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1 989 User Surveys

• Large systems

• Mid-range systems

• PC/workstations

• Third-party maintenance
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1 989 INPUT Research Base

User Research No. of Surveys

Large system users 374

Mid-range system users 399

PC/workstation users 178

TPM users 184

Total users 1,135
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User Surveys

• Large systems
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Service Vendor Selection Criteria

Large Systems

S^ee quality

Response time

Access to spares

9.3

System availability ^^^^^^^9.2
Technical expertise

7

4

8.9

8.7

8.4

8 10

Importance
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Service Vendor Selection Criteria

Large Systems

Software r
support

Vendor

reputation

Price

Contract

flexibility

Ability to service

other produces

7.5

A 6.8

6.7

4.3

8

Importance

10
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Service Contract Coverage

All Large Systems

Contract Component

Sample
Responding

(Percent)

1988 1989

• Days of coverage

- Monday - Friday 46 45

- Monday - Saturday 2 1

- Monday - Sunday 52 54
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Service Contract Coverage

All Large Systems

Contract Component

Sample
Responding

(Percent)

1988 1989

• Hours of coverage

- 1 to 9 hours 34 41

-10 to 16 hours 11 6

-17 to 24 hours 55 53
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System Availability Analysis

All Large Systems

Performance

Criteria

System

availability (%)

Response
time (hrs.)

Repair

time (hrs.)

Received

50

Percent Satisfied

100
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Large Systems System Availability

1983-1989
100r

CO <D

CO

96

- Required

•» Achieved
98.3 98.3 98.3

97.9 97.8

1983 1984 1985 1986 1987 1988 1989

Year
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System Availability Satisfaction at

Each Requirement Level

100
(U

Q.
E 80
CO
CO

B 60
E

40

1
20

0

29

100

%of Ui^Satfefied
at Req. Level

% dt Sample at Req. Level

Cumulative Percent of

Customers Satisfied

± JL I

99 98 97 " 100

System AvrteMRty Requ^ement
Level (Percent)
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System Interruption

Analysis—All Large Systems

• System Interruptions

(Per month)

.9

Percent

- Hardware-caused 63

- System software-caused 16

- Application software-caused 5

- Other-caused 16
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Large Systems User Needs

Still Unmet
Requirement

10

9

8

7 h

- D

Vital Service Needs Unmet

Satisfied

A = Parts Availability

B = HW Eng. Skill

C • Overall HW Si^jport

8 9
Received
D = SW Documentation

E = SW Eng. Skill Lsvel

F - Overall SW Support

10

INPUT

Notes

F5EM-BG-12

® 1989 by INPUT. ReprochK^n Prohibited. INPUT





Large Systems User Satisfaction with

High-Priority Services

Most Users

Satisfied

Satisfied

HW Eng. SkH! Level

HW Support Overall

65

66

Parts Availability

SW Eng. Skill

SW Support Overall

53

53

51

1
100 75 50 25 0 25 50

Percent of Users

75 100
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Large Systems User Satisfaction

with High-Priority Services

Dissatisfied Satisfied

Most Users

Dissatisfied

63 SW Documentation

51 SW Remote SupportIII III
100 75 50 25 0 25 50 75 100

Percent of Users
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System Availability

Performance—Large Systems

Vendor

Sys. Avail.

Received
(Percent)

IBM 308X 98.8 y////////////////////.^i

CDC 97.4

Bull H.N. 98.5 y///////////mjz

IBM 309X 98.7 y////////////////jz

NAS 98.3 '////////////////.^

Percent Satisfied
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System Availability

Performance—Large Systems

Vendor

Sys. Avail.

