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Executive Summary 
The term “recurring revenue” refers primarily to three types of selling 
and billing: a one-time transaction plus a periodic service charge; 
subscription-based services involving periodic charges; and a 
contractual relationship that charges periodically for goods and 
services. Pioneered by telecommunications service providers, the 
recurring revenue model has in recent years gained broader popularity 
– for example, among vendors of software or hardware technology 
accessed as a service through cloud computing and in entertainment, 
as customers subscribe to rent movies, music and other digital 
products instead of owning them. 
 
For both businesses and consumers, renting such assets may be easier 
and less expensive than buying them. For providers, recurring revenue 
establishes a regular income stream as long as the customer continues 
to use the service. To ensure that, though, they must build an ongoing 
relationship in which they handle interactions smoothly and maintain 
customer engagement throughout the life cycle. 
 
Ventana Research undertook this benchmark research to determine 
the attitudes, requirements and future plans of those who embrace the 

recurring revenue model and to iden-
tify the best practices of organizations 
that are most mature in it. We set out 
to examine both the commonalities 
among and the qualities specific to 
major industry sectors and across 
sizes of organizations. We considered 
how organizations implement and 
maintain recurring revenue, issues 
they encounter in the process and the 
information technology they use to 
support it. 
 
The research shows that in addition to 

generating income, participating organizations also see enhancing the 
customer experience (said 51%), increasing customer loyalty (46%) 
and expanding into new markets (44%) as drivers for using recurring 
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revenue. A well-managed system can provide an ongoing series of 
satisfying interactions that promote customer loyalty. 
The research also finds that in most organizations the program is 
performing well. Two-thirds reported having numbers of customers at 
or above their objective, three-fourths said revenues met or exceeded 
their targets, and an even higher percentage (81%) had operating 

costs that were on or below budget. 
The last finding is of particular note in 
that it reflects an advantage of 
recurring revenue: In most cases 
costs are fixed and thus controllable. 
It appears to be more difficult to 
accurately forecast customer count: 
One in three were unable to attract as 
many new ones or lost more than 
anticipated. 
 
As well as successes, the research 
reveals challenges that companies 
encounter in executing their recurring 

revenue strategies. Most of these involve customer relationships. The 
most common, cited by 55 percent, is to maintain customer 
engagement. The next-most frequent difficulty, in cross-selling and 
up-selling (46%), often results from failure to engage with existing 
customers; the same can be said of impediments to customer 
retention (39%) and customer renewal (36%). Thus we see the critical 
importance of connecting with, understanding and satisfying 
customers. 
 
An increasingly popular technology tool in such efforts is analytics, 
which the largest percentage of participants (82%) identified as an 
innovative technology that’s important for improving their recurring 
revenue business. Analytics enables users to develop metrics to track 
trends and discover insights into customer behavior and preferences. 
Currently, however, the most common metrics, each used by at least 
two-thirds of participants, focus on bookkeeping: total revenue, 
number of customers, number of new sales and average revenue per 
customer. Fewer use advanced metrics such as customer satisfaction 
scores (45%) and net promoter scores (24%) that can reveal more 
about what customers want. 
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Of course information is essential for understanding customers and 
business processes, and the information needed to manage recurring 
revenue often resides in disparate systems, including sales force 
automation, customer relationship management (CRM), service 
provisioning, usage tracking, and invoicing and billing. Collecting it all 
is the technology challenge research participants cited most frequently 
(64%), and it ranked first as a challenge (for 27%) by 10 percentage 
points more than any other problem. Ensuring that all data is accurate, 
complete and up-to-date is essential for successful customer 
engagement, a key part of which is correct billing. When the data 
going into the invoicing process is not reliable, it will at least generate 
additional work to reconcile data across multiple systems and at worst 
alienate customers who receive inaccurate bills. 
 
A further complication is the use of multiple invoicing methods. Two-
thirds of companies that have a recurring revenue business use three 
or more types of invoicing for their services. The most common are 
subscription-based charges, an annual service fee coupled with a 
support charge and a fixed-price service charge. Integrating these 
processes is necessary not only for accurate billing but also for 

understanding the success of the 
business. 
 
