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OVERVIEVW — ORBIS SE

Growth from 25mn EUR Revenue in

1986 2010 to 132mn EUR in 2024
ORBIS Group

1000+ employees

*
* 0
*}+ORBIY
*

ll Microsoft

B solutions Partner

ORBIS is your partner for digital transformation. We advise,
integrate, optimize and automate processes ... based on the
solutions and technologies of our partners Microsoft and SAP as
well as our own solutions.

ORBIS SE | Valeo Group 23.04.2026 3
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ORBIS MICROSOFT BUSINESS AREA

i3 *
r~ X . . o
» 21 locations on 3 continents Pe—c »  Discrete manufacturing AIA 05+ Years of CUSTOMER
»  Europe, USA & China »  Automotive supplier ENGAGEMENT Experience
»  for Marketing, Sales & »  Construction supplier &
Services ’ Wholesale Change Management
5 ColPlen »  Cross industry (Consumer,

Retail, Logistics...)

ﬁ » 350+ MS Consultants,

ne
S » Best practice ISV solutions Developer.s & Experts
» D365 Industry templates » 1500+ Projects

»  Professional low-code / . .
»  Innovative consulting offers »  Dedicated team with

EgoB—c;odeI'app.Jroach for extensive experience in
pp |cat|F>ns industry processes
»  Proactive Insights & B €/
S »  Data-based process
transformation
INNER CIRCLE »  KPI-based value realization
FOR MICROSOFT Al BUSINESS SOLUTIONS » Orgamzaﬂonal |mpact ﬁ
consulting »  Member of the INNER
CIRCLE 2025/2026
’@‘ | | » 5 Fas’FTrack Rgcognized
Leading PARTNER in Europe for Solution Architects
»  Cloud Native »  Microsoft Customer »  MVP Business
» laaS/PaaS/SaaS Engagement & Power Platform Applications
»  Azure Al & Agentic »  Microsoft Catalyst

»  FastTrack Ready Partner

ORBIS SE | Valeo Group 23.04.2026



Automotive, Defense and Aerospace Clients Trust Us
You cannot buy trust — you earn [t

e —
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TASK FORCE MODE IS THE NEW NORMAL LT

Geopolitical Conflicts Trade Wars Supply Chain Disruptions

, x\\\\\\ 4R

i m
i il
# 'l -

ORBIS SE 23.04.2026 7



A CHANGE NEVER SEEN BEFORE LT

Electrification Connectivity Autonomous Vehicles

Demographic Change

1™

ORBIS SE 23.04.2026 8



DefenseONE approach

L e . -

A

|
100%| . ._.o-oe-. !
. |
! Extensions & Customization X
1 .
. Basic Customizations to align Standard solution with individual 1
! features 1
' .
i |
o B e b e 6 o B b e D D DO T e e L e b e b e b e b e G e B D b e e T D e B S B e b e e B e e D T O e b s b e b e P g b o I
80% - T e P T e e o e, N—\_;

Standard Industry Standard Solution provided by ORBIS
2 ORBIS DEFENSEON E Includes all necessary extensions such as OEM/Brand
Dynamics 365 for Customer Engagement Management; RFQ Process, Nomination to Order Process, Market
Planning...
Microsoft Dynamics CRM Platform
P; . . Basic functionalities (Account- & Contact Management, Activity
1 Microsoft Dynamlcs 365 for Sales Management, Office Interface, UX Design, Security...)
0%
— e ~———
ORBIS SE 9
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Process Portfolio

Marketing

Milestones

LT AN

Change Management

f
“
3

Collaboration

Key Account Management Contract Management

Opportunity Management & Lifecycle Management

Customer Service, Field Service & Spare Parts Management

Planning Scenario Management Workorder Management

Reimbursements Reference Monitoring

=

¢ |

Analytics Integration

4,
(@w
w

L g 4
4
He<O®

Pricelists

$

Quotation

L 2
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2 2

Market Intelligence Portfolio Management

Management Agreement Management

% I%‘\

Order Management Claim Management

Al

= b4

Security & Permission

o



Technology Portfolio

23.04.2026 ORBIS SE



Key Account Management

Master data, non-booked
business, booked business
at one place

Outlook and LinkedIn
integration for
communication

Streamlining of strategy with
classification, buying center
and customer engagement

