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Customer Satisfaction Survey

• Measures satisfaction of customer

with:

- Support services provided

- Support services nof provided
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Customer Satisfaction Survey

• Compare your services to competition

• Reveal business opportunities

• Discover your service strengths and
weaknesses
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Customer Satisfaction Survey

• Create customer loyalty through

satisfaction with service

• Control your accounts
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Customer Satisfaction Survey

• In-house surveys

• Independent survey

• Both
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Systems Software Service Satisfaction

• Engineer skills

• Telephone support

- Fix speed

-Accessibility

• Documentation

• Software updates

• Software installation
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Systems Software Service Satisfaction

• Software training

• Hotline

• Capacity tuning

• On-site support

• Consultancy planning

• Remote diagnostics

• Software problem database
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Hardware Service Satisfaction

• Spares availability

• Engineer skills

• Problem escalation

• Call handling

• Backup support

• Hardware training
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Hardware Service Satisfaction

• Telephone support

• Service administration

• Documentation

• Consultancy planning

• Remote diagnostics

• Out-of-hours service
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Professional Services

• Environmental planning

• Facilities management

• 'Single-source' maintenance

• Network planning
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Professional Services

• Disaster recovery

• Cabling

• Software evaluation

• Consultancy
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Service Vendor Trends
Hardware Service
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Service Vendor Trends
Software Support
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Hardware Service Satisfaction

Satisfaction Index (A SI)
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Service 8 Services
• Spares

Availability

• Engineer Skills

• Documentation

INPUT
CEMKT-KH-16

Notes

© 1990 by INPUT. Reproduction Prohibited. INPUT





Software Support Satisfaction
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Country Comparisons
Hardware Service Satisfaction

Satisfaction Index (A SI)
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Country Comparisons
Software Support Satisfaction

Satisfaction Index (A SI)

(1.0) 0.0 0.5 1.0 2.0
1 1

Oversatisfied
Most

Satisfied

Least

Satisfied
Concern

Nil : Nil

• W. Germany

• Netherlands

• Norway

7 Countries

INPUT
CEMKT-KH-19

Notes

© 1990 by INPUT. Reproduction Prohibited. INPUT





Major Issues and Trends

• Declining user satisfaction

• User concern with software support

• Hardware service concern

- Spares availability

- Engineer skills

- Documentation
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Major Issues and Trends

• Increasing system failure rate

• Vendor software support

quality image
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Vendor Quality Image—Hardware Service
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Vendor Quality Image—Hardware Service

Satisfaction Index (A SI)

Vendor Weighted Response Quality Image Rating
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Vendor Quality Image—Hardware Service

Satisfaction Index (A SI)

Vendor Weighted Response Quality Image Rating
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Vendor Quality Image—Software Support

Satisfaction Index (A SI)

Vendor Weighted Response Quality Image Rating
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Vendor Quality Image—Software Support

Satisfaction Index (A SI)

Vendor Weighted Response Quality Innage Rating
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Vendor Quality Image—Software Support

Satisfaction Index (A SI)

Vendor Weighted Response Quality Image Rating
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One Vendor's Trends in Response and

Repair/Fix Times— 1 988-1 989
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One Vendor's Trends in System Failure

Rate and System Availability, 1988-1989
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Benefits of Customer
Satisfaction Surveys

• Measures perce/Ved performance

• Reveals strengths and weaknesses of

services

• Demonstrates vendor cares
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Benefits of Customer

Satisfaction Surveys

• Gives competitive benchmark

• Highlights business opportunities

• Makes service more visible
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About INPUT

ESTPUT provides planning information, analysis, and recommendations

to managers and executives in the information processing industries.

Through market research, technology forecasting, and competitive

analysis, INPUT supports client management in making informed

decisions.

Continuous-information advisory services, proprietary research/

consulting, merger/acquisition assistance, and multiclient studies are

provided to users and vendors of information systems and services

(software, processing services, turnkey systems, systems integration,

professional services, communications, systems/software

maintenance and support).

Many of INPUT'S professional staff members have more than 20 years'

experience in their areas of specialisation. Most have held senior

management positions in operations, marketing, or planning. This

expertise enables INPUT to supply practical solutions to complex

business problems.

Formed as a privately held corporation in 1974, INPUT has become a

leading international research and consulting firm. Clients include moi

than 100 of the world's largest and most technically advanced

companies.

