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Restructuring for Growth
• Overall IT market Europe

• Customer services

- The new perspective

• Germany and German-
speaking countries

• Multivendor service

• Services strategies
|h
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Restructuring for Growth

Key User Demands

• Effectiveness

• Cost reduction

• Value for money
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Restructuring for Growth

Improved Effectiveness

from IT

• Business process re-engineering

• Simplification

• Speed of implementation

• Flexibility
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Restructuring for Growth

Seeking Cost Reduction
for IT

• Downsizing

• Outsourcing

• 80% solutions
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Major Challenges for IS

Departments

Relat. between IS V/.

Dept. and Clients

Service Delivery

Development of

New Systems

0 10 20 30 40

Percent Dissatisfied
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Information Services Industry

Structure

Total Industry

1

Systems
SW Prod.

i

Appl.

SW Prod.

Prof.

Services

i

Proc.

Services

1 1

Turnkey Systems
Systems Integration

I l

Systems Network
Operations Services

Equipment Services

IS-2
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Restructuring for Growth

Customer Services—

I

• Hardware maintenance

• System software support

• Professional services

• Education and training
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Restructuring for Growth

Presentation of

Market Analyses

• Unique

• Non-unique

• All other services

• No software products
INPUT
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Restructuring for Growth

Hardware Products Market

• Product sales

• Customer services

• Spares, media and supplies
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Restructuring for Growth

Customer Services—IIA

• Equipment services

- Hardware maintenance

- Environmental services

• Unique sectors
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Restructuring for Growth

Customer Services—MB

• System software support

• Education and training

• (Other) professional services

• Business continuity services

• Not unique
INPUT
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Growth Over 1991

• 3% overall

• Ranging from -4% to +1 7%
by sector

• Business continuity best

• Education and training

worst
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Growth 1 992 to 1 997—

I

Category

$ Billion

j 992 I_1997__CAGK (%)_

Hardware 15.9 17.4 2

Maintenance
10.2

Environmental 7.9 5

Services

INPUT
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Growth 1992 to 1997—11

Category

$ Billion

1992 1997 CAGR (%)

System SW Support 1.9 2.8 8

Educ. and Training 1.3 1.6 4

Professional Servs. 0.8 1.4 11

Business Continuity 0.4 0.9 20

Notes
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Growth 1992 to 1997—111

$ Billion

Category 1992 1997 CAGR (%)

Unique Services 23.8 27.6 3

Non-Unique Services 4.4 6.6 8

Total 28.1 34.3 4

Other Services 4.4 7.1 10

Notes
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Hardware Maintenance
• Includes

- Contract

- Ad hoc

- Warranty

• On-site or workshop repair

• Excludes 4th party
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Hardware Maintenance Model
• 4 layers

- Mainframe

- Mid-range

- Workstation and server

-PC
• Volume and value attrition

• Fee rates
|NPUT
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Environmental Services

• Affect "environment"

• Computer room

• Cabling

• Power, air conditioning, etc.

• Network

• Buildings
INPUT
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System Software Support

• Retained definition

- Limits of system software

• Contract and ad-hoc

• Associated activities

- Problem analysis

- Software diagnostics
INPUT
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Education and Training

• Platform or network

• Operations

• User service

• Equipment suppliers
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Professional Services

• Consultancy

• Network administration

• System software evaluation

• Problems management

• Project management
• Configuration/capacity planning
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Market Segmentation

New Customer Services

Professional

Services
[

Environmental

|
Services

• Consultancy

• Design

• Project mgmt.

E-CS-77

• Computer room
—

• Cabling

• Power

• Installation input
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Business Continuity

Services

• Contingency planning

• Disaster recovery

• Back-up for media

• Restart services
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Revenue Streams
Customer services

- Equipment vendors

- Independent maintenance

- Resellers/VARs

Independent software and services

vendors

Non-industry vendors INPUT
E-CS-153
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Non-Available Market

• Bundled

• User self-service

• Own trends
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Multivendor

Maintenance Market
Europe
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Multivendor Maintenance

Redefinition of Multivendor

•TPM— Independent maintenance

• IM absorbed entirely

• Participants

-IMOs
- Equipment/system vendors

- Dealers/distributors/VARs 1NPU1
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Definition

• Restated as

- Hardware suppliers' multivendor

-All independent maintainers'

• Multiservice contract with

hardware maintenance
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European Market

Independent
Vendors

Dealers and
Distributors

Equipment
Vendors

1,900

CAGR
(Percent)

415
^720
355
^820

M^2,810 8

12

18

^1992

1997
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Multivendor Maintenance—France and Europe

Country Markets—

I

Country

$ Mil lions

1992 1997 CAGR (%)

France 500 680 6

Germany 270 460 11

U.K. 830 1,200 8

Italy 240 390 10

INPUT
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Multivendor Maintenance—Europe

Country Markets— II

Country 1992 ($M) 1997 ($M) CAGR (%)

Sweden 80 105 6

Netherlands 180 320 12

Belgium 90 145 12

Spain 190 505 22
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Multivendor Maintenance—Europe

