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we hear you ...

your support experience your feedback, our actions &resuts

Your techn cd know edge systemdoesnt have updat ed contert.
» Access mor e than 20,000 techn cd know edge resour ces

* Ind ud ng 10,000 newrdreshedtechnicd documents and pat ches

» Enhanced searchwthi nproved key wor d search, resuts &“noreliketh sfea u €’

Any i nprovementsinahlityto access service agree nents?
* HP Support Cortract Asd dart is availad e worl dwde
» (ontract Ass gart prov des web- based access to support agreements

Can you gve me a dear, defined escd aion process?
* W& have asen o manager ded ca ed to address ng your escd aionissues

| wod dlike defined def ect- and- enhance mert fixti neframes.
* New persondized ndificaior/ commun céaion system
» Sdus d enhancement and change requests you have sub ntted

What canl expect inte ns of customer saidacion?
« W\ are commttedto creaing a postive experience fa you
« Wirldwde Qustomer Sati o action Manager ded ca edto assuring your sai sSacti on
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we hear you ...

your support experience your feedback, our actions &

resdts

| wod dlike nore qualified staff answering the ny cdls
e Ogangtranngto assue saff ae hghy qudified- orine o onthe phone
* Sena eng neerstothefrontlines, nore cdlsresdved duringtheintid irteracti on

How can | track cdlsonthe web?
» Vew and track your ex ging case orline wththe Soft ware Cdl Manager
* Add commentstoa spedfic cdl viath s service

I'dlike a Hewett- Packar d support rd aionsh p and support rep.
« Qustoner Care Remer - poacti ve persondized support service aval ad e worl d wde
* Ind udes optionfa a Naned Response Cent e Eng neer focused on your i ssues

| want my ownlinkto 2"dtier QpenM ew support, ba h wely phone.
Links on eCare such as proacti ve pach naification - faste access, right irfor mati on source
Qustoner Care Renmer - accesstoa 2"tie resource Named Response Center Eng neer

wart HP to know ne.

W\ cortinuetoligen- “Mace d the Qustoner,” and nontHy sai Sacti on surveys

eCare prdile- your personalized hp passport for accessng knowedge, tods, resour ces
Persondized pat ch ndificaion and persondized pages fa Remer CQustomers and Patners
God stoi nprove one-to-one connections wthyou j

Focus on pred dive support &supportallityinour sdtware 7~
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eCare

oni ne support services
fa hp sdtware

“eCare hd ps us dill downirto

hp s know edge basefa dfiaertly
and proactivd y sd v ng prod ems,
Thi s srengt hens our wn-w n

rd aionsh p wthHP - we save

ti me because we open fewer
cdls.."

Avaya Communi cati ons
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know edge
over 20 000 techn cd know edge resour ces

troubl eshooti ng
d ways on-24 hours aday, 7 days a week

busi ness communi cati on
manage your support cortrac
orli ne passwor d ng

stayi ng connect ed

» persondized prdil e- HP passport

- ensl naificaionfa pat ches/ known prold ems
onli ne sdtwar e community fauns
renot e support sess ons

reporti ng and request s

- subnmt and track support cdls
auonet ed persondized commun caionfa
changel/ enhance ment requests

getting the nost fromyour soft ware
« SOt were updat e manager

part ner resour ces
devd oper support
persondized partner know edge
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quick time to value:
getting the mo st fromyour soft ware
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hp software services
custo mer-diven support sd utl ons

cust oner cust oner cust oner
care care care
ext ended advarnt age premer

maxi nze reduce ensure bul d assurerapd

i nvest ment

phone-in
ass g ance
nor el

bus ness hours

soft ware
updéat es;
vers ons &
revi g ons

OpenM ew and

Net acti on eCar e

downti me

24 x 7 phone-in

ass g ance

soft war e
updat es;
verd ons &
rev 9 ons

OpenM ew and

Net acti on eCar e

st ahllity

renote

pr oacti ve
support far md-
S ze custoners

fixed scope
consuting

OpenM ew only

part nersh ps

ded ca ed
OpenM ew
per sonnd

pr oacti ve,
per sondi zed
service

per sondi zed
OpenM ew
eCare

OpenM ew only

recovery

m ss on
criticd
servicel evd
agreenens

OpenM ew
and
Net acti on
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the support relationship

today tonorrow

reactive predictive
proactive preventative

customized personalized

adaptive self-healing
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enabling technoloa%}/t:
ity

new linkages and support

support modu e bas ¢ support allity:

d agnostic Al. definesthe triggersfa — d agnosti cs
acti on based on what we —tradng
“se€’ inenvronment — era handing

sat war e f oundati on
bas ¢ support allity

“guart er back”
| eads i rt egr @i on
and response
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tomorrow: support as an e-
service

def ect
resdertin
apdication
beg ns
toceae
troud e

report i ssue

new defect ? acquire hd p
fromsupport allity eng neer
“quart er back” d agnostic Al. = -
leads i rtegraion —d obd trends
and response capured
— persondi zed
sd ui ons defi ned
—smart searchfa
resd uions

may need | ab
toresd ve
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maxi mang assuring

hp soft war e

Services

opti Nz ng rd aionsh ps

cust omer
dri ven

Y
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