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DETERMINDNG SEGMENT NEEDS

ABB Customer Segmentation strategy...

CAaN You Reap My MiNnD?

The First 5tep to Providing Truly Differentiated Service is Understanding Unarticulated Customer Needs
The Difficuley in Ececuting a Meeds-Bazed Segmentation Strategy
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ABB Service Support Overview
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Who and What is ABB ?

Process: Overview of SupportLine

CRM Tool: Creating / Managing SupportLine Cases
Reacting to Market Drivers

Operations Transformation

Adaptability and Leveraging Infrastructure
m Integrated services

Q&A
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Service by the numbers...
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m 22.. of April is Earth Day

4.. emerging service technologies

m 3 & 23... percent of wireless technology used in process

monitoring or critical control

6-18... dB attenuation (in 2.4Ghz band) of brick/concrete walls
20... attributes to the Anatomy of a world-class contact center
6.. subprojects to TAIL-10

5 3/4... hours till the Pennsylvania polls close today
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Who we are

I - '. :._:.:.;_ 1.I ! | . ;'u',l.

Power and product|V|ty for a better world
m ABB is a leader in power and automation technologies that

enable utility and industry customers to improve their
performance while lowering environmental impact

m Our goal is to create value for our stakeholders by meeting the
needs of our customers, employees and the communities
where we do business

m As one of the world’s leading engineering companies, we help
our customers to use electrical power effectively and increase
industrial productivity in a sustainable way A DD
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Facts about ABB Group

Headquarters: Zurich, Switzerland

About 112,000 employees in
over 100 countries

Orders in 2007: $34.3 billion
Revenues in 2007: $29.1 billion

Listed on Stockholm, Swiss & New York
exchanges; traded on virt-x

m Core business organized into 5 divisions; Power Products,
Power Systems, Automation Products, Process Automation, I DD

and Robotics v

© Copyright year ABB




What we offer: Divisional structure and portfolio
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Power Automation Process Robotics
Products Systems Products Automation
Sales: $6.4 billion Sales: $4.0 billion Sales: $5.9 billion Sales: $5.0 billion Sales: $1.7 billion
Transformers, high- Substations, FACTS, Low-voltage products, Control systems and  Robots, peripheral
and medium-voltage HVDC, HVDC Light, drives, motors, power application-specific devices and modular
switchgear, breakers,  power plant & network electronics, and automation solutions  manufacturing
automation relays automation instrumentation for process industries  solutions for industry

m Market-leading positions in most key product areas

m Integrated solutions for grid reliability, productivity and energy efficiency
m Robust global value chain to serve established and emerging markets
m Extensive global network of value-added channel partners
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ABB’s Mission
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* 2 Improve performance

ABB helps customers improve their operating performance,
grid reliability and productivity whilst saving energy and
lowering environmental impact.

Drive innovation

Innovation and quality are key characteristics of our product,
systems and service offering.

Attract talent

ABB is committed to attracting and retaining dedicated and
skilled people and offering employees an attractive, global work
environment.

Act responsibly

Sustainability, lowering environmental impact and business ethics
are at the core of our market offering and our own operations.




ABB vision
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ABB delivers attractive profitable growth by providing leading power
and automation technologies to customers throughout the world. We
help them to improve their performance and productivity as well as to
save energy and lower environmental impact.

ABB'’s technology competence, broad application know-how and global
presence offer customers easy access to leading electrical
engineering and industry automation solutions. Innovation and
guality are key characteristics of our service and product offering. We
build on long-lasting, value creating partnerships with customers and
suppliers.

As one of the world’s most global and dynamic companies, ABB is
unique in its multicultural environment and attitude. We are committed
to attracting and retaining dedicated and skilled people. Offering
employees an attractive working environment and excellent
development opportunities.

By 2009, ABB will be recognized as the top global engineering I DD
company in terms of market impact, growth and profitability, value FRIDEPD
creation, sustainability and ethical behaviour.




ABB Executive Committee 2007
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Fred Kindle

President & |

Chief

Executive . | -

Officer Michel Demaré Gary Steel Ulrich Diane de
Chief Financial Human Spiesshofer Saint Victor
Officer Resources Corporate General

Development Counsel

Ravi Uppal Bernhard Jucker  Peter Leupp Tom Sjokvist Veli-Matti Anders Jonsson
Global Markets Power Power Automation Reinikkala Robotics
Products Systems Products Process
Automation
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ABB AT SupportLine Overview
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Who and What is ABB ?

Process: Overview of SupportLine

CRM Tool: Creating / Managing SupportLine Cases
Reacting to Market Drivers

Operations Transformation

Adaptability and Leveraging Infrastructure
m Integrated services

Q&A

AND THAT'S LUHY I
RECOMMEND USING
THIS PROCESS.
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ABB Customer Service Center - North America
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Service Initiative

Any Customer Industry Call 1-800-HELP-365

Any ABB Product

Control
Systems

Drives &
Motors

LV Controls

Analytical Protection

— >

HV,MV switchgear

Instruments

Collaborative

Commerce
Transformers

Robotics

+ Customer Portal

Utilities, Water

Paper, Metals,
Consumer Products

Manufacturing,
Automotive

Petrochemicals,

Pharmaceuticals

+ Web

Service
Training
Technical Support
Parts/Repairs
Sales & Marketing
HelpDesk




Customer Service Definitions

m ABB Service Mission: To meet or exceed customer expectations,
manage operating margins, and support revenue growth initiatives
for ABB by delivering fast, efficient, courteous and professional
customer interactions, through on-time delivery of information,
products and services, and the identification of new business
opportunities.

m CRM entalls all aspects of interaction a company has with its
customer. It includes methodologies, software, and usually Internet
capabilities that help an organization manage customer
relationships in an organized way. (Paul Niven, QPR)

m VSI mission — Develop world class [CRM] software that allows
companies to maximize their ability to provide service internally as
well as externally.
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BUILDING SERVICE CHAIN SUCCESS...ONE LINK AT A TIME




ABB SupportLine Process

Text Page to on-call
Asset Specialist. CC
SupportLine to
document case.

————————————System High Alarm———

System Low Alar

Email: AutomationSupportLine@us.abb.com

800xA Remote
Asset Monitoring System

Call Cente
records product and
problem, assigns to

Level 2 Engineer.

