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2013 Services Purchase

Intentions Europe

Jon Brown
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About this survey

European cut of global survey IT Research Panel November
2012

Examines service purchase history and plans for cloud,

security & compliance, enterprise applications, data

center services, storage & DR. 137 qualified completes
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Findings Dry version

Most common buying scenario for services is that ITinitiates the
project / identifies the pain, IT researches the

problem, and business leaders make final decision

Phase 1 - Project Initiation Phase - 57% of service

projects begin in IT. Phase 2 - Project Research / Vendor
Selection 82% of

service projects rely on IT to conduct research, identify

vendor and recommend a solution.

Phase 3 - Project Final Decision Makers - IT makes 32%of the
final decisions for services purchases. Business

makes 57% of the final decisions for services purchases.
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FindingsHat tip to Harpers index

Minimum percentage of service projects that originate in the IT
department.57%

Chances a final services purchase decisions is made by IT
leadership. 1 in

3.

Percentage of service buys that rely on IT to identify,
research, evaluate and

recommend firms & methodologies for further consideration.
29%

Theoretical percentage of real services projects that can be
identified and

delivered to sales by focusing on the active IT buying audience.
81%

Minimum percentage of our audience that will leverage 3rd party
services in

2013. 75%

Portion of firms that intend to spend more on services in 2013
than they did

last year. 27%

Ratio of firms intending to spend more on services vs. those
that intend to

spend less next year. 1:1

Ranks as a driver for increase services budgets in 2013 New

Applications.
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IT Service Budget Outlook 66% to increase or

stay the same

Over the next 12 months do you expect your IT services budget
to:

N=137

12%

16%

39%

15%

12%

5%

Decrease by more than 10%

Decrease by 5 10%

Stay the same

Increase by 5-10%

Increase by more than 10%

We have no plans to useoutside services

66% to increase or stay the same but also 67% to decrease or
stay the same!

Overall suggests that companies that use a lot of IT services
will use more; companies that use

less IT services will continue to use less.
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IT Service Budget Increasing 2013 - New

Applications, New Servers Top Spend Drivers

2%

3%

4%5%

5%

7%

9%

12%

20%

33%

0% 5% 10% 15% 20% 25% 30% 35%

Decreasing hiring staff with skills, so no need for IT

Decreasing - Other

Increasing Other

Decreasing no new projects / we have postponed or

Increasing need outside expertise firm does not

Increasing cloud computing or virtualization related

Increasing server or infrastructure refresh

Increasing new or significantly updated application(s)

Decreasing aligning expenditures with economic

No change

What is the key driver for the change in your budget for IT
services in 2012/2013?

N=137

Interesting split between those organisations investing for
growth new applications, requiring more

services and those cutting costs and services spend because of
economic difficulties.

Firms are increasingly characterised by either growth through IT
investment, or stasis through IT

retrenchment
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Services Purchase Cycle IT management

researches solutions

Generally, who starts, researches, and makes final decision on
services purchases?

N=137

28% 29%

25%

4% 3%

0%

5%

10%

15%

20%

25%

30%

IT, IT, Business IT, IT, IT Business, IT, Business Business,
Business,Business

Business, Business, IT

IT is still the dominant purchaser of IT services but a growing
amount being business led.

Expect the business involvement to grow.
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VARs & Consultants most widely used, larger firms use

Systems Integrators, MSPs, Management Consultants

1%

9%

11%

23%

25%

28%

32%

39%

39%

44%

50%

0% 10% 20% 30% 40% 50% 60%

Other

We have not used outside IT services in the past 36 months

Facilities Management (FM) companies

Managed Service Providers

Hardware or Software Vendor fee-provided application or

Management Consultants

IT Application Development Services

Local, Regional, or National Value Added Resellers (VARs)

IT Outsourcing Services

Systems Integrators

Independent IT Consultants that did not work for a hardware
or

Has your firm used the services of any of the following types of
services vendors in the last 36

months for IT related service projects (select all that
apply)?

