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Agenda
» Global Technical Support
» Today

» The Future




Global Technical Support

Charter: To provide you with a positive and
memorable support experience, through
knowledgeable and engaged staff, that inspires you to
tell your friends. To take ownership and responsibility
for the technical relationship and provide a
standardized , consistent single face across the

world.




Provide a standardized , consistent
single face across the world

» Consistent best practice policies and procedures
» Unified email, phone systems and call routing
» Comprehensive Knowledge base

» Self Service Ticket logging and tracking




Where Is Technical Support Today?

Current Group 1 Offering:

Product Downloads
Customer Communications
Self Service

Knowledge Base




Group 1 Technical Services | Pitney Bowes Group 1 Software - Microsoft Internet Explorer

J File Edit ‘ew Favorites Tools Help

J Address I@ httpe el comfSupport

=l PitneyBowes

GROUP 1 SOFTWARE

CUSTOMER SERVICES Home »» Customer Services »» Technical Services
Support Nl ... | Tochnical Sorvices

My Documentation Everything you need to reach
Group 1 iz right online.

Welcome Reinhard Borchardt of Group 1 Software. Your
last visit was 4/23/2008 10:06:27 AM. Lo s 0Lk ol
password?

DPY & LACSLMk False-
Positive

Special Reguest

From the Technical My Products

Discussion Forums

. Detailed infarmation including software components, databases, heed to call Technical Support?
Contact Support : : @
erVICeS page O product updates, license files, related docurmentation and mare. Uze our & Support Phone Menu
Supported Platforms for reference. b

the Support Web Docuentation

Users manuals, release notes, installation instructions and

- FTP Access st
S|te, yOU have LATEST NEWS

Online Forms

Senvice Source DPV & LACSHNE Falge Positive (Seed Violation) Recove Services Webinar
acceSS to a” T Use this page to locate the apprapriate links to retrieve your = Mewr CCM Azsessment
Base | replacement DPY™ and LACSUM™ jicense key files. Z;Dj_gram “vaisbie (October
aSpeCtS Of our Glossary Special Request Downloads ) )
Start turning your operations!

. NewsCast This area is for our customers who have been given a special resities into proftable
O n | I n e SU p pO rt. G1 Blog download code by a technical support representative. opportunitiss. Learn howy Grougp
1 can help at our customer
wehingr

LEtEaces & Online Discussion Forums

Update Contact Info We've updated our discussion forums. If you're looking for a

Logout place to talk with other Group 1 customers, ask each ather Heyesrouninue=ty,

class

guestions or share ideas — then this is the place to be. YWhile Group 1 University is offering a
Group 1 does manitor these forums, they should not be used as new class:
a technical support option. If you are seeking technical support, = Yyhat's Mew in hsilStream
please use our eService / Knowledge Base feature. You may Pluz 751
still access the old discussion forums, howewver these should be .

This iz free class for our
referenced for read-only purposes; new posts should be added S Er T e
to the new forums only, wiz an eLearning webinat.

” Pleaze visit the G1 University
Contact Information Oniline: Resistration for date, time

Meed tn et in tnuch with snmenne in Technical Serdces? Lse anel pecisteation infnemation

l_ ,— ,_ l_ l_ |td Local intranet




My
Products

From “My Products”,
you can access all
the products your

company
licenses/owns and
has current
maintenance.

J File Edit Miew Favaorites Tools Help

3 My Products | Pitney Bowes Group 1 Software - Microsoft Internet Explorer

Back - €3 - | -p v . ) Sgarch 5 Favarites : Y ey ¢
[Qes - © - ¥ [B] (] P Jrwonss @) (2- 1,

J Address I@ http: w1, comySupportf Producks)

2k PitneyBowes

GROUP 1 SOFTWARE

CUSTOMER SERVICES

»» Technical Senvices

My Documentation

DPY & LACS' ™" False-
Positive

Special Request
Downloads
Discussion Forums
Contact Support
Supported Platforms
Support Help

FTP Access

Online Forms
Service Source

eSenvice | Knowledge
Base

Glossaries
NewsCast

G1 Blog

List Services
Update Contact Info

Logout

m Our Company Solutions m Resources Partners

Home »» Customer Services »» Technical Services »» My Products

My Products

Available Products

Customer Services m

Subscribe to the My Products
RSS teed for procuct

updstes and downloads,
Address Cleanser and Coder Transform

Address Quality Hub
Addresshlow Module - Batch

Addressiow Module - Client/Server

Addresshlow Module - Weh
Adrnin
Admin - Unicode

Advanced Matcher Transform

Business Merge/Purge Plus

CODE-1 Plus
CODE-1 Plus Client/Serer
CODE-1 Flus International

Canadian CODE-1 Plus
Canadian CODE-1 Plus Client/Server

Centrus Desktop Address Coding Module

Centrus Enhanced Geocoding Database - Monthly

Centrus Enhanced Meighbars

Centrus Enhanced Parcels

Centrus Enhanced Parcels Display

’— l_ ’_ ’_ ’_ |\d Local inkranet




a SortStream Canada on IBM: 2/05 | Pitney Bowes Group 1 Software - Microsoft Internet Explorer a = |EI|5|

J @Back - Q - @ @ ¥h ‘;) Search *Favorites @‘ D}E' .,;., o ‘ll';.f

J.ﬁ.gldress @ hktpef fuaa, g1 . comySupport/Products/proddetails, asptid=1%20G M4 j Go

Products & Pitney Bowes o
Details

J File Edit ‘Wiew Favorites Tools  Help

CUSTOMER SERVICES Home »» Customer Services »» Technical Services »» My Products »» SordStream Canada »» Product Details

T h e C u rre nt Ve rS i O n » Technical Services
of the prod uct > My Products SortStream Canada on IBM: z/OS

Use the links in the list below to navigate through products associated with your SontStream

p rod u Ct u pd a‘tes My Documentation Canada purchase.