E S ¥

Phone 1-800-HELP-365
No or 1-440-585-7804

Customer »<_Self Help?

Web Case Entry

r logs case,

a
Case-Tracking I

Troubleshooting KB in KnowledgeBank.

New solutions posted

Product Documentation
Software Updates

http://SolutionsBank.abb.com

Asset Specialist
remotely accesses
system; analyzes
problem.

SupportLine
| assists caller.

Communicate to
originator via
phone or email.
Close Case.

Case
Solved? )

LEGEND

Check-,
. Manual Automated N . Data Base / Document oinf —— Information flow—p»
. GtaanlnlsD operation Operation sgpF:;atgodr:;vV\llti':\g < File System <> u v
B —
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Customer Relationship Management...
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Summary: CRMis... Service Delivery!

m Information about customers (big picture)

Where they’re located

What they buy; when they buy

How they like to buy (online vs phone)
How much they spend

How satisfied they are

m Tools used to serve customers and gather information

m Processes for using customer information

To improve satisfaction levels
To get a larger market share
To provide value added service(s)




ABB AT SupportLine Overview
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Who and What is ABB ?

Process: Overview of SupportLine

CRM Tool: Creating / Managing SupportLine Cases
Reacting to Market Drivers

Operations Transformation

Adaptability and Leveraging Infrastructure
m Integrated services

Q&A

MAY T TRAIN
| A CUSTOMER
B8 TO DO MY JOB? [N
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ABB Statement on Process
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Utilize CRM to integrate customer service across product,
service, and geographic boundaries within ABB.

Industry,

& HStUnET g;f.;tgm:é Follow Special | Capture Pesnond to Diocurne it
Pereived o Exception™, Motructions Open Case »  Propbem C pt ™| Soutions
E;\r?nb23£ Ggﬂaim List? Details tRIOmer Close Case
LLeveld
FPhone ’ I ey ES
Fax Contact » Retrieve Case Solution
Email Received and U pdate
W‘v:ﬁfin Open Assign to _
L Subrnitto
Contact Center K Nl e dige
B e b
R
Inwvestigates i Escalate Yes Chgtomer Close Case
Test L o F 3
y Mo Mewr es
Pending h A Solution
Confirmation Consult Assignto i

Fending
Confirm ation

Investigate
Test

L2
International

Update Casef
.

Consult
wed Level 4 v
Assign to A
Lewel 4
Link to Reviews
Open Record Answer
o Update Case/ 4 -
’—" Pass Info. |~ ™
Icle nitity Corrective Update Caser
Schedule for —p Action, Feassign to
Fix Release Fix Lewvel 3
Y

Reassignto
Lewvel 2

W arketing
ASsEsSment

Submit to

Y

Publish
Resolution

%Done

ABB Supportline
Case Tracking Process

Eeavizion 2.3




CRM Tool: Creating / Managing SupportLine Cases
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m Background: beginning with a CRM

= Functions: adaptable tool that complements process
= Implementation: configure the tools features

m Enhancement: customize the tool

= Analysis and Strategy




Case-Generation

The following contact channels result in case generation

Telephone ——

Phone - manual

CTI - automated
Fax - automated
E-Mail - automated
Web — automated

© Copyright year ABB - 19 -




Customer Contact Management Process

Level 1 CSR

Level 2 CSR

»
>

Level 1 CSR (Call Center):
*Answers phone

*Logs call

*Ensures responsiveness
*Answers basic inquiries
Determines appropriate response for
customer issue

*Assigns issue to appropriate Action Group
*Uses BU-defined handling procedures

© Cc

" Routeto
BA

Training

Regjistration

Logistics \

Scheduling

Route Outside of Call Center:
*Route calls based on business rules provided by
business areas

ABBU Training Registration:
*Provide course availability, pricing and schedule
*Register students

Order Management:
«Fulfill orders / repairs / returns for Logistics channels
*Transfer orders to other BA's as appropriate

Product Technical Support:
*Provide support with escalation to R&D
*Route call to other support centers as defined by BA

Schedule On-site Field Service Engineer:

«Fulfills demand service requests

«Coordinates field upgrades

*Ensures materials, tools, etc. are available as required
*Ensures time reporting, T&L and job reports completed

Mpm




ABB AT SupportLine Overview
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Who and What is ABB ?

Process: Overview of SupportLine

CRM Tool: Creating / Managing SupportLine Cases
Reacting to Market Drivers

Operations Transformation

Adaptability and Leveraging Infrastructure
m Integrated services

Q&A

WHO HAS SOME
SUCCESSES TO SHARE
AT OUR S—MINUTE
DAILY HUDDLE?

OKAY. .. ARE
THERE ANY
OBSTACLES?

EVERY -~

W08 ©2008Scott Adams, Inc./Dist. by UFS, Inc.

i
Cwww.dilbert.com  scottadama®acl.com
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Reacting to Market Drivers
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m Business growth; Product Quality

m Customer Satisfaction / Expectation
m P&L Responsibility; Competition

m Regulatory

1-800 HELP- 365

n Schedule On-Site Service

ﬂ Training Registration

ﬂ Technical Support

ll Bailey Syste

I‘ gccuﬂ

n artsfLogistics

| 1] Baileysystems

E F&P I Kent Taylor
Instrumentation

il All other Automation
PartsiProducts

ﬂ Service Confracts/invoicing

O ABB

m Product Offering

ABB Call Tree Selections

@ Robotics

Paint, Powertrain, Body-In-White, Press Automation
— 1 Field Service

— 2 Paris

—— 3 Technical Support

—— 4 Training

@ Process Control & Safety Systems

Process Control Systems: Industrial IT Systam 800xA, Advant/MOD 300,
Symphony H; A DCI/DCI System Six, More
Safety Systems: August, Triguard, PlantGuard, More
— 1 Field Service
— 2 Parts
—— 3 Technical Support
— 4 Training

Email Links Helpdesk: ABE.Hel
Training: ABBuniv:

—1F Tech Support: Aut 15 ABB.com
2P| Service Product | 5.abib.com
—3T UBL Links  Parts & Repair: v

