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. AGENDA

Lessons Learned from SaaS Hosting Experiences

v SOFTWARE AS A SERVICE

i '{:.:”‘”ﬂ'”;ﬁ'ﬁ%
p / } v SUPPORT DELIVERY STRATEGY

v' PARTNERSHIP
v’ SERVICE-CENTRICITY

v' SUPPORT AUTOMATION
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SOFTWARE AS A SERVICE - SaaS

O Software Delivery Method that provides deployment,
maintenance, daily operation, and support Services for the
hosted application.

O Customers purchase both the use of the software and the
hosting services, normally pay a per month subscription fee

O Support includes areas not covered in Enterprise support

models
Customer Use of Product V “
Administration Services V
Hosting Services /
Data Center Support V

O Support for SaaS applications takes a “partnership with our
internal and external customers”
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. SUPPORT DELIVERY STRATEGY -

‘ “Creating Customer Success”

* Achieve partnership with our internal and
external customers

* Achieve service-centricity with our products,
people, and service offering

* Achieve support automation through proactive
and personalized support
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. PARTNERSHIP

‘ “Achieve partnership with our internal
and external customers”

* Support Management must learn and
understand the entire SaaS business and
operational model

e Support Management must understand the main
drivers that operate within each partnering group

« Support delivery success in a SaaS model is
directly related to how well we engage and
Interact with our partners
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THE SUPPORT COMMUNITY

Customer Care Customer Professional
Advocates

Services

Critical S
Trainin
Tech Support Account : Partners

Team Department

Hosting Product Engineering
Operations Management Exec Team PSR/ QA

Biz Systems / Integrations

Support Systems, Financials,

IT/Security/Network

HW, Network, Security, Data Center, Switches/Routing -
and/or Applications
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. SERVICE-CENTRICITY

‘ “ Achieve service-centricity with our
products, people, and service
offering”

« The OnDemand support model
« Building the service circle

e SaaS Support requires service-centricity
around both product and service offerings
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THE SERVICE MODEL

Account Service Account Other
Support Requests Management Services

Customer Professional

Customer Care
Advocates

Services

SIUN022Y pay

Tech Support — Account : Partners
Team Department

Engineering
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Operations Management EXEB e PSR/ QA
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THE SERVICE CIRCLE

T

Partnerships are key to our success — Communication between Groups is frequent
Success can only be achieved when all members of the Service Circle work together

Customer Care Customer Professional
Advocates

Services

Tech Support Account 2 Pariners

Team Department

Hosting Product Engineering
Operations Management Exec Team PSR / QA Legal

Biz Systems / Integrations

Support Systems, Einancials,

IT/Security/Network

HW, Network, Security, Data Center, Switches/Routing > 4
and/or Apglications

~ __________________________~
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SaaS Support Requires Service-Centricity

U Equipping Support to effectively manage Customer communications
= Billing and Provisioning
= Training
= QOperations — Application Management, Service, Policies, Maintenance
= Security and Data Center
= Product Usage, Issue Reporting, Fixes, Work Arounds

U Equipping Support to effectively manage Customers
= Product Issues

* Development to Production can happen in a matter of days or weeks
» Defects tend to be found in production and rapid resolution is expected

* Need rapid turn around of fixes from Engineering, QA, and Operations

= Service Impacts
« Communication of the issue and rapid recovery are expected

« Customers expect immediate information on service interruptions, RCAs, scheduling of
maintenance, deployment of corrective actions, availability

U Support Anomalies in SaaS Hosting
= Higher level of Executive engagement will be required

= Lighter investment on the customer side, easier to walk away from the relationship
= Support is a critical link in setting customer’s expectations on SaaS deliverables
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. SUPPORT AUTOMATION

‘ “Achieve support automation through
proactive and personalized support”

* Personalized support is knowing your customer,
and their business needs

» Proactive support is building a Knowledge
community

* Provisioning Admin team equipped to meet
customer and sales requirements

« Automated process to engage the internal
support partners
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Personalized Customer Dashboard

ORACLE" siebel CRMOn Demand

b Home
’ Siebel CRM On Demand Employee Interaction Center Hewsang Anuauscemente
Qur purpose is to support Oracle customers who purchase and use Siebel CRM On Demand, Call Center On
Demand, or UpShot Edition. We realize that there are circumstances where employees, acting on behalf of the New Webinar: Understanding Data Access
customer, need to contact CRMOD Customer Care for support. For these reasons this site exists. and Visibility Control (Release 14)
Are you preparing to set up data access for
your organization? Are any of your users
having data access orvisibility...

