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Delivering Superior Support
in 75 Countries

Established in 1979 and with 2005 revenues of $9.66 billion, EMC Corporation (NYSE: EMC) is the
world leader in products, services and solutions for information management and storage that
help organizations extract the maximum value from their information, at the lowest total cost,
across every point in the information lifecycle. They are the information storage standard for
every major computing platform and, through their solutions, serve as caretaker for more than
two-thirds of the world’s most essential information. EMC helps enterprises of all sizes manage
their growing volume of information—from creation to disposal—according to its changing
value to the business through information lifecycle management (ILM) strategies.

Situation

Widely regarded as the benchmark for support excellence in the IT industry, EMC Customer Service
has direct service presence in 75 countries and service partners in 28 countries, representing
every major region of the world.

To incorporate the fundamentals of the Service Capability & Performance (SCP) Standards into
the daily practices of every support center, EMC implemented various programs and procedures,
including the creation of an SCP Program Management Office (PMO). The PMO drives consistency,
improving overall support center procedures, as well as enhancing and streamlining the annual
audit process.

The EMC Customer Service organization was facing two major challenges: implementing changes
from feedback provided by the annual SCP audit, and making the audit process part of their
everyday business. “We were getting all this great feedback (from the audit) but we didn’t have a
systematic way of dealing with it,” said Kathleen Feasel, an EMC Business Operations Analyst.

Business Solution

The PMO is comprised of two Global Technical Support (GTS) Senior Directors, a Business
Operations Analyst and a Senior Program Manager, both from the GTS Operations group. The PMO
focuses specifically on streamlining the audit process and incorporating the audit results into
the business. The PMO was created to ensure GTS is taking full advantage of the SCP Standard and
audit findings.

“The SCP Standards are really about best practices, and we needed to make it a part of the way
Ser'\"m we do business,” said John Goulding, Senior Director, Hardware Technical Support.
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workspace that enables the team to work together more efficiently). They are also responsible,
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“No matter what product a
customer calls about, they’re
going to get consistency

in service.”

Kathleen Feasel
EMC Business Operations Analyst
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Advancing Service Excellence

in conjunction with the Operations group, for devising a plan to incorporate recommended
practices into daily business. In addition, EMC has introduced quarterly internal audits to
prepare for the year-end audit. The internal audits also help drive consistency and keep the
ideals of the annual two-day SCP audit in front of every team member.

Incorporating the SCP Standard into Daily Business Improves
the Bottom Line

EMC led the worldwide storage software market in total revenue for the 11th consecutive
quarter (through the third quarter of 2005). During the third quarter, EMC also led the storage
replication market with more than twice the revenue share of the next closest provider, and the
storage resource management market with more than four times the revenue share of the next
closest provider. Source: International Data Corporation’s Worldwide Quarterly Storage Software
Tracker, 30 2005.

Even as the storage software industry leader, EMC continues to strive for improvement. By
implementing the SCP Standard, EMC is able to pinpoint weaknesses in any area of the
organization and focus on solutions.

“This year, the week before the audit there was a calmness that we hadn’t seen before, because
we were ready. We had made things happen throughout the year that insured our readiness. As
people learned some of the best practices, they started to see more value in (the SCP audit),”
Goulding explained.

SCP Best Practices Create Consistency, Streamline
Communication

EMC’s GTS infrastructure includes more than 4,700 technical and field experts serving customers
in more than 75 countries. This global infrastructure ensures a service presence in every major
region of the world—with more than 35 strategically located support centers working together to
deliver “follow-the-sun” support.

With so many offices, consistency and communication are vital. After the PMO implemented SCP
audit recommendations, communication greatly improved between technical support and its
cross-functional teams.