ABB University: h




Power plant layout & ABB portfolio
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ABB Tools interact with CRM process
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Manage customer contacts (phone, etc); enhance interactions via web,
internet, email, and fax; integrate cross-functional tools:

m CCRP - Capture customer complaints

m CTRAN - Measure customer satisfaction on a transaction level
m Business Online - Parts & Repair order management

m Pathlore - Online training registration

m Dispatch Board — Field resource dB; scheduler

m  SolutionsBank - Product and Knowledge Library

m ServelS - ABB product & system installed base tracking

m SPT — Sales Pursuit Tool

m Proposal/Contract Management dB
m SAP - finance and accounting ERP




PowerHelp Contact Management Tool
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PowerHelp CRM - James Crowl (ABB_INSTANCE) - Microsoft Internet Explorer provided by ABB

POWERHELP|CRM
F B ABB20060922-0184 - SupportLine Case =] =] I
= - SaveﬁExi‘t %Q @;‘?ﬁlhgﬁ
Main Menu .
Beg I n n I n g " D = LﬂSave As Activity Assign Task Reassion ¢ Link Close Cancel Case @Online =linform  Add 2 KB
31 Correct Prevertive Action = .
e SupportLine Case - [ABB20060922-0184]
Drives Case hain Information || Problem Details || Diary || Cortact Information || Tracker || Billing Info || CDSR || Communications |
-
4] HelpDesk Call F
elpbesk Lal Form Problem Summaty: Responze: PO REQ Equipment: =
g Inztruments Case 8 B
B9 Parts Case Trying to replace a Digital Slave IMDSMOS with & IMDSO014 - 4 0922006 E} E
A SoltionsBank Case = Last Activity Date: (09,2205 & [0
th e 1) Subscription Sve Caze V' Called Back: |:
~31] Supportline Case . !
- AR Training Casze Caller Information Product Information i
) Clear Caller Information Clear Product Information
e SS e n I a - §if AZ Supportline Case —_ Al
D Totalflow Case Mame: [Tany Rouleau | o [17sem-z .| S Rz |Symphony v|
. . () CSR Queue Company: [PENOBSCOT EMERGY RECOVER | D: [1756 - 2 SubFamily: [190-Open Sys ]
p Case Tracking . J
m Site: [Orringtan, ME : [1756-01 - B O : -
I n fo r at I O n (&b Project Management Center (Oreingt | | | Product |System-infiz0 ] Q 3
-[Z8 ConsultdT Scheduling Courtry: Phone: [207-823-3382 ¥26 Product [ |
- %1 Dispatch Board Type: WMokile: |:| Wer:
System
-G} Full-text Search E-viait e Bl Yepe
- Customer Mairterances Ak o
Function: |
-2 Customer Loakup System Integrator Information Sub
u Sefu I %1 Customer Research - O B, Clear Systenln |Pteg:_tor o A
% Record Locks rermation Sub Prod.| |
BHED Sales hlame: | | o | | e -
al ette FHE) SupportiService Company: | | IC: | | Serial & | |
p L] EHLT) Custamers Site: | | (53 | | Case Information
M) Cortracts & Biling -] DD | | Status: |Awa'rting Customer b |
Finck: Gn| All Severity: Priot
End Customer Information
- ; Group: |US-CCC
? Q Dispatch Board Link ¥ Copry Caller Information e Eellser v | | L
Information CSR: | |
H :
p Search Matne: |Tony Rouleau | [n3 |1?55—D1 -02 |
Crener | |
S Comparry: |PENOBSCOT ENERGY RECOVER | ID: [1756 = a2
) Gn Cravniet Group: | |
Site: [Crrington, ME =] o175 I ¢ Eps =] B : =)=
And what? & e D —
L} il
(T) Ma Filter (3 Recards) ... @Dispatch Board @Dispatch Board ﬁnction Groups (86 Re... Call Forms (35 Records)

summary




PowerHelp Background Information
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m Vendor: Vertical Solutions Inc. (VSI)

m Technology: SQL2000 dB, Internet Application

m Globally accessible via Intranet
(http://10.92.252.141/powerhelp/)

m Central dB shared by all ABB locations
m Customer structure (Company, Sites, Callers)
m ABB product structure (AT & PT)
m ABB internal structure
m ABB BU'’s represented by Action Groups

m ABB users represented as CSR’s I DD
MMiIP»




Major Functions used by ABB
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= Customer Contact Management

m Technical support, service dispatch requests, training inquiries,
complex parts orders/quotations, service proposal requests.

m Product Problem Tracking

= Record product issues, re-use solutions, provide 6-sigma quality
metrics, global visibility, remote diagnostic notification.

m Service Management
Manage FSE appointments on dispatch board.
Track FSE test/measurement equipment.
Customer Demand Service Request (CDSR)
Service employee dB (CSR’s)
Skills Management (recently integrated)
m Sales/Marketing Management

m Licensed, but currently unused by ABB




ABB AT Support Overview
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Who and What is ABB ?

Process: Overview of SupportLine

CRM Tool: Creating / Managing SupportLine Cases
Reacting to Market Drivers

Operations Transformation

Adaptability and Leveraging Infrastructure
m Integrated services

Q&A




Operations Transformation
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m Business growth opportunities since 1996
m Current Business situations (2006-2007)
m Future Business Strategy (2010-2012)

PAST

Present

FUTURE

Cost Center

Cost Recovery

Profit Center

Point Service

Local Integrated

Global Integrated

Reactive Reactive & Proactive | Proactive
Transaction Satisfaction Loyalty
Serial SLA Parallel SLA Transparent SLA

A\
M




Adaptability and Leveraging Infrastructure

m Reliablility
m Flexibility
m Expandability

Customers
All ABB Americas
All ABB U.S.
All Automation U.S.
Automation Services

Common Customer Call Center

All ABB
Operations
InU.S.
Add:
*0&G
*Flex Auto
*Control
Products
*Etc.

All ABB
Operations
Technical Business Logistics Service Automation All Automation In Americas
Support Administration Coordination University Operations
InU.S. *Canada
*Mexico

*S. America

© Copyright year ABB - 30 -
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Best Features / Benefits of PH by Discipline
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m Customer

Case tracking and ease of update
Case histories
Responsiveness and reliability

m CSR

Ease of entry (auto-populate Caller and Product profile)
Product lookup
Easy cut/paste to/from PH with other applications

m Service Coordinator / Field Service Engineer

Manage FSE skills, training, and appointments

m Track FSE test/measurement equipment, links to KBank

Customer Demand Service Request (CDSR)

m Management & Finance

Case tracking and full text search for reports
Caller/site, Product, and CSR reporting

Product feedback (to TS and Factory)

Surveys (direct links to cases and customer profiles)
Contract and Case time collection, reporting, filtering




Development Project — KnowledgeBank
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1.

