
The Role of

Market Research
in Customer Service

INPUT





• 'Information' Gathered Objectively

• Help Plan Strategies for Success in

Service

• Annual Trends Europe

• 'Benchmark' User Satisfaction
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Analysis of:

• Computer Markets

• ict<^mor ^orx/ioci N^arl^otc

• Vendors' Service Offerings

• Users
- Services Received
- Services Needed
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Customer Service Market-
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Customer Service Market-

Service Sector Analysis

Professional

Services

Education 8c]0.2
Training ^Q_4

las

1.5

01988
m 1993

J I I L J I I L 1 Jl I L

CAGR
24%

18%

0 5 10 20
Western European User Expenditures

($ Billions)

INPUT

NOTES:

FPRE-KH-5b

© 1989 by INPUT. Reproduction Prohibited. INPUT





Software Support
Satisfaction

0 Satisfaction Index A SI 0.5

Most Satisfied

• Hotline
• Capacity Tuning
• On-Site Support
• Consultancy/Planning
• Remote Diagnostics
• Problem Database
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Software Support
Satisfaction

0.5 Satisfaction Index A SI 1.0

Least Satisfied

• Telephone Fix Speed
• Telephone Access
• Software Updates
• Software Installation

• Training
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Software Support
Satisfaction

1 .0 Satisfaction Index A SI 1 .5

Concern

• Engineer Skills

• Documentation

INPUT

NOTES:

FPRE-KH-8

© 1989 by INPUT. Reproduction Prohibited. INPUT





Hardware Service

Satisfaction
0 Satisfaction Index A SI 0.5

Most Satisfied

• Consultancy/Planning
• Training
• Telephone Support
• Service Administration
• Remote Diagnostics
• Out-of-Hours
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Hardware Service

Satisfaction

0.5 Satisfaction Index A SI 1 .0

Least Satisfied

• Engineer Skills

• Problem Escalation
• Back-Up Support
• Call Handling
• Documentation

INPUT

NOTES:

FPRE-KH-10

© 1989 by INPUT. Reproduction Prohibited. INPUT





Hardware Service

Satisfaction

1.0 Satisfaction Index A SI 1.5

Concern

• Spares Availability
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Major Challenges
and Issues

Deterioration in User Satisfaction
- Software Support
- System Failure Rates
- Systems Availability

- Response/Repair
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Systems Availability Trends
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Importance
Rating 6
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^ Year: 1987
Sample Size: 1 ,321
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Systems Availability Trends

Satisfaction

index (ASi)

Sample Size: 1,321 1,593

NOTES:

FPRE-KH-13b

© 1989 by INPUT. Reproduction Prohibited. INPUT





System Failure Rate Trends

4.0 r

3.0
Failures

Per

Year 2.0

1.0

1986
Sample Size: 814

INPUT

NOTES:

FPRE-KH-14

® 1989 by INPUT. Reproduction Prohibited. INPUT





Hardware Service

Response/Repair Time Trends
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Software Support
Response/Fix Time Trends

Sample Size: 814 1,321 1,593
Percentages Have Been Rounded. INPUT
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Country Comparisons
Hardware Service Satisfaction

(1 .0) Satisfaction Index A SI 0

Oversatisfied

• Belgium
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Country Comparisons
Hardware Service Satisfaction

0 Satisfaction Index A SI 0.5

Most Satisfied

• Netherlands
• Switzerland
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Country Comparisons
Hardware Service Satisfaction

0.5 Satisfaction Index A SI 1-0

Least Satisfied

• France
• West Germany
• Italy

• Norway
• Sweden
• United Kingdom
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Country Comparisons
Hardware Service Satisfaction

1.0 Satisfaction Index A SI 1.5

Concern

• Spain
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Country Comparisons

Software Support Satisfaction

(1.0) Satisfaction Index A SI 0

Oversatisfied

• Belgium
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Country Comparisons
Software Support Satisfaction