“All of our section leads are from different parts of the GTS business globally and functionally.
We have people from hardware and software. We also have people from marketing involved in the
audit. It makes everyone see the things that need to be done similarly in the business, and we’ve
become more of a cohesive group. No matter what product a customer calls in about, they’re
going to get consistency in service,” Feasel said.
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Through use of SCP Best Practices, PMO Now Drives EMC to:

+ Maintain best practices

« Streamline the audit process

« Improve audit scores

« Achieve consistency company-wide

+ Maintain a higher level of service quality

« Learn from best practices of other world-class organizations

Three key elements were revamped and improved through PMO processes:

1. Audit information stored in eRoom
Previously, audit documentation was stored on an internal website but was difficult to
access, maintain, and edit. Now all audit information is stored in an eRoom, one central
repository for all of the audit-related documentation.

o

. Career Development Map
In addition, the Career Development Map, an online professional development tool, was
completely reworked. Career Development Maps are now available to employees via
Knowledgelink, an internal training website. Through this program, employees can see
what classes and training are needed to advance to the next level. As employees seek out
more training and education, their productivity improves; they advance in their careers, and
create a win-win for themselves and EMC.

[3N]

. The Customer Service Revenue/Entitlement program
This greatly improved program validates the customer’s service contract. If they donot have
a valid contract, they have the option to renew the contract or pay for service time and
materials.

The revised revenue/entitlement program benefited EMC in three ways:

« Elimination of free service
- Additional time and materials revenue
+ More revenue generated through contract renewals

“The PMO is directly tied into these initiatives and helped ensure that these projects were
underway. We leveraged the SCP program to drive the importance of these initiatives. Building
Entitlement took nearly three years to complete, and SCP helped make it happen,” said Feasel.

SCP Standards Promote a Better Understanding of the Business

Because the PMO stresses the importance of each individual’s role in the company’s success, EMC
employees have a much better understanding of how personal accomplishments are critical to
the business.

“Amy Pixley (GTS Senior Program Manager) and | have developed strong working relationships
with people from all aspects of the business, and a lot of it is due to the SCP Standard. It really
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helps us get to know everyone and it helps them get engaged in the process,” Feasel noted.

She added that, since the inception of the PMO, employees have developed a new level of
confidence in business processes because there is a fundamental understanding of how things
work. The PMO fosters a new sense of ownership within each team.

“It’s not only the people involved in the PMO, but also the section leads we’ve had involved in the
program are seeing how the business is glued together, especially outside of their own areas of
responsibility. People do get a better understanding of the business in general by being involved
with the SCP Standard,” Goulding explained.

SCP Best Practices Drive Continuous Improvement Goulding, Feasel, and other members of the
PMO have found that attending SCP conferences and meetings have been especially helpful in
learning about best practices of other leading organizations. Sharing best practices among SCP
participating organizations is a fundamental undertaking by companies seeking to deliver
world-class support.

“We’re looking to learn best practices from the whole SCP Stardard itself and we are getting out
and meeting people from other SCP Certified organizations to hear what their best practices are,
Goulding noted. “We’re putting more of an effort into attending conferences and listening to
others, and also sharing our best practices.”

]

EMC’s Commitment to Global Excellence EMC has SCP Certified Support Centers in Hopkinton, MA;
Cork, Ireland; Sydney, Australia; and Ontario, Canada. In December 2005, EMC’s internal IT Global
Service Desk operation also achieved SCP Certification, enabling more than 25,000 EMC
employees around the world to better meet the needs of their customers.

To learn more about the Service Capability & Performance (SCP) Standards and what they
can do for your organization, contact Service Strategies Corporation at 800.552.3058 email
info@servicestrategies.com, or visit www.scpcertification.com

About Service Strategies

Service Strategies advances service excellence for quality-minded organizations by providing
industry standards, consulting, and training solutions that ensure delivery of consistent,
high-quality customer service and support.

The world’s leading service and support providers use Service Strategies’ Service Capability &
Performance (SCP) Standards as a roadmap for service excellence and a qualitative and
quantitative measure of success.
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