1999-2001: Self-service knowledge management system developed
by 3" Party vendor to provide intuitive assistance through a
proprietary natural language query search engine.

2002-2003: Technology evaluation and KnowledgeBank re-design,
abandoning the original 3" Party application.

2003-2005: Authoring and Publishing Workflow Process Design and
Improvements. Integration with PowerHelp CRM and process
iImplementation within ABB Call Centers.

2004-2005: Improved KB Search Functionality using MSSQL and
Verity Search Engines. SolutionsBank global search released.

2004-2005: KnowledgeBank Technology Evaluation and CBR Pilot
Project

2006-2007: Ongoing KnowledgeBank development project with
CBR technology and Interactive Troubleshooting Interface.

AL ID ED
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ABB Service Application Platform - Introduction
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Service Applications

PowerHelp CRM System

PowerHelp Add-Ons: SupportView + DispatchBoard + SurveyTool
ABB SolutionsBank + KnowledgeBank + Knowledge Navigator
ABB University NA Web + LMS system

Intranet portals (inside.abb & service portals)

Remote Diagnostics (Questra)

Field Service Applications (labor reporting, proposals, contracts)

Connected Group IS Applications

ABB Products (PDC/MDM)

ABB Library (global content repository)

1ABBWeb / SSO / ABB.COM

CAWP web page publishing tools

ServIS (administration & data mgmt) + GIS (future)

Infrastructure

SQL Database Servers (Cluster)

PowerHelp Application Servers (Cluster)
SolutionsBank App/Web Servers (internal + external)
Verity Search Engine Server (Cluster)

ABB University North America Web Server

Intranet Web Servers




ABB SolutionsBank Program
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m Mission

m SolutionsBank provides high quality, reliable web-based tools, information
and solutions to leverage ABB expertise and knowledge worldwide.

v Tools & Functionality
c
Q‘g SolutionsBank Portal Auto Notification SupportView
2 James Crowl
) _\é o g g ol o VP Platform Services
= o = = <1 S| <
= gﬁ D) % SS o S T v Sl =2 8] x« Andrei Istomin
(_D 8 5 8 % 3 LL -E = c fos) 5 % % Content & Product Support Mgr.
-~ = - = | ©° S
v = o x E = @ GE) % = |l 2| o o Marcy Munoz
g o 8 'g = > g S 5)) - g g <>E Manager, Subscription Services
< 4 © § O 7 ) Ll s 8 Technical Support
O ()] = and Development Team

ABB
Knowledge & Competence
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Knowledge Management — CBR Process

© Copyright year ABB - 35 -

m Case Base Reasoning (CBR) - is a process of solving new
problems based on the information and knowledge captured during
resolution of similar problems in the past.

m CBRis as afour-step process:

1. Retrieve: Given a target problem, retrieve similar cases from memory
that may be relevant to solving it. A case consists of a problem, its
solution, and, typically, annotations about how the solution was derived.

2. Reuse: Map the solution from the previous case to the target problem.
This may involve adapting the solution as needed to fit the new situation.

3. Revise: Having mapped the previous solution to the target situation, test
the new solution in the real world (or a simulation) and, if necessary,
revise.

4. Retain: After the solution has been successfully adapted to the target
problem, store the resulting experience as a new case in memory for
future problem solving.

AL ID ED
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Knowledge Management — CBR Process
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PROBLEM

4

—

LEARNED
CASE

TESTED,
REPAIRED
CASE

CONFIRMED

NEW CASE

PREVIOUS

CASES

GENERAL KNOWLEDGE

RETRIEVED

NEW CASE

CASE

\/

/

SOLVED
CASE

SUGGESTED
SOLUTION




ABB KnowledgeBank: Troubleshooting Process
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KB Users

-~

SIMPLE SEARCH

\

v

ENTER
Problem Description

SEARCH
MAIN INDEX

YES

Solution
Found ?

Search main index:

- article titles

- problem details / symptoms
- KB search terms/keywords
- product data

- problem cause

SUGGEST
KB ARTICLE(S)

o
e

1
ADVANCED SEARCH

A

/

\

PRODUCT GROUP

KNOWLEDGE BASE
(Product Family)

' Y

ARTICLE FEEDBACK

Submit
Survey?

ENTER/SELECT SUGGEST KNOWN —
PRODUCT DATA PRODUCTS
A
YES SUGGEST [
KB ARTICLE(S) — 1
[ ]
A
ENTER/SELECT | SUGGEST KNOWN —
sympTOMS  |© SYMPTOMS —
YES SUGGEST L
KB ARTICLE(S) JE—
RELEVANCY SCORE
REVIEW P SUGGEST [I— ADJUSTMENT
DOCUMENTATION [ DOCUMENTATION

Y

CAPTURE SEARCH

y

ARTICLE SURVEY

TERMS & KEYWORDS

KNOWLEDGE BASE
ARTICLE

PROBLEM/TITLE

Short problem description
- mandatory entry

- article title

- medium search weight

7
DETAILS / SYMPTOMS }\

Detailed problem description
- mandatory entry

- symptoms

- symptom cross-reference

- KB search terms/keywords
- high search weight

A
PRODUCT DATA

Product Details

- product name / model

- product version

- product cross-reference
- high search weight

7

Lol

PROBLEM CAUSE

Problem cause
- mandatory entry
- medium search weight

7

RESOLUTION }-\

Recommended Solution
- mandatory entry
- low search weight

MISC.

ﬁ

Miscellaneous Data

- inconsistent/missing data
- not a mandatory entry

- no standards

- REMOVE?

- ZERO search weight




ABB Automation SupportLine Overview
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Who and What is ABB ?
Process: Overview of SupportLine

CRM Tool: Creating / Managing SupportLine Cases

Reacting to Market Drivers

Operations Transformation

Adaptability and Leveraging Infrastructure
m Integrated services

Q&A

YOU LET DILBERT
HAVE TWO FLAT SCREEN
MONITORS IN HIS
CUBICLE.