N=137

Very likely that if you cut these figures by company size,
systems integrators & IT outsourcing will

be favoured by larger organisations; and independent consultants
and VARs by smaller firms.
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Projects Networking most popular , BPO,

Desktops, & DC Design most growth

0% 10% 20% 30% 40% 50% 60%

Other

None of the above

Business Process Outsourcing

Asset Management / License Management

Desktop Deployment / Management / UpgradeData Center Facility
Design / Redesign

Cloud Computing (any)

Compliance / IT Security related services

Enterprise Application installation upgrade or customization

Virtualization (any)

Application Development

Server installation, upgrade, or servicesStorage / Disaster
Recovery / Backup installation, upgrade

Network / Wide Area Network / Unified Communications

Planned

Used

Has your organisation used outside services for any of the
following? (select all)

Does your organisation plan to use outside services for any of
the following? (select all)

N=137

Growth of cloud services stands out

Growth in asset & licence management perhaps a facet of
growth of BYOD, as more software

licences start to be used on employee-owned devices
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General Provider Attributes Expertise,

Price & Relationship drive selection

2%

4%

4%

11%

15%

18%

25%

33%

63%

72%

0% 20% 40% 60% 80%

Other

Independent not from the hardware or software vendor

Is the vendor that sold us the product being serviced

Local / Lives in my community

Top Tier Provider with a global reputation

Is well known / recognized in my firm's industry

Is authorized and / or certified by hardware vendor to support
or

Vendor with whom we already have an existing relationship

Price

Vendor has deep expertise in the technology or application

When selecting an IT Service Provider for your firm, which are
the most important properties

for that firm to have? (select up to 3 responses)

N=137

IT leaders buy IT services for the additional skills and
expertise they can offer no surprises there.

IT service providers should be more aware of price as a factor
though the market cannot bear

ongoing increases in fees
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Networking

Service

PurchaseIntentions
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38% Use Networking Services Install, Setup,

Manage, Upgrades

Has your organisation used outside services to aid in
Networking, Wide Area Networking or

Unified Communications Project?

23%

15%

16%

13%

33%

Yes, we used the services of our networking hardwaremanufacturer
or network management software companyto help with our network
installation, setup, management,or upgrade.

Yes, we used the services of our networking hardware or

management software reseller to help with our
networkinstallation, setup, management, or upgrade.

Yes, we have a trusted provider or VAR that we use formost of
our outside needs, not limited to networking.

No, we have not used outside services to aid in ournetworking
but plan to within 24 months.

No, we have not used nor have any plans to use outsideservices
in our networking.

N=137
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Networking Service Providers Unaided

Awareness

Multiple Unaided Mentions - Cisco 24%, BT 9%, Dell 5%,

IBM 3%, Avaya 2%, Microsoft 2%, T-Systems 2%

Single Unaided Mention s:Accenture, ATT, Azzuri, Brocade, Cable
and

Wireless, Deloitte, eComm, EMC, Expense Global services, Google,
Box,

Wuala, GTS, HETG, Intrinsic Technology, Modis Solutions,
Netgear

,Novosco, Oracle, PacketScale, Phoenix ,Portugal Telecom,
Riverbed,

Sonera, Stemo, Sunguard ,Telekom ,TeliaSonera (Cygate),
Unitronics,

verizon, Virgin Media, Vodafone, Vosco

When thinking of service firms that can help your organization
meet it's networking, wide

area networking or unified communications objectives, what firm
comes to mind first?

N=93
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Most Recent Networking Service Purchase

From which vendor did you most recently purchase services to
help in networking? (select

all that apply)

N=92

3%

4%

5%

5%

5%

11%

15%

19%

24%

25%

50%

0% 10% 20% 30% 40% 50% 60%

Deloitte / Braxton

Other Large national / international firm with many

Other Large regional firm with offices mainly in my

Other local firm or independent consultant (specify)

None we have never used services for our

Dell or Perot Systems

A Network / Telecommunications service provider (ex.