Country Markets— III

Country 1992 ($M) 1997 ($M) CAGR (%)

Denmark 22 35 10

Norway 26 43 10

Finland 23 34 8

Austria 24 44 13
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Multivendor Maintenance—Europe

Country Markets—IV

Country 1992 ($M) 1997 ($M) CAGR (%)

Switzerland 55 81 8

Portugal 8 22 23

Greece 8 20 19

Ireland 8 14 10

E. Europe 120 250 16
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Multivendor Maintenance—France and Europe

1991 Top Suppliers—

I

Share

Granada 10

Olivetti 9

Thomainfor 8

Digital 4

Sorbus 4
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Multivendor Maintenance—-France and Europe

1991 Top Suppliers—

I

Ol leu u

Getronics 4

Nexor/Telub 2

ACT Support 2

NCR 1

Computeraid 1

E-CS-174
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Multivendor Maintenance

Open Systems

• From threat to reality

• Three-year transition

• Services strategy
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German Market Cagr
(Percent)

Independent
Vendors

Dealers and
Distributors

0.225^ 0-35

0.18^°-3 ®1992

Equipment |0.01^ h1997
Vendors ^0.05

0 0.2 0.4 0.6

Market (DMB)

10

12

33
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Trends 1992—Germany
• IMOs diversify to networking

• Downsizing

• Dealers strengthen

• Partnering
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E-CS-183

Notes

11/25/92
x

© 1992 by INPUT. Reproduction Prohibited.





Independent Suppliers

1991—Germany
\/pnHnrV d IVJVJI Share (%)

Sorbus 9

Granada 8

Thomainfor 5

Telub Bitronic 4

Areatech 2
INPUT
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Swiss Market

Independent
Vendors

Dealers and
Distributors

Equipment
Vendors

24
^33

m 1992

1997

CAGR
(Percent)

7
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Austrian Market

Independent
Vendors

Dealers and
Distributors

Equipment
Vendors

1992
1997

^125

CAGR
(Percent)

15

12

0 100 200 300 400
Market (SchM) INPUT
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Multivendor Maintenance—France and Europe

Strategy Development

• Reorient perspective

• Transition opportunities

• Strategic options, e.g.

- Prime contractor

- Services vendor

- Subcontract/FPM INPUT
E-CS-168
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The Tidal Wave of Change
j— Service Vendors Add Value—

j

Back Bow
Wash V- Wave

Outsourcing
IT Functions

Business
Popular V process
Solutions^ Change

Custom Software Fades input
E-IS-49
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Information Systems
Market Scenario

f Project (

\ResponsibiHty \^

^Outsourcing

Service Products

Products

INPUT
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About INPUT

INPUT is a worldwide consulting and market research firm uniquely focused on

the information technology services and software markets. Executives in many

technically advanced companies in Europe, North America, and Japan rely on

INPUT for data, objective analysis, and insightful opinions to support their

business plans, market assessments, and technology directions. By leveraging

INPUT'S considerable knowledge and expertise, clients make informed decisions

more quickly, and benefit by saving on the cost of internal research.

Since 1974, INPUT has compiled the most extensive research base available on

the worldwide information services market and its key segments, providing

detailed market forecasts, vertical industry sector analysis and forecasts and

analysis of vendor strategies and products. INPUT delivers specific expertise in

the fast changing areas of outsourcing, systems integration, EDI/electronic

commerce, software development/CASE, and on the impact of downsizing.

Consulting services are provided by more than 50 professionals in major

international business centers. Clients retain INPUT for custom consulting/

proprietary research, subscription-based continuous advisory programs,

merger/acquisition analysis and user satisfaction surveys.

Most clients have retained INPUT continuously for a number of years, providing

testimony to INPUT'S consistent delivery of high-value solutions to complex

business problems. To find out how your company can leverage INPUT'S market

knowledge and experience to gain a competitive edge, call us today.

INPUT OFFICES —
InternationalNorth America

San Francisco

1280 Villa Street

Mountain View, CA 94041-1 194

Tel. (415) 961-3300 Fax (415) 961-3966

New York
Atrium at Glenpointe

400 Frank W. Burr Blvd.

Teaneck, NJ 07666

Tel. (201) 801-0050 Fax (201) 801-0441

Washington, D.C.

1953 Gallows Road, Suite 560

Vienna, VA 22182

Tel. (703) 847-6870 Fax (703) 847-6872

London - INPUT LTD.
17 Hill Street

London, W1X 7FB, England

Tel. +71 493-9335 Fax +71 629-0179

Paris - INPUT SARL
24, avenue du Recteur Poincare

75016 Paris, France

Tel. +1 46 47 65 65 Fax +1 46 47 69 50

Frankfurt - INPUT LTD.
Sudetenstrasse 9

W-6306 Langgons-Niederkleen, Germany

Tel. +6447-7229 Fax +6447-7327

Tokyo - INPUT KK
Saida Building, 4-6

Kanda Sakuma-cho, Chiyoda-ku

Tokyo 101, Japan

Tel. +3 3864-0531 Fax +3 3864-4114
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