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. Agenda

¢ Leadership in Industrial Manufacturing

. Safe Harbor Statement

The following is intended to outline our general
product direction. It is intended for information
purposes only, and may not be incorporated into
any contract. It is not a commitment to deliver any
material, code, or functionality, and should not be
relied upon in making purchasing decision. The
development, release, and timing of any features
or functionality described for Oracle’s products
remains at the sole discretion of Oracle.

. Oracle in Industrial Manufacturing

Did You Know?

i 9 of the top 10 Fortune’s industrial and farm
equipment manufacturers run Oracle Applications

8 of the top 10 Industry Week’s leading machinery
manufacturers run Oracle Applications

10 of the top 10 oil & gas equipment companies
run Oracle Applications

7 of the top 10 construction equipment
manufacturers run Oracle Applications
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. The Challenges We're Hearing

Globalization and Consolidation:
How can | accelerate innovation to differentiate my products / services?

“With today’s relentless pressure to deliver innovative products to the marketplace, the opportunities
and challenges to deploy product life-cycle management (PLM) systems to manage the complexity of
product development processes has never been greater.”

— Forrester April 2008

Improve Customer Experience:

How do I develop more customer-centric processes and simplify order
capture and fulfillment of increasing complex products?

“A three percent improvement in perfect order fulfilment translates to a one percent increase in profits,

while a ten percent increase means an additional 50 cents in earnings per share.”
— AMR Research

. The Challenges We're Hearing (contd)

Improve Operational Efficiency and Reduce Costs:

How can | utilize Lean to increase efficiency and reduce costs
throughout the enterprise?

“The extension of Lean manufacturing concepts across the supply chain network of suppliers customers

and partners can result in real value creation for the sawvy enterprise.
~ Aberdeen Group

A
A Expand Revenue and Increase Margins:

How can lincrease revenue and margin by delivering effective and
profitable service offerings?

“Many discrete industrial organizations are finding great value in aftermarket services... Yet many other
organizations fail to recognize the potential benefit this business can bring in revenue growth, profits,
customer intimacy, and operational excellence.”

— Jane Barrett, AMR Research
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. Drive Revenue and Margin Growth Through
Service Transformation

A
A Expand Revenue and Increase Margins:
How can | increase revenue and margin by delivering effective and
profitable service offerings?

“Many discrete industrial organizations are finding great value in aftermarket services... Yet many other
organizations fail to recognize the potential benefit this business can bring in revenue growth, profits,
customer intimacy, and operational excellence.”

— Jane Barrett, AMR Research

SERVICE SHARE OF REVENUES AND

CONTRIBUTION TO PROFITS IS
SIGNIFICANT

Revenues Profits

Source: *Dresdner Kleinwort Wasserstein, 2AMR, and Accenture

. Focus has shifted from building products to
providing services related to the product

According to AMR Research, companies can regain 50 to 70
percent in lost revenue with service lifecycle management.

Developing and maintaining profitable, long-term customer
relationships are essential, because keeping an existing customer
costs a company about one-tenth as much as acquiring a new one.

Firms seek to retain customers through competitive pricing, loyalty
discounts, and special personalized offers, but service excellence
is the more powerful incentive. Increasingly, it will be service
performance, not products that provide the competitive
differentiation.

. Oracle helps manufacturing companies:

1. Improve multichannel customer support

Provide prompt field service at lower cost

3. Manage depot repair and spares inventory
efficiently

4. Track and manage contracts for greater
cost-effectiveness

5. Use analytics to improve service
performance

n
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¢ Innovation in Industry Solutions

“General Electric has been known as a
company that makes great products.
In the future we will be known as a
company that provides great service,
and also makes great products.”

-- Jeff Immelt, Chief Executive, GE

. Drive Revenue & Margin Growth Through
Service Transformation

Requirement Oracle Capability The Oracle Difference

Bundle product & service
offerings & improve
performance of service-level
agreements

Complete solution to accelerate
the release of new service
offerings with the flexibility to
manage multiple contract types

Oracle Sales, Contracts
Configurator, Warranty
Mgmt and Pricing

#1 platform to automate service
chain execution capabilities
that enable touch-free

service operations

Call Center, eSupport,
Service, Field Service,
and Depot Repair

Expand & automate service
delivery capabilities

Best-in-class technology &

Transform service operations Service Parts analytics to maximize
Into customer-centric Planning, Customer customer value & profits
profit centers Data Mgmt, Analytics through smarter decision

making across the
service lifecycle




Service Transformation

Requirement

Bundle product & service
offerings & improve
performance of service-level
agreements

