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Huawel Enterprise Global Service Center Overview New icT
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Global Service Center Layout New icT
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Asia Pacific TAC Service Coverage New cT
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Global Spare Parts Layout

NEWICT

Cooperating with global top service partner, Huawei provides global spare parts service
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= 1 GSPC+ 9 RSPCs (Global/Regional Spare Parts Centers) * 123 CSPCs (Country Spare Parts Centers)
« Nearly 500 international transportation routes * 1100+ FSLs (Field Stock Locations) within Countries
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APTAC 4H Spare Parts Service Delivery Capability MAP  vewrer

4H Spare Parts Service Delivery Capabilities That Meet Hardware Support in Enterprise Service
Contracts SLA for 4H Delivery Capacity

(SLA calculation rules: in the spare parts system to apply for confirmation after the receipt of good
customers to the time).

Can support up to 9*5*NBD

Only support the original repair

® National warehouse
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City warehouse
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A Team with Worldwide Partners
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A Glance At Technical Support Center New icT
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Network Operation Center Introduction

NEWICT
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Accelerate Deployment with Remote Delivery Center

Fast Deployment
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Continual Improvement on Customer Experience New icT
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Huawel Customer Support Service New icT
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Product Solution
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= « Reduce network downtime « Strengthen IT security and compliance
©
> « Increase network operational efficiency, Lower operational costs « Extend the value of your IT investments
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Integrated Process and Support Platform
— ITIL V3-Based Process and Support System
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Integrated Support Platform Enables Remote, Centralized, Standard, and Intelligent Support
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Fast Emergency Recovery New icT

Five minute setup of recovery team minimizes impact to customer’s business
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Escalation Management New icT

Ensures SLA Fulfillment, Timely and Effective Escalation Management

Functionality Escalation Hierarchical Escalation
Operation Level Agreement (OLA) has been broken down as Time limitation has been clearly defined for hierarchical
time limitation for each stage, to ensure SLA fulfillment. escalation and progress reporting, according to the ticket priority.
Customer Emergency Incident
I Escalation
i . Rep. Office Report
77777777777777777777 Tier 1 Support Rep. Office P S s P
Esca|ati0n ‘|l SOlution Escalation
Tier 2 Support : Regional Report
Regional Progress
Escalation I Solution Escalation
Tier 3 Support Headquarter HQ Report Progress
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End to End Visualized Spare Parts IT Platform NEW ICT
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Kevy Event Assurance e

Before the Event: Prevention — During the Event: Assurance — After the Event: Summarization
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