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use Web Support




Mentor Graphics Corporation
A technology leader in Electronic Design
Automation solutions

Established in 1981; today 4100 employees
worldwide

2006 revenue: $791M; Support Revenue:
$275M

500+ support professionals in 14 countries
worldwide

Service Capability & Performance (SCP) certified
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What is Electronic Design
Automation?

m The Electronic Design Automation (EDA)
industry provides the design software
used to create all of the world’s
electronic systems.

m |t is time-critical technology used to
design the most complex system-on-chip
(SoC) semiconductors & printed circuit
boards.

® Mentor Graphics has been an EDA
iIndustry leader for 25 years with annual
revenues over $700 million.
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Customer Support Division
(CSD)

Vision

kel

Remain the Services leader in solving our

customers’ design problems any time,
anywhere

Mission
Eliminate the barriers between our customers
and our technology

Strengthen Support as a competitive
differentiator for Mentor Graphics

The only5 STAR support in EDA
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Overview of Mentor Graphics’
web support initiative

Moving from phone to web
Strategy and Tactics
Messaging

Motivating Change

The Right Content

Results

Monitoring trends and feedback
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1993: Phone Support is #1

Look how easy we made the phone!

All Customers

“DirectConnect” 1 \
SupportCenter
Preferred Path Coordinators

North America
Customer Applications Engineers
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2002-2005: Improved Web Capability

Customer’s choice: Web or Phone

All Customers

[ B

I \

I DirectConnect
|
|

"

SupportNet \
l \

SupportCenter
Coordinators

Worldwide
Customer Applications Engineers
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& | 2005 — 2006: Driving Web Support

We needed more bandwidth for value-added support
activities

Strategic Account Support

Customer Training / Onsite Visits / CAE Learning

Proactive Product Division work

Knowledge Management

Our web site was “very good” and continuing to
Improve, but customers still preferred phone over the
web

We needed a new strategy...
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2006: Driving Web Support

Handle more requests via
the web’

————

Tom Floodeen, VP & GM

Mentor Graphics Customer Support — ——— —

g
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VISION

Home
Events Calendar

Customer
Feadback

Customer Training *
CSD Projects J

FUSE (Support
sales)

Global Accounts

Key/Focus
Accounts

Marketing »
People and Teams *
Reports Portal  *
Support Processes *
Support Systems b

Technical
Publications

The Old C5D Site

Our Support Machine Has A New Front End

Tom

Link to INTERNAL FAQ

signature blocks, voicemail greetings, and out of office messages to p
numb




J ‘Simplifying’ the Phone System

P

As of June 2006, North America customers requesting
technical assistance via telephone hear the following:

“If this is an existing issue and you have your SR#, please enter it now.
For new issues, please visit us on the web at www.mentor.com/supportnet.
If you need assistance, please press O now."

This change is for all products and all customers calling the
published 800 number

Top Accounts continue to have DirectConnect when using their
dedicated 800 numbers

Customers who press 0 are routed to a Support Coordinator
(dispatcher) who walks them through the process of searching
and opening an SR via the web
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No tnkenwnys from a Service Agreement perspective:
“The phone ks still wvailahie but we are tuning our

orgamization (o respond mosi rapidly 1o Service Reguests
opened on SupportNet™

Service Agreement
perspective: b aaas-
“The phone is still | fer
available but we are : e
tuning our :
organization to

respond most rapidly
to Service Requests

opened via the web.” = Al

Our response time == || — =

target for phone SRs |
remains the same
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Motivating Change

From Phone First to Web First

= More rapid it B
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perceptions
= Changing tools
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Driving Supportiet £ ) Communicaion
INTERNAL FAQ

Whatis changing on
e 5 .

Driving SupportNet £j) it ommunication

COORDINATOR SCRIPT
TO ASSIST CUSTOMERS OFENING SRS ON SUPPORTNET

Open Door
t it ther a 3 have internet access, is on a cell phone, or for
it SupportNet?
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VISION

Start/» 1) Your First Visit: Log in or Sign up (1 min.) Start/» 7) Service Requests (4 min))
Start/» 2) Your First Visit: Choose Your Products (2min.) Start/'» 8) System Administrator (1 min.)
Start/» 3) Overview: All About Your Products (1 min.) Start/» 9) Search (1 min.)

