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INPUT User Sample, 1988

• 1,593 interviews

• 10 European countries

• Users of 14 vendors' systems
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Sample Distribution by Country

Netherlands 6% ^__^_^^italy
' ^ 5% Spain

5% Sweden
West
Germany

Belgium

France

Norway 2%

Switzerland

U.K.

Sample Size: 1,593
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Sample Distribution by Systems Size

Small Systems

Medium
Systems

Large

Systems

Sample Size: 1,593
INPUT

NOTES:

CSPA-KC-5

© 1989 by INPUT. Reproduction Prohibited. INPUT





Satisfaction Index

Importance '—
' Satisfaction
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Satisfaction Index
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INPUT 1988 User Survey
Main Characteristics

• System size is not a factor

• Decline in satisfaction

• User expectation margin
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Western Europe
Overall Hardware Service Performance

System

Size
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Systems
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Importance Satisfaction
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Sample: 1,593
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Hardware Service

Satisfaction

0 Satisfaction Index A SI 0.5

Most Satisfied

• Consultancy/planning
• Training

• Telephone support

• Service administration

• Remote diagnostics

• Out-of-hours
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Hardware Service

Satisfaction

0 . 5 Satisfaction Index A SI 1.0

Least Satisfied

• Engineer skills

• Problem escalation

• Back-up support

• Call handling

• Documentation
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Hardware Service

Satisfaction

1 .0 Satisfaction Index A SI 1.5

Concern

• Spares availability
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Western Europe
Overall Software Support Performance

System

Size

Large

Systems

Medium
Systems

Small

Systems

Importance Satisfaction
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Sample: 1,593
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Software Support
Satisfaction

0 Satisfaction Index A SI 0.5

Most Satisfied

• Hotline

• Capacity tuning

• On-site support

• Consultancy/planning
• Remote diagnostics

• Problem database
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Software Support

Satisfaction

0 . 5 Satisfaction Index A SI 1.0

Least Satisfied

• Telephone fix speed
• Telephone access

• Software updates

• Software installation

• Training
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Software Support

Satisfaction

1 .0 Satisfaction Index A SI 1.5

Concern

• Engineer skills

• Documentation
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Major Challenges

and Issues

• Hardware
- Engineer skill

- Spares availability

• Software
- Engineer skill

- Documentation
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Hardware Service Trends
1987-1988

Aspect

Engineer

Skills

Spares

Availability

0.9

01987
^ 1988

0.8

1.1

0.0 0.2 0.4 0.6 0.8 1.0

Satisfaction Index A SI

1.2
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Software Support Trends
1987-1988

Aspect

Engineer

Skills

Documen-
tation

W////////////A™

1987

^ 1988

1.4

o l

Satisfaction Index A SI
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Major Challenges

and Issues

• Decline in user satisfaction

- Software support

- System failure rates

- Systems availability

- Response times
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Western Europe
Overall Satisfaction Trends, 1987-1988

2 0/3

n <

0.8

0.6

0.4

0.2
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1987

1988

Hardware
Service

Software

Support
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Satisfaction with Systems
Availability Trends, 1987-1988
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System Failure Rate Trends
1986-1988
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Hardware Service Response/Repair
Time Trends, 1987-1988
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Software Support Response/Fix
Time Trends, 1987-1988
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Country Comparisons

L\J ICS

• Users of 14 vendors' systems
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Country Comparisons, 1988
Major Challenges

and Issues

Hardware

• User concern in Spain

• Some decline in user satisfaction
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Hardware Service Major
Trends, 1987-1988

West
Germany

United

Kingdom

£g 1987

1988

0.1

V////////////////^^
0.2

^////////////////A^

20.5

0.0 0.1 0.2 0.3 0.4 0.5

Satisfaction Index A SI

0.6
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Hardware-—User Concern

West Germany • Spares availability

• Documentation

iidiy • i>one

United Kingdom • Spares availability

• Problem escalation
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Country Comparisons, 1988
Major Challenges

and Issues

Software

• User concern in: France

Sweden
Spain

• Some decline in user satisfaction
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Software Support Major
Trends, 1987-1988

France P^PP^im 0.6

77%^AV////////A 1 ,Q

Sweden

United

0.5

W////////////A \2

0.0

Kingdom^^^0j

^ 1987

1988
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Satisfaction Index SI
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Software-—User Concern

France and • Engineer skill

Sweden • Documentation
• oUllWdie llallllllg

• Telephone support

• Software updates

• Capacity tuning

United Kingdom • Documentation
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Improving User Satisfaction

