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Primary Customer Support Locations
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London

Oldenburg
Waterloo Lty
Tokyo
Global teams of more than 500 dedicated
Open Text Customer Support employees .
ydney
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Customer Support Programs OPEN TEXT

The Content Exp

Application Support

Extended Support

Standard Maintenance and
Support
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- OPENTEXT
Standard Maintenance and Support

'I" Software Maintenance Program
(Standard Support)

» Support Services:
- Phone
- Web
- E-mail

- Software Updates

 Customer Care Program:
- e-Newsletters
- LiveLinkUp 365 Webinar Series
- Champion Toolkit

« Open Text Online Accounts:
- Knowledge Center
- Open Text Communities
- Customer Self-Service

 Events:
- ContentWorld User Conference
- User Groups
- Specialty Groups
- Executive Briefing Center
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OPEN TEXT
Open Text Knowledge Centre

pen Text Knowledge Center - Windows Internet Explorer

a
il
E3J

@i—\ = |g, https: fiknowledge opentesxt. com/knowledge/lisapi, dlljfetchf 2001 foustanview, hemlzFunc=lwarkspace )(i | h ||.‘FJ 'i
m— n >
T [@Open Text Knowledge Center l l h- B i v ;b Page = (Cf Tooks -

[l

P Knowledge Center QEENTEXT

Home | My Tickets | Downlcads | Patches | Documentation | Knowledge Base | Discussions | Update My Information | Logout Welcome Peter Turnbull (pturnbully
[Seamicror []| % [~][ B [~ Fromrere [~ ]| evamed seweh P B [
£ My Workspace i) Workspace # Settings Contents
| | [ Go ] U Favortes E} Users & Groups For This Page
| @ Open Text Knowledge Center | - |E| |Z|

The support and technical
knaw-how you need to. One click and you are linked into exceptional
obtain the most out of Customer Support:

your Open Text products.
» Customer Self Service Home

» Customer Support Wehinars

= Upgrade Assistance

» Support Hours and Holiday Schedule

For the latest downloads, patches, documentation and more, select a product family below to display a
complete list of products related to your product family:

Learning Services

» Email Management and Groupware Solutions
""""""""""""""""""""""""""""""""""" Partners & Programs

_____ New To The
= Lwellnk ECM . Arc hlveServer ____________________ Knowledge Center?
» Livelink ECM - eDOCS / Contact Support
w | ivelink ECM - Enternrice Sanier v M

Inkernet E100% v
3@
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Product Support Lifecycle / Release Schedule

) Open Text Support Lifecycle - Mozilla Firefox

File Edit ‘iew History Bookmarks Tools  Help

@ - = @ ﬁ_l‘ [} https:#knowledge opentest comknowledgedlisapi dilfetch/2001 /74407 3/2598689/ 3692538/ customview % 2E htmFunc=Ikobjld=3692538 &+ | B [Cl+|Google )
Ll by v ahiool |_| V'ahoo! Angwers |_| ‘r'ahool Downloads |_| “V'ahoo! Mail |_| ‘'ahoo!
U LiveLinkUp365 I |_| Open Text Support Lifecycle G | -
-
l.l!i KnOWIGdge Center
Home | My Tickets | Downloads | Patches | Documertstion | Knowledge Base | Discussions | Updste My Information | Logout Peter Turnbul (pturnbul)
| o = Personal - Enterprise - Tools - Help -
| Search KC For| w: | (| . | | :” - | | Fram Here| - | | A ane Seareh | i : shosisiaiis b |
| | [ ] = My Wiarkspace = iorkzpace &% Settingz Conkents
G U Favorites E} Uzers & Groups For Thiz Page
| [] open Text Support Lifecycle | - | = ® Ed
Open Text Support Lifecycle
rMaintenance Lifecycle for Livelink:
Aﬂer 1 8th The following table provides information regarding the release
dates and subsequent support expiry dates for Livelink
month Enterprise Server {English).
Cpen Text will provide patches and bug fixes to each version
nt Maintenance st Maintenance for a period of at least eighteen {18) months after the
subsequent wersion is made available to subscribers of the
Software Maintenance Program and its licensee’s,
What arrent Maintenance' ?
| Livelink Enterprise Server (English)
When a new version of an Open Text product is released, it is considered to be under 'Current
Maintenance' for a period D_F eighteen (13} months Frpm the release date of the next version, |Pruduct Version | Release Date |Past Maintenance
Products under Current Maintenance offer the Following Features:
# Telephone and e-mail support ||—i‘-"'9|ink 9.7 | January 2007 |
® Onling assistance from the Knowledge Center —
o Service Packs and | o Patches |Livelink 9.6 % | May 2006 | July 2008
+ The abilitv to request hotfixes
# The abillty to report product defects |Livelink 9.5 Novernber 2004 May 2008
* The shility to request enhancements or new Features
|Live|ink 9.2 % | August 2003 | December 2008 [w]
Done knawledge opentext.com &4
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Introducing... New Ticket Solution
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i i OPEN TEXT
Global Call Tracklng Solution