Received

(Percent)

Unisys 11 00/XX 96.9

Unisys A-Series 96.2 y/////////////A

NCR 96.8 '////////////a^

Amdaiil 99.2 y//////////A

0 50 100

Percent Satisfied
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Response Time Performance

Large Systems

Vendor

Resp. Time
Received

(Percent)

IBM 309X 1.0

IBM 308X .9

Amdahl 1.1

CDC 2.4

Bull H.N. 1.4

50
Percent Satisfied

100
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Response Time Performance

Large Systems

Vendor

Resp. Tim©

Re(»ived

(Pw5ent)

NAS 1.2

Unisys A-Series 1.9

Unisys 1100/XX 1.4

NCR 6.7 y/////////////A 67

0 50 100

Percent Satisfied
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Repair Time Performance

Large Systems

Vendor

Repr. Time
Received

(Pent^nt)

Amdahl 1.7

IBM 308X 2.1

IBM 309X 2.3

Bull H.N. 2.7

CDC 4.1

2J 91

y/////////////////m

50
Percent Satisfied

100

INPUT

Notes

FSEM-BG-19

® 1969 by INPUT. Reproduction Prohibtted. INPUT





Repair Time Performance

Large Systems

Vendor

Repr. Time
Received

(Percent)

Unisys A-Series 2.3 85

Unisys 11 00/XX 2.2 85

NAS 1.7 85

NCR 3.6

C) 50 100

Percent Satisfied
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User Surveys

Mid-Range Systems
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Service Vendor Selection Criteria

Mid-Range Systems

service quality ^^^^^^9.1
System avaitetoHfty ^^^^^^^9.1
Technical expertise ^^^^^^^8.8

Response time ^^^^^^8.5
Access to spares ^^^^^^^8.4

4 6 8

Importance

10
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Service Vendor Selection Criteria

Mid-Range Systems

Software support y/////MWM 7.5

Vendor reputation y////////////////A 7.5

Price y/////////////A ^.2

Contract flexibility W//M
Ability to service W//M 4.3

other products
^1 2 4 6 8 10

Importance
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Service Contract Coverage

All Mid-Range Systems

Contract Component

Sample
Responding

(Percent)

1988 1989

• Days of coverage

- Monday - Friday 66 64

- Monday - Saturday 4 3

- Monday - Sunday 30 33
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Service Contract Coverage

All Mid-Range Systems

Contract Component

Sample

Responding

(Percent)

1988 1989

• Hours of coverage

- 1 to 9 hours 54 56

-10 to 16 hours 14 13

-17 to 24 hours 32 31
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System Availability Analysis

All Mid-Range Systems
Performance

Criteria

System

avaitability (%)

Response

time (hrs.)

Repair

time (hrs.)

Received

97.4

3.9

4.0

7/

56

50

Percent Satisfied

90

91

100
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Mid-Range Systems System

Availability 1983-1989

CO ^I?

< y
E CL

B ^w
>»
CO

98

94

90

•D- Require

Receive

1983 1984 1985 1986 1987 1988 1989

Year INPUT
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System Availability Satisfaction at Each
Requirement Level—All Mid-Range Systems

03

Q.
E
CO

O

i

100

80

60

40

20

% of Users Satisfied

at Req. Level

% of Sample at

Req. Level

±

100

Cumulative Percent of

Customers Satisfied

_L

100 99 98 97 96

System Availability Requirement

Level (Percent)

95 "ah
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System Interruption Analysis

All Mid-Range Systems

System Interruptions

(Per nrionth)

.59

Percent

Hardware-caused 63

System software-caused 13

Application software-caused 4

Other-caused 20
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Key Service Requirements vs. Received

All Mid-Range Systems

Requirement

10
Dissatisfied

9

8

Key Support Needs Continue to Go Unmet

/
'f ^ 1 1 1 Satisfied

1 7 8 9 10

Received
A = HW Maintenance D = Spare Parts Availability

B = SW Support E = SW Remol» Siqip^
C - HW Remote Support F - SW DocuiTMMitation INPUT

Notes
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Mid-Range Systems User Satisfaction

with High-Priority Services

Dissatisfied

Most Users

Satisfied

Satisfied

HW Remote Support

HW Maint. Overall

63

59

SW Eng. Ski!

