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HP Services. Ddiveaing atad custoner
experience orling, renote, and onste

1 Awareness 2 Choosing

"I 'know who you are and ”You he p me quicKy discover
what vd ue you dfer.” and crea ethe best sdution"

8. D sposi ng
Upgr ad ng _
"You know ny bus ness 3. O dering
and recommend new
sd uionsto keep ne
conpetitive”

"I can quicky and easly
order ny whd e sd uion
from ny hp contac.”

7. Supporting

"You work vith meto . | 4. Instdling
prevert fdlues j Ddi veri ng

and qedmaysthere ”"The sd uion andthe
wheni need you You resour ces toinstdl it
keep us ou arrived wheni needit.”

troud e 6 Using
"Your sd uionfitsirtomy bus ness 5 Learn ng
processes and you make usef U "You hd p ne ge& upto-
recommendati ons on how we can Speed
maxi nmze our efediveness’ qu ckdy and keep ny
bus ness runn ng "




What iIsthe
| T Resource

Centg?




hiFlVianagemeni & Stiategy.

E— ITRC Viaintenance/Suppoi

w2 itrc.hp.com __ _
S I aiming & Edlication
/700,000

registered users

. Forums
worldwide







The |l T Resource
Cent & evd uion
Buldng on HP s
e-servces M gon




Chapter 1 Defintion

e “Clicks and mortar” model

e Key business processes were getting
linked to the Net

—Sharing information
—Exchange of money
—Other key processes

e “Do It yourself” services




Electronic Suppert Center
(technicall suppertwWenhsite)

P Reseurce Center

itre P com

HP@nline Education




Chapter 1

| T Resour ce
Center Portd
Ser v ces

» Self-solve tools:
— Search multivendor
knowledge base
 Downloads
— Individual patches
— Software updates
e Collaboration
— Call submittals
— Forums
* Notifications
— Subscribe to emalll
notifications
* Training
— Self-paced and virtual
classroom
* IT Management & Strategy
— Information
— Online tools
— Advice from HP experts




» Service catalogs
e Consultation

Procurement
e Transactions
e Entitlements

Delivery

e Information
* Tools

* Assistance

Plan

[Design

Implement

Viaiataim

aim

* Tell me what’s out there.
*Here’'s what | require.

* Give me options and
specifications.

* Tell me the impact.
*Help me build a system.

«Keep it up and running.
* Anticipate & troubleshoot.

o Fill in my knowledge
gaps.




Chapter 2

e Seanhess,

“Do work for per sondized
me” experi ence

 Dynamc online
Servi ces

e Servces comnun cae
Wth each d her

I TRCis currently
transtionng from
Chapter 1to Chapter 2




customer
experience

F 3
F 4

/

/ cons.iultc:ﬁve ~/ communify

_f advisor /
| ' core

commerce collaboration

content




e | ndustry-s andard
Ch apt er 2 apldl caion
| T Resource Center devd opment

fture dredtion e Per sonali zai on

 Dynamc user
experi ence

e COommunties

e Serwv ces

e Pr ocur ement






Chapter 2
| T Resource Cent e Co mmunty

ComnmunityMsson Saement: Bethemeeting dacefa I T
Praessondstocdlaborae acrossthelifecyd e (learn, share sdve
prod ens).




Chapter 2
| T Resource Cent e

“M/ experi ence’

Per sondi zati on and
customzaion pus
custonersin contrd d
thar experience

e Custoners choosethe
the way they want to
okt an service and
support.

HP uses cust oner

Ifa naetionto artid pae

and pred d thar needs.
 The customer’s

experi ence is based on

a coma naion d

Ind v dud and conpany

or dfil es.




Chapter 2
| T Resour ce Cent er

Content &
Deli very

HP wll be a content
agoregata fa nat
ony HP, bu dso
thrd party cort ent
or ov ders.

Customers recave
rd evart, cort extud
cont et whenever,
wher ever, and
however they
choose



Thel T Resource
Cent &

Bri dges the customer s

| T envronnment and

processes wth HP's
Chapter 2 Service & RS- e R A0 e e g

Support BEd¢enson pr ocesses.

Integaes Web and
non- W\eb actiuti es.

e AUt onet es and
iIneg aes sdf-sdve,
ass s ed sdve and




Chapter 2

“Do work fa ne’

Tod s and services wli
di mnae ori nprove
the dfiaency o
mundane, costly|T

t.aség:f_ hedingtods
resdve prod ens
seanhesdy.

Ser M ces “packaged’ on
thefly, vaflextde

prid ng packag ng and
pay nent sche nes.

HP wll artia pa e and
predd servce or
support needs, and
proactivd y prov de







HP I stak ngthe
lead | n proactive

oninelT support
Serv cesl




Mowvi ng Forward ...

e |S your company cons deri ng an e-services
stra egy?

—\Where ae youinthe evd uion?
—\What Is your customer experience dsrat egy?

—\What aeyour | T draeg esto support the
e-servces evd uion?

« HP Services can hd p you across your | Tlife cyd €
(orling renote and ongte).




