FY2023~ Smart Construction Improvement Request Response Flow
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Comparison of old and new improvement request response flow 1

Pain points of the current flow
‘The place to collect/deepen requests/review responses is not centralized.
-It is difficult to understand the status of response to each request

(you have to go to Teams to see it).
In order to solve these problems, we will change to the new flow from July 10, 2023 (Monday).

Current flow

New flow

Agent

Aggregating Deepening

Submission and deepening

.>:<
Custome

SMART CONSTRUCTION Support

Consolidate

Current New

Aggregating Forms Consolidate to
Zendesk

Deepening Teams Consolidate to
Zendesk

List Management  Backlog(private) Consolidate to

Response policy Zendesk

consideration

Manual process  Need to post deep dive Unnecessary

on the EB side content to Backlog

Confirmation of Need to check with Teams Easily view your
response status query history in
Zendesk

% Customers can also submit requests
for improvement directly to us
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*}'l = EARTHBRAIN Flow of submitting requests in Zendesk 2

. Access the URL for inquiries on the support site https://support.smartconstruction.com/hc/ja/requests/new
. Select a region

. Select "Product features request”.

. Fill in each item and press "Submit".

A WNE=

ruction Support ¥ B v struction Support Bl v

Smart Constructionsupport My Requ oOmCom;pmvy h 4

If it is a customer request, please enter customer's company name. ESmarksonhoral)
Test

Smart Construction Support > Submit a request .
Customer position

Jobsite Manager

submit A Req llest Please indicate what kind of position the customer is. £

If you have any other items to include, please fill them in. If you have images or files (material or photo) to supplement to
cC [Ept\'ana\) your request, please post it.
Jobsite name (optional)

Description
[e]@]
T B I = = £ B =
Region Please enter the name of the jobsite where the customer has introduced the SMART CONSTRUCTION.
North America ’ 2 Target “SC solution” \ /

SC Fleet ’

product type (optional)
j— —

~

Please describe in detail what improvements the customer would like to see. (optional) /

Please indicate which ""SC solution you would like to improve.
Product features request(Ready: 7/10 start) N 3 \
.

Subject »

Test If you have a question please enter the details of your request. A member of cur support staff will respond as soon a
[Test] SC OO Improvement Request [Enqlish] possil ! \:y:.u have a request for improvement, please describe in detail what you are currently having trouble with and
what kind of improvement you would like to see.

Attachments {optional)
Choose how urgent your request should be met.

. Add file or drop files here
Normal improvement request

i If possible, please elaborate on the specific features the customer would like to improve. (optional) B RS A2
If you have a hardware or software problem in the jobsite, please contact separately instead of filling out the improvement 0 EeBOThUZ242png

request in Forms. Test

Customer company name
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https://support.smartconstruction.com/hc/ja/requests/new

SK EARTHBRAIN Flow of submitting requests in Zendesk ;

/

5. Screen shot after submission is complete (you will also receive an email if you signed in and submitted).
6. Click on "My Requests History" to see a list of all the requests and inquiries you have submitted.
7. Click on the submitted request for more information.

The structure of the detail screen is the same as that of a normal inquiry.

@ Yo ‘ l
Sma rt ConstructionSupport My Requests History | Contact Support (i) Taka Noguchi « English (US) ~ Sma rt ConstructionSupport My Requests History  Contact Support () Taka,Noguchi - English (US) «
Smart Construction S.Im:clt > f-':‘ activities
My Requests
[Test] SC OO Improvement Request [English] Myrequests  Requests f'm CC'd or
9 Terke Noguchi Requester Taka,Noguchi ~ Status:
@ @ few seconds ago rosted S Q, search requests Any
~ ‘ 7’7 , Subject ea activityy  Status
\ / I 211929
—/ \— Status m [Test] SC OO Improvement Request [English] #11929 4 minutes ago 3 minutes ago m
y Normal
/ \ [Z7AF] SCOO HEBE [HFE] #11928 5 minutes ago 5 minutes ago m
I \ Region
roduc -
0 EBOT U =>42.png
4B - Download Product type -
product type p !
ppppppp —
g Ad
ppppp — .
ppppp - Smart Construction
. -J_\"‘ -

Services

=
i @ Support Smart Construction | DX Gateway otice S EARTHBRAIN
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oK< EARTHBRAIN Flow of submitting requests in Zendesk 4
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Email you receive when submitting a request
[FAR]SC OO HEZL[BAE

3 = ( = C\ E — .
SMART CONSTRUCTION Support <support@smartconstruction.c @ ©uEE | © 2R L
5% @ Noguchi, Takamasa / B[ RIE 2023/03/02 (A) 19:00

AL 2MHE
@) EgEI0- KT3I, STEIIILET, TS —BERBE TR, Y r—SROBRIEBNCFII0- FENEHEA,

14
o T You will receive an email with this text
*This email is an automatic reply from the system.
This'is EARTHBRAIN User Support.
x| & Taka,Noguchi (Smart Construction Support)
g Thank you very much for taking your time to input your valuable comments and requests.
o Your feedback will help us improve our products and services to better meet your needs.
1t
We strive to provide the best possible experience for our customers, and your opinion plays a crucial role in
7l achieving that goal. We take all feedback seriously and will carefully review your responses.
S e
EBLIR U=/ 2.0ng In order to further ensure your experience, please forgive us in advance that we may contact you
separately to further understand your opinion.
AR SERIE BIT1E. SO A L R EL TS, Once again, thank you for your valuable post, and we look forward to serving you in the future.
Best Regards,
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,%'l\é. EARTHBRAIN. HOW tO check posts from the same organization 5

You can check posts from the same organization by clicking on
“My Requests History” and then “Organization requests” in order.