IBM or IBM Global Services

HP or EDS

A Cisco authorized reseller / integrator

Cisco

Cisco remains the dominant player, rivals struggling to make a
significant dent on Ciscos reach
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Networking Services Vendor Decision Criteria

Why was this firm chosen (select up to 3 responses)?

N=92

5%

5%

7%

10%

14%

34%

59%

59%

0% 10% 20% 30% 40% 50% 60% 70%

Bundled with hardware and / or software purchased

Other

They are local to our area

Firm was recommended by the OEM hardware / softwareprovider

They are global, able to support our business throughoutthe
world

Best Price

Firm has proven expertise in the specific networking

discipline we required

Existing business relationship with this firm

Networking is a long-term purchase, inevitably most buyers tend
to stick with their incumbent

suppliers.
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Server

Deployment,

Virtualization &License / Asset

Management
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31% Use Servicers for DC Infrastructure Projects now,

13% have plans to buy/budget this cycle.

Has your organisation used outside services to aid in Server
Deployment, Virtualization, or

License / Asset Management?

N=137

13%

18%

12%

13%

43%

Yes, we used the services of our server hardware

manufacturer to help with our data center project.

Yes, we used the services of our server hardwarereseller to help
with our installation, setup,management,or upgrade.

Yes, we have a trusted provider or VAR that weuse for most of
our outside needs, not limited to

data center projects.

No, we have not used outside services to aid in ourdata center
projects but plan to within 24 months.

No, we have not used nor have any plans to useoutside services
in our data center projects.

Large proportion of firms who retain datacentre services
in-house reflects that continued proliferation

of legacy IT.

Watch that figure decline in coming years as cloud plays a
bigger part.


	
7/27/2019 2013_IT Services-Purchase Intentions_Europe_Survey
results.pdf

18/47

Hardware Vendors Lead in DC Project Brand

Recall

When thinking of service firms that can help your organization
meet it's Server Deployment,

Virtualisation or License / Asset management objectives, what
firm comes to mind first?

N=78

15%

13%

10%

8%

6%

0%

2%

4%

6%

8%

10%

12%

14%

16%

18%

HP IBM Dell Microsoft VMware

Other MentionsUnaided Recall

Like Cisco in networking, the big names unsurprisingly
dominate

Perhaps interesting to see Microsoft ahead of VMware though
again, watch that change as cloud

proliferates

http://www.bluechip.uk.com/
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Most Recent Data Center Service Purchase

HP or EDS

From which vendor did you most recently purchase services to
help in server deployment,

virtualisation or license / asset management?

3%

3%

5%

12%

13%

14%

15%

17%

18%

26%

0% 5% 10% 15% 20% 25% 30%

Price Waterhouse Coopers

Accenture

A Cisco authorized reseller / integrator

Other Large regional firm with offices mainly in mycountry or
region of the country (specify)

Other local firm or independent consultant (specify)

Cisco

Other Large national / international firm with manyoffices
worldwide (specify)

Dell or Perot Systems

IBM or IBM Global Services

HP or EDS

N=78

Maps directly onto the largest IT services providers.
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Cloud

Computing

Services
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Cloud Computing design, setup & upgrade.

Large Enterprises leading spend plans

Has your organisation used outside services to aid in Cloud
Computing implementation or

design?

N=137

6% 6%

10%

31%

47%

Yes, we used the services of our hardware manufacturer
orcloud/virtualization management software vendor to help with

our design, installation, setup, management, or upgrade.

Yes, we used the services of our hardware or managementsoftware
reseller to help with our cloud installation, setup,management, or
upgrade.

Yes, we have a trusted provider or VAR that we use for most
ofour outside needs, not limited to cloud computing.

No, we have not used outside services to aid in our
cloudcomputing but plan to within 24 months.

No, we have not used nor have any plans to use outsideservices
in our cloud computing.

The large proportion of firms not using outside services for
cloud computing perhaps suggests

that most are opting for standard, off the shelf cloud computing
solutions such as Amazon, with

little need for It services support.
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Microsoft clear leader in cloud service offering

recall.

