Training: ECR
Electronic Customer Request
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Facing our Customers

Purpose:

Standardizing inbound information

Excluding ,dropped cases”

Part of Service effort to digitize
case management:

- ECR (Electr. Cust. Req)

- Siebel

- CAW (Contract Appr. WF)

-  WAR (Warranty Appr. WF)

- VOC (Voice of the Customer)
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Processing Customer Requests

/

Start
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Know Your Customer:

Customer screening
process. All new
customers need to
undergo screening
and be approved to
do business with GE.

N

Customer submits

the Customer
Request Form*

Customer
Request

General Terms of
Agreement:

Customers also need
to sign a GTA before
GE is able to support
them. This document
also provides for
mutual non-

disclosure.

- e =m

Airworthiness
verification

Aircraft Grounded:
Customer notified

via email.
/

to be provided. This is
for your benefit, as
based on this we are
able to provide you
with more
personalized services
as well as gaina
better overivew of
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issues arising from
operational methods.

The hrs & cycles need KOV VAI\Vel[el=

Cr—
Fleet Data

Overdue Invoices:

Prior business
agreements need to
be settled before a
new contract can be
progressed.

Customer needs to
fulfill the
Precontracting Steps

GEAC C&PS
department make
Technical Evaluation
of the Field service

Precontracting
steps passed?

The Working Party
Agreement (WPA) will
be created on the basis
of the Tech Eval.

After the WPA is
agreed by both parties,
the prepay invoice is
issued

Pre-

Steps

After payment
confirmation the Field
Service Engineer will be
sent to the field
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Old and New

Hardcopies Scanned & Team
printed emailed Mailbox

Old procedure:

- lllegibility = Mistakes

- Wrong data was entered

- Emailed CR dropped at this
point without reaching Siebel

Close
0 el .CR Reminder with
Community Siebel Nr

ECR form benefits:
- Always punctual/standard data
- Case never left unattended

sz s.r.0. vi
-

*Customer repre

[ Faster, more effective ]
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How is it done?

Registering External Users

External User Registration

EdtiDelete External Users
List of External Users
Users Pending Approval

External users have to be
individually registered on GE's
Support Central.

This is done with the use of SSO
(Single Sign On) accounts.

Contact GE Customer & Product

Support to start the registration:

geac-customersupport@ge.com
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This external user is being
registered to the Net
Promoter Score Community

Category:*

First Name:*
Middle Initial:

Last Name:*
Email:*

Phone Number:*
Country:*

State:*

City:*

Address:
Function:*
Preferred Language:
Primary Expertise:

Business:®

Other Associated Business(es):

Register a Supplier/Customer

@ Supplier € Customer

IExternaI

—

[Surveys

Inpssuweys@hotmail.com

|555-655-5555

IUnited States |
| Connecticut =
|New Haven
|SupponCentral

|Eusiness Development and Marketing ;I
| English |

Select a Business

Select a Business

(Only communities open to the Internet are listed)

Ayailable Communities for Supplier/Customer Access:

Give Supplier/Customer Acces To:

Net Pramoter Score

Send Supplier/Customer Registration
Email Copy (Cc) to :

i

* These fields are mandatory

Add

Remove
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Registering External Users

Step 1:

The external
users we
register will
receive an
email telling
them GE has
initiated their
registration
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To: <npssurveys@hotmail.com>
CC: <nathaniel.elis@ge.com>
Subject : General Electric SupportCentral: How to create your ID

Nathaniel Ellis (nathaniel.elis@ge.com) has initiated the registration process
to give you access to GE SupportCentral. Please complete the steps mentioned
below to get registered.

NOTE :

* Please complete your registration before date: 2/10/2007 to prevent your
profile from being deleted.

* You will recuire Internet Explorer wversion 5.5 or above with 128-bit
encryption.

* Please do not forward this email. The URLs mentioned below are unicque for each
individual. Only you can use this email to get registered.

* If you try to log into GE SupportCentral before you account is approved, you
will receive a message saying "Sorry, this internet site is currently not
available to all users.”