Teams and SharePoint
integration for collaboration

23.04.2026

- BMW Group

Overview

@ BMW Manufacturing Co., Spartanb.
@ Sime Darby Auto Engineering

ORBIS SE
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Copilot supporting Sales in
customer interaction

Parametrized integration of
market forecasts

Best practice reporting and
analysis

Business proven SAP
integration with predefined
template processes

15



Sales Planning ronpis

Integration Visualization

v Integration of market
data via excel upload,
integration of internal
data base or external
interface

v" Flexible combination of
LV (vehicle, engine &
transmission) and CV
data bases

0-3.5 PC)_San Luis Potosi 275451084 1001949_1002888

v" Visualization of market
forecasts via modern

e — e analytic tools

1T 11111 1711 ; 4 Def‘ir'1e a}Jtomatic

notifications for new

vehicles or volume

drop-offs

Analysis

v' Analyze market
volumes per customer,
project, technology

v White spot analysis
and identification of
chances and risks

v Identify claim
potentials before they
occur

v" Integrate market
volumes in your
opportunity and
projects scenarios

v Automatically update
opportunity and project
forecast when updating
market data

23.04.2026 ORBIS SE 16



Claim Management

BMW Group Volume Claim 54 -

Claim

A1 Claim Process ¢
Active for 4 months

Overview Calcul,

lairn Type

e Type Aftermarket
Payment

ount

Last upt

Timeline

Evaluated

Volume Claim

st Recovery Claim

=

Search timeline

Claim Comment

O

Submitted

& Wor

Claim Responsible

Implementation

Status Deadline

dne:

Deadline

mplat:

BMW Group
Account

» Copilot

Chat

Kales Claim Reports -

Sales Team Subarea

4,354
P
=" CCRC NI I €73 (0 60 €0 £ ED ED €D D 60 ©

Respansible KAM

Hardness Degree

PaL

Claim Type

L 2
L 3R
0,0,0RBIb
2 2

Type Payment Type

ements per Mea

Sales improvements per Payment Type

. 3 Team Name Customer  (Teehnieal) Change Additional Business CostRecovery Claim Others Provision Velume Clain
&y Highlight 3 ST 96 3. 1219 8
o ) o sLT2 1872 5036 958 1
. sLTs 2,488 10351 1,130 16
mentation finished Tomal T o il s
Total . .

Payment Type
.

23.04.2026 ORBIS SE 17



Price Management L

Sales Price Calculation
including price element
breakdown and Reference

Databases
Power Automate
Cloud Flow
Al driven price updates from v
OEM portalincluding ' — — c
analysis of POs
Sales backoffice Desktop agents screens rchase T Extract infromation with eve i Inform Customer price

employee triggers customer portal deposited i Al builder / low code responsible about PO
desktop agent

Distinct integration between
CRM & SAP to close gap
between Sales & Plants

vy

23.04.2026 ORBIS SE 18



Opportunity Management RN

Business process

flow including
milestones and
review gates [ ] Basic and
enhanced Teams
integration

llaborate & Close as V Close 2 t [ Recalc

Eezrsran, W 15uo0sfle 2186¢€ )
BMW 1er Green Caliper EV 20 aved BMW Ter Green Caliper EV 2022 BM\ 8 Minchen ~ BMW I Progress
Lifetirme. Opportunity N " Z
Lactimo voramo J] Aworage Price

A1 Opportunity Sales Pro...

