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European Customer
Service Overview

Peter Lines

Director, European Research
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Customer Services Outlook
Western Europe

• 1989 - Issues

• Current trends

• Strategic factors - 1998
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Customer Service Challenges

• Independent maintenance

• Engineer skills

• Cost of spares

• Logistics

• Professional services
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Market Structure

1
Hardware

|

Customer service

Software products

Professional services

Processing services
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Customer Service Market

• Hardware maintenance

• Systems software support

• Professional services

• Training and education
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Revenue Growth of the Customer
Services Market, 1981-1987
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Western European
Computer Systems Market

1988
o //oo

Sector $ Billions % Growth
Equipment 44 10

Customer service 11 8

Software products 14 24

Professional services 13 22

Processing services 8 11

Total 90 14
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Western European Customer
Service Market, 1988

5% Professional

"TVv^ Services

/ ^5-10%
/ System

L/^ \ Software

Equipment \

1 Support

Maintenance \

Total $10.6 Billion
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Western European Customer
Service Market, 1988

West Germany France

Rest of

Europe

Benelux

Total $10.6 Billion

Scandinavia
Italy
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Customer Service Issues

• Competition

• Marketing

• User satisfaction
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Customer Service Issues

• Skill needs

• Professional services
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Customer Service Issues

• Pricing/costs

• Automated service

• Self maintenance
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Current Trends
1988-1993

European Customer Service
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Western European
Computer Systems Market

I
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Western European Service Markets
CAGR
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Customer Services Market
Western Europe
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Customer Service Market
Service Sector Analysis

System

Software

Support

Professional

Service

Education &
Training
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Key Trends Influencing

Customer Service

• Repair — replacement

• Remote/automated services

• Logistics
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Key Trends Influencing

V^UoLUlllCl OCIVIV^C

• Unit- system support

• Changing skill mix

• Professional services
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The Customer Service

Challenge

Redefinition Repackaging
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The Customer Service

Challenge

Product Sales Financial

Support ^^y^ ^ Pressure

( Customer \
V Service J

Independent

Competition
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Stratesic Factors

1988-1998

Customer Service

Western Europe
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Strategic Factors

• Technology

• Commercial/organizational

• Information systems
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Technology Drivers

• Semiconductor technology

• Data storage

• Telecommunications

• Input/output
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Software Drivers

• Relational data structures

• Open systems standards

• Multiplatform software
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Fundamental Driving Forces
Key Business Trends:

• Shorter product lifecycles

• More customization/specialization

• Narrower market segments

• Higher impact of technology

• More competition
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Key Trends for the 1990s

• Product and service markets blurring

• Changing market structure

• Intemationalisation
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Fundamental Driving Forces Are
Restructuring the Role of IS

• Technology-driven to user-driven

• Centralised to heterogeneous
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Information Systems—Major Issues

• Rising management expectations

• User demands for increasingly complex solutions

• Managing the technology investment

• Integration of data/technology/applications

• Delivery of "mission critical" systems
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t
General Mgmt.

1

(CIO)

Info. Systems

Strategic

Orientation
Data Processing

1970 1980 1990 2000
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Role of the IS Vendor

Vendor
Role

Systems Integrator

Application Provider

Hardware/Software Provider

1970 1980 1990 2000

INPUT

NOTES:

CSPA-PLl-30

© 1989 by INPUT. Reproduction Prohibited. INPUT





IS Market Structure—1990s
Emphasis on Supporting Services

Processing

Services

Turnkey
Systems

Software

Integrated

Solutions

Professional

Services

Network
Services

Supporting

Services
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Implications for Customer Service

Hardware Maintenance

• Reactive —proactive

• Service automation

• Logistics

• Repackaging
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Implications for Customer Service

User Satisfaction

• Quality

• System responsibility

• Skill profile
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Implications for Customer Service

Supporting Services—The Opportunity

• Redefinition

• Professional services

• Independents
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Peter Lines

Director

INPUT

Peter Lines has 20 years of experience in the information industry. He has

held various market research, systems analysis, marketing support, and

planning management positions with Sperry Univac, International

Computers Ltd., and English Electric Computers.

Mr. Lines earned a B.Sc. degree in economics from the London School of

Economics.
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• Rising Management Expectations

• User Demands for Increasingly
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• Managing the Technology Investment

• Integration of Data/Technology/Applications

• Delivery of "Mission Critical" Systems
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Vendor
Role

Role of the IS Vendor

Systems Integrators^

System Provider

Application Provider
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IS Market Structure—1990s

Emphasis on Supporting Services
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