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Spinnaker Support
- Company Overview
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Spinnaker Support—= 2008 5 £ E{ C}2Fot SAP 5! Oracle Application0]| CH{2F 3rd Party
Maintenance serviceE XN| & ol Q= Global 7| &1 @l L|LC}.

1180+ 470+ 104/14 8 (2019 7| &)
A& 2024 Rk 2 @=7H 224
paly A| 2MIE]

DenverOﬂ 2| X| st ZE A2} London, Singapore, Mumbai, Tel Aviv, Tokyo, Seoul, Sao Paulo
= 871o| 7| &M E{E E9d| 24x7x365 AMH|AE KH|&SHL|C} 320 A= 20174 4E
sS4 X|ArE 280511 0| F Sl ot=0 7|§XI # S MH[AF HSSt JASL T
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ORACLE & SAP ANNUAL SOFTWARE SUPPORT

© O 0O Q

Break/Fix General Inquiry Tax and Regulatory Security & Technology
Vulnerability Mgmt. Services

MANAGED SERVICES & CONSULTING
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# Product Timeline

2008 2014
= 201 2016 2018
20.1 2 Database an.d 201 4 O 5 201 6 o s
D Edwards Support ) Fusion Middleware .. Hyperion and o Oracle Retail Oracle License
and Managed Services Siebel CRM Support and Agile PLM Oracle EPM/BI ATG Commerce ‘ Support Compliance and
Support Managed Services Support Support Support Audit Defense
B : — — \
(SAPERP& Siebel CRM : : Pt e ' peoplesoft I Oracle Stack
JD Edwards Consulting ggslpr)\g’s{s 8(()bjects Mariged 59N1lc_es E‘B'-ésd';e? rtsggg gjéi%aée Bu?iﬁagslg Support SDL?FI;IE)E:)T‘EB SeTurity ;Pd %ﬁ; Sgga&se
@ Managed Services Consulting Managed Services B Intelligence ® ® VuPnre;;a porit Managed
.. Support 2015 OLECHO Services
2010 e .- oS 2014 e 2016 : -
2012 - 2015 2017 2018

# AH|A Extension

S Supprt 2008 - cwawgome-) G B

@@ Consulting Service @ Cloud Service
X Managed Service - laaS, PaaS migration

- SaaS(2020): Salesforce.com
@ SW Maintenance Service

New IT initiatives

Cloud Service

éﬂ%} Consulting Service Consulting Service

X Managed Service
@ SW Maintenance Service

Managed Service

SW Maintenance Service

® % 2§
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About Us > Global Sales & Support organization SUPPORT%

« 87l 2| Global Support Center S =5l 365x24X7 X| &= EH 2oL T}

1| DENVER, CO* 3‘ SEOUL, S. KOREA* 5‘ MUMBAI, INDIA* 7‘ TEL AVIV, ISRAEL* 9‘ LONDON, UK*

2| TOKYO, JAPAN* 4‘ SINGAPORE* 6‘ DUBAI, UAE 8‘ PARIS, FRANCE ‘IO‘ SAO PAULO, BRAZIL*

*Support Operations
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Asia Pacific Operation

Spinnaker Support Korea= OFE{Z|H2| Hub2AM Japan,
India, Singapore, Australia, Malaysia2| H|ZL|A 8l 7|
SA|YS ZYELICH E£5HIBM2| S5t 3rd Party AMH|A

OIEZ M OEHA| 0| M 25| B|2LAS £-35t R

==0° —_—= T o
St

ZO’l 9 éu_iol- India QE’

« Spinnaker Xp&|

Asia Pacific Hub
.3 Japan

« Spinnaker AHA]|
- IBM ¥ ¢

) Malaysia
OFEHA| < 1178 =1 937} (Sh= A[2]) . IBM & (0] Singapore
=2 a2 139 sspinmiaken AL
e IBM &%
OIEjR| 7|=2124: 91 H(Full time Employee)
sk ol gk = 11
- A /Marketing: 3H Australia Q‘-,
- 7|&(ASL/Engineer): 8H . BM
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ORACLE
DATABASE

ORACLE

E-BUSINESS SUITE

ORACLE
ATG WEB COMMERCE

ORACLE’

AGILE

Proprietary & Confidential

Releases: 8i, 9i, 10g, 11g, 12c
Products: All products
and tools

Releases: 10.7 and later
Products: All

Releases: 9, 10, 11
Products: All

Releases: All
Products: All

ORACLE

FUSION MIDDLEWARE

ORACLE
HYPERION

ORACLE
JD EDWARDS

ORACLE’