<
Active for 4 mor N

Analysis & Qualification Concept Development Quotation & Negotiation Contracting & Closure (4 Mo) I@

Overview Details Classifi """ Aanager Positions Scenario Workorders  Analysis Pricing Quotations Related

PowerBl integration for
monitoring and reporting
directly in CRM

Standardized
**% opportunity evaluation Task management

and classification including Kanban

board and Gantt

23.04.2026 ORBIS SE 19



Al

o Microsoft

' Copilot

Your everyday Al companion

23.04.2026

Selected use cases by 0:0:

OEM portal screening and document routing by desktop agent

*
\ IR/
*}+ORBIY
*

PDF recognition and automatic sales order creation in SAP/CRM

Routing of service requests to the right counterpart

Screening of market news and targeted posting into user timelines

Analysis of calculation docs and transfer of excel into database

Raw material price crawler updating CRM database based on LME

Contract version comparison to identify changes in T&Cs

Alexa-like voice controlled search engine for internal databases

Intranet chatbot for employees‘ questions to relieve internal support

Technical knowledge base chatbot respecting access right

ORBIS SE

20
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PROCESS PORTFOLIO & USE CASES LT

Customer Opportunity Aftermarket
. Marketing Customer 360° . Opportunity Project Order . OES
. Market Database . Buying Center . Milestones % Reimbursement . Monitoring . Dealers
. Competitior . Collaboration . Scenario Product . Price E-Commerce
. Portfolio . Strategy . Concept Change . Claim Obsolescence
. Planning . Engagement . Quote Service
. Survey . Agreement

ORBIS SE 23.04.2026 22



CHALLENGES & SOLUTIONS

MARKET

Fragmented and isolated production forecast shared via
EXCEL file with operative sales

Disconnect between market data and business data &
no incorporation of market data into planning

Inconsistent program strategies across regions, business
units and technologies and no identification of white
spots and synergies

Double counting of tier 2 opportunities

ORBIS SE 23.04.2026

- DI - DI - B

*
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* *ORDIY
*

Central up-to-date market forecast in modern analytic
tool accessible in CRM

Integration of market forecasts with business data

White spots analysis and standardized classification of
OEMs, markets, platforms

Intelligent detection of duplicates based on
customizable parameters

23



Marketing

* Leads: Efficient capture, qualification, and
routing from all channels

* Campaigns: Targeted outreach by
program/component with measurable
responses

* Events: Smooth event lead capture and
automated follow-up from industry shows.

ORBIS SE 23.04.2026

24



Market Database

* Full integration of market data — not only
forecasts —incl. intelligent search

e Customizable market data model

e Extension of forecast database with news
by user or web crawler

ORBIS SE 23.04.2026

Global Sal -Segment Development
£ !

Volume AVG p. yeor p. cotegary Volume AVG p. year
261372 1045489

25



ORBIS SE

Portfolio

Technology specific classification of
platforms upfront to RFQ

Targeted approach of OEMs across
business units

Benefit from your internal account network

23.04.2026

NK

Vehicle Platform

O Analytics  Class

Opportunity

Opportunity Name v Corporate R.

Technology

26
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Planning 3

onoiy Market Share

* Ability to build market models with
dynamic market forecasts

n  Platform Supplier Matrix  Sales Relatec ’ : [ o o | [ = | =l = = ﬂ

* Covering multiple dimensions — OEM,
technology, region, supplier

* Baseline for any white spot analysis

285340221_100194... 202

Greater China

ORBIS SE 23.04.2026 27



ORBIS SE

Competitor

Combined analysis of competitor-supplier-
technology status

Derive competitor strategy by capacity
constraints

WLO analysis

Extensibility with technical benchmark
information

23.04.2026

Adient

Competitor

Overview Cor

Competitor Information

Name

Timeline

-,
(& Form assist

Product Portfolio

Neuer, Harald

28



CHALLENGES & SOLUTIONS

CUSTOMIER

Customer information siloed in systems

Disconnected sales teams through regions and business
units lead to inconsistent customer approach

Informational disadvantage towards the OEM in
negotiations and claims

Missing customer engagement outside sales

ORBIS SE 23.04.2026

- DI - DI - B
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Single point of truth in CRM

One communication, collaboration, documentation
hub

Entire customer history available in CRM

Integration of the entire customer facing organization in
CRM

29



Customer 360°

e 360° customer view
* Master data

* Organization

* Communication

* Analytics

* Strategy

* Engagement

* Business objects

* Documentation

ORBIS SE 23.04.2026

30



ORBIS SE

Collaboration

Streamlined communication and
collaboration with external and internal
stakeholders

