suppliers and customers: Most of SME are suffering from lack of IT experts and 

hiring external consultants, their professional abilities could have positive impacts 

upon IT adoption process. For SMEs external consultants and vendors are main 

                                                      
3
 Competitive Advantage is as a direct consequence of the strategies implemented by a firm intended for 

adding value to customers (Porter,1986) 
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sources of external information systems expertise regarding its implementation. 

There are some advantages to hiring a consultant in place of employing an internal 

IS employee. There will be no necessity to pay for expensive employees when the 

system deployment is done. Expensive training for system analysts and 

maintenance is avoided (Caldeira & Ward, 2003). 

From other side, vendors are focus on large companies and generally do not 

understand SMEs unique needs (Nguyen, 2009). By using external resources, SMEs 

are hiring external consultants to act as intermediaries to compensate for the 

absence of IT knowledge in their organizations and diminish the knowledge barrier 

to successful and effective system implementation (Catteddu & Hogben, 2009). 

• Government: As discussed previously, due to the limitation of financial and human 

resources, SMEs are generally more dependent than other companies on external 

resources and supports, such as, the government, in order to deploy a system 

solution. Government initiatives and policies could directly and/or indirectly 

stimulate the development of IT infrastructure and information provision to 

energize faster technology diffusion (Caldeira & Ward, 2003). 

SMEs are exposed to several associated risks within the adoption and development of 

IT solutions. It is crucial to have a better understanding of its influencers and in the 

end realize their need for it and proportionate advantages of the system for their 

business. 

2.3.3. FACTORS TO BE CONSIDERED IN Cloud Computing ADOPTION BY SME 

As earlier discussed, SMEs frequently lack of resources to invest in technologies due to 

their size and because of this they struggle to gain competitiveness and productivity in the 

market (Caldeira & Ward, 2003). Organizations quickly shift to the Internet to increase 

their potential business opportunities (Abdulaziz, 2012). 

For startup businesses, Cloud Computing may be an attractive opportunity to reduce the 

cost of ownership of technology hosted solutions. 

Moreover, Cloud services can save companies money on hardware expenses along with 

the number of employees they should hire and this is ultimately beneficial for new (small) 

businesses which are trying to get started (Abdulaziz, 2012).  

Cloud Computing can serve not only as a tool to decrease cost but also to increase profit, 

remain current on technological advances, and strengthen their business relations 
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(Babcock, 2009, November). Cloud Computing services can be used by all business types 

yet they can be more ideal for SMEs and their adoption will help organizations gain a 

competitive advantage over their competitors (Barney, 2000), which can in turn increase 

business value, such as reliability, performance, scalability, innovation and reduce the 

time to Market (Willcocks, et al., 2012). 

2.3.1. Cloud Computing FOR SMES 

As mention before SMEs are normally interested in outsourcing their IT requirements in 

order to be able to focus more on their core business, means taking something new and 

making it your own. In terms of Cloud Computing and for this research, it is when not 

having Cloud Computing to making it part of a company’s infrastructure (Caldeira & Ward, 

2003). This could make Cloud Computing an attractive option for SMEs, considering the 

strategic role of Cloud Computing, one may recognize that Cloud Computing is not just 

limited to technology or technical infrastructure. Instead, it reflects a new way in which IT 

can be used more strategically in business value creation (Abdulaziz, 2012). 

Cloud Computing for SME could bring a significant advantage in cost reduction, depending 

on the type of Cloud services being deployed and the overall management and 

maintenance costs may also be reduced (Abdulaziz, 2012). Respond to business 

requirements, by transferring the data to the Cloud, it may significantly simplify the 

software upgrades, as well as, adding new software applications and allows a easier and 

faster potential expansion for the business and resources. It is easier to administrate and 

maintain and it allows the organization to have global access regardless of their physical 

location as discussed previously in section 2.1.4 (Caldeira & Ward, 2003). 

From the other hand, there are also risks to be considered such as security and privacy 

concerns, as mention earlier on section 2.1.4. Connectivity and performance, failure of the 

network system may lead to unavailability of all dependent services and applications. Loss 

of control and dependency it is also a disadvantage when SME decide to move to Cloud. 
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2.4. EMERGING MARKETS  

The term Emerging Market dates back to 1981, recalls the man who invented it, Antoine 

van Agtmael. He was trying to start a Third-World Equity Fund to invest in developing-

country shares (The Economist, 2008). Emerging Markets is a working definition, there are 

many studies published on this concept by schools and institutions/banks. The concept of 

Emerging Market consists of a small open economy, nations with social or business 

activity in the process of rapid growth and industrialization (Subhash, 2006). 

There already exist some definitions as a name for markets or countries which grow 

rapidly, such as the BRICs (Brazil, Russia, India and China) or Next11 (Bangladesh, Egypt, 

Indonesia, Iran, Mexico, Nigeria, Pakistan, Philippines, Turkey, South Korea, and Vietnam). 

The classification of emerging markets into groups reflects market size and growth related 

measures. In fact, many of the countries included in BRICs and NEXT11 rank high in terms 

of size of GDP and GDP growth rate, among developing countries Chart 6. 

Chart 6 - Top 20 non-OECD countries of nominal GDP in 2010 

 
Source: IMF, 2012 

2.4.1. WHY EMERGENT MARKETS FOR THIS STUDY 

Emerging markets are seen as promising economies. Almost every leading company in the 

world is introducing new business initiatives in emerging markets as part of their core 
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strategy. Business opportunities across these markets are very attractive and the time to 

realize the potential is now (I.M.F., 2012). 

Developing business in these markets it conducts to gain and sustain competitive 

advantages in a growing global business environment (Barney, 2000). Investing in where 

the growth is today, and for the predictable future tend to grow faster when economic 

growth is higher. Emerging economies are expected to grow two to three times faster 

than developed nations like the US (I.M.F., 2012). 

Another benefit is the diversification these markets can provide, because they tend to 

perform differently than developed markets, and have been successful at decoupling from 

the greater, longer term despairs of the mature economies on developed markets. Around 

70% of world growth over the next few years will come from emerging markets, with 

China and India accounting for 40% of that growth (Morgan Stanley, 2013). 

Emerging Markets draw foreign investment. Multinationals companies have already 

shown their active presence in emerging economies with their data centers. Cloud 

Computing in developing economies with large populations shows more impact several 

sectors in society. By entering these economies they are able to reduce infrastructure 

costs. 

As world‘s most important economies are slowing down, assign of layoffs, delayed 

investment and recession shows that the future is uncertain from the economic point of 

view. Customers are expecting for value for their money in terms of technology. In the 

recent years, global and ambitious multinational companies are looking for more 

opportunities in the Emerging Markets as compared to developed nations. 

2.4.2. BRAZIL Cloud Computing OVERVIEW 

As discussed before in section 1.1.2, Brazil’s population is currently just over 200 million, 

making it the fifth largest country on the planet. The potential market for Cloud in Brazil is 

massive and it is growing rapidly (Ward, 2011). 

A low impact of the 2008 economic world crisis enabled the Latin American market to 

grow economically and boost the IT business until today. With the World Cup just around 

the corner, the world waking up to its formidable economy and the expanding demand for 

sophisticated IT services, Brazil is entering in a momentum era. (Forbes, 2012). 



ADOPTION OF CLOUD COMPUTING

 

 

_________________________________________________________________________

 Dublin Business School | 
 

Brazil’s strong domestic market is less vulnerable to external crisis, and Brazilians are 

benefiting from stable economic growth, relatively low inflation rates and improvements 

in social well-being. Foreign direct investment remains more than sufficient to cover the 

current account deficit, which has hovered around 2.2% of GDP.

Brazil experiences extreme regional differences, especially in social indicators such as 

health, infant mortality and nutrition. The richer South and Southeast regions enjoy much 

better indicators than the poorer North and Northeast

In Figure 10 bellow, the companies’

and 36% micro companies and just 1% large companies.

Figure 10

The Software Market in Brazil 
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(Compound Annual Growth Rate) over the next three years and reaching USD 798 million 
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Source: index mundi,  2011

10 - Company Segmentation by Size in Brazil 
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concern in Brazil, cost and availability to be the chief barriers for adoption among many 

SMEs. Educating the staff in the organization about the Cloud Computing is also important 

to get benefit of the Cloud Computing. Indeed, interest in adopting Cloud is definitely not 

an issue in Brazil, but availability is (Murgasan, 2011). More needs to be done among the 

country‘s telecoms companies to continue improving internet connections beyond the 

country‘s major cities. However, this will only change as more and more Cloud specific 

companies move into the Brazilian market to tap into its 6 million SMEs (IDC, 2013). 

The use of SaaS based in Cloud will continue to grow and it solution for many companies 

in the near future and it doesn‘t matter if the applications are based in Brazil or outside 

(Ward, 2011). In the next five years, the most important applications will be based on 

Public Cloud but it is very possible that in ten years data centers will not be part of the 

assets of the companies as, probably, everybody will be based in the Public Cloud (IDC, 

2013). 

However there are few challenges need to be addressed effectively, as mention in the 

previous paragraph, poor broadband connectivity is the major concern to access the 

applications from remote locations, as Cloud services demands better broadband 

connectivity to run their applications. The majority of businesses in Brazil are still 

uncertain when it comes to moving their business processes to the Cloud because their IT 

departments are uncertain to leave the legacy paradigm of their current infrastructure 

(Murgasan, 2011) To successfully use and benefit from Cloud Computing, an SME must 

prepare themselves strategically, culturally, and organizationally, taking a prospective 

view of Cloud Computing.(Boguslavsky, 2011). 
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Methodology is a way of thinking about and studying social reality

1990) and is a way to systematically 

2008). This chapter aims to provide an overview of the methodological approaches and 

research design selected for this research. From the literature review, 

growing and the methodology proposed in the following points is the more appropriated 

to understand the reasons for its adoption by

The dissertation shall investigate the 

of Cloud Computing to seek answer 

light on another key variable, strategic alignment relates with 

effectiveness. Thirdly, following the analysis of 

critique prevalent to finding the answer. Finally, recommendations 

adoption strategy for SME in Emergent Markets 

defended through empirical evidence.

3.1. RESEARCH STRUCTURE

The intent of this research is to contribute to the body of knowledge that could be applied 

by researchers, businesses, and IT organizations alike to achieve optimal results through 

adoption of these solutions. 

An empirical study is designed to test the hy

appropriate analytically measurement and development of research sequence 

methodology is constructing to answer the research quest

on research- developing knowledge in the direction to research finding

2009). 
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Philosophy – Positivism: 

“Research philosophy is an over-arching term relating to the development of knowledge 

and the nature of that knowledge” (Saunders, et al., 2009). Positivism is based on the 

ontological assumption that the reality exists in the world (Blaikie, 2007), independent of 

whether an attempt is being made to uncover it, relates to the development of knowledge 

and the nature of that knowledge contains important assumptions about the way in which 

you view the world (Cousins, 2002) for this dissertation, Cloud Computing is already a 

reality. In the positivist paradigm, the object of study (adoption) is independent of 

researchers, knowledge is discovered and verified through direct observations or 

measurements of phenomena; facts are established by taking apart a phenomenon to 

examine its component parts (Coll & Chapman, 2003). 

Positivism research is the most appropriate for this study, due the need of data sampling 

from empirical end user population. It will lead to credible data to answering to the 

congregation of facts that provide the basis for subsequent hypothesis testing (Mark, et 

al., 2009). Since the observer and the phenomena are different entities, the observer can 

study the phenomenon without influencing it (Brauers & Weber, 2006). 

Approach – Deductive: 

A deductive approach method will be applied to this research for being the most 

appropriated, it involves the development of a conceptual and theoretical structure prior 

to its testing through empirical observation (Gill, 2002). The process involves starting out 

with a theory (Mark, et al., 2009). Deductive line of reasoning employs the type of logic 

that goes from general statement to a specific conclusion (Saunders, et al., 2009) that in 

this research is indentify the key factors for Cloud Computing adoption and usually the 

conclusion follows as a specific aspect of the founding arguments, for this research the 

reason is help to define a better strategy for Cloud Computing adoption. 

The weight in this type of research will be on the deduction of ideas or facts from the new 

theory in the hope that it provides a better framework than the theories that preceded it. 

Then, after the survey is developing accordingly, the hypotheses are tested against the 

research to answer the research question. Either, there is a correlation or not between 

past experience and antecedent to repurchase intention will answered in result section. 

There are five sequential stages through which deductive research will be progressed 

(Robson, 2002): 

• Deducing  the hypothesis from the theory of Cloud Computing adoption 
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• Expressing the hypothesis in operational terms, its effectiveness 

• Testing the operational hypothesis  

• Examining the specific outcome of the inquiry  

• If necessary, modifying the theory  

This highlights a detail description of the deductive process. 

By putting together the positivism philosophy and deduction approach is one of the main 

themes in the social sciences. Is a conception of scientific method constructed from what 

is assumed to be the approach in natural science, which involves causal analysis and 

hypothesis testing. 

Strategy – Survey: 

The research approach was non-experimental and the research approach was quantitative 

correlational, which allows for some flexibility in assessing the relationships among the 

variables.  

The design of the survey is crucial in order to generate data conducive to the goals of the 

research. Survey format, sequence and wording, the inclusion of classification, behavioral, 

knowledge and perception questions, and questionnaire length and output, need to be 

considered to ensure reliability, validity and sustained engagement of the participant 

(Vaus, 2006). 

The survey will be done through online survey Survey Monkey services and conventional 

survey distribute. Limitation on greater investment needed towards geographic survey 

using conventional distribute survey. The conventional method survey distribution is 

specific to Salesforce.com customers from SME in Brazil. The survey is design to the way of 

cross sectional method to determine the relationship between solution experiences; 

solution satisfaction; commitment to the solution; loyalty to the solution / Trust with 

provider and repurchase intention behavior. 

Mono Method – Quantitative Research: 

A mono method selection as quantitative research is considered appropriate to this 

research, a single quantitative data collection method and related analysis procedures will 

be utilized, a mono method is much easier to plan and carry out (Maxwell, 2005). Through 

explanation in reading material in literature review, quantitative research is the best 

method to suit with variables that might be influence each other. This takes in 

consideration the scope of this academic research (Blaikie, 2007). 
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The Likert-type is adapt as a scale description for this research to give better accuracy in 

determining relationship of the Cloud Computing Solution experience correlation Solution 

satisfaction, commitment, loyalty/trust, that influence to repurchase intention and 

adoption behavior. 