STEP 1: CREATING YOUR OWN $S0 LOGIN ID AND PASSWORD

If you already have a walid 550 userid/account, skip STEPl and go directly to
STEP2

You must create a GE Single Sign-On User ID (often called your S50 ID). If you
have completed this step before, do not register again. Please copy and paste
the URL below in your web browser to register.

https: fjwww.ge-registrar.comfgecentralfregister.jsp?ditbranch=200

(This is the first half of the email)
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Register External Users

B8 Single Sign On

i Al Step 2: Register for an SSO

Please provide the following information :

e — Simply fill out the form
prsee | = where the link from the

Email Address :’lnpsswveys@hotmail.com

SR email takes you

Please choose a User ID and Password :

UserID: ’INPSSURVEYS @ Ta: npssurveys@hotmall com
Subject:  Your S50 Account has been created

Password :)}

Your password is case sensitive, must be at least8
characters long, must start and end with a letter, and must
contain at least one number. No special characters
except ., @. -, _.

Please confirm Password : )} Thank you For registering for Single Sign On (S50) - a Company wide security and navigation initiative.

Your 550 account below -- User ID, Password, and Challenge Responses -- has been created,

B Single Sign On

First NamejLast Name: Extenal Surveyor
Please select and answer your Password Challenge : 350 1D M:!ngRvEys ¥
Email Address: npssurveys@hotmail, com
DatefTime: Tue Dec 12 22:10:50 EST 2006

Password Challenge : ICRY of Birth

s l If you have requested access to a specific GE business application, you may receive email confirmation of your request and the status of your access rights.

Challenge Response : ’lErehwon If you received this message in error, please contact your local Help Desk.

gt 2 . e ot Formation will be used to authorize your access to this and other 550-enabled sites and may be shared with other GE entities to authorize your
This is used to werify your identity in the event you 'D'QEQ 550-enabled sites (wherever located, worldwide) that they may operate and that you choose to visit,
your pasaword.,

= As this is a system- rated message from an unmonitored sending box, please do not reply to this mes: 5
Please enter the word shown in the box below e i Ll archos Do pask e ok e owe

Enter the code exactly as shown below (case sensitive): ’IYSZZQ

This used to prevent automated registrations.

Y82zQ Success!

imagination at work 10
GE Aviation Czech s.r.o. - Customer and Product Support



Register External Users

Step 3: Activate your registration by checking in.

After creating an SSO (or
if the user had an SSO
already)...

You can do this by
clicking the link in the
,successful-registration”
email, and signing in: By
,checking in” you will
activate your
registration.
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<

STEP 2: ACTIVATING YOUR REGISTRATION

2 d password you created in
STEP 1. After successful login you will get a confirmation message that your
profile has been authenticated successfully.

STEP 3: APPROVAL OF REGISTRATION

Nathaniel Ellis will be notified that you have authenticated your profile
successfully and must then actiwvate your account. You will receive a
confirmation email when this has been done. Only then will you be able to access
GE SupportCentral. (@ http://supportcentral.ge.com )

If you have questions regarding the registration process, please email Nathaniel
Ellis at nathaniel.elis@ge.com.

GE SupportCentral - Share Knowledge, Find Answers
Please provide us your feedback.
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Registering External Users

Step 3: Activate your registration by checking in.

At the link 8 Single Sign On

destination, users

h . . . h » Modify Your Account Enter your User ID and Password to Login
Ove to SIg n In Wlt * Forgot your Password? . 2
User ID: You are connecting to SupportCentral via the
I =
t h e u Se r n 0 m e G n d Inpssurveys Ijll::lls“fct-runesznng via the Internet have limted access to

d funct

k= | S
pa SSWO r'd th ey Password: To gain full access to rCentral, please log in via
= the GE Intranet, u , VPN, or other remote
method

registered for N———
themselves.

Profile Authentication is Successful

For security reasons , Nathaniel Ellis would be required to provide a final approval for your enrollment to SupportCentral.

q ppr‘ovql from You should receive an email shortly , indicating the approval.

G E (C&PS) Gfter If you do not receive one in a reasonable period of time , please contact the following :-
the Oct|vot|on / Contact Person : Nathaniel Ellis

. . Phone : 203-787-7048

a uthentICOtIO n. Email : nathaniel.ellis@ge.com
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Register External Users

From then, it's up to us at GE again:

External User Registration
Mass Register External Users
EdtiDelete External Users

Users Pending Approval

Name &

EXTERNAL USERS YET TO CHECK IN WITH SET-UP CODE © Get hep

Once the external user has checked in,
the person who registered them must
give them final approval before they can
access their community

All Users registered by you have checked in using their Set-Up Code.

