Oracle Buys TOA Technologies

Adds Leading Field Service SaaS to Oracle Service Cloud and
Oracle ERP Cloud Solutions to Deliver Effective and Timely
Home and Facilitybased Customer Service
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Oracle is currently reviewing the existing TOA Technologies product roadmap and will be providing guidance to custocoedsanmrac e wi t h  Or
standard product communication policies. Any resulting features and timing of release of such features as determinea bye®iael of TOA

Technol ogi es’ product roadmap are at the sole discr etTOATachnolbgieartayc | e
Oracle, does not represent a commitment to deliver any material, code, or functionality, and should not be relied upomgporakasing decisions. It

Is intended for information purposes only, and may not be incorporated into any contract.

Cautionary Statement Regarding Forwakeoking Statements

This document contains certain forwalooking statements about Oracle and TOA Technologies, including statements that imskgvend uncertainties
concerning Oracle’s acquisition of TOA Technol ogi es, thsddcument thaeawoslsl c
“anticipates”, *“can”, “will”, “look forward to”, *“ etowxcpléactdaedtendediod s i
identify those assertions as forwatdoking statements. Any such statement may be influenced by a variety of factors, mahicbfase beyond the

control of Oracle or TOA Technologies, that could cause actual outcomes and results to be materially different from jinded, mtescribed, expressed

or implied in this document due to a number of risks and uncertainties. Potential risks and uncertainties include, ama@nthetpessibility that the
anticipated synergies of the combined companies may not be achieved after closing, the combined operations may not Ihellguntegsted in a

timely manner, if at all, general economic conditions in regions in which either company does business may deteriorateracié/or TOA

Technologies may be adversely affected by other economic, business, and/or competitive factors. Accordingly, no assutangeg&nahat any of the
events anticipated by the forwarlboking statements will transpire or occur, or if any of them do so, what impact they wdldrathe results of

operations or financial condition of Oracle or TOA Technologies. You are cautioned to not place undue reliance ofofakingstatements, which

speak only as of the date of this document. Neither Oracle nor TOA Technologies is under any duty to update any of #tiemiotins document
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What We Are Announcing

A Oracle buys TOA Technolog{@®A)

I AddsleadingField Servic&aaS t®racle Service Cloud and Oracle ElB&d solutiongo deliver effectiveandtimely home andfacility-based
customer service

A About TOA

I TOAiIsthe leading provider otloud-based field service solutions that optimize the last mile of customer service for enterprises by coordinating ar
managing activities between dispatchers, mobile employees, and their customers

I Founded in 2003 and headquartered in Cleveland, Ohio, TOA brings deep enterprise fieldsséwane domairexpertise
I TOA”s solutions manage ewmasaanudiyhiever 20tar@riesniar inflovatovdrandsesuclv as DIEH Network, E.ON, Home
Depot, Ricoh, Telefonica, Virgin Media, and Vodafone

A Oracle Service Cloud and Oracle ERP cloud solutions with TOA are expected to enable modern enterprises to pre
unparalleled customer service leveraging accurate customer history and service needs, optimized scheduling, ant
knowledgeable field employees

I OracleServiceCloud helps businesses understand and resolve customer issues tltougectedengagements

I Oracle Enterprise Resource Planning (ERP) soluti ons s processesihcluding
inventory management and order fulfillment

I TOA’'s Field Service SaaS continuously monitors f i eldderveerepesentaiver e
monitors current inventories, accurately predicts service windows, and optimizes field operations

I Oracle Service Cloud and Oracle ERP cloud solutions with TOA will transform customer service operations, allowing ieeendpesahonal
excellence and improve productivity while exceeding customer expectations
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Oracle Service Cloud with TOA Improves Customer
Experience Interactions
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Connectindgevery Interaction Customers Have with Brands
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TOA and Oracle Service Cloud

Benefits of TOA with Oracle Service Cloud
A Visibility across contact center afigld service on status of customer request

A Optimized scheduling of fielkrvice request based on skills, time, and location
A Shared knowledgebase between customer, contact center, andséelice
A Rapid feedback loop to improve customer service and operational efficiency
A Benefits: Complete visibilitgnd optimizationof the serviceexperience

