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Infineon —
bietet Halbleiter und System L6sungen (Inflneon/

B Infineon provides semiconductor and system solutions, focusing on three central
needs of our modern society:
Energy Efficiency, Mobility and Security

B Revenue in FY 2010: 3.295 billion EUR

m 26,654 employees worldwide
(as of September 2010)

M Strong technology portfolio with about
22,900 patents and patent applications

B More than 21 R&D locations

B Germany’s largest semiconductor company
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Web 2.0 im technischen Kundenservice
Agenda

B Infineons Weg zum Breitenmarkt Support oder Web 2.0

B Kundenumfrage

® Chat & Co-Browsing
[0 Demo, Support Struktur, Abrechnung

B Fazit & Ausblick

B Fragen, gerne auch als Unterbrechungen wahrend des Vortrages!

Giineon
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Infineons Weg zum Breitenmarkt Support

oder Web 2.0 (Infineon

B Wichtige Vorrausetzung waren:
[0 Eine weltweit harmonisierte Hotline flr alle Anfragenden

[0 Unser Grundgedanke bei diesem Outsourcing

— Unser Wissen muss dokumentiert werden

= OQOutsourcer qualifiziert unsere Daten fur die weitere Nutzung

m 2005: Start der Hotline / E-Mail Support
B 2007: altes ERMS durch ein verbessertes System abgeldst
[0 Strategische Partnerschaft mit CC-Dienstleister: E-Mail Hotline
B 2009: Umwandlung Daten in Wissen: Self Service & erweiterte Suche

m 2011: Follow-up Call Service, basierend auf Email Support, Chat...



Web 2.0 im technischen Kundenservice
Agenda

B Kundenumfrage

B Fragen, gerne auch als Unterbrechungen wahrend des Vortrages!

Cinfineon



Kunden Umfrage
Was will der Breiten-Markt-Kunde?

Cinfineon

(inenn

+++++ please help us! +++++++++++++++
P Y

You are invited to join a short survey being held among the

users of the Infineon Service Center.

There are only 4 questions, and it will take about 2 minutes

of your time.

We will keep all your information confidential and will not

transmit it to any third parties:
http://www.surveymonkey.com/s/Infineon

++++++++++ to improve our service! ++++

tien Survey

are only 4 questions, and it will take about 2

short survey being held among the users of the Infineon Service Center. There
e
tion confidential and will not transmit it to any third parties.

) partially Jne

information on changes in aur service you might put in your e-mail address in the comment field,

_J very good _J good

with the handling time of your inquiry?

no. of days you could accept?



http://www.surveymonkey.com/s/Infineon

Der Breiten-Markt-Kunde mochte personlich angesprochen —
werden, z.B. Online-Chat-Support: (Inflneon/

B Umfrage-Ergebnis bei unseren Kunden die unsere Email-Support nutzten:

,Wie wirden Sie unser

Chat-Service-Angebot nutzen?" W zusatzlich zur E-Mail

. Anstatt von E-Mail

M E-Mail reicht aus

B Nicht notwendiger Weise muss alles immer 24/7 verfligbar sein.
In schritten starten!

; 19%
»~Wann sollte der Service

Verfuigbar sein?" W 8:00-18:00

.1 8:00-22:00
H24h ohne WE
W 24h mit WE
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Web 2-0 Car
warum im B-2-B Twitter sinnvoll sein kann (Infineon.

B Umfrage-Ergebnis bei unseren Kunden die unsere Email-Support nutzten:

,Wirden Sie Twitter als allgemeinen

A e " W zusatzlich zur E-Mail

. Anstatt von E-Mail

30, M E-Mail reicht aus

B Das gleiche Ergebnis lieferte die folgende Frage:

,Wirden Sie Twitter als News-
Service fuir Web Inhalte nutzen?"

B Nur rund 30% der E-Mail-Nutzer wiurden Twitter verwenden

[0 Aber Umsetzung ist sehr einfach

O Nicht-E-Mail-Nutzer werden dadurch leichter adressiert

Ewitteq



Web 2.0 im technischen Kundenservice

Agenda (Infineon
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B Fragen, gerne auch als Unterbrechungen wahrend des Vortrages!




Chat & Co-Browsing
DEMO: Chat Communication

(infineon

Global Challenges in
Focus

Our powerful semiconductor
technologies provide the building
blocks for tomorrow’s growth markets.

