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Regional Service Manager:19 yrs,
Core Products, MS Systems

Assistance Manager: > 6 yrs, Core
Products, MS Systems

Principle Engineer: 18 yrs Core
products, MS Systems
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FSE: 10 yrs, Core products ,
UPC2/ SFC systems, MS systems

Expert Center: 6 yrs, Core
Products , Agilent systems

FSE: >4 yrs, Core products, MS
systems
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Service Sales Executive >3 yrs

Service Sales Executive: =3 yrs,
Core products, MS systems

FSE: >2 yrs, Core products
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FSE > 1 yr
3 Core products, HRMS Systems

a FSE: >1 yrs, Core products

@ FSE: <1 yrs, Core products, HRMS
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ACE 2018
AWARDS
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It is a great honor to announce Waters Global Services is a recipient of the 2018 Confirmit ACE
Award, reinforcing our dedication to customer experience excellence. VWe have tailor-mmade our
customer program alongside Confirmit, and have consistently added value to our business.

As a recipient of the Confirmit ACE Award, Waters Global Services has demonstrated
unprecedented application of our Voice of the Customer program and our continuous drive to
improve the customer service experience. VWe earned the Confirmit ACE Award based on our
Waters Field Service - Worldwide Email Survey Results. We have consecutively earned
recognition since 2001 for providing best-in-class technical knowledge, issue resolution, and
process support. Our results continue to improve throughout the years, as noted below.

Thank you for your continued hard work and dedication. The ACE Award is motivating us to

progress our program even further such that our company will maintain customer service
excellence.
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WO -I-ers WATERS GLOBAL SERVICES BALANCED SCORECARD
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09 January 2019

Operational Excellence

Key, Plan & Warranty Customers

Target YTD
Expert Center Fix Rate % 15.0% ® i3
Time to First Call Back in1h 850% ® o3
Time to Arrival in 2 days 85.0% ® 93.8%
o over 5 days 10.0% ® 37
Time to Service in3 days 50.0% ® s38%
—; over 10 days 20.0% 20.0%
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