Key enablement for best-in-class Customer
Engagement

Covering all relevant communication
channels

Emails

Appointments

IENS

Chat

Teams

Teams telephony

YV V V V V V V

SharePoint

Analysis of activities and touchpoints via
Copilot

23.04.2026

Lost
Opportunities

Order Intake

31



ORBIS SE

Strategy

Analytics based on CRM data, ERP data and
external data

Standardized methodology for strategy
definition

Strategy execution via action streams and
business objects

23.04.2026

32



@ Buying Center Analysis

* Role mapping: Identifies and visualizes
decision-makers and influencers within
each OEM or tiered buying center

* Engagement insights: Tracks interactions by
role to show who is active, blocked, or
needs targeted follow-up

* Influence scoring: Rates stakeholder
impact to prioritize outreach

ORBIS SE 23.04.2026

BMW Powertrain

Commarcial

33



Engagement

* Buying center specific customer
engagement (across functions)

* Matched pairs for distinct counterparts and
responsibilities

* Ability to integrate with surveys / NPS incl.
derived action items

ORBIS SE 23.04.2026

34



CHALLENGES & SOLUTIONS

OPPORTUNITY

Opportunity management via EXCEL, PowerPoint and
email leads to missing process compliancy

Missing prioritization of opportunities — each RFQ is
managed with full effort

Multiple stakeholders working in disconnected tools

Fragmentation of planning, reporting, processing,
calculation and quoting

ORBIS SE 23.04.2026

- DI - DI - B
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Business process flows and milestones ensure process

Systematic opportunity classification closes gap
between strategy and sales

Tailored views within one database

End-to-End opportunity management from
identification until project management handover

35



Opportunity - 2

* Best practice supplier data model

* Flexible allocation of information per table

* Minimized maintenance effort by multiple
automations, inheritance and copy _
functions e

ORBIS SE 23.04.2026



Scenario - .

NK Large Steering Column 1st Tranche
Full

* Challenge customer volumes with market
volumes incl. updates from forecast

* Copy scenario and copy position actions to
accelerate process

ORBIS SE 23.04.2026



Milestone

* Custom milestone templates including
audit compliant approval and
documentation

* Automatic reports via PBI export to PDF
and send out via PDF attached to approval

ORBIS SE 23.04.2026

Lifetime Turnover (€)
1,930,219k

Opportunity

38



Concept

* Autocreation of workorder incl.
predecessor / successor and prefill of
responsible & timeline

* Configurable parent —
scenario/position/mix

* Distinct document folders for inputs and
outputs

ORBIS SE 23.04.2026

39



ORBIS SE

Quotation

Full copy of selected scenarios for quote to
ensure full traceability w/o manual data
entry

Automatic creation of quotation
documents

Configurable approvals

Transition of quote to agreement via full
copy & full traceability

23.04.2026

40



Agreement

* Agreement contains all information from
nominated quotation

* Scenario data directly available on
agreement

* Status handling of agreement version via
draft / freeze

ORBIS SE 23.04.2026

Test MR DA C-Class -

Agreement

Overview Details Products  Agreement Analytics

Pricing Analytics

Agreement Name Agreement .. ¥ Agreement V..

01017

hange Requests ~ Claim

Status

Inactive

Inactive

Inactive

Inactive

Inactive

Inactive

Corpora...

Eul

Europe

Europe

Europe

Eurape

Scenarios &

Technolo...

Mercedes-Benz AG

Reimbursments  History Documents

+ Ne nen B Add

Lifetime Turnover (BCY) ¥ Status v Start of Agreem... v

MRAMID-SIZE  Active

Platform Status

isting

End of Agreem...