Start/» 4) Troubleshoot (1 min.) Start/> 10) Resources (1 min.)

Start/» 5) Downloads (1 min.) Start/> 1 1) My Account - Licenses (1 min.)

‘Start/» 6) Reference (1 min.) Start/» 12) My Account - Editing (1 min.)

" Click Start to begin a topic
or close this window to exit

Roll your mouse cursor over the playback controls to see their functions
[ (M > 1w M i
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SR Solutions

Creation

Focus on solutions where
customer re-use is most likely.
Internal re-use is a good
indicator.

Contributing

Editor
(via WW CSM)

Published Knowledge (Docs, Movies, TechNotes...)

Proactive Knowledge

(Work across TPubs, R&D)

—

Data Mine
SupportNet

Usage
(InQuira Analytics,
Survey Data, Content
Ratings, etc.)

A

Every customer issue is
captured in our call
tracking system

m But internal re-use drives
publishing to the web

Contributing Editors lead
teams in analysis of
available data

= Internal re-use, search

trends, quality metrics,
etc.

Teams also anticipate key
content needs (and types)
based on their experience
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VISION

PRODUCTS SOLUTIONS TRAINING & SERVICES

CONTACT US

GMSHI@: SUPPORTNET

Welcome, openline? smoketesteraccount? (site 1277 SEARH

MY ACCOUNT Logeut - PADS Logic

Edit #y Profile

L

Troubleshoot | Downloads

SUPPORT COMPANY LANGUAGE:

WORLDWIDE OFFICES

ADVANCED

System

Reference Admin

M¥ PRODUCTS Edit Troubleshoot

I want to:

PowerPCB: Can't find part type <XXXX:> when
nporting netlist from PowerLogic or
hboard 11 IE 8.8 8 8 4
owerlLogic: Error: Can't find part type item
sr_syms = when trying to copying a group
PRODUCT FIMDER from one sheet to another.
R 8.8 8.8 1

more 3

Recently Published:

- PADS Logic/Layout: How to Back Annotate
changes from PADS Layout into PADS Logic
0 & 8 8 & 4

Is there a way to skip the running of the
RESOURCES configurator at the end of an installation?

Downloads

Current Releases
PADS 2005 SPac1 Downloads
04426

Reference
How-Tos & Tutorials:
Copy, Paste, and Renumber Commands in the

Alphanumeric Pins Tab in PADS2005 SPac?

Direct OrCAD File & Library Translation within
PADS Logic in PADS2005 5Pac2 (5 minutes)

Product Docs:




Monitoring Trends and
Feedback

Web Response
Troubleshooting Success
Web Traffic

Customer Satisfaction
Open Method

Web Support Attempts
General Feedback
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North America 90th Percentile Response Times

— Web —— Phone — Trend
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Troubleshooting Success
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North America SupportNet Troubleshooting Success
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North America SupportNet Traffic
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North America Top Box Customer Satisfaction - Top Accounts
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North America SRs Opened

II. IIII'

SupportNet 1 Phone/Email SupportNet%




Q3-2005  Q4-2005  Q1-2006  Q2-2006  Q3-2006  Q4-2006  Q1-FYO08

@ Yes Percentage

VISION



Success! In Our Customers’ Words

"Support is my favorite feature of the Mentor tools, especially
SupportNet. Nine times out of ten I'll find my solution and learn other new
things along the way.”

"I indeed found the answer from the web. Thanks again.”

"Your customer support person helped me navigate your website and walked
me through opening a hew Service Request. As a long term business
owner, I want to say a strong and resounding THANK YOUIl"

"I submitted my help request via the web. I got a call back before I
closed the window!”

"I have been most impressed with the response time of service calls; T
no sooner put a SR in online and I am getting a phone call about my
problem.”
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Summary

= Establishing web support as t/1e gateway
for support is a win-win-win

= You can motivate customers to change:
m Make the phone less easy
m Respond fast
m Focus on quality web content

= You can motivate your teams to change:
m Carefully shape the message

_ m Include them in the planning

L - = Provide training

=~ "
=
r' Pl I.

= Measure, listen, adjust
= Let the organization know what is important
= Learn from customer feedback
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Questions?

Angela Anastasakis

Worldwide Environment Sr. Support Manager
angela_anastasakis@mentor.com
503-685-1747
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