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The Intelligent Path to Rapid Response

iSupport provides a unique service structure to the service support
environment. It gives organizations fresh and actionable perspectives within
their service universe. In its ability to help service businesses gain new insights
and provide more accurate and timely customer service, we believe the
iSupport product is unparalleled in the service support market.

Overview

iISupport is a service support product built The iSupport product offers your service
specifically for heavy duty service activities. business these substantial advantages:

I't grew from 4CS6 roots in the vehicle
industry and has branched out to T A new dimension of service information
encompass products in the automotive,

aerospace, and heavy equipment markets. § A faster way to connect your

Thesingle-pur pose goal of i Sustenie Brid dealérs tdisolations
provide the highest level of support for

complex machineryo. qT @ peltdt @ay to EoRrfét yoir bntire
combines the latest in information service universe

technology with a unique service structure
and the most experience available in our
markets.

1 A clearer view into your service issues
and opportunities




Adding the Third Dimension of Service

Imagine quality analytical reports without
the valuable input of customers or core
service providers. Imagine customer
complaint reports without useful insight into
the product, assembly, or specific part.
Imagine warranty reports without the
knowledge of customer or service provider
consequences. iSupport avoids these
scenarios by allowing the organization to
capture as much meaningful information as
possible through the interconnection of all
service activities. Created as a service
product, iSupport starts with a service
backbone that includes detailed service
fields, including information about
products, assemblies, parts and service
codes.

These service fields lay the foundation for
other service activities such as service
orders, warranty claims, parts orders and
service bulletins.

Without this foundation, the service support
system becomes an island. Because an
island system is isolated from the total
service network, it becomes a routine
phone answering system. iSupport
provides the necessary service backbone
to include the service support system as an
active part of a total service solution.

Features
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Contract and entitlement
validation

Search by any object or
field

Query by example
Classification by channel
Links to email, phone
conversations, replies
Keyword search

View email threads by
category, subject, case,
and customer

ﬁSupport embodies our
expansion into the service

universe. 4CS is proud to offer

such a strong tool with
interactive ties to all of our
product

Ashok Kartham
President and CEO 4CS, Inc.
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Routing to Competence

Features

Service categorization
Flexible process modeling
Case lifecycle
management

1 Track stages of case
resolution

Queues and escalation
Routing rules

Request through Chat
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Features

1 View emails in iSupport
and or Outlook

1 J2EE with thin client

1 API, XML, and CVS

1 Completely Web based
AnWe were | ooking

24/7 Owner Care System which
would allow Mahindra Owners to
have Aliveo
concerns and obtain basic
information about their products.

The expandability of the iSupport
platform also provides an
opportunity for the development
of an online system of Product
Technical Information available
to our Dealers similar to our
maj or

Mr. Jim Ramsdail
Sr. Manager of Product &
Service, Mahindra

Cultivate
Your
Dreams™

Mahindra
Tractors

competitors
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Bridging the Service Universe

To provide a great customer
experience, an organization must be
aware of customer needs and react to
them effectively. This means that the
organization needs full visibility into all
customer touch-points across their
entire service universe.

The ability to transform corporate data
into meaningful and actionable
information gives the organization a vital
competitive advantage. Harnessing that
tdata ireosder aolbtding better
understanding of the past and a clear
direction for the future has evolved into

c o nt a onhe oftthe mesvirhporeant ¢hhlleniges in

todaybbs business enyv
4CS can build, extend or connect to every
piece of the service puzzle. With its
history of success in large-scale
integrations of Fortune 500 companies to
the plug-in integrations of smaller
companies, 4CS has the depth of
knowledge and breadth of experience to
meet a broad range of integration needs.
.4Csolves business issues with
sustainable technology integrated
throughout the network infrastructure.

But technology alone is not a solution.
Success requires understanding,
expertise, application, and integration.

All the stakeholders -- Dealers, Suppliers,
Customers and Employees -- need to
become linked into one interactive
environment, so they get a timely response
with the exact information they request.
iISupport features are designed to connect
the service universe by:

U Categorizing case solutions to
facilitate browsing and searching
on any keyword.

U  Allowing the attachment of
pertinent documents, manuals,
images or simple screenshots to
case solutions.

U Linking case solutions to

_ Customers, Organizations,
I T 0 n mduéts, and Defects.

U  Providing Customer Portal users
visibility to case solutions based
on relevance.

U0 Extending language and currency
options to reflect a global Web
presence.

iSupport enables the organization to
capture, organize, analyze and distribute
information about customer interactions
with unmatched ease.
helps the organization to make smarter
and faster decisions to enhance the
customer experience.
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Optimizing through Actionable Insights

ISupport
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Features

1 Case time and statistics
1 Time spent on the case
9 Product structures and

hierarchies

Ad Hoc reporting
Guided report creation
Self service functionality
Search engine

Email support
Simultaneous access to
same case



Contact Center _
The Service Contact Center module is a Web-based Service Knowledge Base

contact management system capable of recording all The Service Knowledge Base module provides the capability
incoming service calls to the call center and tracking a  for organizing and structuring access to information, allowing
customerds inbound i nqui r ysefsmatple Seardh aind eetrieval methbdologes By | et |

entering free-form text, users can search the Solution
Database for symptoms in order to find solutions. Searches
Support Center delivering ranked solutions for best fit problem resolution.
The Support Center module allows setup and mainte-
nance of customer contacts, queues, email processing ; :
and alert notifications. It also provides access to some Reportlng and AnaIySIS
common functionality with other products such as iWar-
ranty, iParts and iService

All iSupport users have access to the built-in Ad Hoc
reporting module. It is called Ad Hoc because users can
create powerful and complex reports on the fly, without
writing a single line of code or figuring out how to join records

Service Dispatch correctly.
The Dispatch module centralizes and automates the
management of responding to service requests. It
serves as a hub, where responses are assigned and
initiated and services are scheduled and tracked to
resolution. Dispatch offers a range of options for initial-
izing and dispatching service calls, including notifica-
tions to email-enabled wireless devices