Sma rt Constructlon Su pport My Requests History J| Contact Support @ SUZUKI customer TEST ~ English (US) «

My Requests y

My requests Requests I'm CC'd on Organization requests

Status:

Q, search request o Any

Subject Id Requester Last activity ¥ Status
- If the improvement request includes confidential
Ay — SOEEDEFELL #16469 TEEz=sE 17 minutes ago - - 1
information from the customer's external sources,

HETA)ANOT v TO— FOATERZ T ZEL, #16433 a2 21 minutes ago [ Solved | we reg ret to inform you that viewing requests
momEBLAT fss EER simesae (D from separate organizations is not possible.
AN —HR < ol #16438 iaje==t 6 minutes ago =3
BES AT AMTIHELY #16439 TEEx=s 24 minutes ago
3DMGH+ 777 7 FH(2AB-06- 11120 R A DEF #16148 Kiz WEF 29 minutes ago AT
EEMUTE #15336 =5} 29 minutes ago
FHI FEIROSEEL #16305 WESR 1 hour ago [ Solved |
KOMTRAXHEEE #16413 EAEPE A 1 hour ago @
FFUT Y FF— A #16120 b=l 1 hour ago [ Solved |
STy MITEROSA > EEBHEN BB N EDH #16482 SEiE 1 hour ago
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>>||<< EARTHBRAIN [Reference] Flow of EARTHBRAIN's response to requests 6

EARTHBRAIN will change the status according to the response status.

e [Receipt of improvement requests)
Open This status will be selected simultaneously with the
8@ Pending submission of the request.
8 On-hold -
’ [Close of improvement requests )
@ Hold by Dev This status will be changed in the following cases:
8 Hold by QA
"W B Send-BackbyQA - When the requirements of the request are understood.

« If no response is received from the submitter within

4 8 Investigating by QA i .

i 5 business days from the date of the question.

ts B Receipt of improvement requests

ol Solved We apologize for the inconvenience, but in such cases,
"3 Missed call we kindly request you to submit the request again.

article Close of improvement requests

-

If there is a lead time for a response from the customer,
please provide a comment stating so.

7SS S S S S S S SSSSSSSSSSSSSSSSSSSSSSSSSSSSSSSSSSSSS SSSSS SSSSSSSSSSSSSSSSSSSSS S S S SS S S SS S S



N
'
——

’
!

- EARTHBRAIN [Reference] Flow of EARTHBRAIN's response to requests 7

If the requirements of the request are understood or if there is a lack of response from the
submitter for 5 business days during the investigation process, the status will be changed to

"Close of improvement requests."

KLTD/KCSI/KAC | N E#E RSl 77y #14879 KA —
T - MEEET . o]
SV ig?f{:iji;o) ﬁmgztg—o ? @ H J—,ju @ C ~
H Smart Construction Support  ~ o
P 5% || LFIS m@sss - EH o
UIIA5 N E#& @ Time Tracking ~ l @ Open
Il LA ~ BRECEITEYET, HEELORBHINLITZNET, 04:48:17 @ Pending
BEDEOBEEQZEZE(DOVWTEMRNICATEAMY I, BEESICEDREANLTY ' ' B On-hold
EE L BHICEYETE 9o o AETESR: 04:48117
@ et EEDHVELESB>GERVELET, ST EIMLOTHEYETA B Hold by Dev
ee ~ '
2DBE3DERIRITRICIZAIEETTOT, EEUARAYEIETVLLZEET, @ Hold by QA
Jx079- JA0-Z BB m, IWEOEHERLETENMETOTC, ZTALIIEL, {now
= Ticket History ~ @ Send-Back by QA
Taka,Noguchi @ x ~
e B Investigating by QA
AE Bz @® x #14879 sC7V— FOBEEETY,
Taka,Noguchi 5190 01:59 4 [Peading] = 135w £ Unassigned lts @ Receipt of improvement requests
#% o TWHTE
- -5 B Solved
. =05 - PUDIIC COmment  ticket()from 1L 310 |
1 B Missed call

Nkt -

) T » —m——bl B Close of improvement requests I .
Ta-h E4 RILVWELED,
Inquiry form ~ ! ‘),E ?%g,_i"j " Ef%%%%!di?ﬁﬁthibt@ CEELES, Submit as Receipt of improvement requests
BRMAICEERATGELOIE T,

i Knowledge Capture ~

79 FEECALHEOEHREFCEANRETN, EL2VALAYEEETVELEEET,
. ) COEREZEBVIERUNEITEVELE, ( ) Cha nge Status
TRAEE X eb_worldwide_db X SCIU-FDHEEETT, x ‘ +

en X japan X  kecsjRRE#Ecp x -
e ' § AT . 3
komatsu aroup &5 X zendesk x IFDIERER Smart Constr... v HEZEv

# vooEER STERALS ~ .
//////////////////////////////////////////////////////////////////////////////////////////////




S& earthBrAIN - Communication regarding new flow start date 8

The new flow will be operational from Monday, July 10, 2023.

The current Forms submission will stop at 18:00(UTC+09:00) on Friday, July 7, 2023.

All existing requests are stocked by EARTHBRAIN's development team.

If necessary, we may use Teams to deepen the content of your request.

We would appreciate your cooperation in such cases.
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