To handle these complex tasks, the 
research finds, a majority (58%) of 
companies use a single system to 
produce recurring revenue invoices, 
while one in four use two systems. 
The two most common types are a 
third-party dedicated billing system 
(used by 52%) and a general-purpose 
ERP system (42%). Whatever the 
type, users on average expect it to 
perform eight tasks, the most promi-

nent being to produce invoices and process payments. Assessing their 
systems, 85 percent that use a dedicated billing system said they are 
satisfied or somewhat satisfied with the system, compared to 70 
percent that use their ERP system.  
 
Integrating data and systems is a central challenge, but the people 
aspects of recurring revenue business should not be overlooked. 
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Invoicing is a case in point. The research finds disagreement between 
accounting professionals and other functional roles as to their 
company’s ability to produce invoices for recurring charges. Nearly half 
(47%) of participants working outside of Finance and Accounting said 
they are satisfied with their company’s ability to produce these 
invoices, but only 29 percent of those in accounting roles are satisfied. 
A similar discrepancy exists between those in IT, 58 percent of whom 
are satisfied with invoicing, and in the lines of business, who may give 
the invoices closer scrutiny – only 40 percent of them are satisfied.  
 
Company leaders should be aware of such contrasting opinions and 
make sure that they don’t impede the functioning of the recurring 
revenue process. Yet even here we find some disconnect: Executives 

(47%) are notably more often 
satisfied with invoicing than are the 
vice presidents (38%) just below 
them who likely have more direct 
responsibility for it. 
 
Of those not satisfied with their 
invoicing, four out of five (79%) said 
it requires too much effort, two-thirds 
(68%) said it involves too many 
resources, and more than half (54%) 
said it takes too long. We note that 
users of dedicated billing systems 
indirectly addressed these and other 

concerns in the benefits they attributed to those tools. More than half 
said that they are able to create invoices in multiple formats, that 
billing is less effortful than before, that the tool produces accurate 
analysis and supports their recurring revenue structures, and that it is 
easy to integrate with other systems. 
 
Another people factor originates from changes in the ways customers 
and companies interact. The explosion of Internet sites, new social 
media and mobile devices obliges businesses to communicate with 
customers through new channels as well as the established ones. The 
research shows that on average companies use 6.4 separate channels 
to engage with customers. Seamlessly supporting them all is another 
important technology issue, affecting more than half (57%) of 
participants. This requirement also makes it essential to have a single 
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source of uniform, accurate and timely information at each point of 
contact; inconsistency across channels can be a source of customer 
frustration that undermines satisfaction and willingness to engage. 
Among newer channels more than half (55%) said they have difficulty 
in supporting customer self-service; this is a critical capability that 
when effective enhances satisfaction and reduces the cost to serve a 
customer. 
 
A complementary trend is involving more business units in customer 
contacts. Four out of five (79%) organizations in this research 

reported that three or more business 
units interact proactively with 
customers, most often Sales, 
Customer Service and Marketing. 
Here again each group must be able 
to supply the customer with the same 
correct, up-to-date information as all 
the others. 
 
Our Performance Index analysis of the 
research confirms the prevalence of 
people-related issues in recurring 
revenue businesses. Nearly three in 
five (59%) participating organizations 

rank at the two lowest of the four levels of performance overall, and in 
the four dimensions into which we segment performance they do least 
well in People, with 73 percent at the two lowest levels, only 
somewhat better in Information (61% at the two lowest levels) and 
best in the Technology and Process dimensions. Tools are rapidly 
evolving, and channels of communication are proliferating. But 
collecting and integrating information and providing it to 
knowledgeable employees to interact with customers haven’t kept up 
with these advances. 
 
Recurring revenue holds many potential benefits for companies. Done 
well it can increase revenue, decrease costs, stabilize cash flow and 
ultimately enhance profitability. But organizations cannot afford to 
take it for granted. We recommend that they invest in dedicated 
systems and training to make the most of this opportunity.  
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To improve 
performance, 
organizations will 
have to invest in 
dedicated systems 
and train their people 
in the details of 
recurring revenue 
processes. 

