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Agenda

Introductions

EOS Service Cloud

Service Execution Challenges
Solution Overview

Project Success Factors
Service Business Benefits

Q&A
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Airbus A350 XWB AIRBUS €%5
From Ten to One 3D-printed Component

ONE AM PART - Latch shaft Fuel cost reduction potential

Weight: 45 % lighter, about 4 kg per aircraft
Cost: 25 % less expensive to produce
Traditional 10 parts vs. 3D printed 1 part
Each A350 requires 16 latch shafts

Lightweight part design could equate to
significant savings of fuel costs per plane

CO, reduction potential

> 3 000 kg CO, per plane, per year



EOS Additive Manufacturing

How It Works

General functional principle of laser sintering

Create digital 3D model

e%sS proaxia
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Slice 3D model

Print part layer by layer
Powder Bed Fusion Technology

Final Part

THE BEST RUN w

© 2022 proaxia consulting group, EOS GmbH and SAP. All rights reserved.



From ldea to Product. With EOS.

Powered by its platform-driven digital value network of machines and a holistic portfolio of services, materials and processes,
EOS is deeply committed to fulfilling its customers’ needs and acting responsibly for our planet.

M Ml

Ponmer Systems FORMIGA P 110 Velocis EOS P 396 EOS P 500 EOS P 770 EOS P 810

£
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Additive Minds Consulting & Additive Minds Academy

. Polymer Materials EOSPRINT Smoothing Coloring
CAD/CAM Simulation Material Handling Automation % Grinding Micro-Blasting
Design & Engineerin Production Post-Production
Your Idea 9 g 9 Your Product
EOS Partners EOS Solutions EOS Partners
CAD/CAM Simulation Material Handling Automation Heat Treatment Grinding /
/" Metal Materials EOSPRINT EOSTATE Monitoring Suite ./ Polishing Coloring /'

EOS Technical Service & Technical Training

Metal Systems - -
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EOS M 100 EOS M 290 EOS M 400 EOS M 400-4 EOS M 300-4
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EOS Services, a

strong partner at your side

EOS Headquarters, Krailling (GER)

= Field Service Engineers in 8 countries
= Second Level Support Engineers

= Application Specialists

= Additive Manufacturing Consultants
= Hotline employees

o
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EOS North America,

Novi (MI) + Austin (TX) ®

= Field Service Engineers
= Application Specialists

EOS Regional technical centres
@ EOS Local service sites
@ EOS Innovation centres

e%/5

EOS Japan
= Field Service Engineers
= Application Specialists

%
EOS China, Shanghai

= Field Service Engineers
o = Application Specialists

EOS Asia Pacific, Singapore
= Field Service Engineers

= Application Specialists

= |n 5 countries



Service Execution Challenges
Need for digital transformation in Customer Service

H Multiple and complex
=98 interactions to understand
customers’ concerns

Fragmented management

M of service tasks for issue

analysis and resolutions

rn Email first phenomena:
m very limited digital
collaboration possibilities

7 Low acceptance of legacy

22, , -
systems’ user experience
causing less
documentation

proaxia
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g, Extensive use of existing
\e and proven SAP ERP
processes

@\ Restricted analysis and
reporting capabilities to
improve customer service
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Service Cloud—how it works
C4C

Customer Service

Central hub with all ticket

information incl. customer FSM
communication Field Service
Intuitive UX and quick access Management

to service histor
Y Overview of booked times,

easy entry of times

Mobile App (iPhone)

Cross-functional
collaboration and escalations

) ::::: MyCases v CaseTypes v +
Knowledee Base —_———

Fast & clear info in the app,
simple guided process for
service reporting

Solution articles directly
suggested in the ticket Handshake
system and provided to of information
the technician or customer. between C4C and FSM



Service Cloud—how it works
EOS Service Customer Journey (1)

Ticket Creation Prioritization & Task Creation Issue Analysis & Troubleshooting

Mark has a problem with
his EOS M300 in Munich.

Mark receives regular ﬁ

updates and is happy to
Christin searches the understand the next steps
. knowledge base and for fixing his problem.
creates follow tasks for
the Tech Support.

