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Agenda

« Regional to Global - Before and After
« Unifying Processes

« Leveraging Best Practice

New Technology

Merging Companies

New Services




Sales

Tech Support




Customer Focus

Lack of co-ordination

Co-operation between functions, roles
Lack of Customer kpi's at Board meetings
A common language, terminology

Cross lateral and open communication
Silo driven agenda’s

« Not using information that drives the customer
agenda
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Karen Lim
Global Technical Support
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Global Technical Support
Goal

Deliver a world class level of support to our
customers ensuring their success and continued
loyalty



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.
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Best Practices

« Consistency in pricing

- Standardized Service Level Agreements
« Robust escalation process

« Communication plans

 Training programs \ Virtual Communities

« Customer Satisfaction Managers



Service Level Agreements

SEVERITY LEVEL: DESCRIPTION OF ISSUE: TARGET RESPONSE: EXPECTED ACTION:
Mission-critical emergency Critical issues are worked on continuously during office hours until a workaround is found.
System down: business critical or common operations halted - mission- | Immediate Critical issues are immediately escalated to the Director of Global Support and after 24
critical systems with a direct impact on the organization. < 30 minutes hours to the Senior VP of Global Services.
A dedicated team comprising technical support staff, QA engineers, and/or developers, as
No workaround is available at the time of the call. appropriate, work to identify the source of the problem and if necessary, create a

workaround or other resolution in order to restore mission-critical operations in the
shortest time possible. At that point the severity level is downgraded.

Severe loss or reduction of service
A major function is experiencing a reproducible problem which causes Within 4 hours Technical Rep will engage with global technical support staff, QA engineers and/or
major inconvenience: business critical or common operations fail developers as appropriate to identify the source of the problem and if necessary, create a
consistently: application crashes readily: application exhibits system- workaround or other resolution in order to restore normal business operations as soon as
wide problems possible.

Minor loss or reduction of service

3 A fundamental function is experiencing an intermittent problem, or a Within 2 local business Pitney Bowes MaplInfo will use commercially reasonable efforts to provide an acceptable
Medium business critical or common operation occasionally fails: a days workaround and incorporate a solution to the problem in the earliest possible scheduled
less common operation fails consistently, is of medium inconvenience. maintenance or product release. You can contact Technical Support to monitor the status
Medium effort workaround available of any bug.

Minor inconvenience of service Within 4 local business Pitney Bowes Maplinfo will use commercially reasonable efforts to provide a workaround.
A less common operation fails occasionally, and low inconvenience days When appropriate, we will log the issue as a bug and provide you with a tracking number,
matters. Low effort workaround available or as a feature request, then try to incorporate a solution to the problem in a future product
release. You can contact Technical Support to monitor the status of any bug.




Global Technical Support Escalation Process
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Virtual Escalation Resolution Team




Virtual Escalation Resolution Team




New Technology

« Single CRM \ Tech Support Systems
worldwide

 Unified phone systems and call routing

« KB visible to all Tech Support staff and
Engineering

« Online access for customers with capability
to log and track tickets



Merging Companies

« Backbone structure in place

« Global communicated vision

« Consistent best practice policies and procedures
« Global performance measures

« Virtual teams, buddies

e Tech Support Community

« Flexible location

« Training transfers

« Ongoing training program



New Services

24x7 with Engineering Support

Managed Support Services

Technical Account Administration

Self Service Ticket logging and tracking

Upgraded Knowledge Base



Sales Tech Support




Thanks for your time!

Q&A



Global Technical Support

Charter:

To provide our customers with a positive and memorable support
experience, through knowledgeable and engaged staff, that inspires
them to tell their friends. To take ownership and responsibility for the
technical relationship with our customers and provide a
standardized, consistent single face across the world.