Oracle Capability

Oracle Sales, Contracts
Configurator, Warranty
Mgmt and Pricing

Drive Revenue & Margin Growth Through

The Oracle Difference

Complete solution to accelerate
the release of new service
offerings with the flexibility to
manage multiple contract types

Bundle Service Offerings and Improve SLAs
Service Sales and Marketing
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COMPANY OVERVIEW

+ $9 billion global diversified manufacturer, based in
Hamilton, Bermuda

* Major brands include Bobeat, Club Car, Hussmann,
Dresser-Rand, Thermo King, Schiage and
Kryptonite

CHALLENGES / OPPORTUNITIES

* Manage sales and service through both direct and
reseller channels via one integrated solution

« Share customer information across its 30 operating
units and 2,600 reps

SOLUTIONS

« Call Center

+ Order Configurator

* Pricing

« Partner Relationship Management

Q"i’ ingersoll Rand

Ingersoll Rand Expands Service Offerings

CUSTOMER PERSPECTIVE

“Sales reps can now configure a product
while on-site with a customer. Our
customer order managers can then quickly
check the order and push it directly to our
manufacturing system. This process
saves a great deal of time and has resulted
in improved order accuracy.”

Robert Martens, Director of CRM

RESULTS

« Increased revenues by $6.2 million in one
year from cross-selling

* Improved sales process by automatically
pricing configured orders and generating
proposals

« Improved sales productivity and speed
of service

Contract Management
Manage Multiple Contract Types

Integrated Intelligence

- Cancellation / - Uplift & - Contract
Renewal Rate Reduction I Bookings
Emaill |+
Process Automation
= WM
- — + Collaborative Authoring ~ + Change Mgmt + Workflow Approvals
Online
Negotiation Global Contracts Library Standardized Templates
+ Terms & Conditions
- - version cure |—— + Legal
Controlled sS « Compliance
Finance &
Contracting “= | Accounting
Party )

« Time in service <Time and Duration
« Distance (Miles, KM) +Downloads
« Cycles - Others

Usage Define
Counters

Drive Revenue & Margin Growth Through
Service Transformation
The Oracle Difference

Requirement Oracle Capability

#1 platform to automate service
chain execution capabilities
that enable touch-free

service operations

Call Center, eSupport,
Service, Field Service,
and Depot Repair

Expand & automate service
delivery capabilities




Service Delivery
Automate Service Chain Execution

Customer / Prod Info,
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-
— 15 Intelligence ]

Rapid
Channels Resolution

| Delivery | Selt-Service ]

: H Options | | ;

: - | Agent-Assisted | .

i Self : | Agent-Assiste s

| | | Analysts
H ; e

H H | "

| | | Customers
| InPerson |  shipping / | | Orders& | | Marketing | | oo invoices & | | Partners
\ ; | Receiving | | Cases | | Offers | | || Ioleset | \

Optimize Field Operations
Deliver Service at Customer Preferred Place and Time

-
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Identify Create o Dispatch |
Resolution Field Work Optimize Field %esgvve
Needs Order Te ns n-Site

* Allow Connected and Disconnected
Mobile Capabilities

* View Customer and Issue
Information Remotely

* Capture Product Usage from Field

Debrief Invoice
Customer

+ Debrief via Voice

Improve Service Delivery Performance
Monitor and Control Critical Metrics

 Define service programs — counter, event, time-based
« Offer remote coverage through service contracts
* Forecast maintenance schedules

Create
PM Programs

* Auto-generate maintenance requests for execution

* Auto-schedule resources, including spare parts
and equipment

Optimize
Schedule

* Remotely view system, customer & preventive

Di’spat_ch maintenance work information
&Tgc 1fmuar}1;w * Execute maintenance work against established
EONIT procedures

.

Remotely debrief time, labor and materials
Debrief & Invoice customer

Invoice * Feedback results to plan to adjust timing of next
PM activity

Drive Revenue & Margin Growth Through
Service Transformation

Requirement Oracle Capability The Oracle Difference

Best-in-class technology &
analytics to maximize
customer value & profits
through smarter decision
making across the

service lifecycle

Transform service operations Service Parts
Into customer-centric Planning, Customer
profit centers Data Mgmt, Analytics

Ol

SKF Improves Service Delivery

COMPANY OVERVIEW
« Revenue: $6 billion (privately held)

CUSTOMER PERSPECTIVE
“Oracle Field Service enables us to manage

* Employees: 40,000 our customers’ maintenance needs and
« Sales offices in 43 countries capitalize on this substantial service
« Leading manufacturer of roller bearings, seals, and opportunity. In the year since deploying

related industrial & commercial rotating products

CHALLENGES / OPPORTUNITIES
* Inconsistent customer service and sales

Oracle Field Service, our service-related
revenue has increased 25%."