Time Horizons – Cross Sectional: 

This research use a cross sectional survey in the adoption of Cloud Computing Solutions. In 

order to retaining data validity of survey, it is narrow down to several questions such as 

the experience user, strategic alignment, flexibility, security. This is to ensure the data 

analyze is represent right correlation of adoption variable measurement on finding 

(Blaikie, 2007). This study is a “snap-shot” of the customer behavior of our time, finds that 

most of the academic studies will be using a cross-sectional technique due to the time 

constrains involved (Saunders, et al., 2009). 

Techniques – Data Analysis 

First, the unfinished questionnaires are removed and only valid questionnaires are 

numbered. Then statistical analysis software SPSS 12.0 will be applied to the following 

statistical analysis. A Correlation Test of independent sample is going to be conducted to 

compare if there exists significant difference between before using and after using for 

using behavior of Cloud Solutions adoption, and for business model and results and 

involvement with the technology and results. The analyses of categorical variables are 

handled through Chi-Square tests followed by its analysis (Aczel, 2002). 

The survey questions on strategic alignment and the effectiveness of Cloud Computing 

adoption will be used as part of instrument in this study to achieve overall construct 

reliability, validity, and correlation among strategic alignment and the adoption of Cloud 

solutions. Also, the survey questions on flexibility and capability, to apply for adoption of 

Cloud Computing technologies will be part of the total survey instrument in this study to 

achieve overall construct reliability, validity, and correlation among Cloud adoption and it 

effectiveness. 

3.2. SAMPLE 

Researchers collect information by a wide variety of methods, as a sample design for this 

research the more appropriated model is the Non-Probability Sample, which is a sampling 

technique where the samples are gathered in a process that does not give all the 

individuals in the population equal chances of being selected (Creswell, 2009). 
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The sample was conducted from a Salesforce.com SME customer’s database. To reply to 

this survey, 962 requests were sent randomly to contacts spread over 200 companies that 

are Salesforce.com active customers and they are SME’s in Brazil (as seen before in 2.2). 

With this purpose the subcategory that better suits for this sample design is purposive or 

Judgmental Sample (Deville, 1991). A purposive, or judgmental, sample is one that is 

selected based on the knowledge of a population and the purpose of the study. The 

subjects are selected because of some characteristic they are already using a Cloud 

Computing solution in the context of SME and in Emerging Market. 

The surveys were anonymous and the data collection was conducted through a website 

(www.surveymonkey.com) via a link sent to the employee sample in an email message. 

3.3. ETHICS  

For millennia philosophers have concerned themselves with the questions surrounding 

what is right and what is wrong. Today’s basics for rights ethics comes from the writings of 

philosopher Immanuel Kant (1724-1904). Kant believed that all human beings posses 

some rights and duties. A key component of ethically correct behavior is informed consent 

(Saunders, et al., 2009). Anyone assisting in this research will receive a clear statement of 

what the research is about, what it involves, and what their part in it will be. 

This research will be based on the stance of Situation Ethics, because 'circumstances alter 

cases', this theory holds that in practice what in some times and places we call right is in 

other times and places wrong (Fletcher, 1966). Situation ethics was originally devised in a 

Christian context, but it can easily be applied in a non-religious way. 

Unless there is some breaking of ethical rules, the end justifies the means. Never know 

about certain social phenomena (Dalton, 1959). Without some masked observation, this 

important aspect of organizational life would not have been studied. There is no 

alternative, but to engage in dissimulation on the occasions, to investigate the issues in 

which this research propose (Dalton, 1959). 

3.4. LIMITATIONS  

This research focus on the challenges that organizations face in their effort to adopt Cloud 

Computing by identifying these challenges and key drivers for technical and business 

managers when evaluating a Cloud adoption project. 
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Due to time constraint, is the first limitations of this research project lies in the fact that 

researcher has got only few months to work on this project. 

The research project due that the research is limited to Salesforce.com customers and 

only to SME’s. Another key limitation with the size of Emerging Markets and due to that 

the study was limited to Brazil. 

Just one month period which was during high political instability was another limiting 

factor that affected on the amount of survey response. In the surveys, it depends upon 

self-reports and not direct observation of phenomenon of interest. Therefore the 

respondents' honesty, seriousness, accurate memory, and interest in the research 

determine the accuracy of the findings. 

Co relational research attempts to quantify the relationship that exists between the 

variables, this allows to make predictions, but gives no clue to the causal relationship. 

Another limitation was the fact it was not possible to touch all the universe of active 

Salesforce.com SME customers in Brazil, only a randomly sample was invite to participate 

in the study. 

Finally but not least, this study did not took in consideration how long they are using the 

solution. 
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44..  DDaattaa  AAnnaallyyssiiss  aann

In this chapter, the gathered data will be 

and insights for the questions in Chapter 1, a

about the data and its characteristics. Then, each 

control variables. 

4.1. GENERAL SAMPLE 

In this section, general demographics concerning the respondents are given

details see appendix 8.3. The to

valid (completed the survey). Of all respondents to the survey (N = 1

males (68%) and 37 females (3

The most represented group of professionals are between 

representing 62.9% (N=73), followed by the age group of more than 4

25.1% (N=29). The least common age group 

12.1% (N=14), appendix 8.3 point 

From the 27 Brazilian States, 

de Janeiro (9%), 11 in Parana (

Brazilian States (26%), Chart 7

Most professionals are working in Sales roles 

116) then General Management and Administration, 

26%

CLOUD COMPUTING BY SMEs IN EMERGING MARKETS (Brazil)

_________________________________________________________________________

Dublin Business School | MBA Dissertation | Frederico Brimbela

nndd  FFiinnddiinnggss  

r, the gathered data will be analyzed. In order to identify significant

for the questions in Chapter 1, at first, some general remarks will be made 

about the data and its characteristics. Then, each hypothesis is evaluated alon

SAMPLE DEMOGRAPHICS CHARACTERISTICS 

In this section, general demographics concerning the respondents are given

The total number of respondents was 170 but only 

valid (completed the survey). Of all respondents to the survey (N = 116), there were 7

females (32%), which seems representative for this study

The most represented group of professionals are between 26 and 4

), followed by the age group of more than 40 years old 

). The least common age group is the professionals with 25 or 

point II. 

From the 27 Brazilian States, 65 of the professionals are in Sao Paulo (56%), 1

in Parana (9%) and the remaining 30 are spread around the other 

7, appendix 8.3 point III. 

Chart 7 - Location/Brazilian State 

 

Source: Data analyzed from the survey

are working in Sales roles (33 out of 116) and Marketing (1

then General Management and Administration, Chart 8. 
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t first, some general remarks will be made 

is evaluated along with their 

In this section, general demographics concerning the respondents are given, for more 

but only 116 (68%) are 

), there were 79 

seems representative for this study. 

and 40 years old 

years old with 

with 25 or under with 

%), 10 are in Rio 

are spread around the other 

zed from the survey, 2013 

) and Marketing (15 out of 
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In terms of job level the majority are at Manager and Director Level (59 out of 121) 

followed by executive management, 

appendix 8.3 point IV. 

It was also asked to the respondents to who they primarily sell their products/services, 

70% (N=81) said it is B2B, Chart 

13

0

8

3

6 8
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Chart 8 - Job Role 

Source: Data analyzed from the survey, 2013

In terms of job level the majority are at Manager and Director Level (59 out of 121) 

followed by executive management, Error! Not a valid bookmark self

Chart 9 - Job Level 

Source: Data analyzed from the survey, 2013

It was also asked to the respondents to who they primarily sell their products/services, 

Chart 10, appendix 8.3 point V. 
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from the survey, 2013 

In terms of job level the majority are at Manager and Director Level (59 out of 121) 

Error! Not a valid bookmark self-reference., 

  

Source: Data analyzed from the survey, 2013 

It was also asked to the respondents to who they primarily sell their products/services, 

2 4

9
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Were also asked to the respondents about their involvement with 

them, 54% are Salesforce.com

(39), Chart 11, appendix 8.3. 

Chart 

 

8.6%

21.6%

34%
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Chart 10 - Business Model 

  

Source: Data analyzed from the survey, 2013

also asked to the respondents about their involvement with Salesforce.com

Salesforce.com administrator (N=63) and 34% are Salesforce.com

 

Chart 11 - Involvement with Salesforce.com 

  

Source: Data analyzed from the survey, 2013
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Source: Data analyzed from the survey, 2013 

Salesforce.com, most of 

Salesforce.com end user 

Source: Data analyzed from the survey, 2013 
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4.2. HYPOTESIS ANALYSIS 

In this section tests to do the hypothesis are analyzed. This section is divided in three, 

each section for each category, technology, organization and environment according to 

the framework presented in section 1.5. hypotheses  

Even before descriptive analysis, reliability checks were made to ensure that the items 

chosen to measure the data were answered in a consistent manner demonstrating that 

they could then be summed up to represent the overall results. The Cronbach’s Alpha 

estimates for the items associated with service quality performance (Alpha=0.88), overall 

service quality (Alpha=0.85), service value (Alpha=0.83), satisfaction (Alpha=0.85) and 

intentions (Alpha=0.87) were adequate enabling the summing up of these items. 

4.2.1. HYPOTHESIS 1 ANALYSIS – Cloud Computing AND ITS TECHNOLOGY 

Hypothesis 1: Cloud Computing technology characteristics are associated with its 

organizational adoption. Here this hypothesis and its sub hypotheses are analyzed and 

tested. 

 

H1a – Cloud Computing complexity is negatively associated with its adoption 

According to first sub-hypothesis related with the technology itself, the professionals were 

asked about its functionalities, service level and overall experience. In Chart 12, the 

professionals were asked to rate from 1 to 6 (where 1 is unacceptable and 6 is 

outstanding) about Salesforce.com services and features. Professionals who replied don´t 

know were removed from this chart. Reliability registered the higher mean with 5.34 and 

lowest deviation with 1.02 with the majority of professionals rating the solution with 5 

and 6. In the other hand the tool to import data registered the lowest mean with 4.22, 

although this mean is above 3. The higher deviation was at “ease of integration” where 

professionals’ opinions were more divided. All details for this analysis are in appendix 

8.4.1, point I. 

  



ADOPTION OF CLOUD COMPUTING

 

 

_________________________________________________________________________

 Dublin Business School | 
 

Chart 

To test this hypothesis, correlation 

questions from Q12 were grouped and 

their involvement with Salesforce.com

In Table 2, shows the professionals involvement with the technology 

of the technology itself (sub questions grouped from Q12)

a weak relationship between the variables. Even if professionals are partners or ID 

Developers does not affect their relation about the technology complexity

details see appendix 8.4.1 point 

Table 2 – Correlation analysis:
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Chart 12 – Salesforce.com service rates 

Source: Data analyzed from the survey, 2013

correlation analysis was conducted. For complexity some sub 

grouped and analyzed (appendix 8.4.1 point VI) in relation with 

Salesforce.com and their business model (Q6). 

the professionals involvement with the technology and the complexity 

(sub questions grouped from Q12) are close to zero, which means 

a weak relationship between the variables. Even if professionals are partners or ID 

affect their relation about the technology complexity

point X. 

analysis: Technology complexity and Involvement with Salesforce.com

 

Source: Data analyzed from the survey, 2013
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d from the survey, 2013 

conducted. For complexity some sub 

in relation with 

and the complexity 

are close to zero, which means 

a weak relationship between the variables. Even if professionals are partners or ID 

affect their relation about the technology complexity. For more 

Salesforce.com 

Source: Data analyzed from the survey, 2013 
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The Table 3 bellow also shows that the correlation between the business model of the 

professionals (B2B, B2C or both) is also close to zero, which means weak correlation. Even 

if professionals are running B2B, B2C or both does not affect their relation about the 

technology complexity. 

Table 3 - Correlation analysis: Technology complexity and Business model 

  

Source: Data analyzed from the survey, 2013 

It was also asked to our sample to rate the Ease of Use of the Salesforce.com Technology, 

professionals in average rated 4.7, with 70 professionals rating 5 and 6, see appendix 8.4.1 

point II. 

By correlating the complexity sub questions in question 12 with the ease of use, Table 4 

shows that the correlation exists but is not strong, meaning that the professionals don’t 

consider the technology highly complex to use. The Sig (2 Tailed) value is 0.00 which 

means there is no statistically significant correlation between the variables, see appendix 

8.4.1, VIII for more details. 

Table 4 – Correlation analysis: Technology complexity and Ease of use 

  

Source: Data analyzed from the survey, 2013 

In terms of overall experience 99 of the 116 professionals rated Salesforce.com overall 

experience between 4 and 6 (6 is outstanding), 17% affirm that is outstanding and 48% 

scored 5 which is close to an outstanding. Overall experience, 17 voted between 1 and 3 
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and from this 17, 11 professionals voted 3, see 

8.4.1 point V. 

Chart 

For this hypothesis testing it was also conducted a correlation test between Q12 

complexity sub questions and Q14

correlation exists and is significant, between the overall experience and the complexity of 

the solution, for more details consult appendix 

Table 5 - Correlation 

It was also analyzed the question 21 of the survey that asked to our sample what are 

blocking them from getting more 

with 4.6 and the Implementation 

considered, Table 6 and for more descriptive details see
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and from this 17, 11 professionals voted 3, see Chart 13 and For more details see appendix 

Chart 13 – Salesforce.com Overall Experience 

  

Source: Data analyzed from the survey, 2013

hypothesis testing it was also conducted a correlation test between Q12 

complexity sub questions and Q14 (overall experience), Table 4 results show

significant, between the overall experience and the complexity of 

, for more details consult appendix 8.4.1 point IX. 

Correlation analysis: Technology complexity and Overall Experience

Source: Data analyzed from the survey, 2013
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and for more descriptive details see appendix 8.4.1 point
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and For more details see appendix 

Source: Data analyzed from the survey, 2013 

hypothesis testing it was also conducted a correlation test between Q12 

results show the 

significant, between the overall experience and the complexity of 

Experience 

  

Source: Data analyzed from the survey, 2013 

was also analyzed the question 21 of the survey that asked to our sample what are 

End User Buy In 

if others that are not listed are not 

point III. 
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Table 6 - Challenges that are blocking the maximization of the technology

On question 24 the professionals were asked about their options to deploy the solution, 

Chart 14 shows that 38% of the professionals use

engage with a partner, more details see appendix 

Chart 

By correlating question 24 with the complexity sub questions from question 12, appendix 

8.4.1 in point XII shows that is

It was also conducted a Chi-Square test between Q

professionals and the technology with

service (the N/A were removed) 

shows that these two variables are independent, 

38%

10%

35%

17%

Pearson Chi-Square

Likelihood Ratio

Linear-by-Linear

Association

N of Valid Cases

a. 
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Challenges that are blocking the maximization of the technology

  

Source: Data analyzed from the survey, 2013

On question 24 the professionals were asked about their options to deploy the solution, 

shows that 38% of the professionals used internal resources and 35% d

engage with a partner, more details see appendix 8.4.1 point XI. 