J L

57

I J L

100 75 50 25 0 25 50

Percent of Users

75 100
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Mid-Range System User Satisfaction with

High-Priority Services

Dissatisfied

Most Users

Satisfied SW Remote Support

Satisfied

Spares Availability

HW Eng. Skill

SW Support Overall

± 1 I

55

54

54

51

I I 1
100 75 50 25 0 25 50

Percent of iJsers

75 100
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Mid-Range System User Satisfaction with

High-Priority Services

Dissatisfied Satisfied

Most Users

Dissatisfied

53 SW DocumentationIII III
100 75 50 25 0 25 50 75 100

Percent of Users
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System Availability Performance

Mid-Range Systems

Vendor

Sys. Avail.

Received

(Percent)

IBM 937X 97.5

Concurrent 97.8

Data General 96.7

Prime 97.4

IBM AS 400 98.0

^73

y///////////////A ^i

50
Percent Satisfied

100
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System Availability Performance

Mid-Range Systems

Vendor

Sys. Avail.

Re<^ived

(Percent)

HP

AT&T

Tandem

DEC

Wang

96.9

95.9

99.0

97.1

98.4

y//////////////A^^

3
1

0 50 100
Percent Satisfied iMm i-

Notes
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Response Time Performance

Mid-Range Systems

Vendor

Resp. Time
Fteceived

(Percent)

Tandem 1.6

HP 4.1

Data General 7.1

Wang 1.9

Concurrent 5.3

7y 100

y/////////////////^ 95

92

50
Percent Satisfied

100
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Response Time Performance

Mid-Range Systems
Resp. Time

Vendor Received

(Percerrt)

IBM AS 400 1.0

IBM 937X 1.7 y///////////////////A 89

AT&T 11.3 85

DEC 2.1 85

Prime 2.2 83

() 50 100
Percent Satisfied INPUT
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Repair Time Performance

Mid-Range Systems

Vendor

Repr. Time
Received

(Percent)

Data General 4.1 y/////////////////////.^i

Tandem 2.8

Wang 1.6 97

IBM AS 400 2.7

IBM 937X 2.9

0 50 ICQ
Percent Satisfied

jj^pyj
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Repair Time Performance

Mid-Range Systems

Vendor

Repr. Time
Received

(Percent)

DEC 3.6

HP 1.9

Concurrent 8.4

AT&T 9.0

Prime 2.9

50
Percent Satisfied

100
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User Surveys

Third-Party Maintenance
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Service Vendor Selection Criteria

Third-Party Maintainers

Service quality ^^^^^^^^ 9.2

Technical expertise / 8-7

System availability

R^ponse time 8.3

Access to spares 8.1

0 2 4 6 8 10

Importance
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Service Vendor Selection Criteria

Third-Party Maintainers

Price

Vendor re|Xitation

other products

Software support '^Z'j^^j^j^^j^
4.5

7.8

7.6

Contract flexibility 6.0

Ability to service
5.9

4 6 8

Importance

10

INPUT

Notes

FSEM-BG-42

® 1989 by INPUT. RepnKJuction ProhibKed. INPUT





TPM Contract Coverage

All Users

Sample
(Percent)

Service Coverage 1988 1989

• Days of Coverage

Monday - Friday 71 64

Monday - Saturday 4 2

Monday - Sunday 25 34
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TPM Contract Coverage

All Users

Service Coverage

Sample

(Percent)

1988 1989

• Hours of Coverage

1 - 9 hours 62 53

10- 16 hours 9 12

17-24 hours 29 35
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TPM System Availability Analysis

All Users

Component Require Receive

System 94.4 95.9

availability (%)

Response 5.0 3.9

time (hrs.)

Repair time 7.8 6.1

(hrs.)

25 50 75 100

Percent Satisfied
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TPM System Availability Satisfaction at

Each Requirement Level—^All Users

t
B
c

CL

100 r-

80

60 _

40

20

0

% of Users SjEtfisfied

at Req. Levei

% of Sample at

Req. Level

System Availability Requirement

Level (Percent)

100
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TPM System Interruption

Analysis—All Users

System tnterruptions

{per mor#)}

1.2

Percent

Harcfware-caused 66

System software-caused 9

Applications software-caused 5

Other (i.e., user-caused) 20
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TPM Hardware Maintenance Required