PEOPLESOFT

All releases and products

associated with supported ORACLE
Oracle applications SIEBEL
Releases: All ORACLE"
Products: All DEMANTRA
Releases: All World,
OneWorld, and EnterpriseOne )
Products: All M
RETAIL

Releases: 7, 8, 9

Products: All product suites,
Excluding U.S. payroll, tax, and
regulatory updates

Releases: 5, 6, 7, 8
Products: All

Releases: 12 and earlier
Products: Demand management,
predictive trade planning and
optimization, and real-time sales
and operations planning

Releases: All

Products: Merchandising,
omnichannel, planning, and
supply chain

¥ On-Premise HEE AMH|A E|= 2= Oracle M| E0]| Ci$t 7| =X| 0| 7ts8tL|Ct.
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ADVANTEST

@ EXPRESS SCRIPTS®

NATIONAL
BANK

VAISALA

L?fe Labs

e

)8l
GROUP

Yale

General
Mills

Haking Food
People Love

Brambles

JACOBUS

EEEEEE

\ o’

Growth delivered.

Yiazera

Seeds of Growth

THE CLOROX COMPANY
~

¥ MILLICOM
e

Honeywell

@

JOHNS HOPKINS

UNIVERSITY

ey CANCER
% RESEARCH
oty UK

BORAL
I

£ COILLTE

ABS
-

rve
Energy

Starkey.

Hearing Technolagies

—

’ ,\ Zap group

zap W nwmn 937
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)

-

WPXENERGY.

MERICHEM

Virtela (5
An NTT Communications Company

== EatonVance

mm Investment Managers

BOART
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Oracle 3" Party Support
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3PS 7| = MHI= > she SPINNASES

1) Software Support 2) Security and 3) Tax, Regulatory & 4) Advisory Support
Vulnerability Mgmt. Compliance Support

Custom or standard code «  Monitor, advise, and General inquiries related

Diagnostics implement tax, legal, and to the usage and
Break fixes * Support from the regulatory changes on a configuration of standard

For P1-P4 issues Spinn.aker Support continuous basis software, tools, and
Security team applications

'&" xgm
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- ==Y Coverage- 7 x24 x 365

We’re always available
« DAO[JHEZZ O XA XS == IS AMH|A (Customized =2 17H X[ F)
All system modifications covered
« 11Z80| ot= W77FR| MH[A E % (No Sunset 73 4H)
You’re always covered
- =2 S &, tE ZH 512 (30 0| L SCH)
Your system is up & running
. T 201 O|A A2 01290| 7| [fSX| Y (FEH QI HYH)

Solved right the first time

Proprietary & Confidential




SPINNAKER
3PS 7|2 AH|ZA 5 2) Security/Vulnerability 22| SUPPORT%

Q

Initial & Ongoing
Investigation

“Seven Point Security Solution” Bl

Periodic ;
" HOote O E HOot ZX|7 & Buletins A ’ Q
NSO E HH AAHS o \ e

AE-| 7:” -(')-H Ol: 'él;!. L_l El_.u 7 Library

Bruce Schneier, Security Expert and Author
CEO BT Managed Security Solutions

=

Custom Risk
Review

Security
Product
Deployment

IDS/ IPS
Virtual Patch

Vulnerability Attack Surface
Management Reduction

Proprietary & Confidential



3PS 7|2 AlH|Z 5 3) Tax & Regulatory

SPINNAKER )\
-

).

x X2 )N : Spinnaker2| GTRC team= Lot Compliance O| 5 SHZ2 = K| & St=
HRSID JELICH O|=, ot=, Q1= & Zetot 100071 =712 =2 M=, B &

A A A A\
- . . - N\, Development/
Monitoring Assessing Planning Designing o
(=3

o
A A S K| 2= L

SUPPORT oy
MAMCIHEE X 155

Migration

x K| 29

Financial and Regulatory Change

Human Resource Change Tax Change
e 7} payroll update «ZHOK M| (sales&use tax)
« A2 A(year-end reporting) oot E M H| A M| (goods&service)
« Al 2| 2 & (social security) . = EI7HK[A|
« A= X| = (Pension) '-EH'”(customs&duties)
«7|Et HE A 2 M| Z= 2k (treaty tax)

= HEO M| (PST)
°EU, Mercosur, COMESA, AFTZ
=9 TAX M &= X| €

Proprietary & Confidential
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*GAAP

