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Damien Mulligan— Director Technical Support, EMEA
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Hello and welcome to this presentation, an introduction to Bentley SELECT and SELECT Support.

My name is Damien Mulligan and I’m responsible for Technical Support team in Europe, Middle East, Africa and Russia for Bentley Design Products.
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Agenda

« Overview of Bentley SELECT Features

« Qverview of SELECT Support

« Details of the services provided by Technical Support
Group (TSG)

* How to contact TSG for service

o Additional SELECT benefits
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SELECT Sustains Your Competitive
Advantage

« Bentley SELECT Is a subscription program that helps
organizations optimize productivity and lower the total
cost of ownership for Bentley software by providing:

— Flexible licensing options
— Anytime software upgrades

— 24/7/365 support availability

for a fixed annual fee per license.
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Bentley SELECT enables organizations using Bentley software to maximize the value of their investment and lower the total cost of ownership.  At the same time minimizing wasted time and costs thus helping them remain profitable and sustain their competitive advantage.  SELECT does so through flexible licensing options, assisted support and software upgrades, all for a fixed annual fee per license.
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Flexible Licensing Options

Bentley

SELECT |

senver

o Trust Licensing
— Provides uninterrupted access to your software

© 2011 Bentley Systems, Inc

» Portfolio Balancing —
AutoPIPE |WEGENS] | Openplont |ff \RAM

EIFYN W2 AutoPLANT. gINT s

— Lets you adjust your mix of software titles annually

e License Pooling
— Maximizes software utilization throughout a country
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These three flexible licensing options are unique to Bentley SELECT and enable subscribers to get the best possible use from their software investment.

Trust Licensing gives you the flexibility to use the licenses you need when and where you need them, without you having to juggle and procure licenses.  It ensures that that users have the ability to run software even when licenses aren’t immediately accessible.  It also provides detailed information about software usage throughout your enterprise.

Portfolio Balancing is based on our firm belief at Bentley that as a user of our software, you are an investor in our entire software portfolio.  We also understand that software products useful to you a few years ago may not meet your current business needs. Bentley SELECT’s new Portfolio Balancing is the industry’s first and only program that lets you adjust your mix of software titles.  Once a year at your SELECT anniversary, you can balance your Bentley portfolio to meet your anticipated software needs by selecting a new mix of titles of equal value based on their current list price. 

Portfolio Balancing is a powerful new benefit that recognizes your cumulative investment in Bentley and allows you to reallocate it each year for the products you need.  Only Bentley offers this kind of flexibility and investment protection.  This is being rolled out worldwide and will be available to Russian users very soon.

Country-Level License Pooling maximizes license utilization and minimizes administration by making licenses sharable by users within the same country.  Our Subscribers typically have 1.5 users for every software license in use.  SELECTserver is the technology that enables the management of these licenses in the cloud.  Thanks to trust licensing, unpredictable or lost internet and network connectivity has no negative impact on users’ ability to continue working with their Bentley software.  As a result, SELECT Subscribers can maximize the use and accessibility of their software investment.


http://www.bentley.com/en-US/Subscriptions/Bentley+SELECT/Licensing/Pooled+and+Trust+Licensing.htm

Anytime Software Upgrades

« Anytime Upgrades
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— Access to upgrades when you are ready, no additional cost

 Any Version Access

— Use any version of your Bentley software

 Technology Previews

— Exclusive early access before commercial release

= Bentley
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Taking advantage of the latest technologies is what helps firms remain competitive, and Anytime Software Upgrades make that easy.
Anytime Upgrades keeps your software current at no additional cost, according to your schedule, not your vendors, by giving you the flexibility to upgrade when you are ready without the pressure to upgrade based on a software provider’s timeline.

Any Version Access provides access to download, install and license past versions of software to improve interoperability and collaboration on your projects.  SELECT provides access to virtually any version of Bentley software to enable you to meet your project software requirements so that project teams stay in-sync and get the job done.

Technology Previews make next-generation software available before it’s commercially released to give you a first look.  You can provide input to the developers to help us improve our products and you can prepare for early adoption of new releases as soon as they’re available and achieve a faster Return On your software Investment.


http://www.bentley.com/en-US/Subscriptions/Bentley+SELECT/Software+Upgrades/Upgrades.htm

I
SELECT Support

 Global support organization
— Americas: Exton, PA
-~ EMEA: Dublin, Ireland
— APAC: Melbourne, Australia ?
— Additionally, over 20 product support teams worldwide

— 23 languages supported worldwide
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o 24 X7 “Follow the sun” support for critical issues

 Technical expertise
— More than 250 Support Engineers
— Over 2500 years cumulative industry experience

=5 Bentley
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TSG is a global technical support organisation with headquarters in Exton, Pennsylvania, Dublin, Ireland and Melbourne, Australia.  Colleagues in these locations are responsible for providing 24 X 7 support to Bentley users around the world.   In addition there are over 20 support teams located in regional offices, giving us the ability to provide support for all Bentley products and 23 languages throughout the world.