INPUT OFFICES

North America International

Mountain View, CA 94041-1194

(415) 961-3300

Telex 171407 Fax (415) 961-3966

Headquarters

1280 Villa Sti-eet

Europe

Piccadilly House

33/37 Regent Street

London SWIY 4NF, England

(071) 493-9335 Fax (071) 629-0179

New York

959 Route 46 East, Suite 201

Parsippany, NJ 07054

(201) 299-6999

Telex 134630 Fax (201) 263-8341

Paris

52, boulevard de Sebastopol

75003 Paris, France

(33-1) 42 77 42 77 Fax (33-1) 42 77 85 82

Washington, D.C.

1953 Gallows Road, Suite 560

Vienna, VA 22182

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

Tokyo
Saida Building

4-6, Kanda Sakuma-cho

Chiyoda-ku, Tokyo 101, Japan

(03) 864-0531 Fax (03) 864-4114





RCU by: XEROX TELECOPIER 7010 ; 4-30-90 8:28flM ; 01 629 0179^ 4159613966;

«

F R 0 M I N P U T L T D 4 . 3 S . 1 9 9 13 1 6 : 1 9 P . 1

on 6th May 1990 our coda
will change from 01 to 071 _____jNpyT

^ PfCCADILiy HOUSE
33/37 REGENT STREET, LONDON SWI Y 4NF

TEL (01 ) 493 9335 TELEX; 271 1

3

FAX TRAM.SMITTAr. POPM ' 01 79

DESTINATION : C/j^uN/tr/ U/f\3i^

FAX NUMBER :

ATTENTION : ^^^Px-MC

Telephone Nun^ber/Location

KUMBER OF PAGES: I of ^
CONFIDENTIAL CORRESPONDENCE: YES NO

U^^^NT
• ^ ^ YES -

NO

DESCRIPTION:

- .

FROM : I^C ITH Ha <-lt I <M C

DATE

INPUT

Project Charge Code:

INPUT LTD. DIRECTOSS: P.A. CUNNINGHAM (U.S.A.), P.E. CUNMM3HAM. K.W L HOCKING. P. LINES
R»glstar«d Office; ROUS HOUSfi. 7 ROLLS BUILDINU, FETTER LANE, LONDON EC4A 1NH

Hegiatersd in 6nfll»nd No,; 1470416





RCU BY: XEROX TELECOPIER 7010 ; 4-30-90

F R 0 M INPUT L T D

8 :28PM ; 01 629 0179-

4.30.1990 16:19

4159613966;

«

P . 2

1^

One Vendor's Trends in Response and

Repair/Fix Times—1988-1989
^ Hardware Service Software Support

13

L 27

Year: 1988

Sample Size: 237

E] Response

1
27

1989

254

Repair/Fix

Percentages have

been rounded.

CEMKT-KH-27

© 1990 by INPUT. Reproduction Prohibited. INPUT





BY.-XEROX TELECOPIER 7010 ; 4-27-90 6:55fiM ; 01 629 0179-s

FROM I N P U T L T D 4 . 2 7 . 1 9 9 13 14:46
Haw m^LLiiNtj L-UUt

4159613966;

S

P. 1

on 6th May 1990 our coda
will changa from 01 to 071

INPUT
PICCADILLY HOUSE

33/37 R5Q5NT STREET, LONDON SW1 Y 4NF
TEL: (01 ) 493 9335 TELEX: 271 1

3

FAX TRAN.-.MTTTAT. FOPM >

DESTINATION

FAX mJMBER

ATTENTION

AA\/

Te±epnone wumcer/ijocarion

NUMBER OF PAGES: of

CONFIDENTIAL CORRESPONDENCE: YES

urgent : yes

description:

NO

NO

O. }^ .

**************************************************************

FROM

DATE

INPUT

Project Charge Code:

INPUT LTD.-DIR6CT0fiS: P A. CUNNINdHAM (U.S.A j, (>.£, CUNNINGHAM. K.W.L. HOCKINfi P. LINES

Regi»tef«a Offiea: ROLUS HOUSE, 7 HULLS BUILDING peTTER LANE, LONDON EC4A 1NH
fifai»t«r«d in ertglArtd No 14-70*10