 

Key Insights 
This benchmark research yielded the following important general 
findings and key insights regarding recurring revenue business models. 
(We discuss performance levels in the Performance Index portion of 
the full research report; the actual questions asked in our survey are 
in an appendix to the research report. Specifics of organization sizes 
are in the appendix “About This Benchmark Research.”) 
 

Organizations must improve recurring revenue practices to 
gain full value from it.  

There is room for improvement in the performance of companies 
embracing the recurring revenue model, our research shows. Our 

Performance Index analysis finds that nearly 
three in five (59%) organizations rank at the 
two lowest of the four levels of performance  
while the fewest (18%) reach the highest 
Innovative level. Among the four 
dimensions into which we segment perfor-
mance, organizations perform best in the 
Technology and Process dimensions, less so 
in Information and least well in People. The 
findings indicate that the rapidly evolving 
capabilities of tools and the proliferating 
channels of communication are outstripping 
the ability of most to collect and integrate 
information and offer new means of 
payment to customers. To improve 

performance, organizations will have to invest 
in dedicated systems and train their people in the details of recurring 
revenue processes. 
 

Companies choose a recurring revenue model to increase sales 
and appeal to customers.  
The research shows that companies view the recurring revenue model 
as creating important business opportunities. They see it as generating 
more income, of course, but they also see potential to attract and 
please customers. The most commonly cited business drivers for a 
recurring revenue business model are increasing the top line (selected 
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The most common 
challenge in 
executing recurring 
revenue strategies, 
cited by 55 percent 
and ranked first by 
18 percent, is 
maintaining customer 
engagement. 

 

by 51%), enhancing the customer experience (also 51%) and 
increasing customer loyalty (46%). The recurring revenue model 
provides companies with an ongoing opportunity for satisfying 
customer interactions that drive customer loyalty. Small and midsize 
businesses (those with fewer than 1,000 employees) stressed 
improving customer loyalty somewhat more often while larger ones 
more often said recurring revenue is a means to expand into new 
markets. 
 

A majority of companies succeed in executing their recurring 
revenue business models. 

Asked how well their recurring revenue businesses are performing, 
most research participants responded positively. Two-thirds (67%) 
reported having numbers of customers at or above their objective, 
three-fourths (75%) said revenues met or exceeded their targets, and 
even more (81%) had operating costs that were on or below budget. 
The high degree of forecast accuracy for costs reflects the fact that for 
most recurring revenue companies costs are controllable because they 
are mainly fixed in the short run. The findings also suggest that 
companies have a harder time accurately forecasting their customer 
count than their revenues: One-third (33%) experienced a shortfall in 
the number of customers (being unable to attract as many new ones 

as expected or experiencing greater attrition 
than anticipated), while only one-fourth 
fell short of their revenue target. 
 

The recurring revenue model poses 
business challenges. 

The research finds that companies 
encounter challenges in executing their 
recurring revenue strategies. The most 
common, cited by 55 percent and ranked 
first by 18 percent, is maintaining 
customer engagement. Effective 
engagement can be an important 
determinant of renewal rates. Renewals in 

turn are a key driver of profitability in these 
businesses because of the relatively high cost of adding a customer. 
Customer retention was cited as an impediment by 39 percent of 

participants. Moreover, since a company’s costs related to its recurring 
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When the data going 
into the invoicing 
process is not 
reliable, it will 
generate additional 
work for billing and 
accounting because 
of the need to 
reconcile data. 

revenue business are relatively fixed in the short term, almost all the 
lost revenues drop to the bottom line, depressing profits. In a similar 
vein, 46 percent said cross-selling and up-selling is difficult, which 
often is the result of an inability to effectively engage with existing 
customers. More than one-third (35%) mentioned creating new 
accounts, and the second-most participants (17%) ranked this issue 
first. None of these impediments is impossible to address. However, 
companies planning to enter or expand a recurring revenue business 
must anticipate or focus on addressing them to ensure successful 
execution. 
 

Businesses must adopt effective technology to use recurring 
revenue successfully. 