TSG has approximately 250 support engineers who are technical experts in the products and industries that they support with an average of over 10 years industry experience each, many with much more than this.
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Technical Support — Functional Structure

Bentley
Software
|

Technical
Support
Group

l Americas | l India | l APAC | l EMEA
l | l | l | l | l | l Regional |
Netherlands Germany Ireland Lithuania Offices
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Other departments


I
Support Delivery

3 Tier Support Staffing
— Tier 1. Language, platform, general product support
— Tier 2: Product and industry (subject matter) experts
— Tier 3: Software debugging and investigation
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 Tools and Services
— Account Management
— Online Service Ticket Manager
— Knowledge Base
— Remote Interactive Support Tools
— Software Downloads
— Tech Notes, FAQs, wiki, blogs, forums
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Bentley has a 3 tier support staffing model, resourced exclusively by fulltime Bentley colleagues.

Tier 1 support covers our local language support, MicroStation and platform support and some general product support, dependent upon the industry background of individual  support engineers.  

For specific product and industry expertise Tier 1 support engineers work with Tier 2 support, which consists of subject matter experts for specific products and fields of industry, for example road design, building performance or architecture.

Tier 3 support engineers provide software debugging and investigation services, unrelated to the industry the product is used in.

Bentley also provide a myriad of additional tools and services to provide assistance to our users requiring technical support, which I am going to discuss in little bit more detail later. 
We use remote support tools such as TeamViewer and Microsoft LiveMeeting to either present to users or connect to their system to aid in the investigation and resolution of reported problems.
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SELECTServices - Account Management

 Asingle interface to create, manage, and update:
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‘ g Bentleg Hello [ Login ] | United States [ Ch

— Technical support issues
SELECTservices

— License Tool
— Multi-Site Admin capabilities, Support
— Billing, Payment, and invoicing ISsues. > Contact Us

» Downloads
» Support Tools
» Account Management

» Documentation
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Online Knowledge Resources

Knowledgebase / Wikis / White Papers / FAQs

Be Communities Discussion Forums

Software Download / Fulfilment Centre

Tech Notes and FAQs
Dowioass | SuggerToos | scoous Marsgemens | Dosumenition |

Software Downloads KnowledgeBase User Permissions SELECTserver

Bentley Library Technotes and FAQs License Tool Product
Documentation

Data Exchange Service Ticket Manager Online Activity Client Server

ftp.bentley.com Live Chat Personal Profile SELECT Program
Brochure
Eligible Software Be Communities (Forums) SELECT Program
Highlights
AutoPIPE & STAAD.Pro Error ELS Program Brochure
Reports

Remote Desktop Support
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I mentioned earlier that Bentley provide a myriad of additional online tools and services to provide assistance to our users requiring technical support,

The Bentley Knowledge Base that provides solutions to problems already encountered by our users.
In addition there are numerous other features such as Frequently Asked Questions, wikis and blogs to help make end users more productive.
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Contacting TSG

Service Ticket 5&. Live Chat

« Online Service Ticket
— 24 X 7 submission, 24 X 5 response: Service Ticket Manager

 Live Chat
— 24 X5 online service: SELECTservices Online Live Chat
— Within local business hours: Local language support

— QOutside local business hours: English language support
— SELECT Users

o Telephone (18 free-phone numbers in EMEA)
— SELECT Subscribers and partners
— Local numbers: SELECTservices telephone numbers
— Within local business hours: Local language support
— QOutside local business hours: English language support
— Immediate response within business hours, 1 hour outside business hours

=5 Bentley
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How can you contact TSG?

We have a number of different ways to contact us and create a Service Ticket.

The Online Service Ticket Manager is a fast and efficient way to raise an ST for yourself or an end user. You can track the progress of the ST online and you will see updates in the Service Ticket Manager until the ST is resolved.  This is a 24 X 7 service although it is not monitored as regularly on weekends or holidays.

Live Web Chat is a way to get immediate access to a support engineer to help you with your reported issue.  This is an online service, similar to Instant Messenger chat programs.
We also provide telephone access to Technical Support.  This is offered for most  of our supported languages in local business hours.  Outside local business hours support may be delivered in English.  

If you have urgent issues, that require immediate response, or for urgent issues being reported outside of the standard working week you should report your issue by telephone rather than using the Service Ticket Manager or Live Chat for immediate response.

The embedded link has details of the SELECTservices regional toll-free support numbers.  Please note that telephone support is only offered to SELECT subscribers and partners.