VS. Received—^All Users
Requirement

10

9

Dissatisfied ^^^"^

Aic;2-^
8

7

1

'^^'^'^^ B 1
^Satisfied

1 7 8 9 10
Received

A = Hardware Engineer Skill C = Spare Parts Availability

B - Hardwara Remote &ipport D > Oveiall Hardware Maintenance
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TPM Hardware Maintenance

Satisfaction—All Users

Service

Hardware Engineer

Skill

Hardware Remote
Support

59

65

0 50 100

Percent Satisfied
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TPM Hardware Maintenance

Satisfaction—All Users

Service

Spare Parts

Availability

Overall Hardware

Maintenance

0 50 1 00

Percent Satisfied
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TPM Versus Manufacturer System

Availability Performance
Vendor
Type

(Percent)

Req. Rec.

TPM 97.3 99.0

MFR 97.8 97.9

TPM 94.7 95.5

MFR 97.4 97.3

TPM 92.5 96.4

MFR 94.0 95.7

PC/WS
0 Mid-Range System

0 Large System

y////////////// 67

77

73

20 40 60 80
Percent Satisfied

100
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78

User Satisfaction With Hardware
Maintenance—TPM Versus Manufacturer

Product Type I

Large Systems

Small Systems

PG/WS

1 TPM
Manufacturer

65

W//////A 59

68

20 40 60 80

Percent Satisfied

100
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User Satisfaction with Parts Availability

TPM Versus Manufacturer

Product Type

Large System

Small System

PC/WS

TPM
Manufacturer

56

67

y//////////?Z7/A 73

20 40 60 80

Percent Satisfied

100
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User Surveys

PC/Workstations

INPUT

Notes
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Service Vendor Selection Criteria

PC/Workstation

8.4Technical expertise

System availability

Response time ^^^^^^^^ 8.0

Access to spares ^^^^^^^^^8.0
Vendor reputation

7

8 10

Importance
INPUT

Notes
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Service Vendor Selection Criteria

PC/Workstation

Price

Ability to service

otiier products

6.9

service qu^ity ^^^^6.6
Contract flexibility 6.5

Software support V/////////////A ^.^

'A
5.4

8

Importance

10
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Service Contract Coverage

PC/Workstations

Percent of

Days Covered Sample— 1989

Monday - Friday 76

Monday - Saturday 1

Monday - Sunday 23
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Service Contract Coverage

PC/Workstations

Percent of

Hours Covered Sample —1989

1 -9 75

10-16 4

17-24 21
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System Availability Analysis

PC/Workstations
Performance Criteria

System
availability (%)

On-site response
time (hrs.)

On-site repair time (iirs.)

Depot turnaround time

(days)

Received

95.0

9.4

7.0

3.8

A
71

21
62

69

50 100
Percent Satisfied
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System Availability Performance

Analysis PC/Workstations

MFC Dealers TPM

System availabiiity (%) 95.7 95.0 94.5

Response time (hrs.) 11.3 11.1 7.1

Repair time (iirs.) 6.9 3.9 8.9

Depot tumaround (days) 4.6 2.2 3.3
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/////////////////A 73

Satisfaction Levels—PC/Workstations

availability

Response
time

Repair

time

HW maintenance

overall

68

°TPM
Dealer

IVIFC

72

40 60 80

Percent Satisfied

100

iNPUT
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System Availability Satisfaction at Each

Requirement Level—PC/Workstations

J2

to
CO

"o

c

100

80

60

40

20

0

41 41

17 17

47

21

100
% of Users Satisfisd

at Req. Level

% of Sample at

Req.

99

100

50

23

Cumulative Percent of

Custnners Satidiod

98 97 96

System Awlttajbility Requirement

Level (Percent)

96' All
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System Interruption Analysis

PC/Workstations

Mean
(1989)

System Interruptions per month 1.3

Hardware-caused 77.0

System software-caused 8.0

Applic^ion software-caused 5.0

Other-caused 10.0

INPUT
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PC/Workstation User Satisfaction

with High-Priority Services

Dissatisfied Satisfied

Most Users lOpeiiiliofial Training

Satisfied
Hotffne Support

HW Maint. Overall

1
Spares Avaitability

I I I I

70

69

66

65

100 75 50 25 0 25 50
Percent of Users

75 100
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PC/Workstation User Satisfaction

with High-Priority Services

Dissatisfied Satisfied

Most Users

Satisfied HW Eng. Skill 64

SW Remote Support 52

1 1 1 1 1
1

100 75 50 25 0 25 50
Percent of Users

75 100

INPUT

Notes

FSEM-BG-66

by INPUT. Reproduction ProhHt}ited.