Integrating systems is the most frequently mentioned technology 
challenge, cited by nearly two-thirds (64%) of research participants 

and ranked first by 27 percent – 10 
percentage points more than any other 
problem. Managing the handoffs and the 
flow of data between the various systems 
can be a serious issue, especially as 
processes cross functional silos. Ensuring 
that all data about an individual customer is 
accurate, complete and up-to-date is essen-
tial for successful customer engagement. 
Where integration is lacking, companies 
typically use spreadsheets and manual re-
entry of data as well as relying on email to 
manage process execution. Using spread-
sheets for enterprise processes and re-

entering data can create errors and incon-
sistencies that affect invoicing. When the data going into the invoicing 
process is not reliable, it will generate additional work for billing and 
accounting because of the need to reconcile data across multiple 
systems. 
 

Recurring revenue processes must support customer 
interaction wherever it occurs.  

The recurring revenue business model involves ongoing interactions 
with customers at multiple touch points within the organization. It thus 
is essential to maintain a single authoritative source of information 
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Having uniform, 
accurate and timely 
information at each 
point of contact is 
essential for 
sustaining customer 
satisfaction.  

accessible by all business units. Four out of five (79%) companies 
reported that three or more business units interact proactively with 
customers; the three that do so most often are Sales (84%), 
Customer Service (77%) and Marketing (63%). One-fourth (26%) said 
that five or more business units work directly with customers.  
 
Interactions with customers take place across multiple channels. 

Companies on average use 6.4 separate 
channels to engage with customers; one-
third employ eight or more. Seamlessly 
supporting these multiple channels is 
another important technology issue, 
affecting more than half (57%) of 
participants. Today, customers expect to 
be able to contact a company using 
whatever communication channel suits 
their specific circumstances, needs and 
preferences at any given moment. Having 

uniform, accurate and timely information at 
each point of contact is essential for sustaining customer satisfaction.  

 

Integration and automation can help companies cope with the 
complexities of multiple invoicing methods. 
Two-thirds (66%) of companies that have a recurring revenue 
business use three or more types of invoicing for their services. The 
most common are subscription-based charges (such as per user per 
month, used by 66%), an annual service fee coupled with a support 
charge (such as a maintenance fee, 58%) and a fixed-price service 
charge (53%). The research also shows that the longer a company has 
offered recurring revenue services, the more varied its invoicing 
methods are. Those with more than four years of experience on 
average have 4.8 types of invoicing methods while those with two 
years or less on average employ 3.5 types. Complexities in 
provisioning, usage tracking, invoicing, customer service and 
accounting can grow with the number of types of invoicing, as can the 
variety of terms and conditions that apply to each type.  
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Of those not satisfied 
with their invoicing, 
79% said it requires 
too much effort, 68% 
said it involves too 
many resources, and 
54% said it takes too 
long. 

Accounting and billing issues related to recurring revenue are 
underappreciated. 
It’s common for people working in one part of a business to be 
unaware of issues their colleagues in other parts face. This appears to 

be the case when it comes to invoicing. Near-
ly half (47%) of participants working outside 
of Finance and Accounting said they are 
satisfied with their company’s ability to 
produce invoices for their recurring charges, 
compared to only 29 percent of those in 
accounting roles. The gulf between the two 
reflects the reality that without integration 
of the right systems, invoicing becomes a 
labor-intensive manual process. Indeed, of 
those not satisfied with their invoicing, four 
out of five (79%) said it requires too much 
effort, two-thirds (68%) said it involves too 

many resources, and more than half (54%) 
said it takes too long. Accuracy of invoices is an issue for just one-
third, probably because all of the time and effort spent in ensuring that 
bills are correct. 
 

Dedicated billing systems perform best for recurring revenue; 
spreadsheet users are least satisfied. 

The research finds that a majority (58%) of companies use a single 
system to produce recurring revenue invoices; 26 percent use two 
systems, and just 16 percent use three or more. The most common 
type of system employed is a third-party dedicated billing system (on-
premises or cloud-based), used by 52 percent of companies; 42 
percent use a general-purpose ERP system. One-third (32%) use a 
system developed in-house, 22 percent employ spreadsheets, and 18 
percent use a system created by an outsourcer. Billing systems are 
expected to perform many tasks. Participants on average named eight 
functions as key capabilities of a recurring revenue system. Invoice 
production, payment processing, support for special offers, account 
management and revenue recognition, all cited by at least half, are at 
the top of the list.  
 