T www.dilbert.com  scottadama@®aal.com

I'™M NOT THE LEAST
BIT ENVIOUS, BUT T
SHOULD POINT QUT
THAT A LWJORKER WITH
TWO MONITORS SHOULD
BE ABLE TO DO TWICE
AS MUCH
LJORK.,

54108 ©2008Scott Adams, Inc./Dist. by UFS, Inc.

DID YOU KNOW
THERE ARE SOME
ADVANTAGES TO
HAVING ONLY
ONE MONITOR?




ABB Implementation: Internal and External
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m Escalation management (rule-based)

m Full Text Search (SQL, Verity)

m Interface to R&D product defect tracking (Tracker)

m CSR Time-Tracking / Resource Loading + Scheduling

= Multi-dimensional reports




Escalation Rules
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By product

By customer

By SLA

By last activity date

7 (DELETED) Priorty Case # ABD20031 112-0164 Exceedes! 1 Hour-LotusNates——— - | 1 JLa[ES]1) ] 1 JTarp
File Edit ‘iew Create Actions Help @ } \& @VC’)\ e

YA Bow A9 EF L6 L B GED

- (4l Bookmarks) fﬁ‘]._lames Crow - Inbiox j':;:.‘,l.James Crowel - Calendar |u (DELETELD) Priority Caze ¥ AB... ﬂ

notes

Mew Memo l Reply } raard Delete Falder g_ﬁ D acurnent Wwha iz Online E___;' Calendar EJ Tools

{3 11/12/2003 0521 PM Powerhelp USINY@ABB_US01
Sent by Powerhelp LSINYEABE_ LSO

To |[Hamy Cain/USINY /BB @ABE_LIS01

Scatt Barmhart/USINY  ABBEABE_S01, Don Hoyler/USIMNY AABBEABE_LISOT, James
oo |CrowlUSINY AABE@ABB_LISOT

Subject: |F'riorit_l,l Caze # ABB20031112-0164 Exceeded 1 Hour

Harrvy Cain

Call ABB20031112-0164 has exceeded the 1-Hour =ervice level! FPlease as=sign
immediately.

E@ﬂ — Caller: Rick Ronczka
— Customer: HOVA Chemicals US54 Inc.

— Product: Process Portal B

&ﬁj - Revision: 1.2

— Open DatesTime: 11-12-2003 16:25:04

— Problem Description: To: "'TechnicalService . usiny@u=s abb. com'"
{TechnicalService. usiny@us . abb. com:

[=lul Steve Pinel <PIHELS@novachem.com:, John Gonnella
<GONNELJ@novachen.com:, Justin Trice <TRICEJ@nowvachem.com:

Subject : Trend Problem from Priority Caller ID 0493-01-08

Security Lewel:? Internal

We are experiencing trend problems with Proce=s=s Portal B revision 1. 2.
Attached below are display copies of an ezamnple.

The "bad" trend shows the setpoint and control output of a tenperature
controller with false data. The PV =signal remains correct.

The "Good" trend shows the same trend with all three traces correct. It
changes from good to false simply by mowing the scroll arrow. You can also
hawve a trend misrepresent data by changing the magnification. HNote the
ruler line remains at the same time reference point, but the walue changes
on the line trace as well as the numeric display at the bottom. The green
indicator at the top of the trend page as well as status of sach trace =says
that the data i= good.

Thi=z iz a =erious problem s=ince the data is verv misleading and the svsten

[

| s *| 4075 unread dacument(s] remaining * I Dffice

=




ABB Implementation
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m Email Management (Powerbroker)
m Inbound Case Generation
m Auto-response w/ case-update

= Rule-based escalation management

EMAIL CREATES /AUTO-UPDATES POWERHELP CALL RECORDS

Incoming Email arrives at ABE POP3 Inbox

TTILYL ITILY

ABB PowerHelp Email Preprocessor

Preprocessor parses message components into a PowerHelp support

call record, For a new PowerHelp call the Caller is acknowledged and ABB PowerHelp Database
the email is archived. If an existing callis updated the CSR. s notified. %, -@

- - -
e e +

Archive Messane Customer Motification 3R Motification

e
D

i)

powerhelp_Archive Customer CSR ABB SupportView ‘ ‘ I . I .
A copy of all incoming messages is Customer receives If an existing PowerHelp call is Callers andfor ABE employees can

stared in the powerhelp_archive. notiF_icaFion of received | pdated the CSR is notified by a  track or update PowerHelp cases on
(powerhelp_archive@us, abb.com) _emall W'Fh ABE conkack separate email, If an update ABE Supportyiiew
infarmation and support message comes in for a closed call — {Requires SolutionsBank Account)

10ME Attachments Allowed call reference. the call is not updated but the CSR
is still notifed.




ABB Implementation

© Copyright year ABB - 42 -

m SolutionsBank Integration
m Internet Case-Tracking (SupportView)
m KnowledgeBank query/submittal
m Document look-up; quick reference

(=

JE\IE Edit  View Favarites Tools Help ‘ ..ll |

[Qw-© - ¥ 2

=101
2

~=lolx|

J File Edit Yiew Favorites Tools Help |."l

e
J Qe - © - [¢] [B] | ) seareh ”Hngdress [&] hetp:solutionsbank. abb.comfsbhome/default.aspxPURL=homes2Easpx | [ Go

SalutionsBank Home
My SoltionsBank Home

My Producty/isw SalutionsBank Home
Iy Procuct Locsator Mewy Support Caze :
ety KniowledgeBank Wiewy My Open Cases JABES =
My Forums “iews My Closed Cases {0005 SohtionsBank Home U=
Wy Saved Search List ‘iewy Cazes By Query ] = Ntaw Support Case Case Z ABB20050102-0006
i < wiew My Open Cases
AutoMatification

Jooog Caller Info: Product Info:
] Wiewe My Closed Cases

: ] o B By RuE Caller Mame: W Praduct Family | Symphony Distributed Control System x|
My User Profile : b