41



CHALLENGES & SOLUTIONS
EROIE) )

Project framework contract only available as document

in contract management systems Agreement maintained as object in CRM

Agreement incorporating products, volumes, price,
specifications, reimbursements, investments,
references

Current agreement status maintained in EXCEL in
isolated part life cycles

Automatic creation of agreement out of nominated
quotation and minimum maintenance effort by
versioning and auto-population of data

Significant manual maintenance effort for sales to keep
agreement up-to-date

No automatic comparison of agreement to actual, plan,
market forecast

Agreement can be continuously tracked against actuals,
plan and market forecast

- DI - DI - B

ORBIS SE 23.04.2026 42



Project

* Umbrella projects to cover staggered
nominations with common technological
baseline

ORBIS SE 23.04.2026

B O BEswe § saveldose

NK Large Steering
Sal




Reimbursements

* Integration of reimbursement types from
prototypes to royalties, including type
specific configuration

* Application of payment types milestone
billing, lump-sum & amortization

* Relation to serial product for amortization

tracking

ORBIS SE 23.04.2026

/

(3 !& AutomotiveOne | ORBIS Al
=

SANDBOX_ tevios @

44



Product

* Product catalogue management across
CRM, PLM, SAP

* CRMin leading or consuming role

ORBIS SE 23.04.2026

45



ORBIS SE

Change

Flexible integration of alternative or
combined change request types

Distinct traceability without additional
manual data entry

Historization instead of versioning
simplifies overviews for user

23.04.2026

Project Timing, Commercial

46



CHALLENGES & SOLUTIONS
SERIES i

No structured approach to identify, evaluate and Best practice process with phases mirroring degree
process claims of implementation

Inaccurate forecasting and inconvenient reporting Transparent analytics for target, forecast and actual
of claims and state of the art reporting portfolio

Claim process incorporates other departments —

Missing collaboration for claims Teams and SharePoint serve as collaboration hub

Missing preparation of negotiation strategy Best practice negotiation strategy board for major

claims

ORBIS SE 23.04.2026 47



Order

* Order management fully synchronized
to SAP

* Enhancement by Purchase order reading
via Al

ORBIS SE 23.04.2026

PRODUCTS

Grow y.  (no grouping]

PRODUCT LINE ITEM TOTALS

DESCRIPTION

48



ORBIS SE

Monitoring

Comparison of agreement version for all
volumes and commercials

Baseline for claim and provision
management

Minimized effort for reporting and
preparation of customer meetings

23.04.2026

BMW NK Europe Steering Column

tails  Products Agreement Analytics  Pricing

ORDIS

®Agreement

49



Price

* Full transparency and comparability of
prices and early identification of price

deltas

* Sales prices secured in centralized

database

* Transparency about references utilized in

pricing strategy

ORBIS SE 23.04.2026

50



Claim

* Best practice process with degree of
implementation logic

* Claim process incorporates other
departments — Teams and SharePoint as
collaboration hub

* Transparent analytics for target, forecast
and actual and state of the art reporting
portfolio

ORBIS SE 23.04.2026

BMW Group Velume Claim 73
Claim

Al Claim Process.
Active for 14 months A
o recast Nego

51



02

* 05

03 |

*

* 0

* *ORDIY
*

()9l ]} ORBIS SE SHORT FACTS

INTRODUCTION

DEER DIVE

(04  SERVICE AND FIELD SERVICE

HOW TO START / GET [N TOUCH



Pilars of World Class Service ronois

CUSTOMER AGENT

SELF SERVICE

Effortless service at

scale across

channels and _—

powered by NLU wr

(Natural Language
‘ DYNAMICS 365 CUSTOMER SERVICE nderstanding)

INSIGHTS & KNOWLEDGE
Bl, Al and Knowledge to support

@ DYNAMICS 365 FIELD SERVICE service staff every day




Service Journey Map “Jronois

Self Service Unified, streamlined Service Quote / Automated

Portal Communication Escalation
Right Technician,
Quialified right Time
Power Virtual Personalized Agent Predictive /
Agent (Bot) Service Proactive Sentimen
Maintenance AEIVES
SELF SERVICE PROACTIVE SERVICE CUSTOMER VOICE

Callback Technician

Service CAuthmattgd Tracking Satsiszvcet;on
onfirmation
Preferred / Reminder '
Communication Service
Channel Agreements,
Knowledge SLA's Tracking
Base
Automated