° Read More

Electromobility
Design:)Link Online Magazine

| | Leading Technologies in

Infineon Technologies AG Share: € 5.57 +1.70%

Products Applications Technology About Infineon [0,

Home | Where to Buy | Sitemap | Select Language | Login

» Cross reference search

Explore our Focus Areas

,} Energy Efﬁc;ency Q Moblhty P Secunty

—

Product Categories Expand  Applications Expand  Design Support Expand  News

Automotive ICs Automation » Design:)Link 08 Oct 2011 | Business & Financial Press

Chip Card & Security ICs Automotive Infineon Design Tools Bombardier Transportation and Infineon Enter into
[ Discretes & Standard Products » Chip Card and Security » Evaluation Boards & Sample Kits Strategic Partnership in the Field of Drive

ESD & EMI Protection Devices and Fitters Consumer Ebdm"ic_s Tur.Locombiives, High-Speed and
Interface Devices Data Processing Metinii ek

Lighting ICs & LED Drivers Electromobiitty 27 Sep 2011 | Business & Financial Press

[# Microcontrollers Industrial Live C ha t Hyundai Selects Infineon HybridPACK™1 Power
Power Management ICs Lighting Module for its Current Hybrid Vehicle Generations
Power Modules and Discs Medical / 0 n I i ne T——

RF Motor Control & Drives

Sensors & Wireless Control
» Silicon Carbide Power Products
Tuner ICs & Demodulaters

Motorcycles, E-Bikes and Small Electric
Vehicles
Power Management

infineon
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C:/0Daten/desktop/desktemp/TV-Spot_Einparkhilfe_Co-Browsing.mpg

Chat & Co-Browsing —
DEMO: Chat Communication @Eeo/n

infineon Technologies AG Share: € 6.57 +1.70% Home | Whereto Buy | Sitemap | Select Language | Login

A Cross rafarance caarch ‘

) Chat support by Infineon - Mozilla Firefox ) .-_-_I_DJZ.'

(infineon

Products Applications Te =
" |§: &% - ‘3| [@ service.infineon.com/webscout/user/start.do?unit=infineon&local ';"7] "

e s

/(Infineon

Global Challenges in
Focus
Our powerful semiconductor

technologies provide the building
blocks for tomorrow’s growth markets.

° Read More

Welcome

Login to WebScout Live-Help

Electromobility

Firstname |

Design:)Link Online Magazine Hans

Leading Technologies in Lastname ISChU'Z
Product Categories Expand  Applications Expan¢ E-Mal' lH

ans.Schulz@hal3000.e

Automotive ICs Automation @ - UI
Chip Card & Security ICs Automotive - =
s & S Pacicss Ehani —" [V 1 am aware that a session-protocol will be generated that can be read by my agent.
ESD & EMI Protection Devices and Fitters Consumer
Interface Devices Data Processing
Lighting ICs & LED Drivers Electromobility
Microcontroliers Industrial
Power Management ICs Lighting
Power Modules and Discs Medical
E RF Motor Control & Drives
Sensors & Wireless Control Motorcycles, E-Bikes and Small Electric
» Silicon Carbide Power Products Vehicles

[# Tuner ICs & Demodulaters Power Management




Chat & Co-Browsing —
DEMO: Chat Communication @eo/n

e SERVICE CENTER VIEW

£ WebScout Infineon <infineond> - Windows Inteﬂle..,fg

Pr—

4 5 2nd L .5»‘.“' t WebScoutInﬁneon

@ ® o8

Connecting...
Connection to Hans Schulz established
Chat is active

16:09 2nd Level Support: Welcome to the Infineon
Chat support

16:09 2nd Level Support: How may | help you?

]

«
IFX.com Shortcuts DE » 1 would like to know the max. speed for PWM on the
Not:coniiectadd 1FXcom Shorcuis END, ~ CAPCOM unit at your Mircocontrollers?
Phrases DE »

il
One moment please, | am in another chat

TecSupport DE > please us forr that the
TecSupport EN » Howmay | help you? Drm at:
| Please state your question bductsupport
Are you still with me?

-| Since | see no response you will be logged out in 30 seconds
WEB S{ Thank you for using the Infineon chat support

infineon web site?