Chart 14 - Choices to deploy the technology 

Source: Data analyzed from the survey, 2013

with the complexity sub questions from question 12, appendix 

that is negative and is statically significant. 

Square test between Question 6 about the involvement of the 

professionals and the technology with question 14 about the overall experience with the 

service (the N/A were removed) to assess whether two variables are independent.

shows that these two variables are independent, p = 0,348. See appendix 8.4.1

Table 7 - Chi-Square Test Q6 and Q14 

  

Source: Data analyzed from the survey, 2013
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Challenges that are blocking the maximization of the technology 

Source: Data analyzed from the survey, 2013 

On question 24 the professionals were asked about their options to deploy the solution, 

internal resources and 35% decide to 

  

Source: Data analyzed from the survey, 2013 

with the complexity sub questions from question 12, appendix 

about the involvement of the 

about the overall experience with the 

to assess whether two variables are independent. Table 7 

8.4.1 point XIII. 

Source: Data analyzed from the survey, 2013 

Engage Salesforce.com professional services

Engage the consulting services of a 3rd party
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H1b – Relative advantage of Cloud

With an average of 4.2 (with the same scale above 1 to 6) professionals rated the way 

Salesforce.com solutions makes a customer feel appreciated and is easy to do business 

with. 39% of the professionals rated 5 o

and 42% of the professionals rated 5 or 6 when asked if 

business with. For more details see appendix 

Chart 15 -

The professionals were also asked about the estimated time to achieve the return on 

investment (Question 20), 71 out of 116 replied “don’t know” from those who replied 69% 

said they achieve the return of investment in or less than 17 months, for more detai

appendix 8.4.1 point XV and Chart 

Chart 16 - Estimated time to achieve Return of Investment
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Cloud Computing is positively associated with its adoption

With an average of 4.2 (with the same scale above 1 to 6) professionals rated the way 

solutions makes a customer feel appreciated and is easy to do business 

39% of the professionals rated 5 or 6 when asked if their customers feel appreciated, 

and 42% of the professionals rated 5 or 6 when asked if Salesforce.com is easy to make 

For more details see appendix 8.4.1 point XIV and Chart 15. 

- Advantages of the Technology in the business 

Source: Data analyzed from the survey, 2013

The professionals were also asked about the estimated time to achieve the return on 

investment (Question 20), 71 out of 116 replied “don’t know” from those who replied 69% 

said they achieve the return of investment in or less than 17 months, for more detai

Chart 16. 

Estimated time to achieve Return of Investment 

  

Source: Data analyzed from the survey, 2013
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is positively associated with its adoption 

With an average of 4.2 (with the same scale above 1 to 6) professionals rated the way 

solutions makes a customer feel appreciated and is easy to do business 

r 6 when asked if their customers feel appreciated, 

is easy to make 

  

Source: Data analyzed from the survey, 2013 

The professionals were also asked about the estimated time to achieve the return on 

investment (Question 20), 71 out of 116 replied “don’t know” from those who replied 69% 

said they achieve the return of investment in or less than 17 months, for more details see 

Source: Data analyzed from the survey, 2013 
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For testing this hypothesis some correlations tests were conducted. The first one was 

between question 15 and some sub questions from question 12 (that were grouped, see 

appendix 8.4.1 point XVII and XVIII) and Table 8 shows there are a positive correlation and 

a strong statically value between these two variables. 

Table 8 - Correlation between Q15 and sub questions Q12 

  

Source: Data analyzed from the survey, 2013 

Another correlation test conducted was between question 20 (estimated time to ROI) and 

question 15 (relatives advantages), from appendix 8.4.1 point XIX show there is no 

correlation between these two variables. 
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H1c – Demonstrable result of 

To analyze this sub-hypothesis

recommended Salesforce.com

Salesforce.com to others, for more details see appendix 

Chart 

Professionals were also asked about the results 

Computing solution from Salesforce.com

achieve specific common business objectives

professionals says yes for most of the business objectives.

Enhance cross-sell and up-sell opportunities

lowest with 1.29 was Improve customer data 

details consult appendix 8.4.1

Chart 18 - Salesforce.com
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result of Cloud Computing is positively associated with its adoption

hypothesis is important to understand if professionals h

Salesforce.com to others, Chart 17 shows that 67% already recommend 

to others, for more details see appendix 8.4.1 point XX. 

Chart 17 - Recommended Salesforce.com 

  

Source: Data analyzed from the survey, 2013

asked about the results they achieved by using the 

Salesforce.com. They were asked if the solution helped 

business objectives. Chart 18 shows that a large majority of the 

professionals says yes for most of the business objectives. In terms of mean analysis the 

sell opportunities registered the highest mean with 1.82 and the 

Improve customer data quality and data management

8.4.1 point XX. 

Salesforce.com service helped to achieve business goals 

Source: Data analyzed from the survey, 2013
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is positively associated with its adoption 

is important to understand if professionals have ever 

shows that 67% already recommend 

Source: Data analyzed from the survey, 2013 

using the Cloud 

helped them to 

a large majority of the 

In terms of mean analysis the 

registered the highest mean with 1.82 and the 
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Source: Data analyzed from the survey, 2013 
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Some correlation tests were conducted between question 18 (results) and question 5

(business model) and 6 (involvement). O

results show us the correlation between question 18 and 5

significant. From the correlation test between 18 and 6 the results show us a negative 

correlation and not statically significant (appendix 

Another correlation test that was between question 18 and question 7 (about how likely 

theirs companies will continue to use 

positive correlation and statically significant between these two variables.

Table 9 - Correlation between Q1

Professionals were also asked the ROI

ROI (question 20). Many professionals were not able to reply to these questions. From 

those who replied, to question 19, 42% of the professionals said its company hit 50% or 

more of the ROI, Chart 19 (for more details see 

Chart 19 - Estimated Return of Investment with 

                                                     
4
 Return on investment (ROI) is the concept of an investment 

investor. A high ROI means the investment gains compare favorably to investment cost.

19%

3%

20%
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tests were conducted between question 18 (results) and question 5

(involvement). On the section 4.1 General Demographics. The 

results show us the correlation between question 18 and 5 is positive but not statically 

significant. From the correlation test between 18 and 6 the results show us a negative 

and not statically significant (appendix 8.4.1 point XXV). 

Another correlation test that was between question 18 and question 7 (about how likely 

theirs companies will continue to use Salesforce.com). Table 9 shows that there are a 

positive correlation and statically significant between these two variables. 

Correlation between Q18 (Results) and Q7 (intention to continue to use)

 

Source: Data analyzed from the survey, 2013

Professionals were also asked the ROI4 (question 19) and the time that took to achieve the 

. Many professionals were not able to reply to these questions. From 

hose who replied, to question 19, 42% of the professionals said its company hit 50% or 

for more details see appendix 8.4.1point XXIII). 

Estimated Return of Investment with Salesforce.com 

  

Source: Data analyzed from the survey, 2013

              
Return on investment (ROI) is the concept of an investment of some resource yielding a benefit to the 

investor. A high ROI means the investment gains compare favorably to investment cost. 
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tests were conducted between question 18 (results) and question 5 

General Demographics. The 

is positive but not statically 

significant. From the correlation test between 18 and 6 the results show us a negative 

Another correlation test that was between question 18 and question 7 (about how likely 

shows that there are a 

Q7 (intention to continue to use)) 

 

Source: Data analyzed from the survey, 2013 

(question 19) and the time that took to achieve the 

. Many professionals were not able to reply to these questions. From 

hose who replied, to question 19, 42% of the professionals said its company hit 50% or 

Source: Data analyzed from the survey, 2013 

of some resource yielding a benefit to the 
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When professionals were asked about how much time it too

investment, Chart 20 shows from those who are aware, 49% took less than a year. For 

more details see appendix 8.4.1

Chart 20 - Estimated time it took to achieve the ROI with 

Finally it was conducted a Chi

use the solution) with question 1

shows that these two variables are dependent

0,000 and the coefficient of contingency is p=0.418

Table 

Pearson Chi-Square = 18.401; p =0,000

 

20%

4%

27%

Pearson Chi-Square

Likelihood Ratio

Linear-by-Linear

Association

N of Valid Cases

4 cells (50,0%) have expected count less than 5. The

minimum expected count is ,76.

a. 

CLOUD COMPUTING BY SMEs IN EMERGING MARKETS (Brazil)

_________________________________________________________________________

Dublin Business School | MBA Dissertation | Frederico Brimbela

When professionals were asked about how much time it took to achieve the return of 

shows from those who are aware, 49% took less than a year. For 

8.4.1 point XXIV. 

Estimated time it took to achieve the ROI with Salesforce.com 

  

Source: Data analyzed from the survey, 2013

t was conducted a Chi-Square test between Question 7 (intentions to continue to 

with question 18 (results achieved), the N/A were removed. 

shows that these two variables are dependent and the associated degree is significant

000 and the coefficient of contingency is p=0.418. See appendix 8.4.1 point 

Table 10 - Chi-Square test Q7 and Q18 

  

Source: Data analyzed from the survey, 2013

Square = 18.401; p =0,000 
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k to achieve the return of 

shows from those who are aware, 49% took less than a year. For 

 

Source: Data analyzed from the survey, 2013 

intentions to continue to 

the N/A were removed. Table 10 

and the associated degree is significant, p = 

point XXVI. 

analyzed from the survey, 2013 
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4.2.2. HYPOTHESIS 2 ANALYSIS

Hypothesis 2: Cloud Computing

organizational adoption of Cloud

Professionals were asked about their intentions to continue to use 

solutions in the future and 87.9% (102 out of 116) said yes and only 5.2% said no, the 

missing 6.9% replied don’t know, for more details see bellow 

point I. 

Chart 21

The professionals were also asked about their intention in increase or reduce the 

of users for the next 12 months, 

increase the users of Salesforce.com

professionals, and those 11 said they have intentions to increase by over 50%, 6 between 

26 to 50% and 49 have plans to increase until by 25%. There are also 23.3% (N=27) said 

they will plan to continue the

who said their intentions is to reduce (8.8%, 

over 50%, 1 between 26 to 50% and 2 plans to decrease until 25%.

(N=14) said don’t know. For more details consult 

Chart 22

56.0%

Increase Users
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NALYSIS – Cloud Computing IN THE ORGANIZATION 

Computing perceived results is positively associated with its 

Cloud Computing 

rofessionals were asked about their intentions to continue to use Salesforce.com

solutions in the future and 87.9% (102 out of 116) said yes and only 5.2% said no, the 

missing 6.9% replied don’t know, for more details see bellow Chart 21 and appendix

21 - Intention to continue to use Salesforce.com 

 
Source: Data analyzed from the survey, 2013

The professionals were also asked about their intention in increase or reduce the 

for the next 12 months, Chart 22 bellow shows, 56% said yes, they 

Salesforce.com in their businesses, these 56% corresponds to 66 

professionals, and those 11 said they have intentions to increase by over 50%, 6 between 

26 to 50% and 49 have plans to increase until by 25%. There are also 23.3% (N=27) said 

they will plan to continue the same for the next 12 months and for those professionals 

who said their intentions is to reduce (8.8%, 10 professionals) 7 said they will reduce by 

over 50%, 1 between 26 to 50% and 2 plans to decrease until 25%. The missing 1

or more details consult appendix 8.4.2 point II. 

22 - Salesforce.com plan for the next 12 months 

Source: Data analyzed from the survey, 2013
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perceived results is positively associated with its 

Salesforce.com 

solutions in the future and 87.9% (102 out of 116) said yes and only 5.2% said no, the 

and appendix 8.4.2 

Source: Data analyzed from the survey, 2013 

The professionals were also asked about their intention in increase or reduce the number 

56% said yes, they plan to 

in their businesses, these 56% corresponds to 66 

professionals, and those 11 said they have intentions to increase by over 50%, 6 between 

26 to 50% and 49 have plans to increase until by 25%. There are also 23.3% (N=27) said 

same for the next 12 months and for those professionals 

said they will reduce by 

The missing 12.1% 

  
Source: Data analyzed from the survey, 2013 
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Professionals were asked about 

strategic effort in their business or a standalone applica

84.5% said that Salesforce.com

(N=98), 12.9% said that Salesforce.com

(N=15) and the missing 3 professionals (for total of 116) said don’t know which represents 

2.6%. See appendix 8.4.2 point 

In relation with the decision making process, professionals were also asked about their 

participation in the purchasing 

(57.8%) and 49 said no (42.2%) 

In relation with the organization itself and how they are using 

professionals were asked approximately about what percent of your total employees are 

in CRM: customer relationship management

Non-CRM, no customer face such as roles in R&D, Finance, HR, IT.

majority (42%) of professionals 

and from those who work in CRM, 45% uses 

were also asked about approximately

30 professionals said in their or

Salesforce.com. For more details see appendix

Chart 23 - Professionals in CRM and non CRM using and not using 

Professionals were also asked about 

facing by using the Salesforce.com

challenges, professionals highlighted the 

Salesforce.com with a mean of 4.12 and the 
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Professionals were asked about the strategic alignment, it the solution is 

business or a standalone application to support a specific need. 

Salesforce.com solution is part of a strategic alignment for the company 

Salesforce.com solution is a standalone solution for a specific need 

(N=15) and the missing 3 professionals (for total of 116) said don’t know which represents 

point III. 

In relation with the decision making process, professionals were also asked about their 

purchasing Salesforce.com solution decision, 67 said have participated

(42.2%) for more details see appendix 8.4.2 point IV. 

organization itself and how they are using S

approximately about what percent of your total employees are 

customer relationship management roles (Sales, Marketing Support and Service) 

CRM, no customer face such as roles in R&D, Finance, HR, IT. Chart 23 show

majority (42%) of professionals says more than 50% of their workforces are

and from those who work in CRM, 45% uses Salesforce.com solutions. The professionals 

were also asked about approximately how many from non CRM roles are using CRM and 

30 professionals said in their organization more than 50% of non CRM roles are using 

. For more details see appendix 8.4.2 point V. 