When thinking of service firms that can help your organization
meet it's cloud computing

objectives, what firm comes to mind first?

20%

5% 5% 5%4% 4% 4%

0%

5%

10%

15%

20%

25%

Microsoft Amazon IBM VMware Cisco Google HP

Unaided Recall

N=74

Microsofts ubiquitous presence in the IT department inevitably
puts it as the first place buyers will

turn.

But Amazon or Google would not have featured even 2 or 3 years
ago watch their influence grow in

future.
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Most Recent Cloud Service Purchase

From which vendor did you most recently purchase services to
help in cloud computing?

(select one response)

N=73

4%

7%

7%

8%

8%

10%

11%

11%

29%

0% 5% 10% 15% 20% 25% 30% 35%

Other Large regional firm with offices mainly in my countryor
region of the country (specify)

Cisco

HP or EDS

IBM or IBM Global Services

Other local firm or independent consultant (specify)

VMware

Microsoft Consulting Services

Other Large national / international firm with many offices

worldwide (specify)

None we have never used services for our cloudcomputing
projects.

Notice how the suppliers that topped the overall IT services
chart earlier are much lower down in the

cloud, with no dominant player. This is still a nascent market
that is open to new players.
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Cloud Services Vendor Decision Criteria

Expertise leads large biz, relationship small biz

Why was this firm chosen (select up to 3 responses)?

N=73

4%

8%

11%

16%

22%

23%

41%

47%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

Bundled with hardware and / or software purchased

They are local to our area

Firm was recommended by the OEM hardware / softwareprovider

They are global, able to support our business throughoutthe
world

Best Price

Other

Firm has proven expertise in the specific networkingdiscipline
we required

Existing business relationship with this firm

Buyers still tend to stick with the suppliers they know although
the previous slides suggest that

may change over time.
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Disaster

Recovery,

Backup,Storage
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Storage, Backup, DR. Small biz leading plans

Has your organisation used outside services to aid in Storage /
Backup / Disaster

Recovery?

22%

13%

11%

18%

37%

Yes, we used the services of our storage hardware orsoftware
manufacturer to help with our storage /backup / or disaster
recovery project.

Yes, we used the services of our storage hardware or

software reseller to help with our storage / backup /or disaster
recovery project.

Yes, we have a trusted provider or VAR that we usefor most of
our outside needs, not limited to storage /backup / or disaster
recovery projects.

No, we have not used outside services to aid in our

storage / backup / or disaster recovery project butplan to
within 24 months.

No, we have not used nor have any plans to useoutside services
in our storage / backup / or disasterrecovery project.

N=137


	
7/27/2019 2013_IT Services-Purchase Intentions_Europe_Survey
results.pdf

27/47

EMC & IBM leading unaided storage services

brand

When thinking of service firms that can help your organisation
meet it's Storage / Backup /

Disaster Recovery objectives, what firm comes to mind first?

N=86

16% 16%

10%

7%

0%

2%

4%

6%

8%

10%

12%

14%

16%

18%

EMC IBM HP NetApp

Unaided Recall

Other firms mentioned:

Dell, Symantec,

Pheonix, Bluechip, Box,

Cisco, Commvault,

Microsoft, Racspace,Vmware, Sunguard,

Fujitsu
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Most Recent Storage Service Purchase HP,

IBM win purchased from contest for services

From which vendor did you most recently purchase services to
help in storage / backup /

or disaster recovery project?