PC/Workstation User Satisfaction

with High-Priority Services

Dissatisfied Satisfied

Most Users

Dissatisfied

52 SW Documentation

51 m Eng. SkHl

51 SW Support Overall

1 1 1 1 1 1

100 75 50 25 0 25 50 75 100

Percent of Users

Notes
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System Availability Performance

PC/Workstations

Vendor

Sys. Avail.

Received

(Percent)

Apollo (HP) 96.2

Tandy 94.4

IBM 93.7

ALTOS 93.0

80

75

73

70

50

Percent Satisfied

100
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System Availability Performance

PC/Workstations

Vendor

Sys. AvaiL

Reoeitflid

{PenmA)

Compaq

Apple

Sun

97.0

94.6

96.0

68

^////////////////
68

60
1

0 50 100

Percent Satisfied
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Robert L Goodwin
Vice President

Western Operation

PROFILE

CAPABILITIES

• Twenty-five years successful sales, marketing, and general management in tiKe

computer equipment, remote processing services and software industries.

• Exp^'tise in buaUiass flm dmm^i©pm&cA, strategic parti^ring and acquisitions,

industry markeiiD^ VAR and r^dler operations.

BACKGROUND

• Sdbestt (Bob) Goodwin hrm^ to INPUT aj^ its diente comprehensive e^qjerienoe in

ececutive managematit in large and mid-size corporations.

• Most recently he has served as President of COMMAND DATA SYSTEMS, a public

safety wt^tmm and temkey systems v^dor. Witii Bofe's teadaship and mailceting

strategy, CVS becanw a hi^y visMs and respected vortical market leader.

• Bob's qualifications include the role of Director of Marketing for Xerox Computer
Services, in support of all field sales and customer services activities.

• JSM utilized Bob's skills as Branch Manager and Assistant IMstrict Manager.

EDUCATION

• B.A., Psydiology, Oaidental Cbltege.

• Attended the MBA program. Golden Gate University.
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User Surveys

• Large Systems

• Systems

• Third Party Maintenance

INPUT

NOTES:

FPRB-21

0 1^9 by INPUT. Repraduction Prohibited. INPUT





i&S& INPUT Research Base

User Research No. of Surveys

Large System Users

^mm System Users

TPM Users

Total Users
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Service Contract Coverage
All Large-Systems

Sample
R(

Contract Component

Days of coverage
- Monday - Friday
- Monday - Saturday
- Monday - Sunday
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Service Contract Coverage

Contract Component

Sample^
Respondtfig
(P,^f6ent)

1988

• Hours of coverage
- 1 to 9 hours 34
- 10 to 16 hours 11
- 17 to 24 hours I 55

3

41

INPUT

NOTES:
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System Availability Analysis
All Large Systems

Performance
Criteria

System
Availability

(%)

Response
Time (hrs)

Repair
Time(hrs)

Received

97.9

z

Percent Satisfied

50 100

'A

INPUT

NOTES:

©1989 by INPUT. Reproduction Prohibited.





Large Systems System Availability

1983-1988
99

98

< ^

96

97.5

.97.0^96.7^97.3
96.8

96.5

98.3 98.3 98.3 ^
~9?;sJrf7'?