The reference links at the end of this presentation provide further information about how to use these services.


http://appsnet.bentley.com/srmanager/addcall.aspx
http://selectservices.bentley.com/en-us/support/Support+Tools/Live+Chat/
http://selectservices.bentley.com/en-US/Support/Contact+Us/Phone/

S
Online Service Tickets

 Service Tickets (STs)
— Unique identifier for each reported issue
— Facilitates correspondence, tracking and reporting
— Enables quality control procedures
— Can be viewed online (Service Ticket Manager)

My SELECT Account: Service Ticket (ST) Manager

Site 5Ts Add New Stats
(7 Use Basic Filter Status - ALL -
@) Use Advanced Filter Createdbetween 2/22/2012  Zjand 3232012 Fmmiddiy
""""" SThumber |

| 5000000000 Analyst - ALL -
: | Account - ALL -

Product - ALL -

Keyword - ALL -
Search Search field:
far: —-ALL - -
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Service Tickets are the means TSG use to track all user reported issues.  This means that each issue reported is assigned a unique identification number that facilitates tracking of the correspondence and reporting upon it.  By corresponding through the system we don’t rely on individual colleagues email.  This allows TSG to ensure that even if certain support engineers are unavailable, there will always be others who can assist on the Service Ticket.  
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Escalation procedures

* Prioritized attention for reported issues

* |Issues made visible throughout Bentley

o Escalate through Sales Account Manager

oy
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Escalation procedures: as we all know, not everything goes to plan.   It’s not always possible to provide a solution or conclusion as quickly as a user might expect. If it takes too long to resolve an issue, or the priority has increased since the issue was reported and it is necessary to escalate a Service Ticket for more attention, this can be done by contacting your Sales Account Manager who will follow the internal processes to escalate the issue.  From this point it gains visibility throughout Bentley, assigned additional resources when needed and is given priority attention until a suitable resolution is found.

Escalation of tickets is a feature that we intend to incorporate into a future version of the Service Ticket manager online.
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User Satisfaction

« Web-based survey tool

 English, French, Italian, German, Spanish, Dutch, soon
other major European languages

 Surveys: Consistent 90% satisfaction rating
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One of the things we’re proud of is that we get a consistent 90% satisfaction rating from our end users which exceeds average industry ratings of approximately 80% satisfaction rating.

When a service ticket is closed you have the opportunity to complete a survey to provide your feedback on the interaction with Technical Support.  We encourage you to use this as it helps us improve our Quality Assurance protocols year over year.




.
New Service Ticket / Request system

. NEw! Option to re-open closed tickets

. NEw Impact and Urgency fields

»  NEw Production down flag

. NEw Better categorisation (Product Brand, Product
Name, Generation, Version, Language, Keywords
hierarchy)
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Service Requests introduces Impact and Urgency

URGENCY this is the measure of effect on business deadlines, as in when the harm will occur.
IMPACT this is the measure of the effect upon the business activities and service levels; the degree of possible harm. (how many users are impacted) 

Reasons to reopen tickets: 
 
Problem was not resolved  
SR was closed before confirmation of resolution
Problem has reoccurred
Assistance from previous TSG Engineer was not satisfactory
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SELECT Provides a Competitive Edge

 Subscribers rely on SELECT to remain competitive—
helping them rebound quickly from the downturn.

MicroStation Hours Utilization Index

Bentley's users can view and manage their license usage through SELECTserver license utilization reports.
Shown here are the trends over the past 24 months of the hours utilized of Bentley's flagship product MicroStation.

ENR Top 500 Design Firms

W

2009 2010

Bentley Infrastructure 500 Top Owners
Bentley
TOP OWNERS —\//J\/\'/’J\
2010
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While the recent economic downturn has been hard on the Infrastructure industry in general, we see from the license utilization reports of our flagship product MicroStation that both design firms and owners are recovering rapidly—and Bentley SELECT helps them maintain the competitive edge that has enabled them to rebound quickly.
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SELECT Offers even more...

Bentley Developer Network Membership
No Cost Access to software APIs
o Extends software capabilities

On-Demand Self-Study
Catalog of free online training
e Gets you up and running quickly

ProjectWise Passports

Share, publish and review information with ProjectWise*

* Provides free desktop software, reduces cost to implement
ProjectWise

PASSPORT

*One ProjectWise Passport is granted for each MicroStation license

75 Bentley
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The Bentley Developer Network provides you with access to no cost APIs to extend your software capabilities and create custom-tailored solutions to meet your business needs.

Bentley SELECT’s On-Demand Self-Study selection of free online training is available to help you get up and running quickly when new software is released, or for those who are purchasing Bentley software for the first time.

In addition a ProjectWise Passport license is given for every MicroStation license on SELECT—this portable license for collaboration entitles subscribers to access 6 additional desktop and client software products including Bentley Navigator for design review and ProjectWise Explorer to access your own or your business partner’s project information.
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Summary

« Bentley SELECT Overview
— Flexible Licensing Options
— Anytime Upgrade Capabilities
— Technical Support
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Technical Support Overview
— Languages, Locations, Expertise

Technical Support Delivery
— Resources, tools, quality assurance processes

Contacting Technical Support
Additional SELECT benefits
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In Summary, I spoke about the global 24X7 support service that Bentley delivers with our extensive team of support engineers

I highlighted the various tools that we provide to deliver this service.

Finally I covered the various ways that Bentley provide to contact Technical Support
 
Our aim is to provide a great experience when you contact technical support that will help increase your productivity and that of your users and maximise their investment in Bentley products.
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