N=87

1%

1%

2%

4%

6%

8%

12%

13%

16%

17%

21%

0% 5% 10% 15% 20% 25%

Accenture

Deloitte / Braxton

A Cisco authorized reseller / integrator

Dell or Perot Systems

Cisco

Other Large regional firm with offices mainly in my

Other Large national / international firm with many

Other local firm or independent consultant (specify)

EMC / Brocade / Netapp / other storage vendor not listed

IBM or IBM Global Services

HP or EDS
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Storage Services Vendor Decision Criteria

Expertise leads large biz, relationship small biz

Why was this firm chosen? (select up to 3 responses)

6%

8%

10%

13%

14%

39%

54%

60%

0% 10% 20% 30% 40% 50% 60% 70%

Other

They are local to our area

Bundled with hardware and / or software purchased

They are global, able to support our businessthroughout the
world

Firm was recommended by the OEM hardware /software provider

Best Price

Firm has proven expertise in the specific discipline
werequired

Existing business relationship with this firm

N=87
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Business

Applications
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Enterprise Applications Services 32% have

used servicers for assistance. 9% have plans

Has your organisation used outside services to aid in the
selection, customisation, and

deployment of a major enterprise application like ERP, CRM, BI,
Accounting / FinancialSoftware, etc?

N=137

20%

12%

8%

9%

50%

Yes, we used the services of our enterprise application vendor
to

help with our enterprise application selection,
customization,deployment or upgrade project.

Yes, we used the services of our enterprise application reseller
tohelp with our enterprise application selection,
customization,deployment or upgrade project.

Yes, we have a trusted provider or VAR that we use for most
ofour outside needs, not limited to enterprise application
selection,customization, deployment or upgrade projects.

No, we have not used outside services to aid in our
enterpriseapplication selection, customization, deployment or
upgradeproject but plan to within 24 months.

No, we have not used nor have any plans to use outside
servicesin our enterprise application selection, customization,
deploymentor upgrade project.

Its interesting to see that half of buyers do not use services
here perhaps suggests that more

firms are opting for standard, vanilla versions of application
software instead of heavily

customising.
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Very little difference between top 4 leading

enterprise applications services awareness

When thinking of service firms that can help your organisation
meet it's enterprise application

selection, customisation, deployment or upgrade objectives, what
firm comes to mind first?

N=68

7%

6% 6% 6%

4% 4%

0%

1%

2%

3%

4%

5%

6%

7%

8%

T- Systems Accenture IBM ORACLE MooreStephensconsulting

PW&C

Unaided Recall

Other firms mentioned:

CapGemini, HP,

Microsoft, PT Pro, SAP,

Dell, Delloite, Logica,Northgate


	
7/27/2019 2013_IT Services-Purchase Intentions_Europe_Survey
results.pdf

33/47

Applications Deployment highly fragmented.

Accenture largest single player.

From which vendor did you most recently purchase services to
help in enterprise

application selection, customisation, deployment or upgrade
project?

2%

3%

3%

3%

4%

6%

6%

9%

12%

15%

38%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45%

Deloitte / Braxton

A Cisco authorized reseller / integrator

Dell or Perot Systems

Price Waterhouse Coopers

IBM or IBM Global Services

Cisco

Other Large regional firm with offices mainly in my country
or

Accenture

HP or EDS

Other local firm or independent consultant (specify)

Other Large national / international firm with many offices

N=68

Large buyers need global players to support them as they
increasingly standardise on common

applications worldwide.

Enterprise Applications Services Vendor Decision
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Enterprise Applications Services Vendor DecisionCriteria
Expertise and existing relationships top

selection drivers

Why was this firm chosen? (select up to 3 responses)

N=68

4%

9%

9%

12%

15%

29%

49%

63%

0% 10% 20% 30% 40% 50% 60% 70%

They are local to our area

Bundled with hardware and / or software purchased

Other

Firm was recommended by the enterprise applicationcompany

They are global, able to support our business throughoutthe
world

Best price

Existing business relationship with this firm

Firm has proven expertise in the specific discipline
werequired
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Security /

Compliance

57% i f it
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57% use no services for security.

15% have purchase plans.

How has your organisation most recently used outside services to
aid in security / compliance?

N=137

10%

14%

4%

15%

57%

We used the services of our security or compliancesoftware
manufacturer to help with our security orcompliance project.

We used the services of our security / compliance resellerto
help with our Security / Compliance project.

We have a trusted provider or VAR that we use for mostof our
outside needs, not limited to security / complianceprojects.

We have not used outside services to aid in our security
/compliance project but plan to within 24 months.