Feedhack : ; Fhane: Sub Family ISym-CDmposer

fcul Faix Product: IComposer

: b 1=1=H

: fo1ag Email: mike.benson@us.abb.con  SubFroduct: I

Jaees Site: Maysville, KY [Spurlock) | Funetion I 4

Joidn

; “ersian: |4_1

] Error Code: I

My SupportViesw

ABBI
0150 Problem Details:
. Subject CLD call up time and communicacion initislization time is il
SESBS‘ excessive.
] 7 This is a large project involving 4 Cnet loops integrated LI
Description: f01,/31/2005 16:05 Sulaiman S Khan Review, discuas, il
testing, research and consultation. Update case for
closing.
& pore : N1/14/2005 ¢ N2:18 PM : Sulaiman S Khan El
Resalution: Ways to improve performance was provided to the caller by ;I
- Lewvel 3. See details in the problem description above. ]
\@ Query Maintenance
1 _I

-
|@ Query Maintenance ’_ l_ l_ @ Local intranet v




ABB Implementation

m SolutionsBank Integration

m Internet Case-Tracking (SupportView)

crosoft Internet Explorer pro

File Edit Wiew Favorites Tools  Help i

m KnowledgeBank query/submittal O% -0 @3 0w trore @08 B U (@

Address @ et iselutiansbank,us. abb. com/sbhome Search. aspxPmandors=200BS5=AC-+ BU0M-+E:0P=andsDE=8ACTION=: ¥ | [ 5o
Links [ MyFav [ Service [ SolutionsBank [) Training ] Phone  (&] PowerHelp  &] SupportLine Statistics 2

m Document look-up; quick reference  [SefiorsBank Search " —

[z s00M Tige [
@ say wiords O A words O Exact Phrase Product

Wiildeards =, 7 Operators and, or, nat

= | PowerHelp CRM - James Crowl (ABB_INSTANCE) - Microseft Internet Explorer provided by ABB 15| EaY poc I

|

ABB SolutionsBank Menu Shared - FORCE - Microsoft Internet Explorer provided by ABB
Savs B Exit
k] Savs 4

Qback + &) - [ @ G Osearch YoFavaites £ (3. B v [ E @v .-."l"

Activity Assign Task Reassign 4F Link Close Cancel Case (%) 0niine (Slinform Add 2 KB

. ~ g -~
SupportLine Case - [ABB20070522-0105] E KnowledgeBank @ =
: - SoltionsBerk Home
Main Informetian | Problem Details | Diary | entact Information [ Tracker |[ Biling Info | COSR || Communications My SolutionsBank [scB00m |
Problem Summary. Response: 1 Hour + RDS Equipmert:  Harmony SoulensBent Search O ailwords @ any Werds) O Exast Phrase
aPublicati
[Cannot downioad canfigurstion ta controller module. (test case) - Open Date: [pgrai7 Alpean | B nduetriar] ZPEERNE
BDownloads
- Last Activity Date: [0522:07 H ez o ] RELEASE INFY ricn Liprary Search Results
¥ Called Back [0sr22m7 H[pa3 am | IndustrialT Comesy 1y pisshooting
without notice and
document. Inmo el Case Trasking € t-10et100 CH sHow Top RESULTS RESULTS PER PAGE Br = stink Bl = view & = unpubiisn
Calciiionzioy CT;:?:?;;Z';’E:;:WUH use of this dosumil g opyng Score Title I = Internal Only KnovledgeBase Actions
Clear Caller Informetion B Control Soff @ Autohatification 96 AC 8D0M/C Controller Integration, version 2.2/0. Not fully compatible with IndustriallT 4

Name: [Chuck Wilcoz I [0176.02.08 29 Product Family: |500x& System & RELEASE INFl  concenters Operate IT Process Portal A1.2 SP1

+ 221 orIater when using A1.2 Service PTas™k 1 o workaround is avaiable
SubFamily: [Cortrollers =f  commen Links sri0s I
Company: | BASF Carp I 0176 b= 4 ;_'ngmfi;’m 00ME SRi003 IProblemsAL #300mH/C Controller
; ’ Administration Integreion, versian 2 &, Ht fuly compatile wih Gperace IT Process Fortal A1 2 SPIThe Graphics
Stte: |Greenville, OH, (Resin Plart) - I 17502 05 Broauzt] AC B00M srnges s H i
Certification Stanud] | SoltionsBank Feedhack lect Ty

cauntry: [US Phone: [957-547-8721 Praduct Ver.: \esues listed 3z b 96 AL 8DOM, AL B00C, AC 210, AT 250, Advant Soft Controller, SattLine Controller,  IndustriallT kY
COMLI/PROFIBUS/DP gateway: Communication problem on PROFIBUS-DP

o " e
Type [Customer | Mowle: [ | System Ver: INTRANET - EMPLOYEE oo 210, %0 50, Advant Soft Controller, SattLine Cortroler, COMLI/FROFIBUS/DP gatauay:
VPe! [Customer B control and Engish % Commurication problem on PROFIBUS-OF" resohves the following: Sact S00M, #aph B00C. ... 0, AC
Functors | 280, Acdvant St Comrller, SertLine Cortrolir, COMLVPROFIBUS/OP gmeway: Commurication
E-Mail: [charles.willcox@hast com BuU RELEASE INF| gy Canr

2300 HARDWAR E ERROR - RESET Problems on PhIST" esobves the folloning: AC 600
Type: | Technical Phone Sugport HARDWARE ERROR - RESET Problems on PRES1

95 AL 800M/C —OPC Server for Control Network version 2.0,/0 and 2.1,/0. OPC IndustrialiT %
Seryer can miss to update OPC Client with new value from controller
*\v.pinbsp8nbsp Enbspidnbsp; Problems *sacst BO0MC — DPC $erver for Cortrol Metwork version
2.0/0 and 2.1/0. OPC Server can miss to update OPC Client with new value from
Customer Satisfied? ves (N GG bp:Enb3peErisp ERbsp: Problems AG 4B00MAiC - OPE Server for Control Hetmor
. wersion 2.0/ and 1,11, DPC Server can miss to update DPC Client with nauw walus from
cortreler