.\, CRM On Demand Support Requests ¥} Call Center On Demand Demo Requests
Contact On Demand Customer Care for CRM On Demand Submit a Call Center On Demand Demo Request New Webinar: Sales: Effectively Managing
Demo Requests, Trial Extentions, Interoperability Opportunity Information {(Release 14)
Reqguests etc. Do you want your sales teams to work
more effectively and efficiently?
gi System Notifications Hew Webinar: Creating Workflows
List of all current system notifications. Select an Environment v lReJeagg ) _
Do you want to make sure that your users
Alert Status Alert Title Environment Service Area Updated On enter consistent and complete information?
S Do you want to improve the accuracy...
i Planned Acion | CRM On Demand - Planned Maintenance AUSOMXATADEmo)  Senvice Availaiity | 0/10/2007 104028

Hew Webinar: Flexible Data Sharing Using
Book of Business {Release 14}

Do you have a unique business structure?
Do you need flexible data access control
options? If so, then this course...

Hew Administrator Rollout Guide

If you are the administrator of Oracle CRM
On Demand at your company, review the
Administrator Rollout Guide. Full of...
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. Building a Knowledge Community

ORACLE" siebel CRM On Demand

b Home ji Training and Support Center

The Training and Support Center gives you a single access point to the wide range of help, training, and support
resources that help you get more out of Siebel CRM On Demand. Click Here to take a 5-minute tour of the
Training and Support Center.

F Create a Service Request

F Search Knowledge

News and Announcements

¥ Find Training

(| Create a Service Request ' Search Knowledge
¥ Forums Create, view and update your service requests. - Search the knowledge library to find technical
documentation, frequently asked questions, release
b Web Services Library information, and more.
¥ Professional Services
Find Training $in Forums
¥ Contact Us Browse the catalog and register for live training courses L Access forums on the Oracle Technology Network to
or recorded Webinars. collaborate with other users and expers.

g; System Notifications

F List of all current system notifications.
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New Webinar: Understanding Data Access
and Visibility Control (Release 14)

Are you preparing to set up data access for
your organization? Are any of your users
having data access orvisibility...

New Webinar: Sales: Effectively Managing
Opportunity Information (Release 14)

Do you want your sales teams to work
more effectively and efficiently?

New Webinar: Creating Workflows
(Release 14)

Do you want to make sure that your users
enter consistent and complete information?
Do you want to improve the accuracy...

New Webinar: Flexible Data Sharing Using
Book of Business (Release 14)

Do you have a unique business structure?
Do you need flexible data access control
options? If so, then this course...

New Administrator Rollout Guide

If you are the administrator of Oracle CRM On
Demand at your company, review the
Administrator Rollout Guide. Full of...
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Administration Support and Tools

This specialized team handles all account setup requests for customers
or employees. They also manage any specialized administrative requests
like Branding, Trial Extensions or Vertical Account setup. They also resolve a
subset of customer SRs related to administrative or portal support issues.

Administration
Support

Handles all incoming phone / email / web SRs from customers. Hosting
Issues are tracked and escalated from a subset of this group to the Hosting
Operations team. Product issues / questions that are not immediately
Customer Care resolvable are escalated internally to the Technical Support and Administration

Level 1 teams.

This Advanced Product Support team handles all complex product

issues and questions that are un-resolvable at Tier 1. They log all

enhancement requests directly to Engineering. Product defects are tracked

Tech Su pport and escalated to the Tech Support/Engineering teams. Customer SR
Level 2 ownership is retained and are updated as the defects progress.
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. Administration Support Services

Account Administration Order Administration

U Trial Extensions U New Subscriptions

U Account Terminations U Add On orders

0 Company setting updates U Subscription Renewals

O Metalink and Training support O Account Branding

U CSI management U New Subscription Fulfillment for Resellers
O Subscription Reporting to Sales and Order

Management
Account Provisioning Pod Capacity Management

U Trials Accounts L Manage new subscriptions and trials on

O Demo Accounts pods

O Partner Accounts U Notify Hosted Ops when pods reach capacity

O Verticals for new accounts

U Provision subscriptions based on region —

U Email Marketing On Demand
US, EMEA and APAC

U Social CRM
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. SUPPORT DELIVERY STRATEGY -

‘ “Creating Customer Success”

* Achieve partnership with our internal and
external customers

* Achieve service-centricity with our products,
people, and service offering

* Achieve support automation through proactive
and personalized support
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