Professionals in CRM and non CRM using and not using Salesforce.com

  

Source: Data analyzed from the survey, 2013

Professionals were also asked about what they believe is the cause of challenges they are 

Salesforce.com service in their organizations and from the listed 

challenges, professionals highlighted the lack of encouragement or incentives to use 
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the strategic alignment, it the solution is part of a 

pport a specific need. 

for the company 

solution is a standalone solution for a specific need 

(N=15) and the missing 3 professionals (for total of 116) said don’t know which represents 

In relation with the decision making process, professionals were also asked about their 

have participated 

 

Salesforce.com 

approximately about what percent of your total employees are 

roles (Sales, Marketing Support and Service) 

shows that the 

workforces are in CRM roles 

The professionals 

how many from non CRM roles are using CRM and 

ganization more than 50% of non CRM roles are using 

Salesforce.com 

Source: Data analyzed from the survey, 2013 

is the cause of challenges they are 
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Salesforce.com setup with 4.09 in a scale 1 to 6 where 1 is Strongly Disagree and 6 is 

Strongly Agree (appendix 8.4.2 point VI). 

Some correlation tests were conducted to analyze the impact of the technology in the 

organization. Table 11 shows there is a weak correlation between the business model and 

the results that were achieved with the Salesforce.com service, although this correlation is 

not statically significant (Sig is 0.631). 

Table 11 - Solution helped to achieve business objectives with business model 

  

Source: Data analyzed from the survey, 2013 

Another correlation test conducted was to analyze the results achieved by using the 

Salesforce.com service (question 18) with question 9 where professionals were asked 

about if the solution is a standalone solution or part of a strategic effort. The results show 

there is a positive correlation and statically significant, Sig is 0.022 (appendix 8.4.2 point 

VII). 

There were also conducted correlations tests to analyze the correlation between 

questions 16 (if professionals participated in the decision process to contract 

Salesfroce.com service) with question 18 (results achieved by using the solution) and 

question 17 (about their reasons that made them evaluate Salesforce.com) with question 

18. But in both the correlation is negative and no statically significant (appendix 8.4.2 

point VIII). 

Finally for this hypothesis testing, it was also conducted a correlation test between 

question 21 (challenges preventing from getting more) and question 22 (cause of these 

challenges). The results shows a strong correlation and statically significant (appendix 

8.4.2 point IX).  
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A Chi-square test was conducted between question 9 about their effort to integrate the 

solution part of their company strategy with question 18 about the results obtained thru 

using the solution (the N/A were removed) to assess whether two variables are 

dependent and its associated degree is significant (p=0.000 for a coefficient of 

contingency = 0.398). Table 12 shows pearson Chi-Square = 13.613; p =0,000. See 

appendix 8.4.2 point X. 

Table 12 - Chi-Square Test Q9 and Q18 

  

Source: Data analyzed from the survey, 2013 

 

  

13,613b 1 ,000

11,055 1 ,001

11,929 1 ,001

,001 ,001

13,455 1 ,000

86

Pearson Chi-Square

Continuity Correctiona

Likelihood Ratio

Fisher's Exact Test

Linear-by-Linear

Association

N of Valid Cases

Value df

Asymp. Sig.

(2-sided)

Exact Sig.

(2-sided)

Exact Sig.

(1-sided)

Computed only for a 2x2 tablea. 

1 cells (25,0%) have expected count less than 5. The minimum expected count is

2,94.

b. 
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4.2.3. HYPOTHESIS 3 ANALYSIS

Hypothesis 3: Increased expectation for growing of 

expected value of potential returns, thereby increasing the possibility of adopting these 

solutions. 

Professionals were asked about h

others, and approximately 50% said definitely will (N=57), 

point I. 

Chart 

Thinking of the sales support 

rate the performance of the Salesforce.com

is not Acceptable and 6 is Outstanding. 59% rated the 

4 to 6, see Chart 25 and appendix for more details

Chart 25

In terms of environment, as shown before t

choices when they implemented the 
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NALYSIS – Cloud Computing AND THE ENVIRONMENT 

Hypothesis 3: Increased expectation for growing of Cloud Computing 

expected value of potential returns, thereby increasing the possibility of adopting these 

Professionals were asked about how likely they are to recommend Salesforce

, and approximately 50% said definitely will (N=57), Chart 24 and appendix

Chart 24 - Recommend Salesforce.com to others 

  

Source: Data analyzed from the survey, 2013

Thinking of the sales support Salesforce.com customers received, the sample was asked to 

Salesforce.com sales team. Using a scale from 1 to 6 where 1 

and 6 is Outstanding. 59% rated the Salesforce.com sales tea

and appendix for more details 8.4.3 point II. 

25 - Performance of Salesforce.com sales team 

  

Source: Data analyzed from the survey, 2013
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 increases the 

expected value of potential returns, thereby increasing the possibility of adopting these 

Salesforce.com to 

and appendix 8.4.3 

Source: Data analyzed from the survey, 2013 

customers received, the sample was asked to 

sales team. Using a scale from 1 to 6 where 1 

sales team between 

Source: Data analyzed from the survey, 2013 

he professionals were also asked about their 

divided when it comes 
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to deploy Salesforce.com solution, 38% used internal resources and 35% opted for a 3rd 

party consulting service for implementation (8.4.1 point XI). Some correlations tests were 

conducted. To effectiveness conduct this tests in question 12 the sub questions about the 

environment were grouped (appendix 8.4.3 point IV) and correlated with question 5 

(business model). The correlations test shows there are a positive but weak (p=0.634) 

correlation between these variables, Table 13. 

Table 13 - Environment and Business Model 

 

Source: Data analyzed from the survey, 2013 

Another correlation test conducted was between question 12 (sub questions about 

environment) and question 6 (involvement with Salesforce.com), and the result is negative 

and weak, which means that the environment of the service is not correlated by the 

professionals involvement with the service (partners, administrators or end-users), 

appendix 8.4.3 point V shows this results in detail. It was also conducted a Chi-Square test 

between Question 5 about their business model with question 14 about the overall 

experience with the service (the N/A were removed) to assess whether two variables are 

independent. Table 14 shows that these two variables are independent, p = 0,453. See 

appendix 8.4.3 point VI. 

Table 14 - Chi-Square Test Q5 and Q14 

  

Source: Data analyzed from the survey, 2013  

1,585a 2 ,453

1,654 2 ,437

1,222 1 ,269

116

Pearson Chi-Square

Likelihood Ratio

Linear-by-Linear

Association

N of Valid Cases

Value df

Asymp. Sig.

(2-sided)

1 cells (16,7%) have expected count less than 5. The

minimum expected count is 3,45.

a. 
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4.3. THE FINDINGS 

The data collected is specific to this study and has given understanding in how the 

adoption looks like and why a company decides to continue to use Cloud services. The 

data gave an understanding in the topic of Cloud Computing and the usage of Cloud 

services. 

The results gave new perspectives of the how Cloud Computing is seen from the business 

world in especially from Brazil (Emergent Market) and in how many ways it can be used. 

From literature review in chapter 2, it was identified that some companies are hesitant to 

move their IT into the Cloud and there are many challenges and aspects to take in 

consideration, therefore to find information about the adoption of Cloud services, the 

collected data have in many ways fulfilled that expectation by getting the user perspective 

on why the company decides to adopt Cloud services. 

4.3.1. FULFILLMENT OF PURPOSE 

The findings for the quantitative data were based on the survey. However the next 

chapter would reflect how this analysis has helped achieve the objectives of the research, 

tested hypothesis and answer the research question. The researcher has also provided 

recommendations based on these findings. 

The purpose with this research was to answer the research question and to get a better 

understanding of the adoption of Cloud services. The purpose was to fill a knowledge gap 

with finding out the decision process of adopting Cloud Computing. From this chapter the 

data analysis provided and findings are sufficient enough to be able to fulfill the purpose 

as the quality of the empirical data was very helpful. From this section the researcher is 

now able to find conclusions that are crucial to choosing to adopt Cloud Computing. 
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55..  CCoonncclluussiioonnss  aanndd  RReeccoommmmeennddaattiioonnss  

The empirical results, by and large, supports the central proposition of this study that the 

successful Cloud adoption can be used as a powerful mechanism to deal with the 

challenges of SMEs in Emerging Markets. The purpose of this dissertation was to study the 

adoption of Cloud Computing by SMEs in Emerging Markets. It is revealed that 

organizations that are choosing for Cloud solutions because of ease of use and reliability. 

The research shows that the complexity of the technology is not affecting its adoption. 

According to Saunders et al (2009), the main purposes of the conclusion chapter are 

“answering the research question, meeting the objectives and if appropriate, supporting 

or otherwise the research hypothesis”. (Saunders, et al., 2009) The researcher will follow 

those guidelines for his conclusion. 

The research focused on the Cloud Computing Salesforce.com customers in Brazil SMEs 

size organizations, and the hypothesis proposed at the start of the research was based on 

the assumption that the right adoption of the solution can help the organizations to get 

the most of the solutions they subscribe. 

5.1. OBJECTIVES ACHIEVED 

Initially in the study, 3 objectives were drawn by the researcher. They are listed in a 

sequence and the analysis conducted thereon. 

Identify the key drivers before and after the purchase that drives a better adoption. 

Understand the causes that drive to a potential repurchase intention 

This objective was achieved, in the literature review influencers’ factors that drive to a 

purchase and an effective adoption of the technology were identified. For SMEs segment 

it was identified external forces and internal forces (Figure 12). Internal factors include top 

management, firm’s resources, end users, IT solution itself, and organizational 

characteristics while external factors comprise external and competitive pressure, 

external IT consultant and vendors, and government. In resume the main factors SMEs 

take in consideration are the business model of Cloud Computing (pay as you go), the fast 

deployment of the solution, the reliability and mobility. 

During the data collection it was asked to the sample (on question 17) to identify from a 

list what reasons made them adopt the solution, the key drivers are increase visibility over 
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the business in special over the sales cycle followed by data management/quality and 

acquire new customers. 

After the purchase the key drivers for a better adoption and a potential repurchase 

intention of the solution is the results that companies get from the service (question 18 in 

the survey shows that the majority of the professionals achieved their goals), also from 

the literature review, SMEs companies due their size and the lack of resources, are looking 

for a faster results, the ease of use of the solution, its maintenance and the return of 

investment it is another factors that make SMEs organizations use this service. Reason to 

adopt Cloud is not only price but being able to move fast, deploy, redeploy, and un-deploy 

workloads as needed. 

Finally in this research it is proved the solution is effective when it is part of the strategic 

effort of the company and it is not only a standalone solution, Figure 12. Thus, SMEs have 

to consider these expressed drivers, barriers and issues that might affect the successful 

adoption of Cloud solutions. The better adoption of the solution it is when the solution is 

used for the core business and it expands over all departments. This is going to be 

analyzed in detail on H2. 

  

Source:Freder ico Brimbela, 2013 

Figure 12 - Cloud Computing Adoption framework 
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Identify if it’s possible for client and vendor collaborate for successful Cloud adoption 

project? 

While most attention is focused on the value proposition impact, channels and revenue 

model, as they form the more visible part of the Cloud service concept, the impact on key 

activities, customer relationship and key partnerships of leading Cloud vendors should not 

be underestimated. From the literature review it is possible to see that Cloud providers 

are showing to customers not only a cost advantage, but also the service is large enough 

to offset the cost of changing to a new approach and to a business transformation. 

External assistance is imperative for successful Cloud Computing adoption in SMEs since 

these businesses are generally suffering from lack of IT knowledge, skills and training 

(Abdulaziz, 2012). In this way, external consultants, partners and vendors are main 

sources of external IT knowledge and skills in SMEs (Boguslavsky, 2011). In addition, 

accordingly to the higher levels of external consultants and vendor effectiveness and 

support will conduct to an increase in effectiveness of the solution in SMEs, although from 

the other hand and nevertheless, regarding the fact that SMEs typically do not have 

sufficient financial resources to afford costs of hiring external experts and training, as well 

as concerning this fact that some SMEs do not trust in using the assistance of external 

expertise and consultant (Caldeira & Ward, 2003), the role of governments support and 

initiatives to help and encourage is significant in the context of SMEs. 

From the data collection the professionals also said they are happy with the support they 

are getting from Salesforce.com and they are also happy with the Salesforce.com 

commercial team. However some professionals highlighted the fact “the solution is 

designed to one fits all” especial when the focus is SME. Custom solution versus 

Customized solution in SMEs leverage to another discussion, although the important in 

this research it is that this collaboration is possible and it is even more important for 

leading Cloud vendors work together with their customers. Some of the specific issues for 

leading Cloud vendors are related to the integration of development and operations 

activities, a focus on efficiency in the whole end-to-end process, closer, more direct 

relations with customers with a more continuous orientation, and a more balanced 

perspective of partners, as not only the possible threat of redundancies but also the need 

for closer collaboration and new revenue opportunities have to be considered. 

Understand what is the process by which SMEs adopt Cloud Computing into their business? 

Prior literature presented previously tells, SMEs are regarded as integral to a developing 

economies and play an essential role in employment generation. As SMEs don’t typically 

have dedicated IT resources focusing on the information protection they need to keep 
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them out, making them more susceptible to risks than 

studies in IT adoption have intended to gain clear understanding of numerous pitfalls and 

challenges associated with Cloud

affecting successful deployment of 

Toward a better understanding of the process by which SMEs 

precisely realize their need for it and proportionate advantages of 

business. Create an advantage to use the system, know the disadvantages of not using it 

and measure and proactively manage user adoption. 

benefits associated with utilizing 

functioning system at the start, with minimal IT effort, 

it later if needed Figure 13.  

Figure 

5.2. VALIDATION OF THE LA

The hypothesis laid was the implication of the research question that the researcher 

started with. The researcher has defin

understanding of the adoption of 

5.2.1. VALIDATION HYPOTHESIS 

CLOUD COMPUTING technology characteristics are associated with its organizational 

adoption 

This hypothesis can be perceived from several angles as it relates to a general 

that is why the researcher opted to divide this hypothesis in three sub 
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them out, making them more susceptible to risks than large enterprises.

adoption have intended to gain clear understanding of numerous pitfalls and 

Cloud adoption process, as well as evaluation of factors 

affecting successful deployment of Cloud. 

