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There have been many stories about 
top enterprise software companies damaging 
their reputations by falling short on software 
implementation and delivery. And there are lots of 
reasons why implementations fail, but whatever 
the reason, the results are the same. If the 
implementation is messy, delayed, or otherwise 
bungled, reputations are damaged — both for 
the software company and the people who 
approved the purchase — no matter how great 
the software actually is. 

What are the biggest problems in SaaS 
implementation, and more importantly, how 
do you solve them? We’ve assembled a list of 
what we believe are the biggest issues in SaaS 
implementation along with tips on how you can 
address them. 
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Problem #1 

Communications break down  
among participants

The expectations you set at the very beginning of the 
project are what you’re stuck with. Aggressive deadlines 
will make the client happy in the moment that you 
present them, but if you have over-promised and you 
can’t deliver, that happiness shifts to disappointment 
really quickly. Be realistic about how long tasks will take 
to complete, who is available to actually complete those 
tasks, and how long client approvals will truly take. But 
good planning is only part of the solution for effective 
communication during a project. 

How do you keep everyone — implementation teams 
and the client — accountable for meeting deadlines 
and up to date on status? Real-time visibility. The right 
project management tool gives everyone the appropriate 
view into upcoming deadlines, project delays, and task 
dependencies. Keeping everyone up to date and satisfied 
doesn’t mean sharing every detail with every person, 
though. The right tool allows you to share only what is 
needed with your client, and keeps your internal team 
communications private. 
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Problem #2 

Adding staff is an expensive 
substitute for creating efficiencies 

While this may not impact your SaaS implementation 
while it’s happening, it will affect your ability to continue 
to implement your product long term. VCs around the 
globe will tell you that too frequently SaaS companies 
are adding costly staff to manage growth rather than 
finding new economies of scale by improving client 
onboarding processes. Lower the marginal cost of 
replicating your product implementations or perish. 
It’s that simple. How? Add process and tools instead of 
people. The right tools allow you to create repeatable, 
efficient processes that don’t require more bodies.
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Problem #3 

Revenue recognition is delayed... 
and delayed...and delayed

Stalled implementations delay bookings-to-billings. 
Many SaaS clients will delay payment until all work is 
completed; meaning the software is fully implemented 
and up and running. Most CFOs won’t even recognize 
revenue until the project is signed-off on by the client 
as complete. Get more sophisticated with your process, 
finish faster, get paid. 

Don’t give your clients buyer’s remorse — or worse, 
watch them abandon the whole project — because your 
implementation is messy, delayed, or disorganized. Make 
your implementation as impressive as your software  
with more visibility, improved efficiency, and quicker 
time to revenue. 
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Problem #4 

Lack of established,  
repeatable process

Does your team seem to invent pieces of your 
implementation process each time you begin a new 
project? An established process allows you to repeat 
what you’ve done without having to rethink and reinvent. 
It’s the path to scale. A lack of process means that your 
team has to think through — and create a plan for — 
each step of the implementation every time. Locking 
down the process before you start means that the 
path is clear, and perhaps more importantly, the next 
implementation will move more efficiently. And efficiency 
leads to scale and scale leads to revenue. 
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Problem #5

Time frames are based on  
gut feelings

How long does that portion of the project take to 
complete? If the answer is something like, “I think last 
time it probably took us about two weeks,” you’re in 
trouble. Schedules that are built based on memory and 
someone’s gut feeling are likely doomed from the start. 
Creating deadlines based on facts gives you a more 
reliable structure on which to build a timeline, and instills 
confidence in your client that you are the experts. A 
project management platform that uses real data to 
show you the history of past project timeframes and 
schedules will help you create deadlines based on facts. 
Understanding past task time frames and completion 
schedules leads to project success by helping you avoid 
the creation of unrealistic deadlines in the first place. 
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Problem #6 

Missed deadlines create a  
domino effect

Nothing makes or breaks a project like made or missed 
deadlines. In some cases, a missed deadline can come and 
go. In a SaaS implementation, a missed deadline today 
could cost you dearly down the line because the next 
milestone can’t be completed until the one before is 
finished. Why does this happen? Lack of visibility into the 
interdependencies of your project. Interdependencies 
across multiple organizations are very hard to manage. 
If your company is still using spreadsheets to manage 
every step, success may be a long way off. The right 
project management tool — one that gives you visibility 
into those interdependent tasks — can alert team 
members of how and when upcoming timelines might be 
put in jeopardy by delays in preceding tasks. 
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Problem #7 

There is no plan for the  
plan not working 

Things go wrong, both in life and in SaaS implementations. 
And they go wrong even with the best-laid plans. But 
often, when the plan swirls down the toilet, there is no 
way to adapt effectively because the team is trying to 
manage everything with spreadsheets or internal project 
management tools. Those tools are static and require 
manual updates, so those teams often don’t know the 
plan actually went down the toilet until weeks later. By 
then, it’s too hard to steer back to the original deadlines 
and goals. The answer? Get rid of all of that manual 
updating. A project tool that lets you see the impact to 
your timeline and budget right away allows you to alter 
the plan and lets you inform the client right away, so the 
relationship stays on solid ground. 
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Problem #8 

There is no single source of truth 

How do you actually pinpoint where things went wrong? 
Whether it’s a process or a person bringing things to 
a screeching halt, your spreadsheets won’t tell you 
with any accuracy how or where the problems occur so 
there’s no reliable way to fix them. You need a tool that 
provides a single source of truth — an audit trail for 
everything that happens in the implementation process. 
It’s valuable for you but also extremely powerful for the 
client. There’s no revisionist history when they recount 
the problems (or successes). An accurate trail can help 
you build a better process but also helps the client 
understand your value (and also where they may have 
caused issues themselves). 
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Problem #9  

The customer loses confidence  
and patience

Here’s a tip: Your project implementation has to be just 
as cool as your product. 

To your customer, using spreadsheets to manage project 
status reports sounds just like a dial-up modem. Think 
about it: You’re selling SaaS but you’re going to use a 
spreadsheet to manage the implementation? Using out-
dated technology tools is a really bad look for technology 
companies. And when that’s the first thing your new 
client sees from you, their buyer’s remorse will hit them 
like a ton of bricks. The implementation is your first 
chance to shine with a client — or your chance to ruin all 
the good will you created during the sales process. 

Tech companies kill their own reputations before a client 
even has a chance to test their product by showing up 
disorganized and unprepared. A SaaS implementation 
project management solution allows you and your team 
to see patterns that require corrections, build project 
templates, show clients a unique view of status, and 
more. And just as important, your implementation 
process is every bit as slick as your software. 
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See how a project management platform built especially 
for SaaS implementations can address many of the 
implementation problems that have been plaguing you 
and your team. 

Try Baton for free. 

About Baton: 

Baton is a software implementation management 
platform that automates, simplifies and accelerates even 
the most complex projects.

Baton Technologies, Inc. 
5 Crosby Street 
New York, NY, 10013

hellobaton.com 
info@hellobaton.com
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