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Presented with a lucrative 
business opportunity that had 
some strict availability and 
security prerequisites attached 
to it, SaaS vendor Entellium 
sought help boosting the 
robustness of its award-winning 
CRM software. By hiring Savvis, 
Entellium not only met all 
prerequisites for the proposed 
deal, but gained a trusted 
managed services provider that 
enables it to thrive in a fiercely 
competitive SaaS market niche. 

SaaS Vendor Entellium  
Gets a Competitive Edge from Savvis 

Overview
Founded in 2000, Entellium’s award-winning SaaS offering was designed by 
salespeople for salespeople. It has won accolades for its innovative design and 
ease of use from SearchCRM, the Computer Technology Industry Association, 
and the International Design Excellence Awards, among other prestigious 
organizations. Based in Seattle with its primary development site in Kuala 
Lumpur, Malaysia, Entellium is privately held and currently employs more than 
200 workers. 

Challenge
In 2006, Entellium Corporation was presented with a tremendous opportunity 
– and a correspondingly tough challenge. A leading provider of online CRM 
software to small and medium-sized businesses (SMBs), Entellium was 
approached by a major mobile services vendor and asked to participate in a 
special applications bundle promotion targeted at wireless customers. There 
was just one catch: Entellium – which delivers CRM software as a service 
(SaaS) to business users for a monthly fee – had to demonstrate that its data 
centers could securely and reliably handle the high volume of traffic expected. 
To be considered for this opportunity, Entellium needed to guarantee that 
its service would achieve 99.999 percent availability. It also had to possess 
redundancy in the form of two geographically separate data centers, either of 
which had the capability of acting as an instantaneous failover facility in case 
the other site was put out of commission for any reason. 

“In the SaaS world, system availability and security are everything,” said 
Charles Miller, vice president of operations at Entellium. “We’re actually holding 
onto customers’ mission-critical data, and that data has to be available at all 
times.” Indeed, several leading SaaS vendors have suffered financially due to 
highly publicized unscheduled system downtimes – something that Entellium 
wanted to be sure never happened to it. “If customers can’t access their data 
because the network is down, it costs them money and eventually they’re 
going to leave – which costs us money by increasing our customer churn rate,” 
said Miller.
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At the time, Entellium was using a Vancouver, British Columbia-based 
outsourced vendor to host its servers and run its network. But that vendor 
could not meet either of the stipulations of Entellium’s new potential business 
partner. Even more importantly, Entellium did not feel that its vendor 
understood its SaaS business model and its needs for scalability and ease 
of use – or of the critical nature of having a sterling reputation among its 
SaaS customers for security, reliability, and performance. So Entellium began 
looking around for an alternative. 

Solution
After evaluating a number of different vendors servicing the SaaS 
community, Entellium’s decision turned out to be an easy one. “Savvis was 
the logical choice,” said Miller. In addition to meeting the 99.999 availability 
and redundancy requirements, Savvis helped Entellium by procuring lines for 
dedicated transport between its data centers and the vendor’s operations center. Then Savvis went the extra mile 
and sat down with Entellium at the negotiating table with its proposed mobile vendor partner. “With Savvis by our 
side, we weren’t just a small SaaS fish in a large pond,” said Miller. “Savvis was actually able to help us push back 
on a number of key terms that were necessary for our competitive stance as an SaaS provider – we had a larger 
presence because the Savvis people were there helping us.”

Another thing that impressed Miller was that Savvis did not charge him its recurring monthly fee until he was 
satisfied with network performance after implementation. “That was head and shoulders above what anyone else in 
the industry offered,” he said. Savvis has a 5 day burn in period to allow the customer to load their application and 
work within the new environment. The entire process of switching over from the old vendor to Savvis – including the 
due diligence Entellium performed, the signing of the contract, and the migration of the applications and data – took 
approximately 60 days. The migration itself was completed over a weekend, with Entellium customers experiencing 
less than 36 hours downtime. It took several days for Savvis to fine tune the network to Miller’s satisfaction, and until 
that time, Miller didn’t pay a dime. “It wasn’t until I signed off that we paid our first fee installment,” said Miller. 
Today, Entellium depends on Savvis to maintain and manage everything from the servers on which the Entellium 
applications and customer data reside; to the switching, routing, and configuration of the network infrastructure. 
Layered on top of this are a host of Savvis’ trademark security offerings, including firewalls, virus and spam 
protection, and distributed denial of service (DDoS) detection and mitigation, among other services. Currently, 
Entellium has 20 servers deployed at each of two Savvis-run data centers: one in St. Louis, and the other in 
Weehawken, New Jersey. 

Benefits
The move to Savvis turned out to be more than just an outsourcing decision. It has turned out to create a true 
competitive advantage for Entellium as a SaaS vendor. 

The high availability Savvis is able to deliver in particular has turned out to be a major boon. “Being able to 
guarantee high availability to our SaaS customers is a selling tool we can use against competitors like salesforce.
com,” said Miller “Customers are very sensitive as to whether they can get to their applications and data whenever 
and from wherever they choose. With Savvis’ help, we give them that sense of security.

From a productivity standpoint, Entellium has also benefited enormously from the partnership with Savvis. As a 
direct result of the superior quality of service provided by Savvis, the Entellium network operations group out of 
Malaysia is spending less time troubleshooting networking issues and more time on strategic opportunities in the 
SaaS space. 

Last year Entellium doubled in size in both the number of employees and in revenue volume, yet thanks to Savvis 
Miller was able to maintain the same high level of service to both internal and external stakeholders without 
hiring new technical support personnel. This was largely due to Savvis’ monitoring capabilities and its mature 
understanding of how to manage capacity. “Instead of being in ‘triage’ mode all the time, my team can work on 
more strategic tasks like R&D, new core technologies, or customer service initiatives,” he said.   
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“�There are very few vendors I’ve 
worked with that actually ask us 
where we’re taking our business 
– Savvis has been very proactive 
about inquiring what they can 
improve upon that will help us 
compete more effectively in the 
SaaS market.”  

- Charles Miller
VP of operations 

Entellium Corporation



The customer service Entellium has experienced has also been superb. “We have a weekly call with our account 
team, which includes the network engineer, a project manager, and an account manager, so we can discuss any 
issues we are having,” says Miller. A regular part of the discussion is how Savvis can help Entellium achieve its near- 
and far-term strategic goals. 

“There are very few vendors I’ve worked with that actually ask us where we’re taking our SaaS business,” said  
Miller. “Savvis has been very proactive about inquiring what they can improve upon that will help us compete  
more effectively.” 

The Future
Currently, Savvis is reviewing Entellium’s data center and network architecture and proposing ideas on how to better 
utilize its hardware, improve performance, and reduce costs. For example, Entellium is seriously considering virtualization 
to help it manage its rapid growth as an SaaS vendor. “Instead of just adding servers or additional instances of software 
licenses as we expand, virtualization will allow us to grow within the current infrastructure and expand our customer base 
threefold without increasing the cost by tenfold – which would otherwise be the case,” said Miller. 

Savvis is also helping Entellium optimize the way it backs up its data, and is currently working with Miller’s staff to 
try and minimize the intervals between backups as well as off-site transport so it isn’t paying such high data storage 
costs. 

Most importantly, Entellium feels confident that it has a trusted provider that truly understands what is required to 
continue developing its SaaS business 

“Savvis is continually educating us on how to provide better value and better service to our SaaS customers at less cost,” 
said Miller.  
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