- “hora TR problem on PROFIBUIS-OP"resohves the follauing: AG 28008, AC B00C, AC......s
Paviaieibia 95 Process Portal A2 SP1 not fully compatible with AC 800M/C Controller IndustrialiT %
System Integrator Information an Integration, version 2.2/0
Copy Caller Information Clear System Integratar Information SR Vs 40.0:0 NOTICE T e e e ot oo Irtgrationto workarsund is auaiabls. Upgrads *tactt
o Froblems .. 501 = S00MHE Controller Integration to version 2.2/1 or later uhen using A1 2 Servioe Ptae™i 1. [ref SR1093
Serial #
Hame: | 3 : | ]| Cortrol Systems’ WASMASOITAGD] ... SalrionUpgrade AT #800mAC Cortraller Imegrationo werkarsund is availzbls
Case Information Upgrade AG **B00mAHC. Gomtraler Imeqration to ersion 2.2 or ater uhen using A1 2 Servise Pack 1
o || comeam: [ A : | | B Control Bui et SR1083 WASMASOITAONT .. _1es 5
< Site: | o | A St MANUALS (L 25 ACS00M, Crash Problem with PMB64 IndustrisliT
5 it Priorit * ... Products concemed *ac™ B00M fems concemed Controller CPL PRMBEAKDT and KDZ,
vt | | i riority o and PRB with 275 Dascrption A harduars sror bas
- & been found on the #ag#* §00M o...... Froducts cencemed AL #4500 Rems concemed Cantraller CPL
" Groug: |US-0CC PLBGAKD 1 and kD2 and PRB it 1,273, Deseigicn A
B CrsiE e Ll i SR harduare amor has been found on the AC HG00M o ..._.us
Copvicatelintoination Eloy B e it T 95 AC 800M Controller Firmware, all 3.x versions <3.2/4 - Control Network, MMS  IndustrialiT %
Mame: |Chuck vilsox )| 0: [mi7602 06 | i | owner [ ] communication stop for 15 minutes
+...uparaded and retestad. Dielvaries from Feedar Fé*agtary 2 of Wid? dows net cancain the
Company: BASF Corp | : 0178 | L ] Owner Group l:l abowe described emor.[ret 383 EIZA56 00005 WASMAS DITA04T | Problems 42 | Problems "AC

:

Site: |Greenwile, OH, (Resin Plant) | 0: [ 7602 A
Plart: | )| Source: [Phone

H!

Reference:

EMail: |charles willcox@bast.com

Q4 _0r ANNM Cantenl rnava varsinne 3 2/4 1 7/7 - Rackun BMRRA T ekl

(T} Mo Filter (16 Records. (32 Dispatch Board




ABB Implementation
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SupportLine Contract Administration
m SLA identification
m Labor tracking

m Customer usage reports
Customer Transaction Survey (C-TRAN)
Dispatch Board
Customer Demand Service Request (CDSR)

Computer-Telephone Integration




Customer Satisfaction Survey
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A Customer Survey Application: Generate Report - Microsoft Internet Explorer provided by ATET WorldMet

=10l %]

File Edit Wiew Favorites Tools  Help

= Back + = - @ i | @Search (3] Favorites @Media @ | %v = ”‘F\E_Idress I’dﬂ htkp:/ftechsupport, cle,us. abb. comycustsurvey fadmin/RepartResulks, asp j @GD

Lirks @i‘]Service Center @CallCenter Inteqgration @PowerHelp @Billings @Billings {public) @Cognns @Call Admin

Pop-UpStopper 3R O3 5 5 | & B | B | @ esHatinks | 5 | Bonof W & @@ | (24 options

Customer Survey Application

Report Selections - Product Family

Record # Customer Contact Hotified | Replied | @1 | G2 | O3 | 04 (Avg Comments
September 2003
[NULL]
ABB20030821-0192 | Jan Moszelman Q732003 (95302003 | B 4 3 2 | 3.8 |l assume we are talking about Supportline case

number ARE20030521-0132.

Thiz haz not vet been fully resolved.

On August 25, inthe period of 2 hours | received 4,
seemingly identical, e-mailz teling me to use thiz case #
in all callz concerning this izsue. That confuzed me.
The system iz running, but | am having additional
izaues with the software.

ABB20030905-0062 | Dougy Fortin 92003 (9M102003] 5 G [ S | 2.5 |Excellert response as they contacted the expett that
wwas on YACATION who gave me a fix in = Thr

ABB20030730-0094 | Gary Archer 9/92003 (902003 (5 | 4 | 5 [ 4 [45

ABB20030915-0054 | Scott Holcomb AMS2003|9M62003) 3 | 4 | 4 | 4 |38

ABB20030922-0196 |Jim Trivitayakhun Q2902003 1952952003 4 4 4 L) 4 |Good response, especialy during weekend.
"THULL]" Averages 46 | 4.4 | 4.4 | 3.8 | 4.3 |5 out of 5 Replied

T2% | 68% (68% |96% |66% [100% Replied

ABB Service Products

ABB20030926-0272 | Doug Metting 972952003 [9/29,2003 5 S 3 3 4 |Even though the conclusions made may not have been
right, | appreciate the effort and follove-up by the reps .,
swhich is very important to me.

“ABB Service Products" Averages 5 5 3 3 4 (1 out of 1 Replied
0% | 80% (40% |40% |60% (100% Replied

Accuray Quality Control System
ABB20030525-0207 | Gary Hintze 95520035 | 94402003 | B G ] E 6 [Yery professional and helpful, very good service
ABE20030521 -0207 | Bakbby Walker QRA2005 |9A0020031 3 [ 3 | 3 | 2 |25

|»

|@ Daone — ’_ I_ I_ Local intranet




PowerHelp for Service Management
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WAL=

Customers

<O
T —
8> ==

ABB Call Center

Web Access

‘ ooo .
oog H
1=t

oo
EONNEE
8a

0oo

ABB Phone Switch

CTl—

v

email Integration

PowerHelp
Customer Call Logging/

Global Customer Trackin
Indicator Indexing 4':> Dispatch Bc?ard /
(Cal) Scheduling

Labor/Expense
Reporting
FSE Portal

Service Request
Information

Wireless Access

Q
q @) ° D

ABB email

Customer Invoicing

SAP

Service InvoicingJ

Information

Service Fullfillment
Information

Future i i

FieldEngineer

In-Process




PowerHelp Version 9.5 Features
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Released 3Q07

Updated reporting services — replacing Crystal Reports
Time Keeping Module

Expense Reporting Module

Combined Billing Document

Merge Item Wizard

Duplicate Closed Calls

Parts Order

Parts Price Books

Warehouse Portal & Warehouse Inventory
CSR Vacation

Call Actions and Appointments Improvements




ABB on track
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“Our market and technology leadership together with
performance improvements are helping us to reap the full
benefits from continuing global growth and heightened concerns
about climate change and energy efficiency.”

