




i X

L Y
Customer Services, Europe

The New Era

26 May 1993

U.K.—17 Hill Street, London WIX 7FB, U.K.
France—24, avenue du Recteur Poincare, 75016 Paris, France
Germany—Sudetenstrasse 9, W-6306 Langgons-Niederkleen, Germany

INPUT
+44 71 493 9335

+33 1 46 47 65 65

+49 6447 7229



CUSTOMER SERVICES. EUROPE—THE NEW ERA INPUT

Researched by

INPUT
17 Hill Street

London W1 8 7FB .

United Kingdom

Published by

INPUT
1280 Villa Street

Mountain View, CA 94041-1194

Customer Services Programme—Europe
(CSP)

Customer Services, Europe
The New Era

Copyright © 1993 by INPUT. All rights reserved.

Printed in the United States of America.

No part of this publication may be reproduced or

distributed in arty form, or by any means, or stored in a

database or retrieval system, without the prior written

permission of the publisher.

The information provided in this report is proprietary to

INPUT. The client agrees to hold as confidential all such

information, and control access to the information to

prevent unauthorised disclosure. The information shall be

used only by the employees of and within the current

corporate structure of the client, and will not be disclosed

to any other organisation or person including parent,

subsidiary, or affiliated organisation without prior written

consent of INPUT.

INPUT exercises its best efforts in preparation of the

information provided in this report and believes the

information contained herein to be accurate. However,

INPUT shall have no liability for any loss or expense that

may result from incompleteness or inaccuracy of the

information provided.

CSP • 600 • 1993



Customer Services, Europe
The New Era

Michael Longy

Principal Consultant



Part 1

User Satisfaction
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Europe

Systems Software Support
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Europe

System Failure Rate Trends
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Response Time Trends
Systems Software Support
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Europe—Large Systems
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Europe—Large Systems

Systems Software Support
Satisfaction Trends
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Europe—Large Systems

System Performance Trends
System Failure Rates
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Europe—Large Systems

System Performance Trends
Satisfaction with Systems Availability
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Europe—Medium/Mid-Range Systems
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Europe—Medium/Mid-Range Systems

Systems Software Support
Satisfaction Trends
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Europe—Medium/Mid-Range Systems

System Performance Trends

1988 1989 1990 1991 1992
Sample Size 837 784 638 377 202
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1988 data refers to all system ranges.
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Europe—Medium/Mid-Range Systems

System Performance Trends
Satisfaction with Systems Availability

I
(1-0)

I
(0.5)

I. 0
o

0.5

1988 1989 1990 1991 1992

- 837 784 638 377 202 |?mple
Size

0.5

INPUT

Notes

1988 data refers to all system rariges.

1989 to 1991 data refers to medium systems.

^2/93

® 1993 by INPUT. Reproduction Prohibited. INPUT



Amdahl
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Amdahl

Systems Software Support
Satisfaction Trends
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Part 2

Towards Open
Systems
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Integrated Support Model
Concept

• Business activity

• Application use

• System building/integration

• Resources/components

, INPUT
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Organisational Models for

Open Systems Services

Model Adoption Criterion

Single Sales Channel Account Focus

Product and Service Product Capability

Resource Pools Vertical Orientation

Multiple Channel Functional P/L Centres
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Business Cultures in the
Life Cycle
Implement
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Maintain
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The Integrated Support Model
Business Activities

Outcomes Applications

/ Use : Support >

Deliverables Systems
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The Elements of Open Support

Function Resources

System OoGration Operators

oySTem MoniTonng oySTems engineers

Network Monitoring Network Engineers

Problem Reporting Help Desk

Problem Diagnosis Help Desk

Remote Diagnostics
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The Elements of Open Support

runction Resources

Problem Resolution-

Operating Software Software Support

Application Software Software Support

Hardware Systems Engineers

Network Network Engineers

Remote Support Tools
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The Elements of Open Support

Function Hesources

Problem Escalation Product Specialists

Product Suppliers

System Enhancement Systems Engineers

Network Engineers

Software Support

• INPUT
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The Single Sales Channel Model
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The Product and Service

Model
Customer

/ \
Sales Channel Sales Channel

/ \
Products Services

I

—'—I I—I—H

—

\—

I

HW SW Service delivery by service

function input
E-CS-246

Notes

5/20/93

© 1993 by INPUT. Reproduction Prohibited. INPUT



The Resource Pool Model

Customer
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The Multiple Channel Model
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Resource Group
Management Cultures