0 SO!




Chat & Co-Browsing —
DEMO: Chat Communication @eo/n

./:- infineon Technologies AG Share: € 6.57 +1.70% Home | Where to Buy | Sitemap | Select Language | Login
( Inflneon » Cross reference search
Products Applications Technology About Infineon ’): B . —{ Ssamh

Infineon

Global Challenges in
Focus
Our powerful semiconductor

technologies provide the building
blocks for tomorrow’s growth markets.

° Read More

You are connected to 2nd Level Support.
16:09 2nd Level Support: Welcome to the Infineon Chat support

16:09 2nd Level Support: How may | help you?
Electromobility

Desioniiink Sniline Magazing | would like to know the max. speed for PWM on the CAPCOM unit at your Mircocontrollers?

Leading Technologies in

16:12 2nd Level Support: please us forr that the technical product support form at:
hitp:/iwww.infineon.comiproductsupport

Product Categories Bhee] should | direct you thu the infineon web site?
Automotive ICs Automation

Chip Card & Security ICs. Automotive

[ Discretes & Standard Products » Chip Card and Security YES, cool - sure please do so!
ESD & EMI Protection Devices and Fitters Consumer

Interface Devices Data Processing

Lighting ICs & LED Drivers Electromobility

[# Microcontroliers Industrial

Power Management ICs Lighting

Power Modules and Discs Medical

RF Motor Control & Drives

Sensors & Wireless Control Motorcycles, E-Bikes and S

» Silicon Carbide Power Products Vehicles Il m
Tuner ICs & Demodulators Power Management 20
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Chat & Co-Browsing —
DEMO: Chat Communication & Co-Browsing @1‘30/“

£ WebScout Infineon <infineon4> - Windows Tnternes|s ID'}J

£ WebScout Infineon <infineond> -

| Hans Schulz
@ ® 68 ®
Connecting...

Connection to Hans Schulz established
Chat is active

l Hans Schulz

@ B 68 %

16:09 2nd Level Support: Welcome to the Infineon
Chat support

16:09 2nd Level Support: How may | help you?

1 would like to know the max. speed for PWM on the
CAPCOM unit at your Mircocontrollers?

BE P B EDN

My Bookmarks ~  Groupbookmarks =

16:12 2nd Level Support: please us forr that the
technical product support form at:
http://www.infineon.com/productsupport

should | direct you thu the infineon web site?

YES, cool - sure please do so!

n.com/cms/en/product/productSupport: T

Connecting...
Connection to Hans Schulz established
Chat is active

Last message got at 16:12.




Chat & Co-Browsing —
DEMO: Chat Communication & Co-Browsing @1‘30/“

./'.' Infineon Technologies AG Share: € 5.57 +1.70% Home | Whereto Buy | Sitemap | SelectLan "lﬁneon

anlneon ¥ Cross reft Product Support
- 1 UpeIang sysiein
" Evaluation- / Test-Bord B

(¢ " Emulator

F i

o " Name of Infineon-Tool / -Board

te

ol ™ #o Development Tools

‘ Development Step* |prototype _v_l

! Please post your technical question as | would like to know the max. speed for .‘_I
detailed as possible* PWHM on the CAPCOM unit at your

El Mircocontrollers

D :

L =

1 |
e Captcha* i
A
(&
=D

BHE
Bin
L
BEM
HA Submit

BP

HR

s A |
Sil E
L .;g..._....._.__.__.__._.__.....‘g_.*._ﬂ_..._._......._......__....._.._._.__.....___‘ ’




Chat & Co-Browsing
DEMO: Chat Communication

(infineon

-~eFo

m
S a— I —

=L
b —

€ 5.57 +1.70%

Phone

Mobile

Fax
Company*
Industry*
Other Industry *
Department
Street + no.
P. 0. Box
Postal Code
City
State/Region

Country*

Preferred Distributor / Reseller*

Other Distributor / Reseller * ’

Product-Name*
Product Family*

Application*

Estimated annual production volume

(pieces) per year*
Detailed application description

Which development tools are used?*

Please name the brand of selected
development tools.

& Co-Browsing

Home | Where to Buy | Sitemap | Select Language | Login

ence search

[ty Firm

| oTHER =l
|spaceship Production

l

I

I

I

|

|

I Germany ;j
| oTHER ~l

IMr.Chiparroundthecomer

IM icrocontroller

| Microcontrollers - 16-Bit Microcontroliers

=

| Lighting -

| 100-1000

Ll L

high speed light tranmittter

[T Assembler

¥ c-compiler

|

ITasking

Where to buy

Please use our location finder to
get in contact with your nearest
Infineon distributor or sales office
» Find a location

infineon
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Chat & Co-Browsing —
DEMO: Chat Communication @eo/n

./:- infineon Technologies AG Share: € 6.57 +1.70% Home | Whereto Buy | Sitemap | Select Language | Login
< Infl neon ’ » Cross reference search
Products Applications Technology About Infineon 1 . —} {Ssarch

Global Challenges in
Focus
Our powerful semiconductor

technologies provide the building
blocks for tomorrow’s growth markets.