ABB President and CEO Fred Kindle
Oct. 25, 2007 o Worka
p8® o & Exhibition

ABB Automation World Conference & Exhibition

. . . . . .o April 29-May 1, 2008
Your invitation to improve your plant and business productivity! o amer

Hilton Americas Houston, Tx



Questions?

Answers!




Top 10 Reasons to Attend:

» Learning and personal growth

» Hands-on training with certificates

» Become more productive and lower costs

= Access to key industry experts

» Meet with ABB product development experts
» Minimize asset life-cycle costs

» Learn about new technology

= Get more from your current investment

» Make great contacts and network with peers
» Learn the power of collaboration




PowerHelp for Service Management

----- iﬂ Correct Preventive Action
----- Eﬂ Dizpatch Service

----- i‘ﬂ Drives Caze

----- i’ﬂ HelpDesk Call Farm

i‘ﬂ Instruments Case

i‘ﬂ Partz Caze

Tﬂ =ervice Apps Support
ET] ftaly Supportline

Eﬂ supportline Case

i‘ﬂ Training Caze

i‘ﬂ A7 Supportline Case

Tﬂ Totalflow Case

ET] Force Measurement Case
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Summary:

* 1 Process
* 14 case templates (2-5 tabs each)
120 Action Groups
» 18 Active Countries (9 pending) in 7 Global regions
» 10 Categories of Business Rules
34 Powerbroker Boxes
« 36 Product Families
 >330 Product subFamilies

e > 3000 Product




PowerHelp for Service Management

*ﬂ.} Escalation Setup

; Escalation Rule Set (10 Records)
= % All Rule Sets

© Copyright year ABB - 52 -

- Account Team Maotification

(&) Cases Without Activity | Description
- Ezcalation Test Rules Service Calls
- ftaly Call Center Escalations Accourt Team Motification

FeHE) Matity Management if Mot Called Back by
- Motify Management on Product Family C:

Matify Management on Product Family Calls

_ Fricrity 1 call Priarity 1 call

. Service Calls Matify Management if Mot Called Back by 4 00Ph
() SolutionsBank M1 Alerts Cases Without Activity

) Training Calls SolutionsBank M1 Alerts

CRONCICTCRCRO NN
DDDDDDDDDW

ftaly Call Center Escalations
Training Calls

Ezcalation Test Rules




PowerHelp for Service Management

SupportLine Case - [ABB20071023-0066] - new *

hin Information || Problem Details || Diary || Cortact Information || Tracker || Billing Info || COSR || Communications |

Problem Summarsy:

T

rCaller Information

Marme: |EIiII MoGovern

Coampany: |AEIE|

Site: |LIS - Dervice

Country: |L|S |

Trype: |Serviu:e |

E-dail: |bi||.mu:gu:uvern@us.abb.u:u:um

Contract: |

Clear Caller Information
[T [D001-25-87  w
IC: 0449

ID: | 0449-01

Phone: 440-535-7445

hdokile: |44D-483-5582

B

|

—System Integrator Information

Copy Caller Information

Clear System Integrator
Infarmation

Narme: | ID: | |
Company: | ICx: | |
Site: | B | ]
EMail: | |

—End Customer Infarmation
Copy Caller Information

Clear End User Information

Mame: | IC: I:I

Coampany: | ICx: I:I

Site: | o[
Plart: | =

Responze: HOHE Equipment:

Open Date: |25 oct_2007

] |os:51 |

Last Activity Date: |

= |

I™ Called Back: |

@l |

—Product Infarmation
Clear Product Information

Product Family: |Service Products and Applicati % |
SubFamily: | |

Product: | | @ {@}

Product “er . | |
System YWer .

Function: |

Sub Product: |
Sub Prod. Ver . |
Serial ¥ |

—Casze Information

Status: |New W |

Severity: | W |

oL ||_|S-CCC

Cryner: |

|
CER: |mu:gu:uvernb |
|
|

Onwwvnier Group: |

Type: | Technical Phane Support v |
Solrce: |F‘hu:une v |
Reference: | |

Customer Satizfied? ves © O

Pricrity: I:I

O
©




PowerHelp for Service Management

Contact Center

h 4

Inwestigates
Test

Fending

Confirmation

Level2 i ——

Assign to
Lewvel 4

Level 3

CustD.mer pCustD_mEdr Follow Special | Capture P at Document
Perceived F‘?m;"“'e Exception, Metructions Open Case | Problem CESptD” 0 soution
e Bl g Details N5 IOmEr Close Case
el e,
Phone ; I ey ES
Fax Contact - 1D Retieve Case Solution
Email Received Caller and U pdate 7 v
W\-"uflih_ open Assign to
A Level 2 Submit to
DD”E) Knowledge
| el M

Respond to |_g| COEUMEN
Cusptumer Lt Solutions#
Escalate es % Close Case

Consult
wi Lewvel 4

Link to
Open Record

wif Level 3

¥
h
Consult Assign to
Lewel 3

Investigate
Test

Confirmation

Fending

Rewiews
Answer

S Update Casef
»  pass Ino.
Ice ntify Corrective Update Case/
Schedule for |—pe Action, Reassign to
Fix Release Fix Lesvel 3
Fy

Level 4

Update Casel
Reassignto
Lewel 2

M arketing

Assessment

M ew
Solution

Submit to

L knowledge |

Base

b

Fuhklish
Resolution

Done

ABB Supportline
Case Tracking Process

Revision 2.3




Anatomy of ABB Service Management
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Maximize Strategic Value
Strategic Direction

Performance Measurement
Internal Strategic Partnering
Customer Segmentation

External Partner Management

Sales Strategy

Operational Infrastructure
Knowledge Management

CRM

Load Balancing / Scheduling
Technology Management

Geographic footprint

Talent Management
Hiring

Retention

Developing Employees

Employee Performance Management

Customer Experience
\oice of the Customer

Issue Resolution

Sales Process

Robust Self Service Channels

Channel Management