ROJ BYIXERUX TELECOPIER 7010 ; 4-26-90 6:02fiM ; 01 629 0179^ 4159613966; « 1

FROM INPUT LTD 4.26.1990 13:54 p. 1

INPUT
PICCADILLY HOUSE

33/37 REGENT STREET, LONDON SWi Y 4NF
TEL: (01) 493 9335 TELEX.: 271 13

FAX: (01) 629 0179

DESTINATION:

FAX NUMBER :

FAX TRANSMITTAL FORM

ATTENTION : ^ * WAX> C

Telephone Number/Location

NUMBER OF PAGES: I of

CONFIDENTIAL CORRESPONDENCE YES NO ^
NOURGENT YES

DESCRIPTION

(C^tT frPAtutwT toil- 4. tV»j-T T^, ct*<>ck. I )

FROM: l^g'tTH V^ftClCtN-C^

DATE! f^niu V*H*lo

INPUT

Project Charge Code!

INPUT LTD. DinECTORSi P.A. CUNNrNOHAM (U S A.), P E. CUMNINGHAM, K.W.L. HOCKING, P, LWES
ft«gl«Hr8<l Onm: I^OLLS house, 7 ROLLS UUlLDINCj. Ft; 1 IbH LftWb, LyNtiyrj 6C4A INH

RsflHtsrea in EnaMna No.: 1470418





by: XEROX TELECOPIER 7010 ; 4-24-90 7:39fiM ; 01 629 0179^ 4159613966; « 1

ROMINPUTLTD 4.24.199915:30 P.l

INPUT
PICCADILLY

33/37 REGENT STRSsE-T, LONDON SV^lV 4NF
TEI.: (01) 49a 3335 TELEX. 27113

W\X; (01 ) 62« 01 79

FAX TRANSMITTAL FORM

DESTTNATION

FAX NUMBER

ATTENTION
(s< 2> (t e ^ T \~-(L I c,

Telephone Number /Location

I
7 %

NUM15EK OF PAGES: ' of

CONFIDENTIAL CORRESPONDENCE YES

URGENT YES

NO

NO

nF.flf^RTPTTON

FROM: IC&^-rH HDC«^-|NJCr

DATE: 3L>t /iv/><7.il_ l«\AO

INPUT

Project Charge Code;

[

1^,

INPUT I.TD. OmECTDRS' P A. CUNNINGHAM (U.S.A.). P.E. CUNNINGHAM. K.W.L HOCKINO, P. LINES

HeB'»t»rKl OWi": RC-LS HOUSE. 1 NOLlS BUILDlNa. FETTEn UVNC. L0N50«J EC4A 1 MM
fttfyistored ir* Wo^ 1470416





ROJ by: XEROX TELECOPIER 7010 ; 4-24-90 8:09PM ; 01 629 0179^

FROM I N P U T L T D 4 . 2 4 . 1 9 9 B 1 1. : 0 0

4159613966; « 2

OUT Of- ilVJToAA^.

/



1

\



RCy by: XEROX TELECOPIER 7010 ; 4-24-90 S:09ftM ; 01 629 0179-4

FROM ! N P U T L T D 4 . 2 4 . 1 ? 9 @ 1 fc : 9 1

4159613966; tt

P. 3

To "Y O

^ C<«»i C » Port ^jv A

J'





RCU by: XEROX TELECOPIER 7010 ; 4-24-90 8:l0Ari ; 01 629 0179-s 4159613966;** 4

F R 0 M I N P U T L T D '

4 . 2 4 . 1 9 9 13 1 6 : 9 1 P . 4

0





RCU BYlXERUX TELECOPIER 7310 ; 4-24-90 8: 10PlM ; 01 629 0179-^ 4159613966; « 5

F R 0 M I N P IJ T L T D 4.24.1990 16:62 P . 5

^t^e -Try TtoNj

5
(D





RCU BY:xERLIX telecopier 7010 ; 4-24-90 8: llfiM ; 01 629 0179-^

FROM INPUT LTD 4.24. 159S 16:02

4159613965;

«

P. 6

1 '^Kj WITH •i<Snui<^£

6





RCU BY:xERUX telecopier 7010 ; 4-24-90 3: llPlM ; 01 629 0179^ 4159613966;

7

FROMIHPUTLTD ' 4.24.199 3 16:03 P.