97.6

Achieved

Required —
1

1983 1984 1985 1986 1987 1988//^^

Year
INPUT

NOTES:

0 1989 by INPUT. Reproduction Prohibitad. INPUT
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LARGE-SYSTEMS USER R^QU^REME^fr3 WiWT

I Availabilit}

)n lacreas^s

1^89, l^e-systatn users reported that thef/ received systeita avaiig

ity of 97.9^versus an expressed i^mrem|6nt of 97.8%. As sktedy

previous sectionjuser requirements for system availability droppedm

'

1989 (from 98>3% in 1988 to 97.8% ih 1989), contributing to inc^ased^

satisfaction withfsystem availability inW89, with 67% of the large\ \

\^systcans SHmq}I(/s|tisfied widi system a^nUability (up from €2%fi l\88).

ibit n-3 prfesen^^the percentage ofmsers who require systCy^i availa\

bilky at each requirement level, as wefl as the cumulative percentage of^

usete who ait satisfictl at each requirement level. For example, 36% of
the 1089 large-systemsVsers surveyed reported that they require 100%
system avaflability. Of those usera; the large-svstems vendors were able

to satiBfy49%. Sixty-twOj)ercept of the users require 99% system
availability or better, md O^syslxms voKkn^Ntnere a^e to satisfy 50%
of those users.

SYSTEM AVAILABILITY SATISFACTION
AT EACH REQUIREMENT LEVEL

100

® 75
Q.
E
(0w
•S 50

100

c

<D 25

80 81 82 y/

60 60 61

Cumulative Percent of

Customers Satisfied

100 99 98. 97
7^ J

All

System Availability

Requirement Level (Percent)

Percent of Sample at Requirement Level

Percent of Users Satisfied at the

Requirement Level

•1Mby INPUT. lta|i*aMtonPiQMMM. FLUR
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System Interruption

Analysis—^All Large Systems

Systems Interruptions

(per month)

- Hardware caused
- System Software caused
- Application Software caused
- Other caused

Percent,.

19 li

INPUT

NOTES:

FPRB-27
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Large-Systems User Needs Still Unmet
10

9

8

7

Satisfied

Vital Service Needs Unmet

Dissatisfied

8 9 10
Value

AsParts Availability D=Software Doojmentation
B=Hardware Engineering Skill Level E=Software Engineering Skill Level

C=Overall Hardware Support F=Overail Software Support
INPUT

NOTES:

5?^

7.3

FPRB-28

1^
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Large System User Satisfaction

with High-Priority Services

Dissatisfied

Most Users

Satisfied

Satisfied | HW Eng. Skilll^en^i^

HW Support Overall ygj

J L 1 J L 1
100 75 50 25 0 25 50 75 100

Percent of Users
INPUT

NOTES:

FPI^29a

/
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Large System User Satisfaction

with High-Priority Services

Dissatisfied Satisfied

Users
Dis-

satisfie

^5^ 1
Software Documentation

±
100 75 \Q 25 0 25

Percent of Users

J.

50 75 100

INPUT

NOTES: ^^^f

FPRB-aSb
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Systems Availability Performance
Large Systems

Vendor

Sys. Avail.

Received
^Percent)

Percent Satisfied

V ^0 190

\qq n <///K///^^^ oD

Amda/l

MHRa Q"tN
7 '\

61

IBIW3a9X S8.l\ '////////////.

lOjTVI OUOA /yo.o 58

INPUT

NOTES:

CDC gc?

73

vZ.

6g

FPR&31

® 1989 by INPUT. Ri^>rocliK:tion Prohibitad. INPUT





Systems Availability Performance
Large Systems

Vendor

Sys. Avail.

Received
(Percent)

Percent Satisfied

50 1Q0

INPUT

NOTES:

0 1989 by INPUT. Reproduction Prohfeited. INPUT





Response Time Performance-
Large Systems

Vendor

M30^

C
IBM 308X

oneywell

Resp. Time
Received
(Percent)

Percent Satisfied

50 100

a 92^ INPUT

NOTES:

FPRB^

AO /CO

/ 0&

01^ by INPUT. Raproductton Prohibitsd.
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Response Time Performance-
Large Systems

Vendor

NAS

NCR
UNISYS /
(Burroughs)

UNISYS /
(Sperry)/

Resp. Time
Received
(Percent)

mt Satisfied

50 100

4.
INPUT

NOTES:

FPRB-34
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Repair Time Performance-
Large Systems