Remote

Support Service Report

23.04.2026 ORBIS SE 54
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Digital Contact Center Platform

Omnichannel Self-service Intelligent Routing Agent Experience Data Processes &
Engagement (Case management & Analytics
p— . resolution)
By - ‘ 7 Omnichannel x W K
] = . Intelligent Routing a i : WEM via 3 party |
Live Chat Power Virtual Agents | = 2ry Dynamics 365 | via 3' party |
= Nuance Mix < = Customer Engagement =
o)
Virtual Agents T Teams J Power BI
—) & & (0 Digital + Voice Channel Data *
Social | | | t Customer Insights
Skill Sentiment
@% USLIOIETCE Identification Analysis
2 Agent e Gl Voi
Customers Web = 7 scripts ustomer Voice
()]
o o Effort > Smart
K Transcription Estimation O o .
SMS £ v ¢ ’ Power Apps
N All channels
S Text Translation Agent
Voice € —
4# Power Automate
ﬁ o Biometric
Authentication
loT
T =1 Fraud Prevention o = 1 @
. < =
Teams Dataverse . mannn i - = Il Q
E Tl i
Web & Mobile SDKs " ' Supervisor
I Dynamics 365 " NVET e " Teams " Power Platform " Azure " Extensibility I

23.04.2026



SERVICE PROCESS onois

Customer 15t Level 2" Level Dispatcher Service Engineer Service Customer
(Call Center) (Hotline) Backoffice

Technical Customer
Approval Satisfaction

Closure of
Service
Request

KPI Monitoring

)
@
2ndLevel
(Service)

1st Level
(Call Center)

»HHHE




Roles in Customer Service “onois

Describes the main roles in the process and their individual needs
Albert Porter / CUSTOMER Sara Support / DISPATCHER

| would like to have | would like to have

» quick access to answers » quick access to supportinformation to help the
» quick access to support documents, like installation customer in a minimum amount of time

or troubleshooting guides » aclear overview over all requests and open tasks
» supportvia mobile or pc, platform & device » theright tickets assigned to me

independent

» time saved when | forward a ticket
» quick supportwhen | am not able to find the answer

by myself, also for deep dive questions

@ eneSweck/mamwews

| would like to have | would like to have
» overview over all open tickets at one customer » quick access to support/installation/repair documents
» good self service options for customers, so that the » access to my work order data at any place

support load decreases » access to internal information

» the ability to see if a Knowledge Base Article is useful

) : » the ability to track my working time, expenses, used
and find out where improvements can be done

products on my mobile and on my pc

23.04.2026 ORBIS SE 57



Customer Service — Use Case

Service Request

Customer has a service Albert calls Customer
request for a configured Service Center
product Identification via

phone number & if
applicable via voice

Albert is guided by a
virtual agent using
IVR
Albert identifies
possible contact
channels on website

Albert
Customer

()

Customer sends Chat
note
with his request and
product name

Processing the issue and
Pre-classification forwarding it to human
of the issue and service agent
identification of
appropriate
Service Agent

5o

N

Sara
Support

2
L IR J
* +*ORDBIL
2

Albert receives solution
via e-mail, can view
Case is logged in the changes in the customer
CRM and service agent portal
can view history

Ticket solution is
done based on the
knowledge base
article for the product
or forwarded to
product expert

Solution is provided
by callback, e-mail or
portal

Albert
Customer

Efficient - Transparent - Connected



Queues & Rules in Dynamics 365 “sonois

Rules Queues

o— Support
a i Agents

A

Albert
Customer
O
A
Virtual Agent Chat Queue/s
23.04.2026 ORBIS SE
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Queues & Rules in Dynamics 365 “onpis

» Routing rules control requests to the Rules s
desired queue, for example:

13 g ) “Ll; ” Portal o—
» “Prio” = “High : o—
43 ” _ & ” o —
» “request type” = “problem o Q —

» “Customer category” = “A” <
n —
» Routing rules can be “and® or “or* o—
condition =

Albert
Customer
¢
oA
Virtual Agent Chat Queue/s
23.04.2026 ORBIS SE
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Intelligent Unified Routing ronois

|
]
-

Automated classification — Intelligent assignment ]

CUSTOMER

...... >
> i : <= OPERATIONAL DATA
CUSTOMER SIGNAL ==p> s Data i <= EMPLOYEE SIGNAL
= + —i
Q == DEEPER RELATIONSHIPS *  Intelligence - MORE EFFICIENT OPERATIONS ===
; i MORE EFFECTIVE EMPLOYEES ===>
Omnichannel T e

engagement

23.04.2026 ORBIS SE 61



Unified Routing in Dynamics 365

»

»

»

»

»

Connecting end-customers with the =
best-suited agent to provide the right e
outcome upon first contact. —

CUSTOMER

Using skills-based routing to
automatically assign incoming work,
matching to the best agent and
decreasing resolution time.