We have not used nor have any plans to use outsideservices in
our security / compliance project.

Firms are increasingly building their in-house skills for
security due to the sensitivity of data and the

need for greater in-house capability
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IBM leading security provider

When thinking of service firms that can help your organization
meet it's security/compliance

objectives, what firm comes to mind first?

N=59

0%

2%

4%

6%

8%

10%

12%

Unaided

Other firms mentioned:

Sophos, Unisys, RSA,

Oracle, Microsoft,

McAfee, KPMG,Saphire, F Secure,

Navaho

Interesting to note that the top 3 firms are not security
specialists but big suppliers.

Antivirus companies could perhaps benefit from a greater focus
on services.

L fi i t t f it i
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Large firms important for security services,

then, however local not far behind

From which vendor did you most recently purchase services to
help in security /

compliance project? (select all that apply)

N=59

3%

5%

5%

5%

7%

9%

14%

15%

17%

19%

19%

22%

0% 5% 10% 15% 20% 25%

Arrow

BT

KPMG

Price Waterhouse Coopers

Dell or Perot Systems

A Cisco authorized reseller / integrator

HP or EDS

Cisco

Other local firm or independent consultant (specify)

IBM or IBM Global Services

Other Large regional firm with offices mainly in my country
or

Other Large national / international firm with many offices
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Expertise and Relationship trump all other factors in

deciding firms from which to purchase security svcs.

Why was this firm chosen? (select up to 3 responses)

N=59

3%

9%

9%

10%

19%

41%

48%

61%

0% 10% 20% 30% 40% 50% 60% 70%

Other

Firm was recommended by the OEM hardware / softwareprovider

They are global, able to support our business throughoutthe
world

Bundled with hardware and / or software purchased

They are local to our area

Best Price

Firm has proven expertise in the specific discipline
werequired

Existing business relationship with this firm
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Business

Process

Outsourcing
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6% of Large Enterprises Considering Business Process

Outsourcing. 75% of LE not using or considering.

Has your organisation used business process outsourcing?

19%

6%

75%

Yes

No, we have not used businessprocess outsourcing, but plan
towithin the next 24 months.

No, we have not used nor haveany plans to use businessprocess
outsourcing.

N=103

BPO is the most specialised form of services not surprising it
is the least used.
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Not having a project or requiring external skills

accounts for 82%. Cost ranks surprisingly low

If your organisation has not used business process outsourcing,
why not? (select one)

N=103

40%

42%

15%

4% We have the skills internallyto perform these tasks

We did not have any projectsthat require business
processoutsourcing

Too expensive

Other

BPO is a big upheaval for organisations handing whole processes
to a third-party. Many will prefer

to develop their own on-house skills.

BPO Pla ers Fanc Graphics means
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BPO Players Fancy Graphics means

anecdotal level data pull

When thinking of service firms that can help your organization
meet it's business process

outsourcing objectives, what firm comes to mind first?

N=34


	
7/27/2019 2013_IT Services-Purchase Intentions_Europe_Survey
results.pdf

44/47

Demographics
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Demographics Business Categories. Education,

Finance, Mfg., Healthcare & Government Lead Pack

Which best describes your organisation's industry?

N=137

2%

2%

3%

3%

4%

6%

6%

7%

7%

7%

8%

8%

10%

12%

15%

0% 2% 4% 6% 8% 10% 12% 14% 16% 18%

Media / advertising / marketing

Travel / leisure

Computer hardware

Transportation / utilities

Communications carrier

Computer software

Education

Business services / consulting

Insurance / real estate / legal services

Retail/wholesale / distribution

Health care / medical

Manufacturing and process industries

Other

Government

Finance / banking / accounting
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Company Size

How many employees does your organisation have?

7%

10%

9%

15%

10%

23%

16%

12%1 - 9

10 - 49

50 - 99

100 - 499

500 - 999

1,000 - 4,999

5,000 - 20,000

20,000+

N=137
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Sample of firms that completed this survey
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