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. Introduction to Oracle Corporation

275,000 global customers

* 30,000 applications customers

* 190,000 small business
customers

* 9,000 Independent Software
Vendors

Leader in Key Markets...
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Communications

* 19,000 partners Public Sector

e 74,000 employees

Professional Services
* 16,000 developers

Financial Services
* 7,500+ support staff

* 8,000 consulting
experts




. Services Industry Leader

"1

Industry Firsts

« Best Embedded Product Support 2008
e Services Industry Leader 2007

« J.D. Power and Associates 2006

Service Excellence Awards

« Service Excellence in Mission Critical Support (SSPA) 2008
» Best Value-Added Support 2007

Best Knowledge Management 2007

Service Innovation 2007

Multi-Vendor Support 2006

Support Hall of Fame 2005

Innovative Support —4 years 2002, 2004-2006

WebStar —4 years 2003-2006

Top 10 of Global Top 50 Green IT Outsourcing Vendors
AFCOM “Best Data Center of the Year” in 2005

2008 Black Book Top 50 Best Managed Outsourcing Vendors

Green Power EPA Award - ADC ranked #36 in the
nationwide Fortune 500 Challenge issued by the EPA for
using renewable enerqy.




. Oracle’s Changing Business...

FYOO FYO08
Total Revenue $10.1 B $22.48B

Software - New Licenses 43 B 7.5B
Software - Updates & Support oS

IS0

Services | 2.8 B 46 B

Net Income $2.1 B $4.3B

ORACLE

Source: Oracle 10-K
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. The M&A numbers...
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..move from 'One Big
‘Many Fast & Hungry
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Key Point
...1Think BIg
Move Fast

Massive Change In Every Industry — Only The Fit Surv  ive



. The Oracle Service Organization

ORACLE



World Class Global Support
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. The Embedded Supportability Strategy —
Only from Oracle

OPTIMIZE AUTOMATE

Optimize manual support processes

Automate manual support processes to save time and money

Integrate automated processes to obtain new value

Embed automated processes back into products to provide a
superior ownership experience

ORACLE



Award Winning My Oracle Support

* 400K+ solutions on 650+ products

« 178K+ articles in the knowledgebase

« 250+ support diagnostic tools

* 91% service requests logged electronically
e 1.2M registered users

* 61M+ knowledge reads each year

« 152K software downloads

e 99.95% uptime and availability



My Oracle Support

AN INNOVATIVE SUPPORT
EXPERIENCE
» Simplified configuration management

» Dashboard view of overall system
health

» Personalization usage experience
and knowledge links

» Faster problem resolution
» Proactive issue notification

. BETTER RESULTS

. « 40% Faster Issue Resolution

* 25% Problem Avoidance with Alerts
: and HealthChecks

* Up to 70% Time Savings in
Managing Service Requests using a
Personalized Dashboard




Key Point

Constant Innovation - For Efficiency
Automate & Globalize



Service Goals and Objectives



CIlO Business Concerns

 Drive operational excellence

e Minimize cost, risk, and complexity

* Accelerate IT efficiency

 [ncrease your competitiveness




Why Customers Choose Oracle Services

———————————————————————————————————————————————————————————————————————————————————————————————————————————

Oracle Services i | Customer Success

Sustainable

DI [EXpEiae Business Benefits

Lower

Complete Coverage Business Risk

Lower Total

ilglorl seele Cost of Ownership

Service Innovation

Higher Business Value

Trusted Lifetime
Partnership

Industry Leadership

Trust — Hard to get, Easy to lose and Impossible to regain



Our Philosophy
Hi Tech and Hi Touch

e High Tech — Automate and Globalize

e High Touch - High Value Customers
e Approx Top 1000 Customers
* By $ Value
« Strategic Importance (ACS & OD)
e Local Importance

Hence — The Customer Services Manager
« 1000 + CSM’s

e ‘Trusted Advisor’

¢ Customer Advocate

 Life Cycle Management

* Unlocking Business Value From Oracle Investment



Why Customer Services Manager ?

|dentifying opportunities that bring the customer’s business objectives
and Oracle’s solutions together for mutual benefit

Need to demonstrate business value
Understands The Customers Business Goals
Takes A Proactive Approach — Problem Prevention
* Uses Best Practice
e Customer Success Index
* ITIL

* My Oracle Support
¢ Service Assessments

Focused On Customer Satisfaction
Drives Customer Loyalty



Formula For Success

(K+S+P)x M=EP

(Knowledge + Skills + Process ) x  Mindset

= Exceptional Performance



The 4 Pillars Of Success

Investing in People

Knowledge Management

 Community Development - Global Portal
Skills Development

« Core Training Program — All Trained Hard & Soft Ski
Processes — To Enable Success

* Leading Edge Tools, CSI — Robust Business Processes
Motivated and Enabled Customer Service Manager

Exceptional Performance
* Business Development
« Customer Satisfaction - Through Global Relationship
« Effective Measurement - Through Balanced Scorecard
* Forward Planning - Through Customer Service Plan

lls

Survey



Key Point

If You Want The Best Results — Invest In The Best Pe  ople



Key Tools and Processes



Customer Success Index

“The Customer Success Index provides a
way to measure our customer’s “current
state” against Oracle Best Practices; to
identify deviations; and to develop joint action

plans which drive overall success of Oracle’s
Solutions.”



Customer Success Index Benefits

* Promotes a coordinated
focus on an agreed action
plan and priorities for
improvement

* Provides a proactive
planning tool to reduce
risks

* Enables a trusted advisor
relationship with Oracle
resources

®

* Measures your
organization against

Oracle Best Practices

* |dentifies improvement
areas and tracks them to
drive continuous
improvement

S

: Alignment to Best
Proactive Engagement Practices Customer Success

- ldentifies opportunities to
increase utilization of your
Oracle software

« Improves supportability of
your Oracle solutions

- Reduces TCO across the
entire product lifecycle




Customer Success Index

w overnance

Technology

Vision
Goals & Objectives

Organizational
Alignment

Value & Metrics

Customer
Experience

Structure

Executive
Sponsorship

Principles

Program & Project
Management

Relationship
Management

Management
Support

Training
Communications
User Value

Support & User
Feedback

Business
Alignment

Measurements

Continuous
Improvement

Data Quality

Service
Management

Documentation

IT Roadmap
Development
Infrastructure

Security

Functionality & Usability
Data & System Integrity
Testing

Performance & Scalability
Operations




Customer Success Index Scorecard




Customer Success Index Tracks Progress
Over Time & By Sub-indices

Supportability

Utilization

Currency



Collaborative Action Plan



CSI Summary
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Service Manager

To deliver Findings &
Recommendations

A

4.........

Using a set Process
& Toolset

‘....

.............................................>

That drive creation of
a collaborative action
plan

To maximize the
value of your Oracle
Investment




Summary Findings and Recommendations for
Each Best Practice Domain

32



In Conclusion

Understand Your Customers
Business and Demonstrate The

Value






