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Enterprise Software CONCEPTUAL

Market Demand

Previous Waves

o Maturing markets

5 Focusedon
manufacturing, sales,
distribution, and
administration

Future Wave
5 Emerging market

% Focused on after-
sales service

Late Majority Laggards

Technology Early Adopters Early Majority

Enthusiasts
Adoption Timeline
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COMPETITIVE
DIFFERENTIATION

C34

30
20
10

* Targeting early
adopters

* Emerging market

* Product
innovation
focus

EARLY MARKET MATURITY LATE
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Neither Satisfied
MNor Dissatisfled
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romoter

Zones of
Indifference
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Product Lifecycle

% Gross Margin
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Solution Focused
(Products and Services)

Product Focused

TO0%

Combined Business
60%
50%
40 %

30%

20%
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Service Bust

10%

Time
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Service Focused
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Your Your Best Best Worst Worst Average Average
data data 2004 2005 2004 2005 2004 2005

2004 2005
Categories
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Multiple order processing
systems

Manual handling of orders
Manual returns processes

High percentage of costly
emergency orders

Inefficient inventory control
Broken calls due to parts

“after the fact” discovery of
problems with part orders

Mo visibility of inventory
stored by suppliers & 3PLs
Difficulty coordinating
external service network
participants

Lack of reliable commit dates
& times

High repair turnaround time
Limited visibility into repair
cycle

Difficulty collaborating over
forecasts & purchase orders
Difficulty implementing new
fulfillment models or ML
programs

Antiguated systems create
barriers to adding new clients

Difficultly adding technology
driven services

Difficulty integrating newly
acquired service capabilities
Struggle to offering a menu
of different service levels
Core product sales are

negatively affected by poor
service
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Field Service Maintenance
SW Maintenance
Call Centre
Customer Care
Help Desk
Training
Professional Services
Business Development
Product Specialists
Repair Centre
Sales
Marketing
Logistics
Finance & Admin
Procurement
Human Resources
Distribution
Environment

% of Participants

0%

75%
74%
74%
67%
64%
)
51%
37%
33%
32%
30%

10% 20% 30% 40%

| Yes | No

15%
16%
18%
19%
20%
24%
25%
26%
26%
33%
36%
42%
49%
63%
67%
68%
70%

70% 80% 90% 100%
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