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O0Xerox & Fuji Xer ox
Your Gl obal Busi ness Partner s

Xerox is Global Leader in the document
management business, offering the most
innovative array of products, services
and solutions in the industry.

-
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O0Xerox & Fuji Xer ox
Your Gl obal Busi ness Partner s

First Copier with Built -In Diagnostic Microcomputer

First Laser Printer Client Server

Architecture

Personal Distributed
Computing

..

First Multi -Beam
Laser

\

[h'

|

Ethernet (Protocol)

First WYSIWYG & Commercial Mouse

-
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FX Corporate Structure

Fuji Photo Film
Company Japan
75%

Xerox Corporation
USA
25%

.;._‘ X

-

/% Fyji Xerox

4 HQ: Tokyo, Japan

" International Business Group (IBG)

HO: Singapore

Fuji Xerox Printer Company (FXPC

g Fuji Xerox Australia
HQ: Sydney, Australia

-
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International Business G

’ FX Korea

FX Taiwan
FX Thailand FX'Hong Kong
A
74 Vietnam (ICO) **
FX Philippines

FX Malaysia

Indonesia (AG) **

FX Australia

FX Singapore

FX China

FX New Zealand
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Did you Know?
Todayos 21 year ol ds ha
250,000 emails or instant messages.

More that 50% have
created content on the web.

Young workers want to do
business with us via the
web.

© Mark Prensky, Digital Natives, Digital Immigrants 2001 & Did You Know shifthappens.wikispaces.com



The Need

€eSupport

Address Market
Pressures

- Price deflation
- Growing MIF

© 2008 Fuji Xerox Co., Ltd. All rights reserved.

f

or Changee.

Improve Productivity
of Customer Service

- Revenue opportunity
- Reduce support costs
- Improved OGM hours

Improve Customer
Loyalty

-6Easyb6 to do usi nes
- 24 x 7 availability

- Improve response times

- Quality of Support
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FX Thailand
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FX Malaysia

FX Singapore

FX Philippines
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Regional Customer Support

A Productivity & Profitability - adding value to each OpCo %
and Fuji Xerox as a whole D .
A Connectivity & Consistency across the region with quality, —

innovative, customer centric support

Our customers are able to utilise eSupport framework to

resolve issues and are supported by highly skilled staff who

direct customers to the right support solution. 24/7 specialised support at a
click.

Sustainability of Customer Support Services

A strategy that is responding to technological and generational needs of our
customers

Delivering improved resolution rates, with increased reliability for our office
customers, and increased uptime and profitability for our production customers
Increasing staff skills, knowledge and career path opportunities through
knowledge sharing and best practices

Staying ahead of the curve and creating a point of difference to our competitors

T

Do Po  Bo Do P>
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Regional Customer Support Strategy

Objectives

1. Provide benchmark customer experience & ensure that is consistent for all Fuiji
Xerox customers

2. Establish a Sustainable centralised Customer Support business model

3. Capture Voice Of Customer to ensure efficient response,
understanding and continuous improvement

~<
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IBG Customer Support Strategy

-

[ ‘\“ _ In Scope

Y

‘\ - Out
f ~|Of Scope
1
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AAIl 10 regional countries (excluding Indonesia and Vietnam)
ACustomer Administration
i general enquiries and billing information collection
i machine relocation mangement
u Voice of Customer lodgement
AService and Support
u call lodgement (call centre)
u technical support (help desk)
ASupplies Ordering
iconsumabl es, toners, paper,

AOpco reception
ACustomer Administration
i credit and debit management
i equipment order entry
i Voice of Customer management
AService and Support
i Pre-sale/Professional Services
i Implementation and Installation
iLocal service call dispatch
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eSupport Pyramid

SLA SLA

Resolution Resolution
rate of Rate 50%+
80%

Drivers +
Average self help
30 minute for
@ Analyst/ initial launched
response products

Engineer
ONSITE SERVICE

TECHNICAL
SUPPORT

TELE-
SUPPORT

SELF HELP

N

Command
Centre

Direct
Support

eAssist
(XSP)

Auto Alerts

Self Help
(OsA)

SW/Drivers
(QDI)

IQ Check
Tool

elLogging elLearning

FUJI XEROX CORPORATE WEBSITE
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Faster Response and Resolution

Analyst/
Engineer

RESOLUTION

ONSITE SERVICE

TECHNICAL
SUPPORT

TELE-
SUPPORT

Command
Centre

Direct
Support

eAssist
(XSP)

Auto Alerts

Self Help
(OsA)

30 Seconds

SW/Drivers
(QDI)