Mitch Chaney, Director of Business Solutions

engagement
« Lack of knowledge of past service and repairs on RESULTS
assets « After-market Service Revenue: Grew by 25%

* No standard processes to capture customer info
and share across product lines, business units and
distributors

Sales Opportunities: Increased by 20%
Pricing & Profitability: Leveraged Oracle Field
Service to aggregate all costs associated with

SOLUTIONS its service business and measure those costs
« Installed Oracle's Field Service and Sales against its quotes for a rapid analysis of
« Supports 2,000 sales, engineering and field service margins

professionals

Cross-Selling / Linking Service & Sales
Increased number of service contracts by
enabling service technicians with sales

* Provides single service and sales platform for
tracking service requests, inventory, orders and
contracts; and managing sales opportunities and

pipeline functionality
« Deployed in under three months

Improve Customer Service Levels
Optimize Spare Parts Management

Service Parts Planning wElivEny ]
Tracking erse Lo
Supplier
Purchase Parts
Orders

Planner Warehouse Technician

Production
Equipment . .

F
b Part ¥
%—- Gl Move ; & Parts
| Req's Order 2 3

« Technician usage « Assignments / orders based on: « Advanced parts search
« Installed base — 1t Excess inventory * Multi-echelon, multi-org
: g:?\t/?yeé:svvgleve\s — 21 Defective part repair considerations o

. Lead imes — Last: New buy of parts « Emergency / priority

part orders & tracking

« Safety stocks « Automatic replenishment
« Parts recovery
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Service Analytics
A Complete Solution for the Entire Service Lifecycle

Service Analytics

- Complete analysis of the business aspect of the
- services organization. Includes analysis of the
” = call center and field service business to
understand the true cost to serve in a complex
service business.

Contact Center Telephony

Enables the ing and ing of multi-
channel contact center operations, key business
processes and activities by providing increased
i i through detailed
staffing, headcount and scheduling analysis

Also provides increased business value through
complete campaign and sales performance
insight by agent and across customer, product,
service and region.

Improve Service Performance
Pre-Built Analytics, Dashboards and KPIs to Manage Entire Service Lifecycle

Service Analytics Metrics

Activities Assets Customer Satisfaction
« # of Activities Moving Avg - # Active Assets + # of Survey Accounts

« # of Activites with Agreements « # Asset Managers + #of Survey Contacts

- #of Bilable Activites - # Assets Moving Average « i of Surveys

« #of Products with Activities + # Companies with Assels + # Surveyed Partners

« # Outbound Activities + Average Original Cost - Average Service Accessibilty
- # Partners with Activties « Average Value of Assets + Average Service Quality

+ Activity Completion Rate % + Average Survey Score

« Activity Costs

Contracts Service Orders Service Requests

+ % Contract Margin - # Partners with Orders + # of SRs with Agreements
« Contract Amount « #Purchasers Selected Product + #One and Done SRs

« Contract Cost « Average # of days from Quote + Average Days Open

« Contract Gross Margin - Average Fee Reversal Amount
« Average Contract Gross Margin + Average Open SR per Rep
« Agreement profitabilty « Average Order Discount (%) + Average Resolution Rate

« Average Order ltem Discount

Pre-Built Dashboards

Service Executive Service Manager Service Employee Activities

+ Executive Overview + Employee Effectiveness * My To Do List * Overview

+ Resolution Rate Trends ~ + Service Effectiveness + Cusiomer Analysis - Field Service
* Financial Performance * Customer Satisfaction + E-mail

+ Contract Renewal

Service Supply Chain £ Delaval

COMPANY OVERVIEW SOLUTIONS
* World leader in automatic milking machines since * Oracle CRM as front end, SAP ERP back-end
1878

* Field service technicians in Northern Europe use

« One million customers globally

* 4,400 employees, 1,250 dealers

« Revenues: $1.2 billion (part of $13 billion Tetra Laval)
* After-sales services make 50% of revenue

CHALLENGES / OPPORTUNITIES
+ Consolidated view to customers and equipment
* Managing moving spare part inventory in hundreds

Oracle field service with offline laptops (currently
400 users, future rollout to up to 2,600 users)

RESULTS

« Single global customer database with
installed equipment

« Ability to manage moving inventory and sell
spare parts from service trucks

of service trucks and selling parts from the trucks .