Tech Support

Customer Hotline Juliane as M300 specialist gets
Mark logs into myEOS Christin from the EOS the ticket a55|gned‘W|th‘the full
Customer Portal: Hotline reviews Mark’s customer and service hlstgry on
request. She enhances and hand. She continues with issue
Reviews Assets of his prioritizes the ticket with analysis reviewing similar tickets.

installed base relevant information.

Creates a Support Ticket
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Service Cloud—how it works
EOS Service Customer Journey (2)

Inhouse Service Execution Coordinated Planning & Field Service Service Post-Processing

Juliane creates the
Service Order and
identifies all relevant
parts to be prepared
for shipment in
advance.

eys Pprooxic

Dispatchers

James schedules the
released service order for
a qualified & available
field service engineer.

Tech Support

Juliane determines that a field
service intervention would be
required. She captures all her
assumptions in the routing card.

.I Monitor Body
Ted notices that for the current
situation a service debriefing with all

participants involved is appropriate.

Philip performs the service
intervention on-site. With a smartform
he captures resolution measures, eq.
codes & confirmations and follow-ups
tasks for an adjacent M400.

Mark signs Philip’s
service report. He
receives a copy via email
including a customer
satisfaction survey.

Field Service Engineers

Philip receives an

assignment notification. ﬂ\
To prepare the visithe =~ -
checks the routing card
information from ticket and

about reserved material on
his mobile device.

Juliane has all
confirmations directly
available to set the ticket to
ready for invoicing that the
service order can be settled
& billed.

Tech Support
Juliane reviews the service report and all
follow-up tasks in the routing card. She is THE BEST RUN
able to create a x-selling service order A

required for maintaining the adjacent M400. _ , ,
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Solution Overview
High-level solution architecture

MyEQOS Portal

(existing)

Service Execution Documentation (Routing Card w/Service Tasks, Service Reports, Used Parts)

SAP Cloud for
Customer

TICKETING &
CUSTOMER SERVICE

CS Service
Process
Integration

I4.\.7S /4 HANA

On-premise

SAP Business
Technology Platform
SAP Knowledge Central

by NICE

KNOWLEDGE BASE

BACKOFFICE OPERATIONS
CS compatibility mode / SD / MM / MRS
(existing)

e%s pl'OCIXiCI | Project Scope

value delivered as promised

MOBILE FIELD

SERVICE

SAP Field Service
Management

FSM PLANNING &
DISPATCHING

MRS & Work
Manager
Integration
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Project Success Factors
Lessons Learned

()1 Guide project delivery decisions
along pre-defined project KPIs:
1. Time > 2. Scope > 3. Budget

()2 Startwith prioritized requirements for a
Minimal Viable Product (MVP) that ensures
Pilot Production Go-Live asap

03 Rely on SAP Cloud solutions’ core
processes and features before
EOS-specific business process variants

e%S

eeeeeeeeeeeeeeeeeeeeeeee

04

05

06

Take advantage and rely on the established
SAP S/4HANA Operations Backbone

Think about and apply a global template
approach to control customization
complexity along the future rollouts

Be pragmatic — 80:20 is better than nothing!
Communicate early and directly as well as
prepare and make quick decisions
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Service Cloud benefits
—powering the future of EOS Service

Service

Strategic Goals

World-Class Customer Experience
with focus on flawless Service UX for
all stakeholders - customers,
partners, and EOS

Business Model Evolution with
Integrated Service Infrastructure

Cloud

Integrated
service processes

Customer Value

Wlth th rllllhg UX +  Appealing service experience
. e, +  Fully collaborative ticket system
Wop with user friendly UX .
NS et e . +  Fastertime to resolutionof " &% |, = 4% R
O Ve incidents / less downtime Ao o
NOSRSACY +  Help-for-self-help / ' EOS Success
RS ¥ e e RS T v cusondramniin
"R { " : +  High Process efflciency & Iess cosf
W ; ’ ;o +  Reduced MTTR "' .70+, p ,
2. -~y ’i : +, Improved coIIaborat|oh in. escalétion, v
> 44 & CAPA process - AR,
P + Revenue upside (contract powder, V4 ) & 1.:"‘/'-'
N e Y
* CAPA = Corrective Actions Preventive Actions, MTTR = Mean Time To Repair . 14
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