7

%

7





RCU by: XEROX TELECOPIER 7010 ; 4-24-90 8: 12fiM ; 01 629 0179-*

FROM I H P U T L T D
' 4.24.1990 16:04

4159613966; « 9

P . 9

5

* •^Ji'Tw/^c- f-rf^acc/y^ l^y^T^aAie





RCU B'l-': XEROX TELECOPIER 7013 ; 4-24-90 8: 12flM ; 01 629 0179^

FROM I N P U T L T D 4.24.1990 16:03

4159613966; S 8

P. S

* Pfl-o a. C

» r ft L L





RCU by: XEROX TELECOPIER 7010 ; 4-24-9Q 8: 13ftM ; 01 629 0179^

FROM I N P U T L T D 4.24.1990 16:64

4159613966; 1410

P. 10

13



I



by: XEROX TELECOPIER 7010 ; 4-24-90 S: 13PM ; 01 629 0179-^

FROM INPUTLTD 4.24.199 6 16:0 4

CAE9 IIM5

100

>. ao
cd

-o

o 60

c
s

40

ID

0-
20

0

Year:

Sample Size:

Service Vendor Trends
Hardware Service

89

i

I' I
1987 1988

1,321 1.593

Equipment Vendor

^ Third Parties

Percentages have been rounded.

Multiple responses permitted,

91

i

1

1989

1,626





RCU BY: XEROX TELECOPIER 7010 ; 4-24-90 8: 14ftM ; 01 629 0179-^

FROM I N P IJ T L T D
'

4 . 2 4 . 1 9 9 S 16:05

4159613966; «i2

P . 1 2

CAE9 111-16

100!-

80
ca

.y 60

00

c

o
a.

40

20
-

0

Year:

Sample Size:

Service Vendor Trends
Software Support

80

I 20

13

1987 1988

1,321 1,593

Equipment Vendor

Third Parties

Percentages iiave been rouixJed.

Multiple responses permitted.

1989

1,626

^5





RCvi by: XEROX TELECOPIER 7010 ; 4-24-90 7:44fiM ; 01 629 0179^

FROM I N P U T L T D 4.24.1996 15:35

4159613966; ttl2

P . 1 2

CAE9 III-3

(1.0) 0.0

Hardware Service Satisfaction

Satisfaction Indsx^ SiT

0.5 1.0 2.0

Oversatisfied Most Least Concern
Satisfied Satisfied

X

/V





by: XEROX TELECOPIER 7010 ; 4-24-90

FROM INPUT LTD

':45PM ; 01 629 Q179->

4. 24. 199 e 15:3 6

415961

P

7
(1.0)

Software Support Satisfaction

Satisfaction index^ SlJ*

0,0 0.5 1.0 2.0

Oversatisfied Most Least Concern

Satisfied Satisfied

• Software

installation

' On-Site

Support

• Consultancy/

Planning

(0



1



RCU BY: XEROX TELECOPIER 7010 ; 4-24-90 8: 15ftM ; 01 629 0179^

F R 0 ri I N P U T L T D 4.2 4.1996 16:06

4159613966; ttl5

P. 15

(1-0)

CAE9 Hi-fi

/Country CompariaJons
Hardware Service Satisfaction

Satisfaction Index]^ S(j
0.0 0.5 1.0

IS'

Oversatisfied Most
Satisfied

Netherlands

Norway

Least

Satisfied

Concern

France

West Germany

Italy

Switzerland

United

Kingdom

Belgium

Spain

Sweden

2.0

X

'^3





RCU by: XEROX TELECOPIER 7010 ; 4-24-90 S: 16AM ; 01 629 0179^

FROM I N P U T L T [> 4. 24.1993 16:07

4159613966; ttl6

P . 1 li

CAE9 JII^7

Country Comparisons
Software Support Satisfaction

(1.0) 0,0

Oversatisfied

Satisfaction Indexfe Sl^

^^ 1.0

Most
Satisfied

Least

Satisfied

Nil est Germany

• Nethe?tarids

• Norway

Concern

n
2.0 A

* Switzerfisnd

• United

Kingdom





RCV BYiXERiJX TELECOPIER 7010 ; 4-24-90 8: 16ftM ; 01 629 01794 4159613966; t*17

FROMINPUTLTD 4. 24. 19 9016:68 P. 17

CAE9

Major Issues and Trends

• Declining user satisfaction

• User concern with software support
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• increasing system failure rale
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