Automated classification

Intelligent assighment —

CUSTOMER SIGNAL ==p

Adding more context to the incoming

work item using conditions on work item o
attributes and related entity.

Omnichannel
engagement

Using machine learning models to
predict skills and assigning incoming
work items to the best agent.

Prioritizing work items within a queue
using work item attributes, added
context, or related entity attributes to
ensure the business is able to use the
agent's time on the most important work
items first as per the business need.

23.04.2026

== DEEPER RELATIONSHIPS

ORBIS SE

3 <= OPERATIONAL DATA
Data : 4= EMPLOYEE SIGNAL

Intelligence MORE EFFICIENT OPERATIONS =P

MORE EFFECTIVE EMPLOYEES ==

62



Knowledge Management “onpis

Benefits of knowledge
management

» Primary service providers, such as agents,
can look up information in a knowledge
base to resolve customer queries right

away, thereby increasing their productivity. Knowledge Multi-channel Quick access to Increased agent Reduced average Customer
article base availabiility knowledge articles productivity call handling time satisfaction

» With access to rich, high-quality

knowledge resources across consistent

and contextual Omplchannel experiences, > —_— —_— —_— —_— @
agents can resolve issues faster, reducing

their average call handling time.

» Customers can use knowledge
management search capabilities across Search capabilities Customer self-service Reduced support tickets
channels to solve issues themselves,
reducing support tickets and driving
customer satisfaction.

23.04.2026 ORBIS SE 63



OSKC - Orbis Smart Knowledge Cloud

Benefits

»

»

»

»

»

»

Guided conversation of agent &
customer through decision tree
structure

Articles, pictures, videos can be
integrated in decision tree
results

Jumping foreward & back in the
answeres given during the
conversation in case of need

Time savings for agents &
customers

Fast availability of right
knowledge 24/7

Quick start possiblities for new
employees

23.04.2026

Describe Enter
symptoms customer data

4) Learning

» receive
feedback

Revise
contents

for Microsoft Dynamics

All service
information quickly
and directly at
hand.

2) Diagnosis

» <

EIIE
Interactive Highlighting
troubleshooting the solution

\

\
»

3) Correction

Solution in Solution on On-site
the self. the phone solution
service portal
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Customer Service & Field Service +Jronsis

Technician Assistance Needed

Dispatcher views created

The customer logs on e G s S Service technician views
to the Self Service schedules available information about
portal technician with suitable service request and the . .
skills in the order area of relatsgl pt If required Dispatcher finalizes
schedule board required, an on- & closes

site support can Workorder and

. S beiplanned and triggers invoicing
Booking for technician is arranged

Customer starts a
service request for an

generated from The service technician Customer receives

guides the customer

asset Workorder, material, e i e proof of
spare parts are reserved , e ; erformance
el assistance and together Service P
they analyze the ‘Eechp|C|an
finalizes &

problem
closes booking

1
1
1
1 ~
1 S
: ~
1
;
e Juliane .Jullane. . CA”Ot?t"f
Albert . Service Technician Service Technician ustomer Juliane ' Sara Albert
Customer Dispatcher Service Technician Dispatcher Customer

Efficient - Transparent - Connected



Field Service — Use Case
Schedule WorkOrder

Case is ready
to be
converted to
work order

Sara
Dispatcher

Moment of
getting a work
order assigned

N

Juliane
Service Technician

Use holistic view
showing all work
orders that need to be
scheduled

Uses 360° view of the Collaborate with
Work Order with tee:cm ttk? gk
products, services, nf ur t_er :
service tasks (including N o[rma lon via
inspection checklist) and eams
customer asset details

Efficient - Transparent - Connected

Schedule the job to
the best skilled
technician, book
equipment and
facilities (right place
and time)

L 2
L 3R
0,0,0RBIb
2 2

Customer receives
automatic booking
confirmation for
appliance repair

Albert
Customer



Field Service — Schedule Board

» Manual Scheduling -
Planning with Click & Drag

» Scheduling Assistant
Planning with Suggestions
based on resources, skills,
possible periods, travel
time, etc.