Web Customer CrossChannel Knowledge Policy Field
Service Contact Center Management Automation Service
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TOA with Oracle ERP Cloud

Benefits of TOA with Oracle ERP Cloud

A Accurateviewing and reatime procurement of inventory

A Dispatchthe right people to the right location at the rigtime
A Dispatch the right parts to be available when field service employee arrives
A Addresscustomerissues; track defects and improve operational efficiencies
A Benefits: Better customeservice with lowercost andgreater efficiency
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Modern Enterprises Require Innovative Technology to
Transform Customer Service

Traditional Modern
Field Service Operations Field Service Operations
Lengthy service windows Reliable service windows
I Inaccurate arrival times I Precise, oftime arrivals

Lack customer history and needs

I Limits effectiveness and creates service
delays, incurring extra visits

Empowered service agents

I Expert service skills, tools and customer
history to get the job right the first time

Taskor i ented to sol v e C lomgteoombeand’ asd customer
Immediate service issue development
I Missed opportunities to develop customer I Use service opportunity to improve
relationship and retention company’'s engagement
Legacy technologies lacking Next generation technology for mobility,
connectivity and visibility to ERP leveraging big data, ERP, and the cloud
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T OA’ s -B&eddSolutions Accelerate Field Service and
Customer Experience Transformations

W% ©

Mobile employee activity Forecasting allows for Proprietary algorithmand Alerts and collaboration
measured and profiled appropriate capacity al ANJ UNY T F deliver transparency and
throughout day allocation visibility optimizerouting delight customers

9,
Routing Capacity Forecasting Manage Mobility SmartLocation Reporting SmartCollaboration Communication

Operational Efficiency and Customer Service Excellence
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Copyright © 2014 Oracle and/or its affiliates. All rights reserved. 8



TOA' s Solutir ons Serve Ente
Complexities

(AETAdirect AETAdirect  @#ETAworkforce

PROFESSIONAL ENTERPRISE
Mobile Workforce Mobile Workforce

AlIntelligent routing and A Configurable with AConnects Field Sales and
scheduling for higher optimizations tailored to any Field Services to
productivity enterprise Salesforce.com

ARobust scalability and A Crosschannel customer and AProvides the most advanced
flexibility for growing userempowerment with booking and scheduling on
businesses personalized collaboration the Force.com platform

A Efficiency that brings real A Guaranteed reliability in the A Integratedwith
results to mobile workforces cloud Salesforce.comand
and delights customers Salesforceplatforms
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TOA Delivers Value Across Innovative Industries

Broadband, Cable,
Satellite

Telecommunications

Utilities

Business to Busines

Retail and Consume
Services

AConsumeservices
(data, media other)

AEquipmentbreakfix

APreventive
maintenance
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ALandlinewireless
equipmentinstallation
ANetworkrepair

AMeter installation

AGridrepair

APreventive
maintenance
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AProduct deployment
and replenishment

APreventive
maintenance

ARepair services

Alnstallation services

AProduct delivery and
replacement

ARepair services
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The Worl d’s Most | nnovati v
Helping Deliver More Than 120 Million Exceptional Annual Service Events Globally

Broadband, Cable, Satellite
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Telefonica Customer Success Story
Global Telecom Requiredllodern Field Services Solution to AnchBusinesslechnology
Transformation Across Multiple Geographies

CHALLENGES:
AGlobal challenges required unique field service solutions
o while unifying and standardizing key processes
Wm ASingIe mobile solution for field service personnel, nearly
100% of which are contractors

AUnified customer experience with complete visibility into
entire global field service workforce

COMPANY OVERVIEW: BENEFITS:
AOne of the world’ s | ar ge s tABTAdireetdaploystiolargesi divisiomirsless than six months
companies supporting Bring Your Own Device (BYOD) mobility model
AOperates in 24 countries, providing mobile, fixed line ASolution is language and operating system agnostic
and broadband services to 31illion subscribers AMore accurate, shorter service windows and increased on

time appointment arrivals to ~90%

ASingle view provides field service performance baseline,
enabling global expansion of standards