Vendor

UNISYS
(Burroughs)

IBM a09X

CDC
NAS

'

Repr. Time
Received
(Hours)

7.1

2.9

8.8

1.9

Percent Satisfied

50 100

a 96

91

90

INPUT

NOTES:

fiec ft I

rem ^<^sy \ ^-i

f/

FPRB-35

9 198t by INPUT. R^jroduetbn ProhMed.





o

Repair Time Performance-

Large Systems

Vencter

Amdahl \

IBM 308x\

Honeywell

NCR
UNISYS
(Sperry)^

Repr. Time
Received
(Hours)

m
Percent Satisfied

50 100

^88
3 W/M///////A ^

INPUT

NOTES: ^

//CP,

FPRB-36
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User Surveys

/^/i/-/5rr/f^€ SmaH Systems

INPUT

NOTES:

FPR8-37
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Service Contract Coverage
All ^mafrSystems

Contract
Component

Days of Coverage

Monday - Friday

Monday - Saturday
Monday - Sunday

Responding
(Percent)

3
30

INPUT

NOTES:
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Service Contract Coverage
All &BElt Systems

Sample
Contract Responding

Component (Percent)

Hours of Coverage

1-9 Hours 54
10-16 Hours 14 3^/3
1 7-24 Hours 32 1^3/

INPUT

NOTES:

FPRB-38b
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Performance
Criteria

System Availability Analysis

All SffiHtr Systems

System
Availability

(%)

Response
Time (hrs)

Repair
Time(hrs)

Received

Percent Satisfied

50 100

1^

^91

INPUT

NOTES:

FPRB-39
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J1

Systems System Availability

1983-1988

J 1 I I u
•83 '84 '85 '86 "87 '88

Receive — Require Year
INPUT

NOTES:

FPRB-40

0 1989 by INPUT, nepreduction Prohbited. INPUT





EXHIBIT Vl-6 SYSTEM AVAILABILITY SATISFACTION

AT EACH REQUIREMENT LEVEL

ALL MID-RANGE SYSTEMS 100

100 r

75
o.
E
(0

50

c
ou
o
Q.

25
Cumulative Percent of

Users Satisfied

J 1 L J L.

100 99 98 97 96 95 All

System Availability

Requirement Level (Percent)

Percent of Sample at Requirement Level

Percent of Users Satisfied at the

Requirement Level

HARDWA>^E MAINTENANPE
REQUIRED VlBRSUS RECEIVED
ALL MID-RAN^E SYSTEMS

ZMCC
49





System Interruption Analysis

All Sgt^ Systems

System Interruptions

(per Month)

Hardware Caused
System Software Caused
Applications Software Caused
Other Caused
(i.e., user-caused)

Percent,

«

5<

INPUT

NOTES:

FPRB-42
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Key Service Requirements vs. Received

Requirement
10

All

8

7

Systems

DissatisfiedF B

Key Support Needs
Continue to Go Unmet

Satisfied

8
Received

10

A=Overall HW Maintenance

B=Overall SW Support

C=Ove i al l P lain ling Qumitj

D=Spare Parts Availability ^ yt^aJf
E=sw g i ueiuLi naiidu iim iRpuT
F=SW Documentation

NOTES: /9V

A

7-S

7-2-

FPR&43
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System User Satisfaction

witii High-Priority Services

Dissatisfied

Most Users
Satisfied

Satisfied

HWE

HWS
1 J L

(Level 60

SW Suppog Overall
j 51

Overall 54
1 1

100 75 50 25 0

Percent 6 ^sers

25 50 75 100

INPUT

NOTES:

FPRB-44a
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SrrraH System User Satisfaction

with High-Priority Services

Dissatisfied Satisfied

Most Users i u.yi/ ci

Satisfied ^XlB

1 1 1/

^g.^klll Lo/el 60

portcWrall 51

ppoim)verall 54
1 1^1 1

100 75 50 25 0 25 50 75 100

Percent of Users „
INPUT

NOTES:
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0

II System User Satisfaction

with High-Priority Services

Dissatisfied

Most Users
Dtssatfsfied

Satisfied

SW Documentation

1 1 1 1
100 75 50 25 0 25 50

Percent of Users

75 100

INPUT

NOTES:

PPRB-44b
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Systems Availability Performance-

M*^--^ Systems

Vendor

Sys. Avail.