Toward a better understanding of the process by which SMEs go, organizations

precisely realize their need for it and proportionate advantages of the solution

Create an advantage to use the system, know the disadvantages of not using it 

and measure and proactively manage user adoption. SMEs ought to judge costs and 

s associated with utilizing Cloud. SMEs look at the ability to implement a fully 

functioning system at the start, with minimal IT effort, cost, and then potentially configure 

  

Source: adapted from R.  Livingstone, 2011

Figure 13 - Systems commissioning process 

VALIDATION OF THE LAID HYPOTHESIS 

The hypothesis laid was the implication of the research question that the researcher 

started with. The researcher has defined the following hypothesis for a better 

understanding of the adoption of Cloud Computing solutions in Emerging Markets.

YPOTHESIS 1 – CLOUD COMPUTING AND ITS TECHNOLOGY 

technology characteristics are associated with its organizational 

hypothesis can be perceived from several angles as it relates to a general 

opted to divide this hypothesis in three sub hypotheses

(Brazil) 
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enterprises. Conducted 

adoption have intended to gain clear understanding of numerous pitfalls and 

, as well as evaluation of factors 

organizations must 

the solution for their 

Create an advantage to use the system, know the disadvantages of not using it 

SMEs ought to judge costs and 

ability to implement a fully 

and then potentially configure 

apted from R.  Livingstone, 2011 

The hypothesis laid was the implication of the research question that the researcher 

ed the following hypothesis for a better 

solutions in Emerging Markets. 

technology characteristics are associated with its organizational 

hypothesis can be perceived from several angles as it relates to a general behavior 

hypotheses: 
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H1a: Cloud Computing complexity is negatively associated with its adoption 

The results of the survey indicate to reject this hypothesis. The complexity of the Cloud 

Computing solution is not negatively associated with its adoption. First from the 

descriptive analysis it is possible to identify that the sample surveyed don’t consider the 

solution complex, indeed they rated the ease of use with a 4.7 mean in a scale 1 to 6. Then 

Correlations tests were conducted, confirming that there is no correlation, no matter the 

professionals’ involvement with Salesforce.com and no matter their business model. 

Another correlation test conducted was between the variable complexity with the ease of 

use variable, and the correlation is weak, which means the professionals surveyed don’t 

consider the technology complex. 

In terms of overall experience, 17% of the professionals rated Salesforce.com as an 

outstanding solution and 48% with 5 (scale 1 to 6 where 6 is outstanding). Another 

correlation to test this hypothesis was to correlate the overall experience with the 

complexity of the technology, the results shows a weak correlation. Question 21 about 

what are blocking the professionals from getting more of the solution was analyzed to 

understand if the challenges are related with the complexity, the results shows a higher 

mean to End User Buy In, not related with the technology. Question 24 professionals were 

asked about their options to deploy the solution, 38% opted for using internal resources 

and 35% hired consulting services. This question was also correlated with the complexity 

questions and there is no correlation. 

Finally a Chi-Square test was conducted between the involvement with technology 

(question 6) with the overall results (question 14) and the results of this test show these 

two variables are independent. 

From all of these tests conducted in addition to the prior literature, this hypothesis is 

rejected. 

H1b: Relative advantage of Cloud Computing is positively associated with its adoption 

Prior studies show that IT has critically become indispensable tool for daily operations of 

organizations. SMEs are now investing significant amount of financial resources in IT to 

strengthen their competitive positions (Gens, 2009). To test this hypothesis the researcher 

started to analyze question 15 related to the advantages of the Salesforce.com in their 

business, 39% of the professionals says the solution makes the customer feel appreciated, 

rated with a 5 or a 6, with the same rate and the same scale, 42% of the professionals says 

that Salesforce.com solution is easy to make business. 
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Professionals were also asked about the return on investment and 69% said they achieve 

the return on investment in or less than 17 months, which means that the professionals 

surveyed are seeing the value of their investments and due that it is bringing advantages 

to the business. 

The findings in this hypothesis addressed the benefits of Cloud adoption and highlighted 

its advantages in the business as a source of competitive advantage has been seen, 

proving organizations leading to the creation of sustainable perceived value for their 

customers. 

A correlation test between the advantages of the solution with the features of the 

solution, shows a strong correlation with a strong statically value between these two 

variables. 

From the prior literature review and the survey results, it seems that Cloud Computing is 

indeed helping SMEs become more competitive and benefit from important savings and 

increased security levels. The researcher believe that this hypothesis should be accepted 

but the tests conducted shows results that are not statically strong, probably because to 

the size of the sample, due that it can’t be generalize, so this hypothesis is rejected. 

H1c: Demonstrable result of Cloud Computing is positively associated with its adoption 

To analyze this hypothesis the researcher started with the assumption if the professionals 

recommend the solution to others it is associated with a good experience. Following this 

assumption, first question analyzed to test this hypothesis was question 11, which asked 

to professionals if they have ever recommended Salesforce.com to others and 67% said 

yes. 

Question 18 to understand if the solution helped to achieve the business goals was 

analyzed, and the majority of the professionals say yes. The higher mean goes to the 

solution Enhances cross-sell and up-sell opportunities. 

For this hypothesis test was also identified a correlation between the business model and 

the results. The business model has impact on the results, the professionals that run B2B 

organizations reported higher results comparing to B2B or both. Professionals were also 

asked about the percentage of return on investment and time to return on investment, 

many professionals are not aware but from those who replied the results were very 

positive. 
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Finally a Chi-Square test was conducted to test the independent between question 7 

about their intentions to continue to use the solution and question 20 about results 

achieved and the test results, confirm these two variables are dependent and significant. 

There are also other indirect results provided from the service, however for all the reasons 

mention before, this hypothesis should be accepted. The results indicated that the results 

while using the solution play a vital role in its adoption and intentions to continue with the 

solution. 

5.2.2. VALIDATION HYPOTHESIS 2 – CLOUD COMPUTING IN THE ORGANIZATION 

CLOUD COMPUTING perceived results is positively associated with its organizational 

adoption of Cloud Computing 

Cloud Computing is most often discussed from a technical angle, but this hypothesis isn’t 

about technology. It is about business value like business agility, business transformation, 

less operational issues and better use of resources. Prior literature on IT adoption in SMEs 

shows that approximately most of failures and dissatisfaction were result of inappropriate 

connection of the solution to the organization strategies and inadequate realization of 

organizational issues (Nguyen, 2009). The research finding and analysis for this hypothesis 

have established that there is indeed a relationship between perceived results and its 

organizational adoption. Professionals were asked about their implementations 

intentions, 85% said the solution is part of a strategic alignment in their business. 

Therefore, it was also analyzed in relation to the organization itself how they are using the 

solution, the majority of the professionals’ uses Salesforce.com for CRM roles although 

there are a significant percentage of non CRM roles that are also using the solution, what 

means, when the solution is part of the core organization it will increase its effectiveness 

and adoption. 

To test this hypothesis, professionals were also asked about their intentions to continue to 

use the solution and to increase or decrease the number of users. The analysis of the data 

collected show that 50% will continue to use the solution and 38% probably will continue 

to use, and 56% of the professionals also said that the organizations intends to increase 

the number of users. 

Correlation tests and Chi-Square tests were also conducted to test this hypothesis. The 

Chi-Square shows there are a strong dependence between the results by using the 
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solution and effort the organization makes to integrate the solution part of their business 

strategy. 

Prior research on IT within SMEs 

as potential determinants of the adoption process which 

industry, information intensity, organizational culture and technological maturity.

adoption of Cloud Computing

that will affect peoples work in significant ways

Organizational culture is another significant determinant of 

organizations, in SMEs, culture is highly affected by owner/manager attitude, perceptions 

and characteristics. Characterizing organizational culture is necessitated since the culture 

and its various impacts are the key to success of 

Figure 14 - 

Finally, as stated previously, openness to change is an important characteristic of 

organizational culture SMEs possess

with higher levels of openness to change will be more inclined

Due to these results, this hypothesis should be accepted.

5.2.3. VALIDATION HYPOTHESIS 

Increased expectation for growing of 

potential returns, thereby increasing the possibility of adopting these solutions.

Prior literature tells, every decade

tectonic shift that opens up new business and access models. These shifts fundamentally 

change the way that technology is consumed and the value that it can bring. Today, 

mobility, big data, and the advent of 
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solution and effort the organization makes to integrate the solution part of their business 

Prior research on IT within SMEs also revealed a number of organizational characteristics 

as potential determinants of the adoption process which include SME strategies, type of 

industry, information intensity, organizational culture and technological maturity.

Computing results in a significant amount of organizational change

peoples work in significant ways, Figure 14 (Caldeira & Ward, 2003)

Organizational culture is another significant determinant of Cloud implementation in 

SMEs, culture is highly affected by owner/manager attitude, perceptions 

and characteristics. Characterizing organizational culture is necessitated since the culture 

and its various impacts are the key to success of Cloud adoption projects (Nguyen, 2009)

 
Source: IBM, 2012

 Cloud Computing and its organizational changes 

s stated previously, openness to change is an important characteristic of 

organizational culture SMEs possessing an adaptable and flexible organizational culture 

with higher levels of openness to change will be more inclined to a successful adoption.

this hypothesis should be accepted. 

YPOTHESIS 3 – CLOUD COMPUTING AND THE ENVIRONMENT 

Increased expectation for growing of Cloud Computing increases the expected value of 

potential returns, thereby increasing the possibility of adopting these solutions.

, every decade technology development and delivery undergo a 

tectonic shift that opens up new business and access models. These shifts fundamentally 

change the way that technology is consumed and the value that it can bring. Today, 

mobility, big data, and the advent of Cloud Computing represent such shifts. 

(Brazil) 
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solution and effort the organization makes to integrate the solution part of their business 

organizational characteristics 

include SME strategies, type of 

industry, information intensity, organizational culture and technological maturity. The 

amount of organizational changes 

(Caldeira & Ward, 2003). 

implementation in 

SMEs, culture is highly affected by owner/manager attitude, perceptions 

and characteristics. Characterizing organizational culture is necessitated since the culture 

(Nguyen, 2009). 

Source: IBM, 2012 

s stated previously, openness to change is an important characteristic of 

ing an adaptable and flexible organizational culture 

to a successful adoption. 

increases the expected value of 

potential returns, thereby increasing the possibility of adopting these solutions. 

technology development and delivery undergo a 

tectonic shift that opens up new business and access models. These shifts fundamentally 

change the way that technology is consumed and the value that it can bring. Today, 
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This analysis identifies that security and legal issues was the main environmental factor 

impacting Cloud adoption. 

To test this hypothesis the sample was asked how likely they are to recommend 

Salesforce.com to others and 49% said definitely will and 42% probably will. It was also 

asked about the support they receive from the provider 59% rated the Salesforce.com 

sales team between 4 and 6 in a scale 1 to 6 where 6 is outstanding. 

As mention before in terms of environment the professionals were also asked about their 

deployment options, the majority deploy the solution with internal resources or with the 

services of a partner. 

Correlations tests were conducted to test this analysis, and it shows the business model of 

the organizations is correlated with the environment and it affects the effectiveness of the 

solution. 

As described in previous literature, Cloud Computing is not a trend anymore. This research 

indicates that the SME Cloud services market will continue to grow in the upcoming years. 

Nevertheless, as these countries progress and their Internet infrastructure improves, the 

Cloud market is expected to grow, despite the favorable external environment for Cloud, 

the internal environment is crucial, professionals need their role with the solution and 

understand the goals and the benefits. This research shows that the majority of SMEs in 

developing countries does not currently use hosted servers but show a high willingness to 

adopt them. Although and despite this favorable environment, from the data collected 

and the tests conducted it is not possible to accept this hypothesis due to the statistically 

results from the tests aren’t strong enough to generalize. 

5.3. SUMMARY - CONTRIBUTIONS TO THE BODY OF KNOWLEDGE 

The effective adoption of Cloud Solutions has the potential to deliver significant benefits 

to the Emerging Markets SME size organizations. Despite of low level economic 

development, lack of infrastructure and political instability, Brazil has been trying to prove 

its capability and aims to place itself in global Cloud Computing map. 

The Cloud Computing model represents an important change in how information 

technology works. Just as the major changes that happened first with the client-server 

application model and then with the Internet. Successful adoption of Cloud Computing is 

key for realization of benefits promised by Cloud Computing environment. With the recent 

technological revolutions (special from social media), early adopters of applications, 
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devices, and platforms that are social, mobile, and open. Cloud Computing applications 

allow organizations to incorporate social, mobile, and open practices into their daily 

operations. 

A key component for a successful adoption is considering the solutions as a key 

component in the transformation of organizations, and utilizing it as a part of the business 

and not as a standalone solution. 

These solutions are low-risk, highly innovative solutions with a quick return on 

investment. There is no hardware or software to install or upgrade. No lengthy training 

and no unexpected costs. Organizations can build their own applications without the need 

of technology infrastructure.  

In general and after analyze the data collected and in addition to the literature in chapter 

two, when Cloud users are not satisfied with the current Cloud solution, most of the times 

especially in SMEs size, there is nothing wrong with the solution, the problem is in its poor 

performance is due to the solution is not being aligned with business objectives. It’s the 

way it’s been setup, it’s the way it’s been implemented and the way it’s managed. 

The study’s recommends for a successful adoption that executives allocate the right 

resources to strategically align such as an administrator who is responsible for the data in 

the system and takes full responsibility for its success. This person should not be from IT. A 

good super-user it is what organizations need. Successful Cloud Computing solution has a 

strong administrator behind it. 

Thus, further conclusion from this study suggests that most successful Cloud Computing 

systems are at companies where the system is the culture. It is crucial for organizations 

and providers do what is necessary to help users to adapt, give them training and support 

and in return make the employees use the system. 

The presented research results contribute to the existing body of knowledge, as they 

highlight implications and challenges of Cloud Computing adoption by SMEs in Emerging 

Markets. 

  



ADOPTION OF CLOUD COMPUTING BY SMEs IN EMERGING MARKETS (Brazil) 

 

 

_________________________________________________________________________ 

 Dublin Business School | MBA Dissertation | Frederico Brimbela  71 

 

5.4. FUTURE RESEARCH 

Although the technologies underlying Cloud Computing have existed for nearly 15 years, 

Cloud Computing as a Computing paradigm exists for just a few short years. As a result the 

scope for further research is broad. This section provides some starters for future work 

and research: 

• Detailed analysis of the cost aspects (both OPEX and CAPEX); 

• Standard solution vs customized solution a dilemma for SMEs due to their 

resources; 

• Potential research can be developed for new strategies between vendors and 

customers, processes of value creation and delivery seems especially promising. 