° Read More

Infineon

16:09 2nd Level Support: Welcome to the Infineon Chat support
16:09 2nd Level Support: How may | help you?

| would like to know the max. speed for PWM on the CAPCOM unit at your Mircocontroliers?
Electromobility

Design:)Link Online Magazine 16:12 2nd Level Support: please us forr that the technical product support form at:
hitp:/iwww.infineon.com/productsupport

Leading Technologies in 3 : v
should | direct you thu the infineon web site?

Product Categories Expand  Applications

[ Automotive ICs B Atstomation YES, cool - sure please do so!

Chip Card & Security ICs Automotive

[#] Discretes & Standard Products » Chip Card and Security 1624 2nd Level Suppor’(: anylhing else?

ESD & EMI Protection Devices and Fitters Consumer

Interface Devices Data Processing

[ Lighting ICs & LED Drivers & Electromobilty Thank you very much, this was quick an easy!

[# Microcontroliers Industrial

Power Management ICs Lighting

Power Modules and Discs Medical bye

ERF Motor Control & Drives =
Sensors & Wireless Control Motorcycles, E-Bikes and S

» Silicon Carbide Power Products Vehicles ( P
Tuner ICs & Demodulaters Power Management Il [ send ] Quit

= S




Chat & Co-Browsing —
DEMO: Chat Communication Infineon

infineon Technologies AG Share: € 6.57 +1.70% Home | Whereto Buy | Sitemap | Select Language | Login

T
< Infl neon » Cross reference search

Products Applications Technology About Infineon | &

- .’j‘
Global Challenges in Inn ovat '"f' neon

Focus

Our powerful semiconductor
technologies provide the building
blocks for tomorrow’s growth markets.

° Read More

Live-Service ended.

Flease rate our service.

% yery satisfied

" satisfied

" not satisfied

& not at all satisfied

Electromobility
Design:)Link Online Magazine

| Leading Technologies in

Product Categories Expand  Applications Rate I
Automotive ICs Automation

Chip Card & Security ICs. Automotive

[# Discretes & Standard Products » Chip Card and Security
ESD & EMI Protection Devices and Fitters. Consumer

Interface Devices Data Processing

Lighting ICs & LED Drivers Electromobility

[# Microcontroliers Industrial

Power Management ICs Lighting

Power Modules and Discs Medical

RF Motor Control & Drives
Sensors & Wireless Control Motorcycles, E-Bikes and !
» Silicon Carbide Power Products Vehicles

Tuner ICs & Demodulators Power Management

= o
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Chat & Co-Browsing
DEMO: Chat Communication

Contacts on 06.10.11
Customer

Hans Schulz
= =

== L

(infineon

SERVICE CENTER VIEW

Duration Agent
lem E=

O ===

- Em =

s o=

= =

O ==
= =
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Chat & Co-Browsing —
DEMO: Chat Communication Infineon

infineon Technologies AG Share: € 6.57 +1.70% Home | Whereto Buy | Sitemap | Select Language | Login

T
< Infl neon » Cross reference search

Products Applications Technology About Infineon | &

Global Challenges in
Focus
Our powerful semiconductor

technologies provide the building
blocks for tomorrow’s growth markets.

° Read More

infineon

Live-Service ended.
Goodbye!

Electromobility
Design:)Link Online Magazine

| Leading Technologies in

Product Categories Expand  Applications
Automotive ICs Automation

Chip Card & Security ICs. Automotive

[# Discretes & Standard Products » Chip Card and Security
ESD & EMI Protection Devices and Fitters. Consumer

Interface Devices Data Processing
Lighting ICs & LED Drivers Electromobility

[# Microcontroliers Industrial

Power Management ICs Lighting

Power Modules and Discs Medical

RF Motor Control & Drives
Sensors & Wireless Control Motorcycles, E-Bikes and !
» Silicon Carbide Power Products Vehicles

Tuner ICs & Demodulaters Power Management
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Chat & Co-Browsing —
DEMO: Chat Communication @Eeo/n

(iﬁneon T protocol from October 6, 2011

Products Applici
Dear Sir or Madam,

Global Challenges in
Focus
Our powerful semiconductor

technologies provide the building
blocks for tomorrow’s growth markets.