Received
(^rcent)

97.1/^

Percent Satisfied

50 100

93

62
2] INPUT

NOTES:

97-3

73

FPRB-45
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Systems Availability Performance-
:mf^^ 9pn^ Systems

Vendor

Sys. Avail.

Received
(Percent)

Percent Satisfied

50 100

^50

95.5

INPUT

NOTES:

FPFffi-46 /
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Response Time Performance-
/ffAf'^^nst^mmii Systems

Vendor

Resp. Time
Received
(Percent)

Percent Satisfied

50 100

V///My/////A ^2

NOTES:

•

f-2-

• 4-9

•

•
FPRB-47 / 1

® 1989 by INPUT. R^ioductbn Prohibited. INPUT
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Response Time Performance-
^^y-^-^Sem^ Systems

Vendor

Rasp. Time
Received
(Percent)

Percent Satisfied

50 100

NOTES:

^3

FPRB-48
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Repair Time Performance-
/^yy-/5e^^>c Sms^ Systems

Vendor

Repr. Time
Received
(Percent)

Percent Satisfied

50 100

INPUT

a.
NOTES:

f7
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Repair Time Performance

—

/n^o-m^e^ SiQH-Systems

Vendor

nepr. i ime
Received
(Percent)

Percent Satisfied

50 100

PrfiTie
//)oY/^//x/^ CO r

at&t/I

IBM

Wapfg V
j

V J 1 INPUT

NOTES:

FPR&60
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User Surveys

Third-Party Maintenance

INPUT
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TPM Contract Coverage
All Users

Service Coverage
Sample
(Percent)

Days of Coverage

Monday—Friday 71
Monday—Saturday 4
Monday—Sunday 25

INPUT

NOTES:
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TPM Contract Coverage
All Users

Sample
Service Coverage (Percent)

Hours of Coverage 8J
1—^9 Hours 62 /3
1 0—1 6 Hours 9
17—24 Hours 29

INPUT

NOTES:

FPRB-52b
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TPM System Availability Analysis-

All Users
Component

System
Availability

(Percent)

Response
Time
(Hrs)

Repair
Time
(Hrs)

Require

7A

Receive

7

Percent Satisfied

iSt> ^7

z
'A

m8)
0 25 50 75 100

INPUT
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TPM System Interruption

Analysis—^All Users
System Interruptions

(per Month)

Hardware Caused
System Software Caused
Applications Software Caused
Other (i.e., User Caused)

Percent

mp\s\

NOTES:

FPRB-55
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TPM Hardware Maintenance
Required vs. Received, All Users

Requirement

G 1989 by INPUT. Reproduction Prohibited.





TPM Hardware Maintenance
Satisfaction

—

All Users

Service
Hardware Engineer

Hardware
Support

Percent Satisfied

INPUT
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TPM Hardware Maintenance
Satisfaction

—

All Users

Service Percent Satisfied

Spare Parts

Availability

Overall Hardware
Maintenance

50 100

INPUT

NOTES:

FPRB-57b
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TPM Versus Manufacturer
System Availability Performance

Vendor
Type

TPM
MFR

TPM

MFR

(Percent)

Req,

mm
f7

Rec

97,9

Percent Satisfied

»5T
Large System

@ ^pH System

20 40 60 80 100

INPUT

NOTES:

FPRB-58
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User Satisfaction With Hardware
Maintenance

—

TPM Versus Manufacturer
Product Type Percent Satisfied

Large
System

Small
Systems

[

54

TPM 0

Manufacturer

20 40 60 80 100

INPUT

NOTES:

FPRB-59
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User Satisfaction with Parts Availability

TPM Versus Manufacturer

Product Type Percent Satisfied

Large System

Small System ^^^M^
0 TPM
H Manufacturer 20 40 60 80 100

INPUT

FPRB-60
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