Dominant Mgmt. Culture

Resource Group Product Contract Project

Product Design /
Software Product
Support

/

Hardware Engineers / /
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Resource Group
Management Cultures

Resource Group

Dominant Mgmt. Culture

Product Contract Project

Help Desk

Account Mgmt. /
Operational Serv. /
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Resource Group
Management Cultures

Resource Group

Dominant Mgmt. Culture

Product Contract Project

Consultants

Systems Designers /
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Sales
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Part 3

Where to Concentrate
Your Efforts and

Resources
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Desktop Services

• One solution

• Open window

• Range of approaches
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Traditional Desl<top

• PC supply

• Network/server

• PC/printer maintenance

• Installation

• Training
- INPUT
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New Services
• ASP supply/support

• Help desk selection/supply

• Problems management

• Planning/administration

• Network upgrades

• Application development
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Selection Criteria

• Network expertise

• Single supplier

• Up-to-date

• Independence

• Pan-European
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Approaches

Standalone Outsourcing

1. 3. 2.

INPUT
E-CS-106

Notes

4/24/92

© 1992 by INPUT. Reproduction Prohibited. INPUT



Desktop Services, Europe

Professional Services Vendors

Strengths Weaknesses

• Networking capability Lack of supply cap.

• Synergy with systems
operations

Lack of depth and
breadth of software
product knowledge

• Access to large accts. Lack of ambition
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Desktop Services, Europe

Personal Computer Dealers

Strengths Weaknesses

Full desktop

services capability

Breadth and depth

of product knowledge

Vendor independence

Lack of mainframe and
midrange capability

Pan-European capabilities

still embryonic
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Equipment Suppliers

Oil c^l ly LI lo VVUdlM lt;ooc;o

• Expertise - Product oriented

• Large IBs
•

- Resources

• Financial - Channel contention

• CS organisation - Slow to change

- Not impartial
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IMOs

Strengths Weaknesses

• PC expertise - Financial

• Incentive - Software skills

• Independent - Maintenance cultures

E-CS-120
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Europe

Desktop Services Market
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Desktop (+Maintenance)

in Europe
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Preferred Vendors

Software Tools ^——^ Database
Vendor >^ Vendor

HardwareV y Full Service

Vendor Vendor
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Cultures

operations

Solutions

Packaging

Technology

Custom Commodity
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Call us today to learn how your company can use INPUT'S knowledge and experience to grow and
profit in the revolutionary IT world of the 1990s.

Annual Subscription Programmes

European AND North American MarketAnalysis
Analysis ofInformation Services, Software and Systems Maintenance Markets

5-year Forecasts, Competitive and Trend Analysis

• 15 Vertical Markets • 9 Categories of Software and Services • 7 Cross-Industry Markets

• The Worldwide Market (30 countries)

European

• Outsourcing

• Systems Integration

• Customer Services

Outsourcing

Client/Server

Systems Integration

U.S.

• EDI/Electronic Commerce

• IT Vendor Analysis

• U.S. Federal Government
IT Procurements

^M CusTOM Consulting —
<*(>

Many vendors leverage INPUT'S proprietary data and industry knowledge by contracting for custom
consulting projects to address questions about their specific market strategies, new product/service

ideas, customer satisfaction levels, competitive positions and merger/acquisition options.

INPUT advises users on a variety of IT planning and implementation issues. Clients retain INPUT
to assess the effectiveness of outsourcing their IT operations, assist in the vendor selection process and
in contract negotiation/implementation. INPUT has also evaluated users' plans for systems and

applications downsizing.

INPUT Worldwide-
London— 17 Hill Street

London WIX 7FB, England
Tel. +71 493-9335 Fax +71 629-0179

Paris— 24, avenue du Recteur Poincare

75016 Paris, France

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

Frankfurt— Sudetenstrasse 9

W-6306 Langgons-Niederkleen, Germany
Tel. + 6447-7229 Fax +6447-7327

San Francisco— 1280 Villa Street

Mountain View, CA 94041-1 194

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

New York— 400 Frank W. Burr Blvd.

Teaneck, NJ 07666
Tel. (201) 801-0050 Fax (201) 801-0441

Washington, D.C. — 1953 Gallows Rd., Ste. 560
Vienna, VA 22182

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

Tokyo— Saida Building, 4-6

Kanda Sakuma-cho, Chiyoda-ku

Tokyo 101, Japan

Tel. +3 3864-0531 Fax +3 3864-4114 M&S 459/01 4/93






