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Support

• Maintenance

• Training (multilevel)

• Documentation

• Clarification (hotline)
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Services

• Education •Optimization

• Enhancement •Consulting

• Logistics • Customization

• Installation/conversion

• Customer interaction
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Software Changing
from a Product to

a Service
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Characteristics of

Service

• Recurring revenues

• Continuous use

• Pay by use
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U.S. Software Market
Trends

• Targets

- 1970s, products

- 1980s, support

- 1990s, services/solutions
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U.S- Software Market
Trends

• Away from standard

- Towards uniqueness

• Supported by standards
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Worldwide Software
Products Markets

1990 1995

Total 55 135

Market Size ($ Billion)
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U.S. Software
Products Markets

1990 1995

Applications 17 33

Systems 17 35

Market Size ($ Billion)
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Software Support Markets
Europe

1989 1994

Systems 13 20
Products

Applications 12 16
Products

Proportion of Market (Percent) input
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Software Support Markets
U.S.

1989 1994

Systems 23 25
Products

Applications 15 20
Products

Proportion of Market (Percent)
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Problem Identification

• 63% "no problems"

• Response time

• Repair and fix times

• Software performance
and functionality
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Software Support Ratings

User Vendor

Offering Rating
*

Rating
*

Centralized support 3.1 4.5

Free training 2.6 4.2

Purchased training 2.0 3.9

Custom software 2.1 4.2

* 1 = Least Value; 5 = Greatest Value
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Software Support Ratings

User Vendor

Offering Rating
*

Rating
*

Consulting 2.7 3.8

S/W fixes 3.3 4.6

Upgrades 3.6 4.5

* 1 = Least Value; 5 = Greatest Value
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User Perception Application

Support
Vendor

Professional
Services

Equipment

In-House

Software

>-5^

-10^
-10^

-25

-50 -40 -30 -20

Percent A Importance/Satisfaction

10

INPUT
ACCOR- 28

Notes

© 1990 by INPUT. Reproduction Prohibited. INPUT





Software Support Satisfaction by

Support Area
Support Area

On-Site Support

Phone Support

Consulting

Training

Documentation

Dissatisfied I Satisfied

76

V//////////A 69

V//)//////A R1

V////>/////A

Percent of Sample
100
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User Training Requirements

• Increase

- 47% of respondents

- Software

complexity/sophistication

- Lack of in-house time or skills

- Introduce new users
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User Training Requirements

• Remain the same
- 36% of respondents

- In-house support supplement

- Third-party providers
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User Training Requirements

• Decrease

- 1 7% of respondents

- Better documentation

- Software user-friendly qualities

- Market training products

- Third-party providers
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Futures

• Embedded diagnostics

• Problem/use data bases

• Expert system resolution

•CBT
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Services and Product
Markets Blurring

• Professional services

use of

-CASE
- Kernels

INPUT
ACCOR- 16

Notes

S) 1990 by INPUT. Reproduction Prohibited.





Emerging CASE Environment

CASE
Repository

Requirements/

Design

zx
Function

Libraries

Re-Eng.

Operational

DBMS

Code

Development Management INPUT
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Potentially, Biggest Impact

Since System/360

• Repositioning of information systems
departments within the corporation

• Rearrangement of vendors, products
and strategies
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Applications Software

Products Impact

• Build (rebuild) using standard CASE
tools

• Potentially, continuum of totally

standard Xo totally customized
applications
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Applications Software

Products Impact

• Customizing wide open

- Software vendor

- Systems integrator (may be
identical)

- In-house
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Less Differentiation in

System Development

• Standard methodologies and tools reduce
skill gaps:

- In-house vs. vendor

- Vendor A vs. vendor B

• Hardware/software without adequate CASE
support may be much harder to justify
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Technology Application to

Software Support/Services

• Networks

• Parallel view

• Expert systems

• Embedded documentation

• Embedded training

• Data/information bases
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Technology Application to

Software Support/Services

• Embedded software
• Voice services

- 800 numbers
- 900 numbers

• Image/fax services
• Remote printing
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Contact Trends
• Bulletin boards

• Newsletters (electronic

and paper)

• User meetings (electronic

and physical)
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Support Pricing

• 'Bundling' with licenses

• 'Bundling' with systems
maintenance
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Keys to Success

• Use of technology

• Pricing

• Customer sensitivity

• Services (solution) orientation

• Standards
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Customer
Satisfaction

• Proactive not reactive

• Timely (event driven)

• Objective
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Proactive vs

Reactive
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