IQ Check
Tool

SELF HELP elLogging eLearning

FUJI XEROX CORPORATE WEBSITE
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The Opportunity

eSupport current state FY2008

FXNZ

LL

FXHK
FXCL

FXTW

B eSupport

E On Site

100 -
90
80
70
% 60
onosfite 50
Calls 40
30
20
10

O _

FXTH
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S Year Target

*2008 2013

84% L ovco
7% D

3% oo g

ONSITE SERVICE 50%

Analyst/
Engineer

Command
Centre

TECHNICAL SUPPORT 895

Direct
Support

Software

Licences, TELE-SUPPORT 24%

eService

Al
1% @ Alrts SELF HELP 18%
Drivers elLogging elLearning Updaes
FUJI XEROX CORPORATE WEBSITE T
IBG current status Planned state

*Excludes FXA
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Benchmarking

A ORACLE

A MICROSOFT ASIA PACIFIC
u Premier accounts

> ‘//

W\
/

A XC (partly outsourced i IBM offshore)
A XE (outsourcedi IBM offshore)
A FX -
A Dell
A Outsource providers
i  MIROFCOMLINK (Philippines)
i 800Telesales (China)

A AMEX (outsourced/offshore i bringing back in house)

-
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Regional Solution

Seoul, Korea

(30 seats)
TSC
TSC
Shanghai, China China
(130 seats) HK_
Taiwan
csc Korea
Vietnam (ICO)
CsC
Kuala Lumpur, Malaysia -
China
(80 seats) HK
) Sydney, Australia
csc Taiwan )
Korea (CSC 1 60 Seats)
(TSC1i 55 seats)
CscC
TSC
Malaysia Se OosC
Thailand
Phlllpplnes CSC TSC
Singapore
Australia Australia
NZ NZ
Thailand
Malaysia
. Philiopi
CSC i Customer Support Centre Sm' 'zp'gre:
TSC 1 Technical Support Centre 39p

OSC 1 Online Support Centre
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Online Sup
CUStOme

port Centre (OSC)
" Support Centre




Online Support Centre

A Provide intuitive and consistent customer support VAV

U on the web for all FEX cu st e/ N\

[FUJI XEROX CORPORATE WEBSITE!

A Make it easy for customers to access localized

support resources, administration and supplies:
Knowl edge bases, Solutions, fAHow Too
Drivers, Downloads, Documentation
Professional document templates
Administration (meter readings)

Supplies

eI N e O N e

Service call logging & tracking

A Provide customers with an effortless way to give
feedback or obtain OpCo information (such as phone
numbers, email, site addresses, sales information,
products)

-
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Long pages of products
(customer must scroll

down).
Not user friendly.

Product selection is - = F 48
complex or in long drop
down lists.

.3 G o a
FX language i we use our L 5.

product Af ami I es
Not customer language.

U Xerox @,

FUJI XeOX )

Sl = | |
& 1 Support pages have too many s
ﬁ_ choices. The ncaIW t o, ac
clear to our customer. - [=
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e I

| Onpver e | Connguuvy

§ P 1 Setutinn & Servew

innovating to reduce, reuse
and recycie is al the heant
of our goal Lo be waste free

FUJI XErox @,

| oduns 1 Solition & Service '~w_. T | Downicod | Company

——
—

= sy * annt
- | Support & Drivers
ENser Produtt NAMe OF NUMber ANZ ML w1404
L ® Sereen P crmm handbed 351D IES e ey ':".‘"-'”““-
ol * “‘”’ s . Vurwtes
A e 1 T Bt | prihact Sanwy b T o
bOHAre & Bl N ‘' ‘.
festuins "
. L b Prattan
B e wS R Y
S b Mear haracs
@ Semlvees ltHE
Lwge Carpmete
B spevivrs m

-
Matie o - R Sathe i
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Drivers for the novice and the expert

FUJI Xerox @,)

Did you Know? ke I Solution & Service I Support
Most visitors to online vk omms Smke
. | Download
support are N n€W.0...Q
Ainfrequent 0 CMStuQuM@ FoSucu me iozummmms
Salect product tamily Setect modal

+ B82S Seres

¢ 8330 Sanes

V Apha Senes

) AP 2&1

b Apeos Ware Flow 5=
Seraces =
b ApeosPort
v ApeosWare ~
¢ ApeosWare Image Log =
....... =l =
Download,
{
Q Self Help & Drivers
Printer Check Freo
me—— @ Templates
) Copyright Fupl Xerux Cn. Lt 2002 2000 A nghits resevved

ApeosPortil C2300

Detvers 8 Cownicaxs

ApeoaPfortdll C2201
Crivers 8 Cawnioaos

ApeosPoct il C3)00
Cewverw 8 Cawnicots

Hons  Suppies SCOun i
Download ' Company

Support Request

Customes
Education

Did you Know?

Two thirds of customers that
come to online support are
looking for Drivers.

j Contact Us
Generol Support
v Questions

27
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Locali zed for each regional
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