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iSupport
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Apart from conventional onsite and phone support, Fuji Xerox's suite of online
support services comprises eAdmin, eMonitor, eKnowledge and eRecovery,
which deliver comprehensive support 24/7, enabling issues to be identified
and resolved with greater ease and efficiency. Most importantly, it benefits
users by maximizing productivity and minimizing downtime. Through Internet
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access, iSupport provides the customer’s devices status, maintenance and
usage information to Fuji Xerox and provides end users with a smart and
powerful set of tools at their fingertips.

eAdmin* & eMonitor*
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Automatic Meter Capture

Under Fuji Xerox’s management, accurate meter readings are retrieved automatically, which eliminates productive time lost in manual
checking and subsequent report submission.
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Proactive Fault Alert

For problem resolution, the remote end-to-end incident management offered by iSupport promises proactive problem resolution. Devices are
monitored to ensure optimal operation, Fuji Xerox identifies potential issues and proactively troubleshoots.
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Proactive Consumable Management

Fuji Xerox automates the supplies replenishment process by alerting users when consumables reach pre-determined levels. iSupport is
connected to our customer support team, ensuring that supplies of new consumables are never far away.
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Green Report

Green Reporting comprises 3 key reports, namely Function Usage report, Eco report and
Service report. These 3 reports are generated through the monitoring of your print usage, the
environmental impact of your multifunction devices and information of your service history.

*Selected machines only

All internet connections are protected with SSL protocol encryption technologies to safeguard your
business data.

#EP-BB: Electronic Partnership Broadband.
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iSupport website: www.fujixerox.com.hk/isupport
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Increase Staff Productivity

e Save valuable time in device management and
administration.  This will leave more time for
productive work.

Improve Equipment Productivity

e Proactive monitoring of faults and consum-
ables will minimize customer’s downtime and
improve availability

B EEHE (eKnowledge)
B 25t S8+ KEXRIFOE - BESE
B BN ERNGE - RESHIET - EAB2

B 2 [RYSHRELES) D TRREEED - BRT - HEAK -
ERME (FAQ) DRSO AERMBEN - EEEERBRAE

B BRER[E (FAQ) - RERTRER - EZEEFERL
B FERFBHEARNETE  ESRIFRFAMERNTTNEDER
B BERENELMLEDER

E 51518 (eRecovery)
B BENREERSETR  hH3FBERE  REATENZSE

B EERERONRERERSSHRFEEFER  BiR  2ZURE
FRERESFNIFE  BRETIBRRMNZE

EERINERS
B R ESENSERBNTEER
B BORBIENIE

Focus on Core Business
e Reduce administration and device management
o Reduce equipment support

e 24 hours a day, 7 days a week through-the-year online service support

o User-friendly self-help product knowledge base with step-by-step instructions
o Intelligent “Solution Search” feature searchable by specific models,
keywords, error codes and FAQs

Thoughtful FAQs are designed to provide speedy and straight-to-the-point
hints and tips

e Provides latest downloadable drivers and software, most required drivers

eKnowledge

for customer operating system are recommended
Regularly updated with Fuji Xerox products and information

eRecovery

Cutting-edge online remote support tool initiated on the customer side to
ensure security of company information

Our support team analyzes the operation status of customer’s equipment
via Internet. Customer workstations are viewed, shared and even
controlled on request for faster diagnosis and resolution of technical issues

ISupport
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Sustainable Business Environment
e The wealth of knowledge gained from accurate account of equivalent carbon
output, plus power and paper usage will aid customers in implementing and

monitoring environmental best practices.
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On-line
e-Billing Service m=

Fuji Xerox is committed to reducing carbon footprint and focused on increasing
our employee awareness of environmental conservation while facing with the
growing environmental issues. We further prove our success in green practices
by winning many prestigious environmental awards in Hong Kong. More
importantly, our green solutions have been helping companies reduce carbon
footprint, increase productivity and gain dollar saving. With the on-line e-Billing
service, customers can access their account anytime to gain visibility to the cost
portfolio and enhance cost management in an environment-friendly manner.

Benefits to Customers
e Free-of-charge enrollment

e Simple steps to sign up and use
o Self-managed platform to create user accounts to suit your company needs

e Accessible anytime, anywhere once the e-invoices are uploaded

Available for retrieval up to 12-months of e-invoices
e Thoughtful e-alert to notify customer when updated e-invoices are uploaded

Register e-billing account: www.fujixerox.com.hk/ebill-register
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Service
Capability & Performance Standards il =

At Fuji Xerox, we are committed to delivering exceptional customer support at every
interaction. Achieving Service Capability and Performance (SCP) certification is
proof of that commitment. Fuji Xerox is the only vendor in the industry that is
awarded with SCP.

What is SCP?

Developed through the joint efforts of nearly 50 leading support organizations
and contains a framework of over 100 measurable benchmarks, which are used
to determine the overall effectiveness of a service and support organization.

How is SCP certification achieved?