The billing and invoicing requirements of companies using recurring 
revenue differ from one-off direct selling and ongoing sales. Perhaps 
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85 percent of users of 
dedicated billing 
systems reported 
being satisfied or 
somewhat satisfied 
with the systems they 
use to support 
recurring revenue. 

 

because dedicated billing systems are designed explicitly to support 
recurring revenue businesses, the research finds that users of these 
systems are more satisfied with their performance: 85 percent of 

those companies reported being satisfied or 
somewhat satisfied with the systems they 
use to support recurring revenue, compared 
to 73 percent of those using custom-built in-
house systems and 70 percent that use their 
ERP system. Spreadsheet users are the least 
happy, with 50 percent either satisfied or 
somewhat satisfied. 
 
Companies that use a dedicated billing 
system identified a number of benefits of 
doing so. More than half said that they are 
able to create invoices in multiple formats, 

that billing is quick and easy, that it produces 
accurate analysis and supports their recurring revenue 

structures, and that it is easy to integrate with other systems. 
 

Analytics provides critical capabilities for understanding 
recurring revenue.  

More than four of five (82%) research participants selected analytics 
as an important innovative technology for improving their recurring 
revenue business. In our view this is because interactions with 
customers are ongoing and retaining them is critical to success, so 
organizations using recurring revenue benefit from being able to 
monitor it continuously. On average, companies use seven individual 
metrics to monitor and assess their recurring revenue business; one-
fourth employ 10 or more. The most commonly used metrics are total 
revenue, number of customers, number of new sales and average 
revenue per customer, each selected by at least two-thirds of 
participants. Customer satisfaction score, cited by 45 percent of the 
participants, is a far more popular measure than the related net 
promoter scores (used by just 24%), possibly because the former is 
more established and easier to measure.  
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10 Best Practice Recommendations 
This benchmark research reveals significant new insights into the 
evolving nature and use of recurring revenue processes and systems. 
For organizations considering how to optimize this business, we offer 
the following recommendations. 

 

Understand how to address all dimensions of the 
recurring revenue model. 

Among the four dimensions in terms of which our 
Performance Index analysis evaluates performance, this research finds 
that organizations perform best in the Technology and Process 
dimensions, less so in Information and least well in People. Yet 
effectiveness in all four is necessary to derive full value from a 
recurring revenue business. Tools are evolving rapidly and channels of 
communication are proliferating. To achieve maximal success, we 
advise investing in dedicated systems, collecting and integrating 
information and training people in the details of recurring revenue. 
 

Use improving customer relationships as a motivator 
for using the recurring revenue business model. 
Increasing the top line most often drives companies to adopt 

this model. Almost half of participants (44%) hope it will enable them 
to expand into new markets. Yet, research participants cited enhancing 
the customer experience as a key driver as often as they named 
revenue enhancement (51% each), followed by increasing customer 
loyalty (46%). The recurring revenue business model gives companies 
the opportunity to generate a steady stream of revenue – if, however, 
they continue to satisfy customers. The ongoing relationship forces 
organizations to focus more clearly on customer satisfaction rather 
than on closing the sale, a shift that can have a positive impact on 
every facet of the business, from development to customer service.  
 

 

Confront the business challenges that arise in recurring 
revenue businesses. 

The most common challenge that companies encounter in 
executing their recurring revenue strategies, cited by 55 percent, is to 
maintain customer engagement. Customer retention (for 39%) and 

1. 

2. 

3. 
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customer renewal (36%) challenges also are frequent impediments to 
success. Effective engagement can be an important determinant of 
renewal rates, which in turn are a key driver of profitability because of 
the cost of adding customers. Difficult cross-selling and up-selling, 
reported by 46 percent of organizations, often is the result of an 
inability to effectively engage with existing customers. Usually, there is 
no single “silver bullet” that will address a company’s customer 
engagement issues. Recognizing this, it’s important to develop an 
internal process that focuses on engagement and renewals driven by 
metrics that improve performance.  
 

Involve key stakeholders in devising and evaluating 
your recurring revenue process. 