DPY & LACSLTK False- My SortStream Canada Purchases

and databases are Posite
Special Request

ava| Iab I e for Downloads

Discussion Forums Products

d OW n I 0 ad frO m th IS Contact Support

Supported Platforms

p ag e " Support Help

i SortStream Canada

ACCESS  LICEHSE LICEHSE

VERSIOHN 05 UPLOADED FILE KEY FILE DoCs EXPIRATION

262 | oLl commian | Sazen | e wa | By 12031 2010
FTP Access
Support Site Product Updates

Walkthrough

Online Forms

VERSIOH 0s FILE UPLOADED DOCUMENTATION

Service Source OSRP90MYS | B ortStresm Canada 2.6.2 Product

_ 282501 LE JF 294Mb 20080310 Undate 501
eService | Knowledge
Base

OSE90MYS | g B sortStresm Canada 2.6.0 Product
26.0CH oF  124Mb 20070242

Glossaries LE ¥ Updste CO1
NewsCast Sortstream Canada 2.6.0 Product Updste CO1 - CO1 includes change requests 1-19573339, 1-19573403,1-
G1Blog 19784732 (iSeties only), 1-19847667 119343497 (MV'S only) 1-201 246124 -201 70758 and 1-20426147 (MVS and

“'5E anly). Details are provided in the letter.

List Services

OSIEA0MYS | B SontStream Canada 2.6.0 Product
Update Contact Info 26035M LE -] 200841 2118 Updlate 501

Logout
SortStream Canads 2.6.0 Product Update 501 - 501 corrects change request 1-19355351 . Details are provided in

the letter.

Databases
|

,— ’— ’_ l_ ’_ |!d Local intranet




a All Products | Customer Communications | Customer Services | Pitney Bowes Group 1 Software - Mictosoft InEern ; 2 |D|ﬁ|

Back - - -x --, ¢ '/_) Search r Favorites A | -:'\" :\ & f"lr
() |, A 9 R = i

Jngldress I@ hittp:f fe, gl comfSupport/Docs/dspavidocsum_cat, asp?rat=Customer+Communications j G0

J File Edit Wew Favorites Tools  Help

| »

=& PitneyBowes = CONTACTUS O oo |

GROUP 1 SOFTWARE

| Home | our Company | Solutions | Products | Resources | _Partners  [SCCilialll Help
‘ u Sto I I I e r CUSTOMER SERVICES Home »» Customer Services »» Technical Services »» My Documentation  Customer Communications: &1
Procucts

» Technical Services
My Products

C O m m u n i Cati O n S > My Documentation CUStomer Communications Hote;: The HEWY icon indicates

Category that thiz ertry has been addad
j zince your last login.

USEFUL INFORMATION

|Cust0mer00mmunications

Primary User contacts Dt e S
receive technical ST [No Fiter =]

Discussion Forums Platform

communications regarding — [
pre-releases, release and a e

Support Help FILTER »

variety of other types of FIPAccess

Online Forms All Products

I ette rS . Service Source

eService ! Knowledge
Base

Below are the available docurments for products currently under maintenance.

Didn’t find what you were looking for?
Try changing the platform filter above to ‘Mo filter' to view cross-platform documentation for this
praduct.

Glossaries
HewsCast
G1Blog

List Services

Update Contact Info

ORT258T1408 - This one-page etter notifies customers
about & service interruption, on April 29, 2008, to
upgrade the OnRoute product to version...

Logout

OnRoute 2.5 8 Technical

Announcement 200504123

CDQ55051408 - This two-page letter announces the
Customer Data Quality Platform | availability of Product Update S01 for Customer Data SO0B4
5.5.0 Product Update S0 Quality Platfarm 5.5.0. Detailed installation instructions

,— ,— ,_ ,_ l_ |§d Local intranet




Special Request
Download and
TP




eService

The Support Web site
provides you the option
of submitting your
Service Requests
online and reviewing
other Service Requests
opened by you and
others in your
company.



Knowledge
Base

Search our Knowledge
Base for:

» information about your
products
» “how to”
rwhere



Other Helpful
Information

The Technical Support
Web site contains many
other types of
information that can be
useful to you — the
Supported Platforms
documents and our List
Services Lists, for
example.



NewsCast

NewsCast, an electronic
newsletter distributed
by Technical Support

Integration and
Operations (TSIO),
contains information
about all
communications
distributed by TSIO,
education classes and
breaking technical
news related to our
products and the
industries that impact
our business.



Technical Support Direction



Self Service

« Customer Centric Knowledge Base
« Customer specific jargon
« Carefully written articles

* Online Tickets
 Open
« Monitor progress



Web Chat

« Real Time Online Chat with knowledgeable
Technical Support staff



Net Call/Click-to-Call

« Eliminates the need to hold

« User designated call back time



Personalized Telephone Experience

« Personal Identification Number

« Concierge Service



Video Conferencing

 Face-to-face communication

« Personalized interaction



Remote Tools
« Decreases Resolution time
« Desktop Sharing

« Diagnostic Tools



Integration & Operations

« E-mailus at tsio@agl.com




