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Challenges: Information is Changing

Mobile _ _ _
°0gy” Technologies are greatly influencing people’s

requirement for information.
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Method: User and Task Analysis
» Work and communicate directly with our customers
*Build up user profiles: duties, workflow, concerns, pain points...
*Analysis information solution

sCustomers join in information development

eEncourage our customers to express their opinions and collect
feedback
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Story 1: From Compliant to Appraise in One Week

Huawei received criticism from one of our customers that using our
manuals to plan their network was too slow.

Before

Product Description

(Hardware Description [Planning Your Network ]

Feature Description

Too many
MERTELS

HUAWEI TECHNOLOGIES CO., LTD. Huawei Confidential Page 7 &‘VA HUAWEI




Story 1: From Compliant to Appraise in One Week

Huawei received criticism from one of our customers that using
our manuals to plan their network was too slow.

Before After

6onverts six optical signals at the rate between \ @ X (100 Mbit/s to 2.5Gbit/s signals)<->1 x \
100 Mbit/s-2.5 Gbit/s and one OTU1 signal, and OTU1,

the dual fed and selective receiving function on the dual fed and selective receiving function on
the WDM side, or implements conversion the WDM side.

between six optical signals at the rate between
@O Mbit/s-2.5 Gbit/s and one OTUL1 signal. /

Hard to
understand )48

HUAWEI TECHNOLOGIES CO., LTD. Huawei Confidential




Story 1: From Compliant to Appraise in One Week

Huawel received criticism from one of our customers that using
our manuals to plan their network was too slow.
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Story 2: A Breakthrough in Social Media

Our group members covers 30 countries now, at least one new topic is
discussed every week.

Before After

Information improvement  What do we have? What do you like?
message sharing

Technology discussion R&D experts reply
f directly to our

customers questions
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Story 2: A Breakthrough in Social Media

Listen to what our customers are discussing then take actions.

sAnswer their question about us in other groups. Clarify not clear

*Analyze their questions and comments for enhancing new releases

Connect with local account teams to extend connections with our
customers.
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Story 3: Construct Mobile Contents

Interviewed our customers to determine which mobile content they
prefer. We publish mobile content and 150,000 customers installed the

App in a year.

Contents published

mPL A

78%
63%
54%
I 40% 40% 385

Techspec Product
Config quickview Docnews Release Alarm
limitations summary clearing
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Story 3: Construct Mobile Contents

Toolized mobile contents make information query easily.

OB ® O il 87%H £510:25
< Boards

Appearance of the Front Panel
Figure 7-1 shows the LSX front panel.
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’ WDM Calculator

Subrack 1D Power Cable  Single/Multi. Fiber
DIP Switch Wavelengt i

dBm = 3.1623mW

Convert dBm
to mW

A2 Huawel
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Story 4. Team Transition

The team is connecting with 3000+ customers around the world.C

*Method training covers every team member

Cultivate golden seeds

*Personal tutor system
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Story 4. Team Transition

Customers from ten different countries joined in the comics element
discussion.

Before After
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Story 4. Team Transition

Corporate with marketing team,

Before After
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Results: Better Information Experience

Role + experience based information with multiple info elements

/ “\——e RTN 380 Product Documentation
e ec e A ~——= OSN 1800V Deploying Your Network

~__* OSN 8800 Product Documentation

D o c u m e n ts 3 /-~ OSN 9800 Operating and Maintaining Your Network “llﬂ’HBi Teci,l
Support App

Most Viewed Doc g i Getting Started What's New

T-SDN Coherent Transmission MS-OTN ASON

* Infographic = Anirmation s Infographic  * Poster * Poster * User Guide

* Booklet » Getting Started

CFRI AMAC PLAIEPLA Long Haul Microwave

» Animation » Animation *Introduction * Animation * Introduction

» Canfiguration * Hardware at A-Glance

Transmission

Transport Bit Jechmical |

Transpeort Network Solutions Made Simple et 1

Titsg Lo P d)
Il i} Bookshels
Y %', | The document bookshelf stores all after-sales documents of Transmission Network products on the support website. All documents

S |, the bookshelf are classified according to product series and versions.
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Results: Better Information Experience

1000+ videos 20+ Infographics
10 Tech posters (20,000+ hardcopy)

4 toolized docs

»
¥ o e—
OSN 9800 Information Express OSN 9800 Microwave HUAWEI

Huawei m o) oo i
s24 Transmission Technical Poster

T'SDN at a Glance

Learn technology with joy and ease

T-3ON is the abbreviation of Transport-Software Defined
Networking. It is one important component of the broad
SDN network.

OSN 8800 Products Introduction 1 2008, the Claan Slata Program at Stanfore University

HUAWEI TECHNOLOGIES CO., LTD. Huawei Confidential Page 19 SL/, HUAWEI



Results: Positive Feedback from Customers

“Very useful. Thanks for sharing.” in

“| always following your post and thanks for your effort to share new info”

“I am very happy. | will read to death. Words of thanks not enough for
you ©”

“Thank you very much for commendation. We had very positive
feedback from customers for sharing this info and | am sure that it will
raise more interest.”
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Results: Awards from Company

Product line president prize Nov, 2014

Company president prize Jan, 2015

First prize of 2014 TOPN Major Information Projects
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Questions?

Thank you
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