* Creating and managing preventative maintenance service contracts with spare parts
service contracts with spare parts

« Field service work planning, scheduling and Mobile IT tools to field service people
execution + Standardized service delivery process

« Share same service tools with own people and covering both DelLaval own service
dealers technicians and dealers

Ability to create and manage preventative

Summary: Deliver Revenue & Margin Growth Through
Service Transformation

PEffsct\IverdBSLmdle * Target Segments with Unique Service Bundles and Prices
Orf(f)el r?( 2”& M:I'an'(cg that Grow Revenue and Increase Service Profitability
Multi DJIe Contrac‘% * Manages Multiple Contract Types to Align Proposals with
;Types Unique Service Offerings

Expand & Automate * Provides #1 Platform to Automate Service Chain Execution
Service Delivery Capabilities
Capabilities + Enables Touch-Free Service Operations

Transform Service

Operations into . .

Customer-Centric * Integrate Customer Information to Improve Decision-Making &
Profit Centers Maximize Customer Lifetime Value

+ Plan Service Parts to Improve Service Levels & Increase Profits

Oracle
Oracle’s Industrial Manufacturing Footprint ISV Partners

Customer & Distribution Channels
iOrm—r\amme

Goods &

Marketing Analytics Field Service / Depot

Pricing & Contract Mgmt Manufacturing / MES

Sales Analytics

Asset Lifecycle Management

Supply Chain Analytics Project/ Project Mgmt Global Trade Mgmt
Demantra / Supply Chain
Financial Analytics Planning
Product Lifecycle Mgmt [ Transportation | Export Direct Procurement
Service Analytics & Logistics Compliance
e

Corporate Administration

CPM Financials / Cash Mgmt Indirect Procurement Facilities Management

Human Resources Projects Compensation

Hubs (Asset Hub, Product Hub) Customer Data Hub

Integration Framework (e.q., BPEL)

Technology (e.g., Database, Application Server, RAC, Oblix, TimesTen)
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Industrial Manufacturing Solution
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. Process: Top to Bottom Support for Industrial Mfg

Support;

Training|

Consulting

Applications

Middleware

Datahase.

#1 Enterprise Software Vendor
* ERP, CRM, SCM and more
* Most scalable, reliable, secure infrastructure

* Most complete range of on-demand and on-premise
deployment options

Built-In Industrial Manufacturing Capabilities

* Enterprise PLM Solution

* Configurator-Driven Product Ordering

* Integrated Lean Supply Chain Solution

* Complete Service Contracts and Delivery Functionality
* Best-in-Class Technology and Analytics

Largest Software Support Team
* 21,000+ development and support engineers
* 145+ countries

. Platform: Oracle Fusion Middleware Leads the Market

* 32,000+ Customers Deployed Only Vendor in Gartner and Industry's Most Comprehensive
0% of World’s 50 Largest Firms Forrester Leader Quadrants for Platform for Developing, Deploying
« $1B+ Business All Mi [& & ing Enterprise Apps
----#1 Middleware By Share --- -----Oracle Leads the Pack---~ ------ Rich Functionality-~
Contenders Paiomers _Leaders 1BM
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* Results Achieved by Oracle Customers

reduced inventory 15% overall, increased productivity 15%, material costs
* reduced 5% and 15% cycle time reduction with Oracle E-Business
aLCoa Advanced Planning

consolidated 13 Systems to a single global instance servicing 120
Laguadary Ruketibty* countries. Also reduced raw material and finished good inventory by 56%

purchase order release efficiency improved over 700% and 800,000 items
were loaded in a unified corporate catalog with Oracle E-Business Suite
Procurement

30% decrease in order cycle time, 20% increase in on-time delivery and 30%
increase in inventory turns with JDE Order Management and Manufacturing

shortened lead times by over 70%, reduced inventories by over 70%,
increased productivity by over 20% with Oracle E-Business Suite CTO
capabilities

ained $6.2M in incremental sales 1st year, improved sales productivity
through automated pricing and proposal generation with Siebel CRM

. The Oracle Difference

Only Oracle...

v Identify and target right segments of the customers with rightly priced
service offerings

v Accelerate release of new service offerings with the flexibility to
manage multiple contract types

v’ Automate the entire service chain execution to optimize call center
operations and field service delivery

v’ Ensures complete and accurate service parts and repair services
across the service lifecycle

v Provides 360° visibility into service metrics for measuring and
optimizing customer lifetime value