° Read More

thank you for using our service. Here is your chat protocol.

16:09 2nd Level Support: Welcome to the Infineon Chat support

16:09 2nd Level Support: How may | help you?

r\
I would like to know the max. speed for PWM on the CAPCOM unit at your Mircocontrollers?
Fsctomaniity 16:12 2nd Level Support: please us forr that the technical product support form at:
Design:)Link Online Magazine hitp:/iwww.infineon.com/productsupport should | direct you thu the infineon web site?
Leadi Technologies i
ke Lt YES, cool - sure please do so!

Product Cat: i [# Expand  Applicati -
o TR - e 16:24 2nd Level Support: anything else?

Automotive ICs Automation

Chip Card & Security ICs Automotive P 3

@ Discretes & Standard Products » chipcardand Securty 1 NANK yOU very much, this was quick an easy!

ESD & EMI Protection Devices and Filters Consumer

Interface Devices Data Processing bye

Lighting ICs & LED Drivers Electromobility

Microconiroers austal 16:26 2nd Level Support: Thank you for using the Infineon chat support

Power Management ICs Lighting

Power Modules and Discs Medical

E RF Motor Control & Drives

Sensors & Wireless Control Motorcycles, E-Bikes and ¢

» Silicon Carbide Power Products Vehicles

[# Tuner ICs & Demodulators Power Management



Web 2.0 im technischen Kundenservice

Agenda (Infineon

' ot

. N |

m Chat & Co-Browsing ;};I-cm '
O Support Struktur

L

B Fragen, gerne auch als Unterbrechungen wahrend des Vortrages!




Chat & Co-Browsing —
Customer Support Structure (Infineon

1st Level Call Center
Standard Antworten Datenbank

Kunden-Chat
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Web 2.0 im technischen Kundenservice

Agenda (Infineon
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B Chat & Co-Browsing ;};I-cm '
. Abrechnung

N

B Fragen, gerne auch als Unterbrechungen wahrend des Vortrages!




Chat & Co-Browsing —
Abrechnungsmodell: Uber die Dauer einer Chat-Sitzung? (Infineon.

B Wie sind die typische Chat Verlaufe?

[0 Ergebnis einer detaillierten Monatsdurchsicht:

1? - - . s .
i 80% 00 30-40% sind langer als 10 Minuten,
ﬁ ] —~ mit durchschnittlich 10 Interaktionen
13 - - Bei Uber 40 % aller Interaktionen gibt es
ﬁ Verzdgerungen langer als 30 Sekunden.
13 | O Parallelarbeit
g _ — Telefon - NEIN

o 6

E 5 - Chat - JA

O 4 -

§ 3 -

e 2 Chat Dauer in Minuten

<1
0 -

28.10.2011, H.Lehmann, Call Center Services Copyright © Infineon Technologies 2010. All rights reserved. Page 25



Web 2.0 im technischen Kundenservice

Agenda (Infineon

Y —
B Fazit & Ausblick P"m

B Fragen, gerne auch als Unterbrechungen wahrend des Vortrages!




Chat & Co-Browsing

Fazit & Ausblick (Infineon

B Web 2.0, von der Telefonzentrale zum Social Media Service
B Kundenumfrage, leicht und kostengunstig jederzeit méglich

[0 Qualifiziere und vergleiche, was ist einfach und glnstig realisierbar?

® Chat & Co-Browsing
O ,Out-Of-The-Box-Solutions™ verfugbar, Abrechnungsmodell gibt Fragen auf

B Ein Team, ein Wissens-Pool, alle Kanale: Telefon, E-Mail, Twitter, YouTube,
Chat, live-Online-Support (Co-Browsing), Forum Moderation,...

You ([T
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Vielen Dank fur Ihre Aufmerksamkeit! W

-

Haben Sie
noch Fragen?

- ¥ Ml

.
"" N
/ -

| l

B Harald Lehmann
Senior Manager, Call Center Services
Neubiberg bei Minchen

NI N\ \y




(infineon

Innovative semiconductor solutions for energy efficiency, mobility and security.