It’s important to consider the full quote-to-cash process in 
setting up and periodically assessing a recurring revenue business. 
There may be adverse consequences in the latter stages of an end-to-
end process if the implications of all practices and procedures from 
start to finish are not examined carefully. For example, the research 
reveals that participants working inside and outside of Finance and 
Accounting disagree on their company’s ability to produce invoices for 
recurring charges: 47 percent who are not in accounting are satisfied 
with the process, compared to only 29 percent of those in accounting 
roles. Invoicing can be a tedious, uncertain task. Of those not satisfied 
with their process, four out of five said it requires too much effort, 
two-thirds said it involves too many resources, and more than half 
said it takes too long. The same may be true for configuring the 
systems that deliver the recurring revenue services to customers. 
These issues may be driven by unnecessary complexity in designing 
customer offerings or inadequate automation of the process. Be sure 
to include people involved in this effort in implementing recurring 
revenue, and adopt software that can help take the waste and risk out 
of the process. 
 

Make sure that recurring revenue data is available and 
accurate. 

Ensuring that all data about customers is accurate, complete 
and up-to-date is essential for successful customer engagement, but 
that data typically resides in a variety of systems. Integrating systems 
was the technology challenge most frequently mentioned in this 
research. Activities such as activating and deactivating recurring 

4. 

5. 
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revenue services – a challenge for 43 percent of organizations – can 
take longer if process management is not adequately automated or if 
data must be re-entered. Identify all systems that contribute data to 
your program, and take steps to avoid problems that can undermine 
its effectiveness. 
 

Use appropriate tools to manage the complexities of 
multiple invoicing methods. 
Two-thirds of companies that have a recurring revenue 

business use three or more types of invoicing for their services; these 
include subscription charges, an annual service fee coupled with a 
support charge and a fixed-price service charge. Complexities in 
provisioning, usage tracking, invoicing, customer service and 
accounting can grow with the number of types of invoicing, as can the 
variety of terms and conditions that apply to each type. Address this 
complexity by integrating the various systems used in your recurring 
revenue environment (which include sales force automation, CRM, 
service provisioning, usage tracking, invoicing and billing) to automate 
processes and ensure the integrity of the data used in them. 
 

Consider using a dedicated billing system designed to 
manage recurring revenue. 

The research finds that a majority (58%) of companies use a 
single system to produce recurring revenue invoices and that the most 
common type of system employed is a third-party dedicated billing 
system, used by 52 percent. It also shows that users of dedicated 
systems are most often content with their performance: 85 percent 
reported being satisfied or somewhat satisfied with the systems they 
use to support recurring revenue, compared to 73 percent of those 
using a custom-built in-house system and 70 percent that use their 
ERP system. More than half of companies that use one said that they 
are able to create invoices in multiple formats, that invoicing is quick 
and easy, that it creates invoices that are accurate, complete and 
directly support their recurring revenue structures, and that it is easy 
to integrate with other systems. We recommend evaluating such 
products. 
 

6. 

7. 
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Prepare to support customer interaction wherever it 
occurs. 
 The recurring revenue business model involves ongoing 
interactions with customers at multiple touch points. Four out 

of five companies reported that three or more business units interact 
proactively with customers, and on average companies use 6.4 
separate channels to engage with them. Seamlessly supporting these 
multiple channels is another important technology issue, affecting 
more than half (57%) of participants. It thus is essential to have 
uniform, accurate and timely information at each point of contact for 
sustaining customer satisfaction. Insist that whatever system you use 
for recurring revenue draws on a single reliable source and presents 
the same information to customers wherever they encounter the 
organization. 
 

Employ analytics to understand your recurring revenue 
program and customers. 
More than four of five (82%) research participants selected 

analytics as an important innovative technology for improving their 
recurring revenue business. Because interactions with customers are 
ongoing and retaining them is critical to success, organizations using 
recurring revenue need to be able to monitor it continuously. On 
average, companies use seven individual metrics to monitor and 
assess this business. The most commonly used are total revenue, 
number of customers, number of new sales and average revenue per 
customer, each used by at least two-thirds of participants. After them 
came customer satisfaction score, cited by 45 percent of the 
participants. Analytics is indispensable today for understanding 
business processes and performance; use it not only to track basic 
aspects of recurring revenue but also to develop insights on customer 
interactions that can lead to engaging, satisfying and retaining them. 