• Internally Cloud computing adoption could be evaluated in two-stage process: at 

the organizational level, and at the level of the individual; 

• Social-technical impact, how does migrating to Cloud affect the current work 

practices? 

• Need for more case studies to evaluate the roadmap and its framework. This is 

because in this research it was not possible; 

• For vendors, SMEs which are already using some form of Cloud services, represent 

an opportunity for up selling to new and expanded Cloud offerings; 
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66..  SSeellff  RReefflleeccttiioonn    

This section explains the skills improved 

dissertation. It is also presented the learning cycle

assessment of the academic and professional 

6.1. LEARNING STYLES

A learning style relates a learner’s pattern of behavior in approaching a learning 

experience taking in new information, 

and applying new skills to life situations 

learning style by employing the two most popular learning styles model: Kolb 

style inventory and Honey and Mumford 

The Kolb learning style is described the process in four stages: Concrete experience, 

reflective observation, abstract conceptualization and active experimentation; this shown 

in Figure 15 (Reid, 2005). In his studies he concludes that recurring learning should be 

approached as a continuous circle and he suggests that 

begins with a person performing a particular action.

In similar context, Honey and 

individual learning styles based on Kolb’s four learning cycle stages
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the skills improved by the researched during the development of this 

presented the learning cycle, the individual stiles, 

assessment of the academic and professional skills. 

LEARNING STYLES 

A learning style relates a learner’s pattern of behavior in approaching a learning 

experience taking in new information, developing new skills, retaining new information 

and applying new skills to life situations (Kolb, 1984). The researcher discovered his 

learning style by employing the two most popular learning styles model: Kolb 

and Honey and Mumford the learning styles questionnaire. 

The Kolb learning style is described the process in four stages: Concrete experience, 

reflective observation, abstract conceptualization and active experimentation; this shown 

. In his studies he concludes that recurring learning should be 

approached as a continuous circle and he suggests that this learning circle process usually 

begins with a person performing a particular action. 

  
Source: Adapted from Reid,  Learning Styles and Inclus ion

Figure 15 - Kolb's Learning Styles 

In similar context, Honey and Mumford (1986) as cited in Reid (2005) identified four 

individual learning styles based on Kolb’s four learning cycle stages (Reid, 2005)
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velopment of this 

, highlights an 

A learning style relates a learner’s pattern of behavior in approaching a learning 

developing new skills, retaining new information 

. The researcher discovered his 

learning style by employing the two most popular learning styles model: Kolb the learning 

The Kolb learning style is described the process in four stages: Concrete experience, 

reflective observation, abstract conceptualization and active experimentation; this shown 

. In his studies he concludes that recurring learning should be 

this learning circle process usually 

Learning Styles and Inclus ion,  2005 

identified four 

(Reid, 2005). 
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Based on the above model it can be said that during this dissertation and the Master’s 

program, researcher has gone through the flow of concrete experience, reflective 

observation, abstract conceptualization and active experimentation. 

Concrete Experience (Kolb) – Activists (Honey and Mumford): 

Activists prefer doing and experiencing the research sought new challenges and 

immediate experience. They preferred working in groups, he enjoy the “here and now”. 

The concrete experience consists in academic and professional knowledge that researcher 

has acquired prior and dusting the MBA program. Researcher has completed his Master’s 

in Marketing, from ISCTE Business School in Lisbon, Portugal in 2011, and Bachelor’s in 

Business 2007 from the same university. 

MBA program started in September 2011 with International Management, Integrated 

Marketing Communications and Research Methods. In the 2nd semester which comprised 

of 4 subject areas, namely, International Business and Trade (IBT), Services Marketing, 

Strategic Management and Research Methods. The IBT module consisted of three core 

topics: Marketing, Accounting and Finance, and Operations Management. Researcher has 

successfully completed both the semesters. The second year the main subject was Project 

management and strategic management. The second semester was a second model of 

Project Management and Research skills, all this modules gave him the tools to develop a 

dissertation. 

Strengths: Enthusiasm and engagement. Weaknesses: Their conclusions are not always 

accurate since they do not reserve time to consolidate their findings. 

Reflective Observation (Kolb) – Reflectors (Honey and Mumford): 

The reflectors prefer to “stand back”, observe, listen, and gather data from experiences. 

The reflective observation included the process of self-reflection and identification of the 

research problem area and the research question, which was initiated during 1st semester 

with the PDP classes of the second year. 

Strengths: Their critical observation skills and tolerance. Weaknesses: Their lack of 

decision making. 

Abstract (Kolb) – Theorists (Honey and Mumford): 

Theorists see things through in logical steps, assimilate unlike facts into coherent theories, 

rationalize objectively, and reject subjectivity. The abstract conceptualization involved 

detailed secondary literature review and the formulation of the research hypothesis. 
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Strengths: Logic and analytical skills. Weaknesses: It is often difficult for them to work with 

activists. 

Active Experimentation (Kolb) – Pragmatists (Honey and Mumford): 

Pragmatics seek and try out new ideas, they tend to be practical. Active experimentation, 

which in the context of this research question and also to prove or disprove the research 

hypothesis. However, it may be said that these phases of the learning process during the 

dissertation were dynamic and they were revisited and revised by the researcher many 

times. 

Strengths: Realism and their skills to get straight to the point. Weaknesses: their tendency 

to seize first findings for the solution of the entire problem. 

6.2. MASTERS EXPERIENCE 

Enrolling on the MBA program was one of the biggest challenges the researcher has ever 

faced. Because when he enrolled on the program, he was new in the country and English 

isn’t his mother tongue, also he did not realize how diverse and demanding the program 

was. He did a total of five modules that involved taking up the task of finding articles and 

referencing it. He was also able to manage and adopt the new way of academic writing. 

Not only during the development of this dissertation, but also at classes, the researcher 

has continuously analyzing experiences, reflect upon those to develop concepts and apply 

those in the study. Classes provided for the MBA were especially based on case studies 

which are real situations. It was required to develop and theorize the lessons learn 

deducted by the cases studies and to apply them to other real life situations, which may 

be news appearing to the most relevant journals or scholars’ experiences in organizations. 

As an MBA graduate, the researcher will be able to combine new knowledge with past 

experience and apply it to new circumstances. The Masters program has empowered him 

with skills that will enable the researcher to, synthesize, analyze and solve complex 

unstructured business problems. 

6.3. INFLUENCE OF LEARNING STYLE ON THE RESEARCH 

From the questionnaire provided during the course “Project Management tools and 

techniques” the learning style that influences the researcher is a mix of theorist and 
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reflector style. These two learning styles have a huge influence on his approach to the 

MBA modules and to the dissertation. During the selection of the dissertation’s topic, the 

researcher has benefited from the theorist strengths of being good at asking probing 

questions, also being structured on developing the dissertation draft and on the delivery 

time also. On the other hand, skills that belong to the reflectors have helped the 

researcher to draw logical conclusion from the data collected and to tie every section of 

the dissertation in a logical matter.  

It has been difficult to find a balance between using researcher’s skills at their best and 

overcoming weaknesses that may have compromised the draft of the dissertation. The 

researcher strongly believes that this dissertation has been a great exercise for developing 

new skills and overcoming limitations, which has conclude a two years course. As 

weakness, this dissertation has been developed in a limited time with no time to stop and 

reflex about the same concept over and over again, like a reflector also the low tolerance 

has created some difficulties. 

6.4. DEVELOPMENT SKILLS  

During the writing of this dissertation, the researcher has faced some critical experiences 

which have been turned into a great way of learning. One of the major things the 

researcher have learned from writing the MBA thesis is that respecting a defined project 

management is more than a part-time endeavor. Effective time management involves 

having a clear understanding of all the tasks involved in the project. Among the multiple 

skills the researcher has developed, the following are the most remarkable: 

Cognitive and Decision Making skills 

Developing this dissertation, the researcher has learnt business models and implications 

that are applicable for a numerous of professional profiles. The researcher is now 

confident on stepping up and says his opinion about management topics both at work and 

personal life. During the course by analyze various case studies and make decisions, 

suggesting possible solutions to real world business problems the MBA program has also 

sharpened the researcher’s decision making skill. The course has been taught bearing in 

mind that the manager should be able to make right decisions in the highly competitive 

business environment. 
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Research and Investigative skills 

It is now clear for the researcher the importance of research. A good paper is based on 

influential articles with researches which can be trusted. Identifying this was new for the 

researcher, so now the researcher knows how to find accurate resources that guarantee 

reliability and precision to papers. The researcher is able to identified reliable database 

and professional service networks that can be used for future work related goals.  

Numeracy and quantitative skills 

For this dissertation, the researcher used the SPSS software to analyze the data collected 

and to collect the data he used the Survey Monkey software. The researcher knew how to 

pull numbers and stats using different software (Excel, SPSS among all), but he was often 

unable to fulfill the expectation when it comes to explaining findings and advocacy. Being 

able to realize a thesis based on quantitative research, the researcher feels now 

empowered to advocate for the data collected and present findings in an accurate 

manner. 

Writing skills and Team working 

The researcher is not a native English speaker, therefore writing the dissertation in English 

has been a massive effort. The dissertation also included him to work with different 

individuals. Working as part of a team has made him learn to take ownership of the work 

that needs to be done and contribute to the performance of the team. Researcher has 

learned to collaborate with others, as well as negotiate with other individuals to achieve 

the desired objectives. 

6.5. GOING FORWARD 

The researcher has a previous experience of over 6 years in multinational companies. The 

whole dissertation has been very challenging for the researcher. It gave the opportunity to 

understand the market and reviewing the actual knowledge that have obtained during 

studies. Undergoing an MBA program is relevant to him in today’s business environment. 

Today the researcher is able to identify patterns on several businesses and apply theories 

learned on real word situations. The dissertation has been an exercise to improve the 

decision making skills and time management skills. 

Thanks to the multiple skills improved and gained with the MBA program and dissertation, 

the researcher believes he will be a valuable fit for several roles in different organizations.  
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88..  AAppppeennddiicceess  

8.1. EMAIL INVITATION TO PARTICIAPTE IN THE SURVEY 

Hi {!Contact.FirstName}, 

My name is Frederico, I am a student of MBA in Project Management at Dublin Business 

School and a full time employee at Salesforce.com. 

 

For my final project, I am collaborating with Salesforce.com to examine the adoption of 

Salesforce.com in Brazil for companies like yours. 

{!Account.Name} is a valuable customer for Salesforce.com, your opinion is very 

important. I am inviting you to participate in this research by answering this survey: 

https://www.research.net/s/ZMGJZK7  

 

The survey is only 25 questions and there are no open questions, just clicks! 

On average it takes 12 minutes. 

Please reply to the survey until Friday 28th June 2013. Thank you. 

 

The objective of this research is to measure technology adoption and the impact it has on 

your business. The data collected will provide useful information for the development of 

Salesforce.com in Brazil. 

 

This study is independent. Your responses are completely anonymous. The data we collect 

will be analyzed only for me. The data cannot be traced back to you. 

Thanks for your time and thank you for all your help I can make to the success of my final 

project of MBA. 

 

Sincerely, 

Frederico Brimbela   
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8.2. SURVEY 

Dear Participant, 

My name is Frederico and I am a MBA Project Management student at Dublin Business Scholl in 

Dublin, Ireland. For my final project, I am collaboration with Salesforce.com to examining the 

Adoption of Salesforce.com in Emergent Markets, in particular Brazilian Market for Small and 

Medium size Enterprises. As a valuable customer of Salesforce.com, I am inviting you to participate 

in this research study by completing the attached survey. 

The purpose of the survey is to measure the adoption of available technology on project success 

rate. The data collected will provide useful information regarding the development of the market 

and solution. Your responses will be completely anonymous. The data I collect will be analyzed 

only by me. 

In order to ensure that all information will remain confidential, please do not include your name. 

The results of my project will be available after 15th August 2013. If you would like a copy of the 

results of my project or have any questions, please contact me by replying to my email with 

invitation for the study, contact my thesis instructor (Dr. Brid Lane Brid.Lane@dbs.ie ) or directly 

to my university. This project is supervised by John Lamont from the Dublin Business School. If you 

have any questions about the assignment, you can contact DBS under +353 (0) 1 4177500. 

 

Copies of this study will be provided to my University and to Salesforce.com 

Participation is strictly voluntary and you may refuse to participate at any time. If you choose to 

participate in this project, please answer all questions as honestly. 

 

Thank you for taking the time to assist me in my educational endeavors. 

Sincerely, 

Frederico Brimbela 

 

This survey is composed by: 

• General Demographics - 5 questions 

• Salesforce.com Demographics - 6 questions 

• Satisfaction and adoption - 4 questions 

• Satisfaction and adoption II - 4 questions 

• Satisfaction and adoption III - 5 questions 

• Salesforce.com Usage - 1 questions 

 

• Total questions: 25 

• Average time: 12 minutes 

• There are no open questions, JUST CLICKS.  
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General Demographics 

1. Gender 

• Female 

• Male 

2. Age 

• 25 or less 

• 26 to 30 

• 31 to 35 

• 36 to 40 

• 41 to 45 

• 45 to 50 

• 51 or more 

3. Pick your State 

• Acre (AC) 

• Alagoas (AL) 

• Amapá (AP) 

• Amazonas (AM) 

• Bahia (BA) 

• Ceará (CE) 

• Distrito Federal (DF) 

• Espírito Santo (ES) 

• Goiás (GO) 

• Maranhão (MA) 

• Mato Grosso (MT) 

• Mato Grosso do Sul (MS) 

• Minas Gerais (MG) 

• Pará (PA) 

• Paraíba (PB) 

• Paraná (PR) 

• Pernambuco (PE) 

• Piauí (PI) 

• Rio de Janeiro (RJ) 

• Rio Grande do Norte (RN) 

• Rio Grande do Sul (RS) 

• Rondônia (RO) 
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• Roraima (RR) 

• Santa Catarina (SC) 

• São Paulo (SP) 

• Sergipe (SE) 

• Tocantins (TO) 

4. Which best describes your primary job function/department? 

Job Function, pick one: 

• Administration 

• Alliances 

• Consultant 

• Finance &amp; Accounting 

• General Management 

• HR 

• IT 

• Marketing 

• Operations 

• Product Management 

• Purchase &amp; Procurement 

• Sales 

• Service 

• Software Developer 

• Uncategorised 

• Unspecified 

Job Level, pick one: 

• Board Level 

• C-Level 

• Executive Management 

• VP Level 

• Director Level 

• Manager Level 

• Staff Level 

• Uncategorised 

• Unspecified 

5. Do you primarily sell goods or services to…? 

• Do you primarily sell goods or services to…?   Other businesses 
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• Individual consumers 

• Both individuals and businesses 

 

Salesforce.com Demographics 

 

6. Which best describes your primary involvement with Salesforce.com? 

• Salesforce.com administrator 

• Salesforce.com end user 

• IT/Developer  

• Partner 

7. How likely is your company to continue to use Salesforce.com in the future?  

• Definitely will 

• Probably will 

• Probably will not 

• Definitely will not 

• Don’t know 

8. What are your current plans for your Salesforce.com deployment over the next 12 

months? 

