
Customer Services, Europe

The Open Systems Support

Challenge





Customer Services, Europe

The Open Systems Support

Challenge

9 February 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 OPEN SYSTEMS SUPPORT CHALLENGE 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 Open Systems Support Challenge

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 any 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 Open Systems Support

Challenge

Michael Longy
Principal Consultant



Digitized by the Internet Archive

in 2015

https://archive.org/details/20873CSPxxx93CustomerServ



Restructuring for Growth

Key User Demands

• Effectiveness

• Cost reduction

• Value for money

INPUT
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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

Dept. and Clients

Service Delivery

Development of

New Systems

0 10 20 30 40

Percent Dissatisfied
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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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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 1992 to 1997—1

$ Billion

Category 1992 1997 CAGR (%)

Hardware
Maintenance

15.9 17.4 2

Environmental
Services

7.9 10.2 5

E-CS-157
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Growth 1992 to 1997-

$ Billion

Category 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

E-CS-158 INPUT

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

9/30/92
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Leading Suppliers

1991—Europe
Vendor bnare (%)

IBM 13

Digital 9

SMI 6

Bull 4

AT&T/NCR 4
1

E-CS-184a
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Hardware Maintenance Model
• 4 layers

- Mainframe

-Mid-range

- Workstation and server

-PC
• Volume and value attrition

• Fee rates
E-CS-147
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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

Notes
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U.K. Growth Over 1991

• 1% overall

• Ranging from -15% to +28%
by sector

• Business continuity best

• Education and training worst
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U.K. Growth 1992 to 1997—1

£ Billion

Category 1992 1997 CAGR (%)

Hardware
Maintenance

1.6 1.7 1

Environmental
Services

0.9 1.0 3

E-CS-157a
INPUT

Notes

Rounded market values
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U.K. Growth 1992 to 1997—11

Category

£ Billion

1992 1997 CAGR (%)

System SW Support 0.3 0.4 9

Educ. and Training 0.1 0.1 0

Professional Servs. 0.1 0.2 12

Business Continuity 0.1 0.2 22

Notes

Rounded market values
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U.K. Growth 1992 to 1997—111

£ Bill ion

Category 1992 1997 CAGR (%)

Unique Services 2.5 2.7 2

Non-Unique Services 0.5 0.8 10

Total 3.0 3.6 4

Other Services 0.4 0.7 11
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Notes

Rounded market values
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U.K. Market

Independent 0.35
Vendors^ 0.50

Others
"~

Equipment
Vendors

^0.95

0

CAGR
(Percent)

11992
1997

1 2

Market (£B)

3

3
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Trends 1992—U.K.

• Maintenance decline

• Downsizing

• Total service contracts

• Partnering/outsourcing

• Availability key
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Leading Suppliers

1991—U.K.
Vendor

IBM

Digital

ICL

H-P

Unisys

Share (%)

11

10

10

4

4
E-CS"184b
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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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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)

127
415

^720
355

21 820

^1992

1997
18

0 1000 2000 3000

Market ($M)
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Multivendor Maintenance—U.K. and Europe

Country Markets—

I

$ Millions

Country 1992 1997 CAGR (%)

France 500 680 6

Germany 270 460 11

U.K. 830 1,200 8

Italy 240 390 10

Notes

2/2/93
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U.K. Multivendor Market
CAGR

(Percent)

6Independent
Vendors

Dealers and
Distributors

Equipment
Vendors

337

80

^1992

1997

E-CS-182b
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Trends 1992—U.K.

• IMOs diversify to software

• Downsizing

• Dealers weaken
• Partnering/outsourcing deals
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Independent Suppliers

1991—U.K.
Vendor Share (%)

Granada 20

ACT 6

Computeraid 4

Sorbus 4

Servicetec 3
E-CS-184C
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Multivendor Maintenance—France and Europe

Strategy Development
• Reorient perspective

• Transition opportunities

• Strategic options, e.g.

- Prime contractor

- Services vendor

- Subcontract/FPIVI
INPUT

E-CS-168

Notes

9^30/92

© 1992 by INPUT. Reproduction Prohibited INPUT



Multivendor Maintenance

Open Systems

• From threat to reality

• Three-year transition

• Services strategy
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Europe
y^g^^^y^g^j^Q Service

Satisfaction Trends
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g
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Europe

Systems Software Support
Satisfaction Trends
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Europe

System Failure Rate Trends
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Europe

Satisfaction with System
Availability Trends
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Europe

Response Time Trends
ardware Service
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O
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Europe

CDO

Q-

Repair Time Trends
Hardware Service

Exceeds User Expectation
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Europe

Response Time Trends
Systems Software Support
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Europe

Vendor Quality—Image
Systems Software Support
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Europe—Large Systems

Hardware Service
Satisfaction Trends

Oversatisfied
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Europe—Large Systems

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

Hardware Service
Satisfaction Trends
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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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Notes

1988 data refers to all system ranges.

1989 to 1991 data refers to medium systems.
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Europe—Medium/Mid-Range Systems

System Performance Trends
Satisfaction with Systems Availability

X
0) (1-0) n 988 1989 1990 1991 1992

(0.5) \- 837 784 638 377 202 f
?niple

Sizec
o
o
CO

0

0.5

o5 1-0

E-CS-202

INPUT

6S

1988 data refers to all system ranges.

1989 to 1991 data refers to medium systems.

2/2/93

© 1993 by INPUT. Reproduction Prohibited. INPUT



Business Cultures in the
Life Cycle
Implement

Design

E-CS-187

Operate/
Maintain
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Professional

Services

Systems Integration

(SI)

Outsourcing
Maintenance

Integrated Support

E-CS-188
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About INPUT
Since 1974, information technology (IT) users and vendors throughout the world have relied on INPUT
for data, objective analysis and insightful opinions to support their plans, market assessments and
technology directions, particularly in computer software and services. Clients make informed decisions

more quickly and save on the cost of internal research by using INPUT'S services.

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.

JKMAnnual Subscription Programmes

European and North American Market Analysis Programmes
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 Focused Programmes

• Outsourcing (vendor and user)

• Downsizing (vendor and user)

• Systems Integration

• Corporate Networks

• Customer Services

Custom Consulting

US, Focused Programmes

Outsourcing (vendor and user)

Downsizing (vendor and user)

Systems Integration

EDI and Electronic Commerce

IT Vendor Analysis

U.S. Federal Government IT Procurements

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

Tokyo— Saida Building, 4-6

Kanda Sakuma-cho, Chiyoda-ku
Tokyo 101, Japan

Tel. +3 3864-0531 Fax +3 3864-41 14

San Francisco— 1280 Villa Street

Mountain View, CA 94041-1194

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
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