 

Evaluate dedicated technology for recurring 
revenue reports and analysis. 
Companies that use a custom-built system for their 

invoicing and financials are most often confident in the quality of the 
reports and analyses on their recurring revenue business, followed by 
those using an enterprise business intelligence (BI) system; these 
approaches automate the integration of data from multiple systems in 

8. 

9. 

10. 
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a controlled and consistent fashion. Companies that use spreadsheets 
are the least positive: Just 22 percent indicated that they are very 
confident in their numbers. Very large companies are confident more 
often than are small and midsize ones; 81 percent of those large 
companies use a dedicated system. About half (54%) of all 
organizations are satisfied with the reports and analyses they receive 
about their invoicing and financials, but two-thirds of those that use an 
enterprise BI system are satisfied, as are 62 percent of those using a 
custom-built system. Here again we recommend use of technology 
designed to support recurring revenue, which is likely to produce 
superior results. 
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 About Ventana Research 
Ventana Research is the most authoritative and respected benchmark 
business technology research and advisory services firm. We provide 
insight and expert guidance on mainstream and disruptive 
technologies through a unique set of research-based offerings 
including benchmark research and technology evaluation assessments, 
education workshops and our research and advisory services, Ventana 
On-Demand. Our unparalleled understanding of the role of technology 
in optimizing business processes and performance and our best 
practices guidance are rooted in our rigorous research-based 
benchmarking of people, processes, information and technology across 
business and IT functions in every industry. This benchmark research 
plus our market coverage and in-depth knowledge of hundreds of 
technology providers means we can deliver education and expertise to 
our clients to increase the value they derive from technology 
investments while reducing time, cost and risk.  
 
Ventana Research provides the most comprehensive analyst and 
research coverage in the industry; business and IT professionals 
worldwide are members of our community and benefit from Ventana 
Research’s insights, as do highly regarded media and association 
partners around the globe. Our views and analyses are distributed 
daily through blogs and social media channels including Twitter, 
Facebook, LinkedIn and Google+. 
 
To learn how Ventana Research advances the maturity of 
organizations’ use of information and technology through benchmark 
research, education and advisory services, visit 
www.ventanaresearch.com. 

http://twitter.com/ventanaresearch
http://www.facebook.com/group.php?gid=42346537689&ref=ts
http://www.linkedin.com/groups?gid=1625427
https://plus.google.com/107660697898618790080/posts%23107660697898618790080/posts
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Appendix: About This Benchmark 
Research 

Methodology 
Ventana Research conducted this benchmark research on the Web in 
July and August 2014. We solicited survey participation via email, our 
website and social media invitations. Email invitations were also sent 
by our media partners and by vendor sponsors. 
 
We presented this explanation of the topic to participants prior to their 
entry into the survey: 
 
Ventana Research defines recurring revenue as a business model that 
involves invoicing customers on a recurring basis over an extended 
period with the invoices including charges based on subscription fees, 
usage-based charges or a combination of both. The goal of this 
benchmark research is to understand how and why organizations 
choose among different approaches to invoicing. It will examine how a 
recurring revenue model impacts the relationship with customers as 
well as how companies using this model can provide superior customer 
experiences throughout the customer life cycle. 
 
The following promotion incented participants to complete the survey: 
 
What’s In It For You? Upon completion of the research, all qualified 
participants will receive a report on the findings of this benchmark 
research to support their organization’s efforts, along with a $5 
Amazon.com gift certificate. In addition, all qualified participants will 
be entered into a drawing to win one of 25 benchmark research 
reports and a 30-minute consultation, a package valued at US$1,495 
or €1,232. Thank you for your participation! 
 

Qualification 
We designed the research to assess the use of and plans for 
spreadsheets across organizations and industries. Qualification to 
participate was presented to participants as follows: 
 
The survey for this benchmark research is designed for business and 
IT managers using or considering a recurring revenue model or 
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involved with the purchasing of technology for this area. Solution 
providers, software vendors, consultants, media and systems 
integrators may participate in the survey, but they are not eligible for 
incentives and their input will be used only if they meet the 
qualifications. Incentives are provided to qualified participants in the 
research and also are conditional on provision of accurate contact 
information including company name and company email address that 
can be used for fulfillment of incentives. 
 