INPUT'S Recommendations

• Respond

• Communicate

• Deliver

Quality Is Key
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Quality Is Key
• Users rate quality as more important

than price

• 70% of users consider service has

a good price/performance ratio

• 20% of users are "price sensitive"

• But, users are dissatisfied with

service price?
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Quality Is Key

• User perceived quality can be

quantified

- Satisfaction levels

- System availability

- System failure rates

- User response/repair expectation

• Vendor quality image
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VpnHnr-Onalitv TmacrpV Lldll L V ±1Udell/

• "Reflex" response

• Performance

• Thresholds

• Profile difference
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"Reflex" Response

Vendor
Weighted Response

A SI

Reflex Response

A SI

A

B

c

D

0.2Kg! 0.5

A 1.3

A 1.8
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Poor-Quality Image

Failure in more than two criteria:

• Concern with more than two aspects

of service

• Concern with systems availability

• Three or more system failures per year
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Poor-Quality Image

Failure in more than two criteria:

• Response time falls short of user

expectation

• Repair/fix time falls short of user

expectation
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Quality-Image Profile

o
0

l_

2 3 4

Number of Items

0.9
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Hardware Service

• User concerns
- Engineer skills

- Spares availability

• Vendor issues

- Restore time

- Quality/price

- Flexibility

- Operational impact
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Software Support

• User concerns
- Engineer skills

- Documentation

• Vendor issues

- Software quality
0 1 1 1 f 1 _

- Skill levels

- User satisfaction

INPUT

NOTES:

CSPA-KC-41

© 1989 by INPUT. Reproduction Prohibited. INPUT





Quality/Price Conflict

Users

• Quality more important than price

• 70% consider that service has good
price/performance
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Quality/Price Conflict

Vendors

• 40% consider that price restricts

service quality

• 15% concerned that pricing pressure

may impact quality
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Pricing Issues

• Stagnation, hardware service market

• Price increases

• Selective pricing/profitability
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Price Stimulation

Historical vendor-pricing activities

Influence

Future users' price expectations
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Confidence in

Computer Vendors

• 65%+ of users show preference for

one-vendor services

• 85% to 89% prefer the "one-vendor"

to be main hardware supplier
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Challenges

• Reversal of selective pricing trends

• Dominance of hardware service as

a revenue stream

• Vendor-quality image
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Opportunities

• Hardware service

• Large systems

• Quality service
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Pricing Opportunities

Percent

Future Price

Increase Expectation

Large

Systems

Medium
Systems

Small

Systems

Hardware Service 4.4 3.5 3.1

Software Support 5.0 3.7 3.4

Notes (1) User expectation

(2) Corrected for selective pricing

Sample Size: 1,345
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Quality Is Key

Quality is more important than price

Quality is a key competitive strategy
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Ken Carter

Senior Consultant
INPUT

Ken Carter provides consultancy services for the Customer Service Progra:

Europe, and specializes in the analysis of customer services data and

forecasting of trends within the industry. Mr. Carter has over 20 years

experience in the computer industry, including ten years of management
responsibility for vendor/customer interface.
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Satisfaction Index
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Hardware Service

Satisfaction

0 Satisfaction Index A SI 0.5

Most oatisTiea

• Consultancy/Planning
• Training
• Telephone Support
• Service Administration
• Remote Diagnostics
• Out-of-Hours
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Hardware Service

Satisfaction

0.5 Satisfaction Index A SI 1 .0

Least Satisfied

• Engineer Skills

• Problem Escalation
• Back-Up Support
• Call Handling
• Documentation
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I

Hardware Service

Satisfaction

1 .0 Satisfaction Index A SI 1 .5

Concern

• Spares Availability
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Software Support
Satisfaction

0 Satisfaction Index A SI 0.5

Most Satisfied

Hotline

Capacity Tuning
On-Site Support
Consultancy/Planning
Remote Diagnostics

Problem Database
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Software Support
Satisfaction

0.5 Satisfaction Index A SI 1

.

0

Least Satisfied

• Telephone Fix Speed
• Telephone Access
• Software Updates
• Software Installation

• Training

INPUT

NOTES:

FPRE-KH-7

© 1989 by INPUT. Reproduction Prohibited. INPUT





Software Support
Satisfaction

1.0 Satisfaction Index A SI 1.5

Concern

• Engineer Skills

• Documentation
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