EXTERNAL USERS WAITING APPROVAL AFTER CHECK IN
SSO 1D 4

Email Class Date Registered

External Surveys

npssurveys@hotmail.com  |Supplier 12/12/2006 9:52:44 PM|npssuveys

‘ W Accept | Jedit]
13
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Register External Users

External user registration complete.

This is what customers will see when they log on

English | @Personal tems | ECommunities | ElCases | EForms | £}

Hello External Surveys -y -
upload | gy ipdate Profile Communities

your
SupportCentral photo |09

Innovation Starts Here
Make My SupportCentral’ as my default Home Page

Home My Cases

Communities | Subscribe To

Browse Communities/(Un)Subscribe

Communities | Subscribe To

Communications
Net Promoter Score

Need Help?

I can help you ask a

question, or give you a quick
introduction to

Display Communities To Customize Homepage

SupportCentral.

@ 2000-2008 General Electric Company
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GE Aviation Czech s.r.o. - Customer and Product Support

14



So let's have a look...

http://supportcentral.ge.com/@GEACCustomerRequests

/= SupportCentral - Customer Requests Community - Windows Internet Explorer

G—E\j'lé‘ i fsupportcentral.ga.comfproducts/eup_products.asp?prod_id=170439 _v_||&; ){l[ﬁ

BEE
[BL]
| Ele Edt View Favorites Took Hep

‘ 7 Favories |1,3 P suppcent - service 8 CustomerRequests @) Pitch Buider ) webEx 2 EMs
53| - | 8 sebel cal center | @suponcentra-costom... x| |

Google [ Aviation Legal & SzTAKI dict. & Mw ”_ﬁ}r-@ © (7 geh v Page~ Safety - Tools+ @~ “1

Hello Zsuzsanna Papdi [=] Personaltems Communities Cases Forms Search: in: [Tns Communiy | @ 3| Engish | @ | ? | Logow
%, ustomer Requests

Your download speed is below 168 KBIS (Cick for Detalls;
In the News (RSS) Calendar Feature Set  Ask An Expert

This My Default Home Pagd

This Community is available to specified customers and/or suppliers through the Internet. k

Home

B Faci
- GE Aviation Electronic Customer Request O Qq%
Zsuzsanna Papdi Business and General Aviation Click here to raise a request A

| Communty Faciltator Turboprops M601 Customer and Product Support Team

VWeicome to the GE ME01 Community Portal
Voznica Michal

As 8 means to improve our services and listening to your feedback provided via the Customer Satisfaction Survey, we have created this homepage o act as a center for all your information
Communtty Co-Faciitator needs, requests for service, and inquiries about such as and so on.

Start browsing, and while you are at t, let us know what eise you would find helpful on the page via the survey'

Best regards,

' Processes

* Site References Susanna
Manage Library (Expand/Edit) [ADO/EDIT MES SAGE [ MANAGE THIS COMMUNITY|
[ Channels |Electronic Customer Request Processes you should know about... Feedback on our Services
Manage this Community You can rase a new customer request by clicking on Want to know how we go about fulfiling your request? What kind of Raise your voice

o it the banner above the Weicome liessage, or by clicking analyses your engine will go through when under extension? How is a Give us your feedback on the service we provided

bk e on “Feature Set” and then “Workflows,” there selecting | | contract prepared for a service request? to you so that we may shape our future

“Electronic Customer Request” (ECR). 4s we progress plans according to your guidelines!
Related Communities(1) in developing the site, future workfiows will also appear | Selecta procedure from the dropdown list, and press “Go to read more = Quartery reviews with
- there. about each of the procedures’ the CEQ ensure that
GEA omer & P S
® GEAC Customer & Product Support e what you subm s then
e is a direct link to the Electronic Custome

IF‘!ease Select j @ T categorzes, prioriizes

en the basis of how

(ECR)

many times & topic

G Ao - B Turboprops Homepege e o ssnenn
I contains the dates of interest concerning the factoery, Visit GE Aviation - Business 8 General Aviation's homepage to gather plan s then devised to
the product, trainings, and the airshows where you can| | information on the Customer and Product Support Team, Sales Leaders, bring your suggestions
meet up veith us! Click here to visit the Calendar’ Service Network, and much more... Click here! to ife.

Take the survey - click here’

| »
|1 Hierarchical Menu Trees Created S

imagination at work 15

GE Aviation Czech s.r.o. - Customer and Product Support



Thank you.
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