Further qualification evaluation of respondents was conducted as part 
of the research methodology and quality assurance processes. It 
entailed screening out responses from companies that are too small, 
questionnaires that were not materially complete, or those where the 
submission is from an inappropriate submitter or appears to be 
spurious. 
 

Demographics 
We designed the survey used for this research to be answered by 
executives and managers across a broad range of roles and titles 
working in organizations. We deemed 161 of those who clicked 
through to this survey to be qualified to have their answers analyzed 
in this research. In this report, the term “participants” refers to that 
group, and the charts in this section characterize various aspects of 
their demographics and qualifications. 
 

  



 
 

 

 

23 

Ventana Research Benchmark Research: Recurring Revenue 
 

© Ventana Research 2015 

Company Size by Workforce 

We require participants to indicate the size of their entire company. 
Our research repeatedly shows that size of 
organization, measured in this instance by 
employees, is a useful means of segmenting 
companies because it correlates with the 
complexity of processes, communications 
and organizational structure as well as the 
complexity of the IT infrastructure. In this 
research, participants represented a broad 
range of organization sizes in nearly equal 
numbers: 24 percent work in very large com-
panies (having 10,000 or more employees), 
19 percent work in large companies (with 

1,000 to 9,999 employees), 27 percent work in midsize companies 
(with 100 to 999 employees), and 30 percent work in small companies 
(with fewer than 100 employees). This distribution is consistent with 
prior benchmark research and our research objectives and provides a 
suitably large sample from each size category.  
 

 
Company Size by Annual Revenue 

When we measured size by annual revenue, the distribution of catego-
ries shifted downward; fewer companies fell 
into the very large and midsize categories, 
and nearly half are small. By this measure, 8 
percent fewer are very large companies 
(having revenue of more than US$10 billion), 
3 percent more are large companies (having 
revenue from US$500 million to US$10 bil-
lion), 12 percent fewer are midsize compa-
nies (having revenue from US$100 to 
US$500 million), and 17 percent more are 
small companies (with revenue of less than 
US$100 million). This sort of redistribution is 

typical in our research projects when we measure by revenue instead 
of head count. 
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Geographic Distribution 

A large majority (93%) of the participants 
were from companies located or 
headquartered in North America. Those based 
in Europe accounted for 6 percent and those 
in Asia Pacific and the Middle East for 1 
percent each. This result was in keeping with 
our expectations at the start of this 
investigation, since organizations participating 
in our research most often are headquartered 
in North America. However, many of these 
are global organizations operating worldwide. 

 

 
 

 

Industry  
The companies of the participants in this 
benchmark research represented a broad 
range of industries, which we have 
categorized into four general categories as 
shown in the chart. Companies that provide 
services and those in manufacturing 
accounted for 42 percent each, more than 
four out of five of the total. Those in finance, 
insurance and real estate accounted for 9 
percent, and those in government, education 
and nonprofits accounted for 7 percent.  
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Job Title 

We asked participants to choose from among 14 titles the one that 
best describes theirs. We aggregated these 
responses into four categories: executives, 
management, users and others. Slightly 
fewer than half identified themselves as 
having titles that we categorize as users, a 
grouping that includes director (10%), senior 
manager or manager (25%), analyst (8%) 
and staff (1%). Nearly as many are execu-
tives; the majority of them (28%) are CEOs, 
presidents or CFOs. Another 12 percent are 
management, by which we mean vice presi-
dents. Others, in this case consultants, ac-

counted for the balance. We concluded after analysis that this re-
sponse set provided a meaningfully broad distribution of job titles. 
 

 

Role by Functional Area 
We asked participants to identify their functional area of responsibility 

as well. This enabled us to identify differen-
ces between participants who have differing 
roles in the organization. The largest percen-
tages of participants identified themselves as 
being in IT or the finance or accounting func-
tion; 16 percent are executives or manage-
ment, and 11 percent work in operations. 
Three other titles together accounted for 15 
percent. Another 13 titles, none with more 
than 3 percent of the total, comprised the 
Other category. 
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