» Resource scheduling
optimization

» Resource planning based
on goals and restrictions:

» Automatic Planning,
Dispatchers can
intervene manually

23.04.2026
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Dynamics 365 Field Service

o

creation Approval

- Work Order Schedule Dispatch Service o =
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Field Service — Mobile App

»

»

»

»

Active remote support of field service
technicians including offline
capabilities

Enables technicians to view and
update work orders, customer
assets, accounts, and more on the go

Customizable to your business needs
(built on Microsoft Power Platform as
a model-driven app)

Included in your Field Service license

23.04.2026

4

ol LTE @m )

o+

00160

Bookable Resource Booking

General Customer Service Notes

B Service Account*

Fabrikam Robotics

&) Billing Account

Fabrikam Robotics

Functional Location

M Hershey Park X pe

Address

3003 160th Ave SE
Bellevue WA 98024
USA

& Get Directions

Bellevue

Sammamish

=4}

Save & Close

<
00073

General  Customer

Timeline

Enter a note

@ Note modified by Fie... 3/3

Heater repair

B 0331

Signature

[ O

Deactivate Refresh
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Portal SORBIS

ORBIS SERVICEONE

My Support ~

Hi Albert R. Porter,

Live Chat
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Customer Voice

»

»

»

»

»

Create surveys with a built-in
email composer, personalized
customer information, and
branching rules

Modify survey structure and layout
across teams with shareable links

Utilize Al to better understand
respondent sentiments and
associations

Compare surveys and business
transaction data through built-in
integrations

View and analyze survey results in
the Reports section

23.04.2026

ORBIS SERVICEONE Rate our service quality

Dynamics 365 for Customer Engagement eal

mmend our products / services 1o a friend or colleague?

9 10

DETRACTORS PASSIVES PROMOTERS

ORBIS SE

L 2
L 3R
0,0,0l'lnlb
2 2

Latest Responses
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L 2
L 3R
0,0,0l'lnlb
2 2

Dynamics 365 — Customer Voice

Feedback in real time Analysis Actions in real time

O © © 0+ =«

Dynamics 365 Power BI Power Automate Power Apps

i , Customer Voice
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ORBIS Service and Field Service

Whatis in it for YOU?

Knowledge

SUCCESS

* Long-term customer focus and relationship
e Our Customer's success is our success

* Holistic consulting to increase efficiency and performance

o Structured knowledge delivery
* ORBIS s delivering professional services
* IT and Process consulting

» Continuous training of our consultants for best-in-class
consulting

Transparency

Partnership & Cooperation

+ Clear understanding of roles and responsibilities
* ORBIS as a trusted partner

» Full Service Provider

* One Partner for the whole Microsoft

Platform and Microsoft Dynamics CE stack

* Full transparency when it comes to interaction
(quality, knowledge, communication)

» Consultant skills and responsibility

» Early customer involvement

23.04.2026
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GET IN TOUCH

» You can contact Patric Schuh directly
to discuss your options

Patric Schuh
Business Center Manager

Phone: +49 (152) 545 389 91
Email: Patric.Schuh@orbis.de

ORBIS SE
Nell-Breuning-Allee 3-5
D-66115 Saarbriicken

Phone: +49 681 99 24-0

Email: info@orbis.de
www.orbis-group.com

Registered Seat: Saarbriicken

YN i

Commercial Register Court: Amtsgericht Saarbriicken, HRB 108223
Board of Management: Stefan Mailander (Board spokesman),

Damien Schirrer, Frank Schmelzer
Chairman of the Supervisory Board: Ulrich Holzer
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