0 Satisfaction Index A SI 0.5

Most Satisfied

Netherlands
Switzerland
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Country Comparisons
Software Support Satisfaction

0.5 Satisfaction Index A SI 1.0

Least Satisfied

• West Germany
• Italy

• Norway
• United Kingdom
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Country Comparisons
Software Support Satisfaction

1 .0 Satisfaction Index A SI 1 .5

Concern

• France
• Spain
• Sweden
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Sample Distribution by
System Size

Small
(<$75K)

Medium
($75K-
$500K)

Sample Size: 1,593

Large
(>$500K)
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World Markets: 1988

$ Billions

U.S. Europe Japan RoW Total

vyUI 1 l|JIJ Lt;i

Hardware
62 38 32 7 139

Hardware
Maintenance

14 9 7 1 31

Data Comm.
Hardware

16 8 5 2 31
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World Markets: 1988
$ Billions

U.S. Europe Japan RoW Total

Data Comm.
Maintenance

4 1 1 <1 7

Software 23 9 14 5 51

Computer
Services

51 26 7 2 86

Total 170 91 66 18 345
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World Markets: 1993

$ Billions

U.S.Europe Japan RoW Total

CorriDuter

Hardware
101 58 58 14 231

Hardware
Maintenance

18 15 8 3 44

Data Comm.
Hardware

30 13 9 6 58
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World Markets: 1993
$ Billions

U.S.Europe Japan RoWTotal

Data Comm.
MaintenancG

6 2 2 1 11

Software 60 28 37 14 139

Computer
Services

99 60 23 5 187

Total 314 176 137 43 670
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Service Market Analysis

• Growth Areas

• New Service Offerings

• Competition
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Customer Services Market
Western Europe, 1988-1993
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Worldwide Computer Market
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SLIDE PL - 2a

o Look at overall computer market for hardware and services (end

expenditure)

.

o Worldwide figures.

o 300 billion dollars 1987 - double In 1992 to 600 billion dollars.

o By 1995 all systems Installed will have been replaced or ub.uict*,

service organisations need to be ready to exploit these opportunities.
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SERVICE SECTOR ANALYSIS
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SOFTWARE SUPPORT SATISFACTION 3
Satisfaction Index A SI
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HARDWARE SERVICE SATISFACTION

Satisfaction Index A SI
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MAJOR CHALLENGES AND ISSUES

• Deterioriation in User Satisfaction

- Software Support

- System Failure Rates

• Systems Availability

- Response/Repair
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HARDWARE SERVICE
RESPONSE/REPAIR TIME TRENDS
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Year: 1986 1987 1988

Sample Size: 814 1.321 1.593

Percentages Have Been Rounded.
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SOFTWARE SUPPORT
RESPONSE/FIX TIME TRENDS
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World Markets: 198f

$ Billions

TAPAN ROW TOTAL

Computer
Hardware

32.

HI vw' Maintenance

Data Comm.
Hardware

INPUT

SLIDES PL - 3 and 3a

I
° Estimated wo/)d markets split by U.S., Japan, Europe, rest of the

world in 1992 . >
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World Markets: l9St

Data Comm.
u Maintenance

Software

Computer
Services

TOTAL
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Computer services- Network^services ) i _.<^

Cons^iltancy

;,a'stom software ) /

^Turnkey systems ).

^ Hardware \^y^% of world market.

^ Eurppe 261 f$90 bi'Hon) of world market.

° Overall customer hardware service ($33 billion) 11%.

(

° Software business $a'l bllUon.
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World Markets: 1992
$ Billions
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World Markets: 199^
$ Billions
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Computer
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° Overall growth per annum forecast^t"^ 15%.

° Note decreased percentage of hardware in 1992 from 50% in 1987 to 42%

in 1992.

/

* Increased percentage taj<'en by software and computer services

underlines the need for vendors to be involved In ail aspects of

service.

o Hardware vendors positioning themselves as 'solution' companies.
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