• Increase users by over 50 percent  

• Increase users by 26 to 50 percent 

• Increase users by 1 to 25 percent  

• About the same  

• Decrease users by 1 to 25 percent  

• Decrease users by 26 to 50 percent 

• Decrease by over 50 percent  

• Don’t know 

9. Is your Salesforce.com implementation part of a strategic effort in your business or a 

standalone application to support a specific need? 

• Part of a strategic effort 

• Standalone application 

• Don’t know 
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10. How likely are you to recommend Salesforce.com to others?  

• Definitely will 

• Probably will 

• Probably will not 

• Definitely will not 

11. Have you ever recommended Salesforce.com to a colleague?  

• Yes 

• No 

 

Salesforce.com Satisfaction 

 

12. Please rate the Salesforce.com service in the following areas Using a scale from 1 to 

6 where 1 is Unacceptable and 6 is Outstanding (if is not applicable choose N/A). 

• Breadth of CRM features  

• Depth of CRM features  

• Ease of customization  

• Ease of development 

• Ease of implementation  

• Ease of integration 

• Ease of system administration  

• Ease of managing users  

• Data import tools  

• Data management/data quality tools 

• Help desk/customer support  

• Online help in the application  

• Online training in the application 

• Premier training online courses 

• Instructor led training courses  

• Performance/speed 

• Reliability  

• Value of application relative to price paid 

 



ADOPTION OF CLOUD COMPUTING BY SMEs IN EMERGING MARKETS (Brazil) 

 

 

_________________________________________________________________________ 

 Dublin Business School | MBA Dissertation | Frederico Brimbela  88 

 

13. Please rate the Salesforce.com user interface. Using a scale from 1 to 6 where 1 is 

Unacceptable and 6 is Outstanding. 

• Ease of use 

14. Taking all things into consideration, how satisfied are you overall with 

Salesforce.com? Using a scale from 1 to 6 where 1 is Completely Dissatisfied and 6 is 

Completely Satisfied. 

• Overall Experience with Salesforce.com 

15. State how strongly you agree or disagree with the following statements. Please use a 

scale from 1 to 6 where 1 is Strongly Disagree and 6 is Strongly Agree. 

• Makes a customer feel appreciated  

• Is easy to do business with 

16. Were you involved in the CRM purchase decision?  

• Yes 

• No 

17. What business objectives led you to evaluate a the Salesforce.com solution? Please 

use a scale from 1 to 6 where 1 is Strongly Disagree and 6 is Strongly Agree. (if is not 

applicable choose N/A) 

• Increase customer satisfaction  

• Increase sales revenue 

• Increase customer loyalty  

• Acquire new customers  

• Increase customer retention 

• Improve customer service/support 

• Enhance cross-sell and up-sell opportunities 

• Improve sales pipeline visibility  

• Improve forecasting accuracy 

• Standardize business processes  

• Increase Marketing campaign effectiveness 

• Reduce sales, service, Marketing or other operational costs 

• Improve customer data quality and data management  

• Don’t know 
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18. For those they select, ask:  Has the Salesforce.com service helped you to achieve 

your business objectives? What business objectives led you to evaluate Salesforce.com 

solution? Please select Yes or No. (if don’t know choose N/A) 

• Yes/No Increase customer satisfaction  

• Yes/No Increase sales revenue  

• Yes/No Increase customer loyalty  

• Yes/No Acquire new customers  

• Yes/No Increase customer retention  

• Yes/No Improve customer service/support  

• Yes/No Enhance cross-sell and up-sell opportunities  

• Yes/No Improve sales pipeline visibility  

• Yes/No Improve forecasting accuracy  

• Yes/No Standardize business processes  

• Yes/No Increase Marketing campaign effectiveness  

• Yes/No Reduce sales, service, Marketing or other operational costs  

• Yes/No Improve customer data quality and data management  

• Don’t know  

19. What estimated return on investment (percentage of return for the money invested) 

has your company received from Salesforce.com? 

• 24% or less 

• 25% to 49% 

• 50% to 74% 

• 75% to 99% 

• 100% or more 

• Don't know 

20. What is the estimated time it took you to achieve return on investment from your 

Salesforce.com investment? 

• 6 months or less 

• 6 months to 11 months 

• 12 months to 17 months 

• 18 months to 24 months 

• 24 months or more 

• Don't know 
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21. What challenges, are preventing you from getting the maximum value out of 

Salesforce.com right now? Please use a scale from 1 to 6 where 1 is Strongly Disagree 

and 6 is Strongly Agree. (if is not applicable choose N/A) 

• Implementation Setup/Implementation Challenges  

• Understanding our business processes and goals 

• End user buy-in 

• Data quality 

• Rolling out new features 

• Management buy-in 

• Other (Not Listed) 

22. What do you believe to be the primary cause of these challenges? Please use a scale 

from 1 to 6 where 1 is Strongly Disagree and 6 is Strongly Agree. (if is not applicable 

choose N/A) 

• Business processes are not aligned with the Salesforce.com setup  

• Lack of encouragement or incentives to use Salesforce.com  

• Lack of executive sponsorship  

• Lack of time/resources 

• End users don’t see value 

• Managers don’t see value 

• Application is confusing 

• Lack of content on adoption best practices 

• Poor support  

• Poor training  

• Salesforce.com missing critical features 

• Other (Not Listed) 

23. Thinking of the sales support you receive. Please rate the performance of the 

Salesforce.com sales team. Using a scale from 1 to 6 where 1 is Not Acceptable and 6 is 

Outstanding. 

• Account executive/sales team 

24. When you implemented the Salesforce.com service did you:  

• Use internal resources only 

• Engage Salesforce.com professional services 

• Engage the consulting services of a 3rd party 

• Don’t know 
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Salesforce.com Usage 

 

25. Approximately what percent of your total employees are in: 

Range: 0% - 24% 25% - 49% 50% - 74% 75% - 100% N/A 

Note: CRM: customer relationship management roles (Sales/Marketing/Support/Service). Non-

CRM: roles in R&D, Finance, HR, IT, etc. 

• Approximately what percent of your total employees are in CRM 

• Approximately what percent of your CRM employees currently use Salesforce.com? 

• Approximately what percent of your non-CRM employees currently use Salesforce.com? 

• Approximately what percent of your service and support employees use Salesforce.com? 

 

 

Thank you! 

 

Thank you for your participation in this survey. 

• Any feedback or comments? 
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8.3. DESCRIPTIVE SURVEY ANALYSIS 

I. Summary of descriptive analysis, demographic questions 

 

II. Gender and Age 

 

 

 

  

Gender Age 
Brazilian 
States 

Job 
Function 

Job Level 
Do you primarily sell 

goods or services 
to…? 

Which best describes your 
primary involvement with 

Salesforce.com? 

N Valid 116 116 116 116 116 116 116 

Missing 0 0 0 0 0 0 0 

Mean 1,6810 3,4914 21,3362 8,2931 5,5259 1,5172 1,6293 

Median 2,0000 3,0000 25,0000 8,0000 6,0000 1,0000 1,0000 

Mode 2,00 3,00 25,00 12,00 6,00 1,00 1,00 

Std. 
Deviation 

,46810 1,68107 5,59183 4,27331 2,02790 ,82865 ,82914 

Sum 195,00 405,00 2475,00 962,00 641,00 176,00 189,00 
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III. Brazilian States  
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IV. Job Function and Job Level 
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V. Business Model and Involvement with Salesforce.com 
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8.4. HYPOTHESIS TESTING 

8.4.1. APPENDIX H1 TESTING – CLOUD COMPUTING AND ITS TECHNOLOGY 

Testing H1a (complexity) 

I. Question 12, about Salesforce.com service and technology itself in deep analysis: 

Descriptive Statistics 

  N Minimum Maximum Mean 
Std. 

Deviation 

1 Breadth of CRM features                     116 1,00 7,00 5,14 1,11 

2 Depth of CRM features 116 1,00 7,00 5,05 1,13 

3 Ease of customization                       116 1,00 7,00 4,60 1,34 

4 Ease of development 116 1,00 7,00 4,47 1,59 

5 Ease of implementation 116 1,00 7,00 4,46 1,35 

6 Ease of integration 116 1,00 7,00 4,45 1,62 

7 Ease of system administration 116 1,00 7,00 4,70 1,23 

8 Ease of managing users 116 1,00 7,00 4,96 1,16 

9 Data import tools 116 1,00 7,00 4,22 1,56 

10 Data management/data quality tools 116 1,00 7,00 4,53 1,40 

11 Help desk/customer support 116 1,00 7,00 4,63 1,89 

12 Online help in the application 116 1,00 7,00 4,59 1,86 

13 Online training in the application 116 1,00 7,00 4,67 1,95 

14 Premier training online courses 116 1,00 7,00 5,11 2,02 

15 Instructor led training courses 116 1,00 7,00 5,08 2,00 

16 Performance/speed 116 1,00 7,00 4,90 1,08 

17 Reliability 116 1,00 7,00 5,34 1,02 

Value of application relative to price paid 116 1,00 7,00 4,53 1,53 

Valid N (listwise) 116         

 

  



ADOPTION OF CLOUD COMPUTING BY SMEs IN EMERGING MARKETS (Brazil) 

 

 

_________________________________________________________________________ 

 Dublin Business School | MBA Dissertation | Frederico Brimbela  98 
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II. Descriptive analysis on question 13

III. Descriptive analysis on q

professionals from getting more 
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riptive analysis on question 13 about Salesforce.com ease of use:

 

 

 

Descriptive analysis on question 21 about the challenges that are preventing 

getting more out of the solution: 
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IV. Compare means between question 21 challenges that are preventing the 

professionals from getting more out of the solution with means from question 13 

about ease of use: 
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V. Descriptive analysis on question 14 about the overall experience
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Descriptive analysis on question 14 about the overall experience of Salesforce.com
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VI. Complexity variable: Sub questions on question 12 were grouped: 

Sum of: Ease of customization; Ease of development; Ease of implementation; Ease of 

integration; Ease of system administration; Ease of managing users; Data import tools; 

Data management/data quality tools. 
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VII. Question 21 about the challenges that are preventing to getting more from the 

solutions, sub questions 21.1 to 21.6 were grouped and the N/A removed: 
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VIII. Correlations Test, between the complexity variables in P12 (question 12) 

and P13, question 13 about the ease of use and question 14 about the overall 

experience: 

 

 

IX. Correlations between Complexity (group of sub questions 12) and Question 14 

about overall experience, result is positive and statiscally significant p=0,000. 
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X. Correlations between Complexity (group of sub questions 12) and Question 6 

about the involvemnt with the solutions is positive and not statiscally significant 

p=0,868. 

 

XI. Descriptive Question 24 about professionals choices for deployment of the 

solution: 

 

XII. Correlations between Complexity (group of sub questions 12) and Question 24 

about choises to deploy the solution is negative and is statically significant 

p=0,017. 
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XIII. Chi-Square Test Q6 (involvment with the solution) and Q14 (overall results) 

The percentage of expected frequencies should be less than 20%. To avoid this difficulty 

usually recode some variables that have too many codes to condense the information into 

fewer cells. 

Crosstabs: Question 6 and Question 14 coded are independent p = 0,34 

 

 

Pearson Chi-Square = 3.299; p =0,348 

 

  

Case Processing Summary

116 100,0% 0 ,0% 116 100,0%

Which best describes

your primary involvement

with Salesforce.com? *

Overall Experience with

Salesforce.com (binario)

N Percent N Percent N Percent

Valid Missing Total

Cases

Which best describes your primary involvement with Salesforce.com? * Overall Experience with

Salesforce.com (binario) Crosstabulation

22 41 63

19,0% 35,3% 54,3%

16 23 39

13,8% 19,8% 33,6%

1 7 8

,9% 6,0% 6,9%

1 5 6

,9% 4,3% 5,2%

40 76 116

34,5% 65,5% 100,0%

Count

% of Total

Count

% of Total

Count

% of Total

Count

% of Total

Count

% of Total

Salesforce.com

administrator

Salesforce.com end user

IT/Developer

Partner

Which best describes

your primary involvement

with Salesforce.com?

Total

<=4 >=5

Overall Experience with

Salesforce.com

(binario)

Total

3,299a 3 ,348

3,698 3 ,296

,966 1 ,326

116

Pearson Chi-Square

Likelihood Ratio

Linear-by-Linear

Association

N of Valid Cases

Value df

Asymp. Sig.

(2-sided)

3 cells (37,5%) have expected count less than 5. The

minimum expected count is 2,07.

a. 
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Testing H1b (relative advantage)

XIV. Descriptive of q

feel appreciated and if is easy to make business with, in deep analysis:

 

XV. Descriptive of question 20, about 

investment from your 

Note: the N/A – Don’t know were removed.

20%

4%

27%
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Testing H1b (relative advantage) 

Descriptive of question 15, about if Salesforce.com makes the customer 

feel appreciated and if is easy to make business with, in deep analysis:

Descriptive of question 20, about estimated time it took you to achieve return on 

your Salesforce.com investment: 

Don’t know were removed. 