*Customer Information Provided by TOA Technologies
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DISH Network Customer Success Story
[ SFRAY3 ¢SEtSO2YYdzyAOlFGA2ya [/ 2YLI yeQa ¢N
Legacy Field Service Solution

CHALLENGES:
AVisibility into and optimization of thousands of employee,
9 third party, and reseller partners across the country
d - h AHolistic and consistent processes for a diverse population
:S @ with the stated goal of reducing operating costs
ADevice and operating system agnostic mobile application to
enabl enc‘lbaessst” customer serviec
COMPANY OVERVIEW: BENEFITS:
AOne of the United States’' ASaceaedulytcomplatgd latgestdeploymsit of reflased
providers mobility initiative to 17,000 users in less than four months
AProvides service to 14 million subscribers in all 50 AAchieved 15% increase in technician productivity, 10% travel
states and Puerto Rico reduction, and up to 80% increase in saday work capacity

A400% productivity increadey dispatchstaff with 85%
reduction indispatch facilities

*Customer Information Provided by TOA Technologies
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Home Depot Customer Success Story
2 2NI RQa [FNBESAO | 2YS L YLNRBOSYQugtdimerw S U I A f
Experience for Critical Business Units

CHALLENGES

A Improve productivity and customer experience for the Home
Depot Exteriors and Mylnstall business lines

A Automate and centralize booking workflow, scheduling
appointments based on actual available capacity

A Make scheduling easy for customers online or in stores

COMPANY OVERVIEW: BENEFITS

AWorl d’s |l argest home i mpr oAReliveradtinitial slutar in 99 dayswuppoltingrthe firgt 3,000
than 2,200 stores and over 300,000 employees users and layered in additional functionality as the

ANearly $80 billion in revenue with operations across requirements evolved
the United States, Canada, and Mexico A Streamlined scheduling with ETAdirect capacity and quota

modules, delivering enhanced muttay booking visibility
A Substantially reduced back offiseheduling and support staff

*Customer Information Provided by TOA Technologies
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E.ON Customer Success Story
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|
Customer Experience and Efficiencies

e-0om

COMPANY OVERVIEW:

Pa Y. N 4

CHALLENGES

A Required technology strategy for field operations that aligned
with goal of replacing 8 million meters across the U.K. by 2019

A Improved customer collaboration resulting in achieving a high
percent age mef hofmer atcces s’

A Replace incumbent legacy scheduling solution with upgrade
and standardization of processes and systems

BENEFITS

AOne of the United Kingdom’ AEfficienardlounofETAdoaesteacceleratin srgas seter

providers, E.ON generates electricity and retailing
power and gas across the U.K.

APart of E.ON Group which operates in more than 30
countries and serves more than 26 million customers

ORACLE

deployment and generating significant cost savings

A Increased transparency and communication with customers,
fostering more successful lorigrm relationships

A Expanding ETAdirect to extend the value across the E.ON UK
enterprise

*Customer Information Provided by TOA Technologies
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Oracle and TOA: A Compelling Combination

AWhencombi ned with TOA, Oracle Service Cloudtoanc
empower their customer service teams to delight customers

I Oracle CX Cloud helps enterprises connect every customer interaction with the brand, making the experiences consistent an
relevant throughout the customer lifecycle

I Oracle’s ERP c¢cloud solutions enable process and resour c

I Oracle Service Cloud, part of the Oracle CX Cloud, is an inthedigg platform for online customer service, crasgannel
contact center, knowledge management, and policy automation

I TOA’ s -basdddhaldsrvice solutions manage the last mile of customer service for global enterprises
A The combination of Oracle Service Cloud and TOA is expected to create the most complete Customer
Service Cloud, modernizing customer service operations and driving superior customer satisfaction

I Expands Or acl e’ s-toaidipdrsornalized custonger servide dotutioesnwvith the addition of criticalttatace
field service interactions, enabling visibility into customer history throughout the customer relationship lifecycle

I Delivers a 360 view of service experience from time of
I Enables utilization of valuable transactional and trend data to improve the service experience

A TOA's management team and employees are expected to join Oracle and continue their excellence in
providing the i ndustry’s | eading field servic

For moreinformation, please visitvww.oracle.com/toatechnologies
ORACLE
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