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T
oday, business opportunities appear and disappear quickly. In an era of 

high customer expectations, ubiquitous mobility and increasing regulation, 

companies agile enough to embrace those fleeting opportunities will 

flourish. For instance: let’s say you’re first to market with a new service. If you 

can automate processes to quickly roll out that service to a broad range of 

customers via a new mobile app, you’ll gain a distinct competitive edge. As an IT 

leader, it’s your job to enable that kind of agility.   

In January 2016, Appian commissioned Activate Marketing Services to conduct 

a research survey of IT executives and leaders. This report shares insights on the 

survey findings and further explains how IT leaders are looking to modern BPM 

software to enable business transformation.

SUMMARY
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According to the survey results, creating a better customer experience is the first (19%) in a broad spectrum 

of priorities facing IT executives and managers. Replacing manual systems with automated processes is 

in second place (16%), followed by deploying one or more mobile applications (15%) and accelerating the 

application development and delivery cycle (15%).
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In the practical world of IT, these priorities do not exist independently 

of one another, but are often interdependent components of one 

or more common initiatives. For example, accelerating application 

development and delivery can pay dividends in many business 

endeavors, not the least of which is creating a better customer 

experience. And that new and great experience can often be delivered 

via one or more new mobile applications.  

Just as IT leaders must balance a number of priorities, they must also balance the ways in which they 

address those priorities. That requirement is borne out in another survey finding in which respondents rank 

several approaches to address customer and employee needs. Unifying data to accelerate decision-making 

earns the top spot (29%), but is followed closely by empowering employees with mobility (26%). It’s not too 

great a leap to infer that many organizations are seeking to assist corporate executives and managers with 

the information they need to evaluate and decide on business initiatives while on the go. 

Also important: bringing processes relating to the customer together in one place (23%), and enabling 

customers to interact with your company through multiple channels, such as storefront, website, telephone 

or mobile device (20%). Once again, organizations are seeking to reach individuals, customers in this case, 

with information via mobile devices. Further, unifying processes relating to the customer points to the 

creation of an improved customer experience, the top priority, according to the survey. 

Creating a better customer 
experience is the first 
in a broad spectrum 
of priorities facing IT 

executives and managers.
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Obstacles to achieving business/IT priorities 
IT executives and managers are no strangers to obstacles on the path to accomplishing their goals. These 

difficulties also fall across a broad spectrum. The most bothersome challenge is tools that are not easy to 

use and require too much training (24%). This is a logical choice given the fact that achieving agility is critical 

to business success – especially agility in reaching the customer – and tools that slow down development 

and require extensive training certainly thwart agility. 
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Once again, the challenges in the chart above are consistent in that they cause extra work and delay, 

preventing an organization from moving quickly to seize new business opportunities. 

The challenges facing IT are not limited to purely business and technology issues. The enactment of 

regulations in recent years has created a burden for businesses that requires the ongoing effort of IT 

organizations to achieve compliance. Business processes must be integrated with regulatory compliance 

procedures, of course, but that task is made difficult when new regulations are introduced and existing 

regulations are changed. Twenty-eight percent rank those changes first among the challenges relating 
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to regulation. Simply keeping informed of new regulatory wrinkles is a close second at 26%. Additional 

challenges are the time, effort and expense of compliance reporting (23%), and eliminating human error 

(22%) in regulatory compliance. 
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BPM enables agility 
Business Process Management (BPM) software plays a critical role in enabling an organization to overcome 

obstacles and respond with agility in addressing business and IT priorities. BPM software ties together 

people, processes and data, so that business tasks and IT resources are aligned for efficient execution. When 

new business opportunities arise, BPM enables an organization to transform its processes to seize those 

opportunities. 

The expectations of survey respondents are high. They say they expect a modern BPM platform to deliver 

a number of important benefits across seven categories. Portability between cloud and on-premises BPM 

implementations ranks first at 19%.
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Drilling down a bit deeper, a strong majority of 64% responds favorably to a BPM solution that is available 

both on-premises and in the cloud. Such a response points not only to the importance of BPM, but to the 

broad acceptance achieved by the cloud over the past decade. Respondents expect cloud-based BPM to 

deliver a number of tangible benefits. 
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In probing the characteristics of a BPM solution that are most 

desirable, the survey finds a strong majority (73%) say it is 

an advantage for a BPM system to be built on a platform 

that can serve multiple enterprise needs. Such a result 

reveals the desire to deploy BPM broadly and in a unified 

way across an organization. It also highlights the desire for 

broadly applicable technologies, rather than specialized 

niche products, in order to overcome the primary obstacle of 

technologies that are not easy to use and require too much 

training.

The enactment of regulations 
in recent years has created 

a burden for businesses that 
requires the ongoing effort 

of IT organizations to achieve 
compliance.
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BPM enables business transformation 
As organizations marshal their IT resources to meet a broad range of business priorities, ranging from 

creating a better customer experience to deploying mobile applications to enabling business innovation, 

BPM will play a key role. A solid majority of survey respondents (71%) say they would consider a modern 

BPM platform to enable digital transformation and business innovation. 
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Taking into consideration the capabilities that survey respondents expect a modern BPM platform to include, 

it’s notable that such a significant number say they would look to such a BPM platform to give their business 

an edge. That kind of recognition indicates a high level of awareness of just what modern BPM can do – and 

it shows a strong degree of trust that such a solution would deliver positive results. 
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Conclusion
Together, business and IT managers are addressing a broad range of priorities, led by creating a better 

customer experience. To achieve these priorities, IT organizations must work closely with business managers 

to develop strategies supported by IT applications and infrastructure, even in the face of hard-to-use tools 

and changing regulatory demands. 

Because BPM software enables organizations not only to respond quickly to new opportunities but to 

transform the business as well, it has earned a high profile in the IT community. IT executives and managers 

are particularly attracted to BPM solutions that work across both on-premises IT and the cloud. As they 

embark on business innovation and transformation initiatives, IT leaders expect modern BPM solutions 

to deliver a number of benefits including higher security, ease of use, social collaboration, native mobile 

applications and enterprise scalability. 
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About Appian
As the market leader in modern Business Process Management (BPM) and Case Management software, 

Appian delivers an enterprise application platform that unites users with all their data, processes, and 

collaborations – in one environment, on any mobile device, through a simple social interface. On-premise and 

in the cloud, Appian is the fastest way to deliver innovative business applications. For more information, visit 

www.appian.com. 

About Activate Marketing Services
Activate combines deep buyer insights with a content-led nurturing methodology to engage prospects and 

convert them to customers. www.activatems.com

http://www.appian.com
http://www.activatems.com 