 

20%

29%

20%

6 months or less

6 months to 11 

months
12 months to 17 

months
18 months to 24 

months
24 months or more

(Brazil) 
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makes the customer 

feel appreciated and if is easy to make business with, in deep analysis: 

 

 

achieve return on 
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With the “N/A - Don’t Know”:

 

XVI. To test the Question 15

tests were performed. In order to condu

were grouped: 

 

61%
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Don’t Know”: 

 

To test the Question 15 (advantages to their business), some correlations 

tests were performed. In order to conduct these tests the variables on question 15 

 

 

 

8%

11%

8%

2%
10%

6 months or less

6 months to 11 months

12 months to 17 

months
18 months to 24 

months
24 months or more

Don't know

(Brazil) 
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XVII. To test the relative advantage of the solution and its adoption, correlations 

tests were performed. In order to conduct these tests the advantage variables 

were grouped. Question 12 about advantaged sub question: 12.16 to 12.18 the 

N/A were removed: 

 

 

XVIII. Correlations between grouped sub questions 12 about advantages and 

Question 15 (advantages to their business) is positive and strongly significant 

p=0,000. 
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XIX. Correlations between grouped sub questions 12 about advantages and 

Question 20 is negative and significant p=0,033. 

 

 

Summary, H1B: 

• Descriprive analysis is favourable 

• Only the first correlation is positive.  
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Testing H1c (Demonstrable result

XX. Descriptive analysis on question 11 about were professionals were asked if they 

have ever recommended 

 

XXI. Descriptive analysis on question 18 were professionals were asked if the 

service helped to achie

Answer Options

Increase customer satisfaction

Increase sales revenue 
Increase customer loyalty 
Acquire new customers 
Increase customer retention
Improve customer service/support
Enhance cross-sell and up-sell opportunities
Improve sales pipeline visibility
Improve forecasting accuracy
Standardize business processes
Increase Marketing campaign effectiveness
Reduce sales, service, Marketing or other operational costs
Improve customer data quality and data management
Don’t know 
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Demonstrable results) 

Descriptive analysis on question 11 about were professionals were asked if they 

have ever recommended Salesforce.com to others : 

 

 

 

Descriptive analysis on question 18 were professionals were asked if the 

eve their business objectives: 

Answer Options Yes No N/A Response Count

Increase customer satisfaction 65 24 27 116

72 24 20 116
68 27 21 116
69 32 15 116

Increase customer retention 72 26 18 116
Improve customer service/support 67 27 22 116

sell opportunities 54 29 33 116
Improve sales pipeline visibility 87 14 15 116
Improve forecasting accuracy 78 18 20 116
Standardize business processes 83 20 13 116

Marketing campaign effectiveness 46 43 27 116
Reduce sales, service, Marketing or other operational costs 44 44 28 116
Improve customer data quality and data management 90 18 8 116

13 9 94 116
answered question 
skipped question 

67%

33%
Yes

No

(Brazil) 
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Descriptive analysis on question 11 about were professionals were asked if they 

Descriptive analysis on question 18 were professionals were asked if the 

Response Count 

116 

116 
116 
116 
116 
116 
116 
116 
116 
116 
116 
116 
116 
116 

116 
0 



ADOPTION OF CLOUD COMPUTING BY SMEs IN EMERGING MARKETS (Brazil) 

 

 

_________________________________________________________________________ 

 Dublin Business School | MBA Dissertation | Frederico Brimbela  113 

 

 

XXII. In question 18 the N/A – Don’t knows were removed 
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XXIII. Descriptive Analysis of question 19

Answer Options

24% or less

25% to 49%

50% to 74%

75% to 99%

100% or more

Don't know

The N/A – “Don’t know” were removed:

 

48%
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riptive Analysis of question 19: 

Answer Options Response Percent Response Count 

24% or less 17.2% 20 

25% to 49% 12.9% 15 

50% to 74% 9.5% 11 

75% to 99% 1.7% 2 

100% or more 10.3% 12 

Don't know 48.3% 56 

answered question 116 

skipped question 0 

 

 

were removed: 

 

 

17%

13%

10%

2%
10%

48%

24% or less

25% to 49%

50% to 74%

75% to 99%

100% or more

Don't know

(Brazil) 
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XXIV. Descriptive Analysis of question 20:

Answer Options

6 months or less

6 months to 11 months

12 months to 17 

18 months to 24 months

24 months or more

Don't know 

 

 

The N/A – Don’t know were removed:

 

XXV. Correlations between Question 1

Model) and question 6 (involvement with 

61%

CLOUD COMPUTING BY SMEs IN EMERGING MARKETS (Brazil)
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Descriptive Analysis of question 20: 

Answer Options Response Percent Response Count 

6 months or less 7.8% 9 

6 months to 11 months 11.2% 13 

12 months to 17 months 7.8% 9 

18 months to 24 months 1.7% 2 

24 months or more 10.3% 12 

61.2% 71 

answered question 116 

skipped question 0 

 

were removed: 

orrelations between Question 18 (Results) and Question 

Model) and question 6 (involvement with Salesforce.com) 

8%

11%

8%

2%
10%

6 months or less

6 months to 11 months

12 months to 17 months

18 months to 24 months

24 months or more

Don't know

(Brazil) 
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and Question 5 (Business 
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Correlations Q18 and Q5 is positive, weak, p=0,631 

 

Correlations Q18 and Q6 is negative, weak p=0,557 

 

XXVI. Chi-Square Test Question 7 (intentions to continue) and question 18 

(Results) 

The percentage of expected frequencies should be less than 20%. To avoid this difficulty 

usually recode some variables that have too many codes to condense the information into 

fewer cells. Crosstabs Q7 and Q18. The variables are dependents and the degree of 

association is significant p = 0.000; Coefficient of contingency = 0,418 

 

Case Processing Summary

87 75,0% 29 25,0% 116 100,0%

How likely is your

company to continue to

use Salesforce.com in

the future? * Increase

customer satisfaction

N Percent N Percent N Percent

Valid Missing Total

Cases
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Pearson Chi-Square = 18.401; p =0.000 

 

 

  

How likely is your company to continue to use Salesforce.com in the future? * Increase

customer satisfaction                              Crosstabulation

37 5 42

42,5% 5,7% 48,3%

26 10 36

29,9% 11,5% 41,4%

2 4 6

2,3% 4,6% 6,9%

0 3 3

,0% 3,4% 3,4%

65 22 87

74,7% 25,3% 100,0%

Count

% of Total

Count

% of Total

Count

% of Total

Count

% of Total

Count

% of Total

Definitely will

Probably will

Probably will not

Definitely will not

How likely is your

company to continue to

use Salesforce.com in

the future?

Total

Yes No

Increase customer

satisfaction

Total

Chi-Square Tests

18,401a 3 ,000

17,551 3 ,001

16,692 1 ,000

87

Pearson Chi-Square

Likelihood Ratio

Linear-by-Linear

Association

N of Valid Cases

Value df

Asymp. Sig.

(2-sided)

4 cells (50,0%) have expected count less than 5. The

minimum expected count is ,76.

a. 

Symmetric Measures

,418 ,000

87

Contingency CoefficientNominal by Nominal

N of Valid Cases

Value Approx. Sig.

Not assuming the null hypothesis.a. 

Using the asymptotic standard error assuming the null hypothesis.b. 
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8.4.2. APPENDIX H2 TESTING – CLOUD COMPUTING IN THE ORGANIZATION 

I. Descriptive analysis question 7. Professionals were asked about their intentions for 

the future  

 

 

II. Descriptive analysis questions 8, about professionals’ intentions of deployment for 

the next 12 months  
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III. Descriptive analysis q

solution is strategically part of their business

IV. Descriptive analysis q

participation on the Salesforce.com

12.9%

2.6%
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Descriptive analysis question 9, professionals were asked how Salesforce.com

solution is strategically part of their business: 

 

Descriptive analysis question 16, professionals were asked 

Salesforce.com purchase process for their business

 

 

84.5%

Part of a strategic effort

Standalone application

Don’t know

(Brazil) 
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Salesforce.com 

 

 

were asked about their 

purchase process for their business: 
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V. Question 25, asked professionals a

employees are in CRM: customer relat

Support and Service) Non

HR, IT. 
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asked professionals approximately about what percent of your total 

RM: customer relationship management roles (Sales, Marketing 

Service) Non-CRM, no customer face such as roles in R&D, Finance, 

 

 

 

 

57.8%

42.2% Yes

No

(Brazil) 
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VI. Descriptive analysis q

the primary cause of the challenges

  

Business processes are not aligned with the 
Salesforce.com setup 
Lack of encouragement or incentives to use 
Salesforce.com 
Lack of executive sponsorship 

Lack of time/resources 

End users don’t see value 

Managers don’t see value 

Application is confusing 

Lack of content on adoption best practices

Poor support 

Poor training 

Salesforce.com missing critical features

Other (Not Listed) 

Valid N (listwise) 

21

33

16

23

23

0

20

40

60

80

100

120

CRM

N/A 75% 
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Descriptive analysis question 22, professionals were asked about their believe is 

the primary cause of the challenges: 

Descriptive Statistics 

N Minimum Maximum Mean

Business processes are not aligned with the 116 1,00 7,00 4.0862

Lack of encouragement or incentives to use 115 1,00 7,00 4.1217

115 1,00 7,00 3.7565

116 1,00 7,00 4.0259

115 1,00 7,00 4.0348

116 1,00 7,00 3.7759

115 1,00 7,00 3.6348

Lack of content on adoption best practices 115 1,00 7,00 3.9217

116 1,00 7,00 4.0259

116 1,00 7,00 3.9310

missing critical features 115 1,00 7,00 3.9913

104 1,00 7,00 6.0096

101       

15
29 36

32 10
11

20
20

13

17
21 14

32 36 42

CRM using 

Salesforce.com

Non-CRM using 

Salesforce.com

Support and Service 

using Salesforce.com

75% - 100% 50% - 74% 25% - 49% 0% - 24%

(Brazil) 
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were asked about their believe is 

Mean 
Std. 

Deviation 

4.0862 218,520 

4.1217 220,902 

3.7565 248,007 

4.0259 217,280 

4.0348 223,580 

3.7759 229,966 

3.6348 224,910 

3.9217 219,308 

4.0259 230,863 

3.9310 236,174 

3.9913 230,748 

6.0096 203,129 

   

Support and Service 

using Salesforce.com
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VII. Correlations between Question 18 (results) and Question 9 (solution is part of a 

strategical efford) is positive and significant p=0,022 

 

VIII. Correlations between Question 16 (invovlvement in the purchasing) and 

Question 18 (Results). And question 17 (business goals) and question 19 (ROI) 

 

 

In both analyzes the correlations are negative and not statically significant. 
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IX. Correlations between Question 21 (challenges that are preveinig from getting 

more of the solution) and Question 22 (causes of theses challenges). 

 

The correlation is very positive and statically strong. 

 

X. Chi-Sqare Test Q9 and Q18 

The percentage of expected frequencies should be less than 20%. To avoid this difficulty 

usually recode some variables that have too many codes to condense the information into 

fewer cells. 

 

 

Case Processing Summary

86 74,1% 30 25,9% 116 100,0%

Is your Salesforce.com

implementation part of a

strategic effort in your

business or a standalone

application to support a

specific need? * Increase

customer satisfaction

N Percent N Percent N Percent

Valid Missing Total

Cases

Is your Salesforce.com implementation part of a strategic effort in your business or a standalone

application to support a specific need? * Increase customer satisfaction                             

Crosstabulation

60 15 75

69,8% 17,4% 87,2%

3 8 11

3,5% 9,3% 12,8%

63 23 86

73,3% 26,7% 100,0%

Count

% of Total

Count

% of Total

Count

% of Total

Part of a strategic effort

Standalone application

Is your Salesforce.com

implementation part of a

strategic effort in your

business or a standalone

application to support a

specific need?

Total

Yes No

Increase customer

satisfaction

Total
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Pearson Chi-Square = 13,613; p =0,000 

 

  

Chi-Square Tests

13,613b 1 ,000

11,055 1 ,001

11,929 1 ,001

,001 ,001

13,455 1 ,000

86

Pearson Chi-Square

Continuity Correctiona

Likelihood Ratio

Fisher's Exact Test

Linear-by-Linear

Association

N of Valid Cases

Value df

Asymp. Sig.

(2-sided)

Exact Sig.

(2-sided)

Exact Sig.

(1-sided)

Computed only for a 2x2 tablea. 

1 cells (25,0%) have expected count less than 5. The minimum expected count is

2,94.

b. 

Symmetric Measures

,398 ,000

,398 ,000

86

Phi

Cramer's V

Nominal by

Nominal

N of Valid Cases

Value Approx. Sig.

Not assuming the null hypothesis.a. 

Using the asymptotic standard error assuming the null

hypothesis.

b. 
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8.4.3. APPENDIX H3 TESTING – CLOUD COMPUTING AND THE ENVIRONMENT 

I. Question 10 analyzed. Professionals were asked how likely they recommend 

Salesforce.com. 

 

 

 

II. Question 23 analyzed. Were professionals were asked to rate Salesforce.com sales 

team performance 
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III. Question 24 analyzed. Were professionals were asked about their option to deploy 

Salesforce.com in their company. 

 

 

 

IV.  Question 12, group sub questions related with the environment. Sub question 

12.11 to question 12.14. 
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V. Correlations between Question 12 (sub questions about the environment) and 

question 6 (involvment with Salesforce.com). 

Negative and weak p=0.679 

 

VI. Chi-Sqare Test Q5 and Q14 

The percentage of expected frequencies should be less than 20%. To avoid this difficulty 

usually recode some variables that have too many codes to condense the information into 

fewer cells. 

Crosstabs: the variables Q5 and Q14 coded are independents. p = 0,453 

 

 

Pearson Chi-Square = 1,585; p =0,453 

Case Processing Summary

116 100,0% 0 ,0% 116 100,0%

Do you primarily sell

goods or services to…?

* Overall Experience with

Salesforce.com (binario)

N Percent N Percent N Percent

Valid Missing Total

Cases

Do you primarily sell goods or services to…? * Overall Experience with Salesforce.com

(binario) Crosstabulation

30 51 81

25,9% 44,0% 69,8%

4 6 10

3,4% 5,2% 8,6%

6 19 25

5,2% 16,4% 21,6%

40 76 116

34,5% 65,5% 100,0%

Count

% of Total

Count

% of Total

Count

% of Total

Count

% of Total

B2B

B2C

Both (B2B & B2C)

Do you primarily sell

goods or services

to…?

Total

<=4 >=5

Overall Experience with

Salesforce.com

(binario)

Total

Chi-Square Tests

1,585a 2 ,453

1,654 2 ,437

1,222 1 ,269

116

Pearson Chi-Square

Likelihood Ratio

Linear-by-Linear

Association

N of Valid Cases

Value df

Asymp. Sig.

(2-sided)

1 cells (16,7%) have expected count less than 5. The

minimum expected count is 3,45.

a. 


