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SIEMENS: WORKING TO SOLVE TOMORROW’S PROBLEMS TODAY
Today’s healthcare providers, institutions and administrators have come to rely upon technology to assist them in delivering the most advanced care to patients. The significance of this reliance underscores the need to protect the technology and address issues to prevent unnecessary interruptions in service. Siemens UPTIME Services® provides highly innovative service tools and products that not only meet customers’ technological needs, but do so in a proactive manner that maximizes workflow, customer satisfaction and patient outcomes.
The UPTIME Services Difference

Siemens UPTIME Services understands that procurement of technology is just the beginning of the customer relationship, and that service – and the expertise supporting that service – is equally as important as the equipment itself. The Siemens service delivery model is distinguished from others in the field based on four key attributes:

· Innovation. Building on Siemens’ long-standing legacy of innovation, Siemens UPTIME Services prides itself on offering customers several of the most advanced and comprehensive technological services on the market. Siemens Remote Service (SRS), for example, encompasses core support, including diagnosis and repair; event monitoring and software updates; and enhanced productivity services such as Guardian Program™, Virus Protection, Utilization Management™ and the Evolve™ Program. The goal is to detect and resolve service issues before they even become issues. With SRS, customers experience fewer service calls and less downtime – in some cases, a reduction in unscheduled downtime from 1.5 days to four hours. 
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· Service Delivery Model. Siemens UPTIME Services combines expert local service supported by a U.S.-based technical call center, training center and logistics network. The customer service model integrates personalized care with advanced remote services – the best of both worlds – to deliver proactive service throughout the lifecycle of imaging systems. Siemens service organization is the first independent service organization in the medical industry to become ISO 9001:2000 certified, meaning our quality processes and procedures demonstrate a commitment to continuous quality improvement.
· Lifecycle Value Program. Through our Life™ Customer Care Solution, Siemens provides customers with the tools to protect their investment throughout its lifecycle. Among the elements encompassed in Life are skills and learning programs to help customers acquire knowledge that can improve clinical outcomes; productivity solutions to keep technology and systems running at peak performance daily; and technology upgrades and software packages to help keep customers at the clinical cutting edge.
· Customer-centric Focus. Siemens UPTIME Services is dedicated to fulfilling the ongoing needs of its customers with continuous quality improvement. The group’s engineers, UPTIME Center and entire organization consistently receive top marks in customer satisfaction surveys, ranking No. 1 in 22 out of 33 service categories in 2005 IMV ServiceTrak Ratings. Siemens has dedicated employees, called Customer Advocates, to handle any issue that may arise. Siemens also hosts regular Customer Forums to hear relevant concerns. 
The Impact
The value of superior customer service is measured by the effect those services have on the end-users or, in many cases, the recipients of care. While patients may never know the level of expertise that goes on behind the scenes, they benefit from the optimal image quality for best diagnoses and by staying on schedule; the clinical staff 
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benefits from maximized workflow derived from efficient service response and on-site response as needed; administration benefits from maximized lifecycle value, greater revenue potential and fewer distractions from disabled equipment; and finally, technical management benefits from one-call convenience and controlled costs over multiple years.
The Products and Services That Help Make a Difference
Siemens UPTIME Services offers a range of tools that enable customers to manage and maximize workflow each and every day. Key products include:

· Siemens Service Agreements. Various levels of agreements, ranging from plans for mission-critical systems to plans for non-critical systems that demand an economical choice, take advantage of the full spectrum of Siemens resources. Plans at each level may be customized to fit the customer’s unique situation. And shared service agreements that integrate customer in-house technical engineers with Siemens support adjusts as customer needs change.
· Integrated Service Management. Our multi-vendor offering relieves customers from day-to-day tasks associated with managing diagnostic imaging and biomedical systems. We provide comprehensive asset management, cost control, improved regulatory compliance and maximized uptime.

· LifeNet™. LifeNet provides access to key performance data and training on the latest system protocols. It is a convenient tool for customers to improve their skills, productivity and technological abilities.

· Evolve™ Program. Evolve protects Siemens equipment from obsolescence by providing current hardware and software updates. These updates result in shorter examination times, enhanced productivity and optimal system performance – all while extending the useful life of the product.
· Guardian Program™. Since its introduction in 2004, Siemens Guardian Program has provided more than 100 mission-critical systems with constant, real-time monitoring for angiography/X-ray, computed tomography, and magnetic resonance imaging modalities. Guardian’s remote real-time monitoring by Siemens technical 
-more-

Siemens: Working to Solve Tomorrow’s Problems Today, page 4

experts offers customers up to a 99 percent system uptime guarantee. This provides facilities with the security of increased productivity and provides patients with accurate and efficient imaging. The ability to have all levels of service support involved immediately when a problem occurs is especially essential when patients are undergoing interventional procedures.
· Virus Protection. Medical systems are increasingly becoming the target of attacks by malicious viruses and worms, creating the need for virus protection programs specifically designed to service medical systems. Siemens Virus Protection is designed to safeguard technology against software attacks that could infect equipment and potentially delay diagnosis and treatment of patients. 
· Utilization Management. By providing regular performance statistics, Siemens UPTIME Services help staff improve the productivity of their systems. Utilization Management provides reports such as numbers of studies per day, average prep time per study, mean time between patient exams and more. The staff can even benchmark itself against other institutions and departments.
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