SCP certification is achieved after a comprephensive, annual on-site audit of the
Fuji Xerox Customer Support operations by an independent third-party auditor.
Evidence of achievement is gauged in key areas such as customer satisfaction,
performance metrics and people programs. These metrics are compared with
other organizations that also provide technical customer support.

How it works at Fuji Xerox?

e Well-structured customer feedback process to ensure all feedbacks are
documented, addressed, resolved and customers are being updated

e Real-time display of support activity to enhance responsiveness

e Effective management productivity tools, K.UB.E. web portal, enable
support engineers to have quick access to information and reach fast and
efficient resolution to customers

e User friendly support web page

e Ongoing certification to ensure the standards are met with continuous
improvements

Benefits to Customers
e Continuously improvement in service quality

e Meet the highest industry standard and customer’s expectation

o Consistent level of excellent service

P

SUPPORT CENTER PRACTICES
- CERTIFIED -

/ %nline Support Certification
Te

chnical Support Certification



-

EIMLNRBEORSHNSSRERT - eRIHNENE - DERHEM
EEBRHENRE  BHEERRANTIURBONS LR -

BRI99.7%EREF &S

EIMEHEERSAIN [1999.7%REEEAS | ¥ URERTH
BRFEZIE - 845 7x24 iSupport#l ESTIEMRTS - BIR EPIEIS IR RIU/)\
BE%SE - ENORBAGSERORBEBRIBENRRE - RIFEA
£END-

#HTRECBREABRXAIRNEHOVIREEFER - TAEERRXAIHEQBIISS
RHOVIBERBIRE

BRBODRRRS

ELIMERSE  BNEHNMEERD - BRERS  REUERESSE
REEINSRSNRERE MEBRRERSEINENR [BFELE
m=l e

B BRER [BLIRLBEVSOERRRE] 58 SFUHAEN
EL RSN SEQIR  BRE0RSIE=FN TSBEREL
e R EFRERRRHNDRINENSET

B AZBETHLERFNBIN=FANL  SFTREBSHEARE
BUERERES
“BAFTENER BTENRIRAERI

BYERRE
RFRBENLBEVERRE BEIFNIEREBTE  BRHZOE
e RMNERBRE -

RS EHESS (T =EEM)
BRIERET - AEHEIEBFRD—ARE - RFLKEFIIONE
ARBENRCRNEXFEREMEE - BERE - LWDHERRIRK LA

BEEREERE
EIMERABEEECEE - FR7x24ZBPINUBNE—BHREW
BiBE - MBERBITEITHBER

Service
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From presales consultation, project implementation to the entire business
process execution, our service team is committed to delivering outstanding
services for boosting your business development.

Unrivalled Average 99.7% Uptime Assurance

Fuji Xerox is leading the way in service by offering unparalleled “Average 99.7 %
Uptime Assurance” # with the most comprehensive services support, including
7x24 iSupport service, speedy onsite support and four-hour recovery commit-
ment. The new support charter aims at minimizing time-wastage for repair and
recovery as to boost customer’s productivity.

# The proposed quality assurance is the average uptime the company strives to achieve, and it should not
be construed as a representation by the company to any customer

Exclusive Total Satisfaction Guarantee

At Fuji Xerox Hong Kong, we are committed to the highest quality in the design,
manufacture and service of everything we sell. We measure our success by one
standard: total customer satisfaction.

e With our truly exclusive “Total Satisfaction Guarantee on Fuji Xerox
Equipment” our machine” is replaceable at your written request and at no
charge with an identical model or a machine with comparable features and
capabilities within three years from equipment delivery if you find it unsatis-
factory

e If the newly delivered equipment is leased by Fuji Xerox for more than three
years, our guarantee will apply during the entire term of your Fuji Xerox
Hong Kong financing

*This guarantee excludes certain Fuji Xerox printers and digital production systems

Colour Application Training

We have an exceptional team of colour applications consultants to offer
multifaceted advices on colour applications deployment according to your
industry and operation to enhance your business.

Four-hour Recovery Commitment for Office Equipment

We have created yet another pioneering innovation by committing to recover
machine breakdown troubles for companies along MTR city routes within four
business hours on average from receiving repair requests. This is the fastest site
visit pledge in the industry.

Unique Round-the-Clock Backup Service
We understand the importance of seamless operation to customers. We have a

7x24 Back Up Support Center to cater for urgent output if machines cannot be
fixed in time.
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Continuous
Improvement i =

The key to building a strong relationship with our customers is communi-
cations. To deepen this communication, we strive to listen to customer
voices. To this end, we target to respond to customer complaints within
two hours and propose a solution within two days. Your comments, be
they compliments or complaints, are our precious foundations for
constant improvement efforts.
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BFEIR : (852) 2513-2513
EHE : (852) 21513-2518
& : hkcac@hkg.fujixerox.com

BAE - www.fujixerox.com.hk

Contact Us

To experience how we deliver the most suitable solution for your business, or for
any product enquiry or order request, please feel free to contact our
professional sales representatives or customer service executives at any time.

Customer Support Centre : (852) 2513-2513
Fax :(852) 2513-2518
Email : hkcac@hkg.fujixerox.com

Website : www.fujixerox.com.hk
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