F

= Global, centralised call-tracking system

= |TIL compliant

= Event Auditing

= Management Reporting

= SLA-based system

= Support & R&D Access

= 24x7 access via Customer Self Service Portal
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_ - OPEN TEXT
Customer Self-Service

.-C; Open Text - Customer Self Service - Windows Internet Explorer

@.‘\——; b4 |ﬁ, https:fss, opentext . comfservicemanagementweb PresentationSelf ServiceMain, htm

File Edit Wiew Favorites Tools Help

Google (G~ i () settings
{:i‘ ﬁ'?i’ [ gODBn Texk - Customer Self Service ]_‘ @ - B ; - Ij Page - @ Tools +
CSS FAQ

C55 User Guide Knowledge Center  Expert Service Center  Reselect Group  Update My Information = Log Out

OPENTEXT |Customer Self Service

TR AT | hitps isupport.opentext.com
Self Service Main €3 gz
15 Self Service Home & ||| open Tickets || Closed Tickets || All Tickets I My Profile |
#iz, Create New Ticket i [ﬁ
Page: 4 |PrevMext| 12345
s Ticket £ & [ subject | status Priority Contact | creation Date Original Ticket #
‘&’ Refresh =7 ) = ) N w
b 167843 Query concerning Updating + Closed 3 James Parrott 15/122006 08:11:50
Go To Ticket ID. .. 169781 Error in links on Enterprise Se Closed 3 Lindsay Davies 02/01/2007 14:14:45
130736 Unigue constraint violation w Closed 3 Peter Petrou 15/02/2007 04:47:25
182914 Search results aren't displaye Action-OpenText 3 Julian Butt 23/02/2007 10:19:04
1834127 Urgently needing access to t Closed 3 Sarah Dwelly 28/02/2007 10:22:07 =
184866 upgrade from 9.2 to 9.5 faile Closed 3 Peter Petrou 02/03/2007 12:01:15
1381839 LL User Guide Request Closed 5 Sarah Dwelly 15/03/2007 11:52:22
188807 KC Account Reguest for Hita Closed 3 Sarah Dwelly 19032007 09:15:48
188812 KC Account Request for Hita Closed 5 Sarah Dwelly 19/03/2007 09:23:02
192540 required copy of filter pack fi Closed 3 Steven Dyer 03/04/2007 04:13: 16
195222 RE: LPAD-13155 validate ind Closed 5 John Schermann 16/04/2007 09:51:02
195834 needed details on importing ¢ Closed 3 Peter Petrou 13042007 03:57:43 |
195835 requested details for droppir Closed 3 Peter Petrou 13/04/2007 04:00:51 [VJ
lected Group
Page: 1 | Prev Next | 1 3
Customer Name | End User Code | Address1 Address2 City | Siate!ProvinaefCoud Zip/Postal Code Country | 24x7 ESP |
Open Text UK - Sup; ELU0011083 GB False False
[v]

[# € mternet F DD -
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Escalation / Complaint Management

= Defined Escalation Management Process
(SMPH)
= Management Reporting Tools

= Customer Self Service — Event Auditing

= |ncident / Problem Management Reports
- Initial Response Days / 5 Day Untouched

= Customer Satisfaction Surveys
= Complaints Policy

Copyright © 1995-2009 Open Text Inc. All rights reserved. Slide 20



OPEN TEXT

—

Introducing... The CSRs

Copyright © 1995-2009 Open Text Inc. All rights reserved. Slide 21



- OPEN TEXT
Introducing... The CSRS

F

= “Customer Support Representatives”
= Professional call centre Structure

= |nitial point of contact

= Describe, Mutually Prioritise, Assign

= Established in Open Text > 10 years
= Local language support

= Very customer oriented

= Feedback Questionnaires
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: OPEN TEXT
Introducing... The CSRs

Issue Process (forwarding)

Customer Call Center Level 1 Level 2 Level 3

EMEA, Grasbrunn, Oldenburg, Oldenburg, Oldenburg,
Afrika Germany Germany Germany Germany

= de-support@opentext.com

= +49 (0)89 4629 2121
= css.opentext.com
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Introducing... Your feedback
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OPEN TEXT

o

Introducing... Your Feedback

(Open Text ECM products)

Total tickets opened DACH 14,967
Total tickets opened Global 90,163
Customer feedback DACH: 95,7% satisfied

Return Rate: 17.95%

Total tickets RedDot DACH FYO08: 6130
RedDot Customer feedback DACH: ?
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The Content Experts™

F

= Customer Care is now Customer Support
- Continually Improving, always open to feedback
- Same team, improved processes
- Part of the bigger picture
= Customer first
- Communication is the key
- We(still)Care!

= See you next year...

In Summary... OPEN TEXT
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Any questions ?

Andy Johnston
+49 (0)89 4629 2121
de-support@opentext.com
ajohnston@opentext.com
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