*EEC regulatory reporting
*[FRS

*ASB/FASB standards
KHAL/RF2 T
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[19
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> Spinnaker vs Oracle
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SPINNAKER \
SUPPORT %
Full-Service
- M ZEGI0| of2{Aro Ciet LiE2 n2HX[J

ZE0 S
Spinneker?t Of[ 2] 244 2 21 £ ==510]

DZHOfA| MIS

XCh ol 2 Uy X

¢ DHAZ DEY K| Ol HiEsl0] QIR
ME|A x|

. Fo AR S0 ST SRSAIZE AR
I:II-X|
o

Z2H U9

« STD Y Custom Code0| CHoH X2
« OSNWIFS2| =gt Ol570i| CholM = 2IkEA 8
EEM NS
(G2 I M2 S T Q)

Y50l 7|2
+ No Sunset %t FOS
Hok= 7|2t B)

+ EOSOf| [ FI7H|E ?.18

. ZX Upgrade e gls
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SLO[ XY HTH MRS 7hs (12O

=2 xfo|

ORACLE

Self-Service
)% MH| A - 17H0| 21 MOSAIO|E0]| M B R0t PatdyFixE 244
—_ S N
HEAI _'__|O [m]]] oFo A
e « Searching & Sudyol| B2 AlZHAR
2 Pool &4
7 « K| AIX|L|0f Pooi2 B3| SRR Al 292
VIE I
=LA IS
H{iE . Ofe 7|2 SR 9 YR S KEsHO0f AfH|A
Thstt
et Hel
¥ g . SR Ot R/
tHo - =2} 0|770] T3t X[ OFHOS NW F 5)
StA|H QI 7| zk
v 4 « PS5E - Bended 3 - Sustaining
CRICES o Of T 257}0|8 Al
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02412 G E 1} Spinnaker Global teamO| 2 21510, 124 @ H 0 it =2 A SCHErL| T,

L 4 ALE X} 4T g Spinnaker Core Team & Tech Pool

Internal
Feedback &

QLo ojot Reporting
-2l o Loop
M| Zah =l —P
Regional Client 320l AsL Region 1 wn n
Client Users Support Leads (I-I .;,.) Support Team -lL—') Q
L g o
L CTJ -
O N =
—> < )
© &)
Client Technical Region 2 g 87 @)
Support Team Incoming Services © Request %" = Support Team = c O
Request NePSps| §|. PSS! =) -
7 = - = |=|) B CU
*JIRA A| A E %) S
_>
Client Third-party Technical
Support Partners Support Team
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-
Jles8 AT
« Spinnaker Support= 42| 7| &
Support AJH| A5 K|S0t /U2
2z 2L

%7|’51°._| A& =X HAS =010, P8 N0 2250
ot O S0[grLt EQH0| & floh HEf MH[A =

2k
|—_|

Technology Center of

Global Support Services Excellence

Oracle SAP Customer Success Tax/Regulatory, Securities
Support service Support service Management Compliance Support
Oracle Xl—?;-l SAP Xl-?;-l A‘I Hlﬁ L ASH ° 7:” QF'TILI'E' 5_@ OH'\r -6H7E:‘x|’o|5| * CVE ﬂE_Aﬁ-l
-, * Archiving T8 B . = Aq
MH|A NS M= + LHE compliance (HW, NW, OS etc) e Security Issue ==
+  Support Analysts Support Analysts A L] = ol (ISO programs) « std fix CHA] 74 & * Security Solution
«  Solution Solution Architects Renewal 7|2t + Taxand regulatory CtFBH Advisory Development
Architects Software - 2| MK & HHOIE Service M| S 7|Ef E Ot XtE
Software Developers MH[A M-S
Developers .
4 A 4
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Global X| &AM A SPEUPPSRT 2

 Asia— Europe — America Time zone 2 2 HiX| &l 87} 2| 7| =X| A MEHE SS9l 24x7 MH|AE NHSEL| T Zf Time
zone Ot A[, 2A|ZHO| HBMX| A K| A E S, 1ssue| LS LI F /P2 S| DEE %-.'f-o| Updateo}t O &l Ztot

QRIS K| ST,

America Zone | Europe Zone | Asia Pacific Zone |
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Escalation Process JAPPORT -

. D0|%0| WE SHZS o, A%t O AZO|M FHS St ULLICE 0|0l ChSH BRI}
ME|7F 02 BF, WEA 42 FEA0A HE5tA o|Fsfd0| X|HO| == Lt
LEVEL 1 LEVEL 2 LEVEL 3 LEVEL 4
1A+ BHEXE 2| 10| A] 8 gt ASLO| LH S et 5l M4l EHe MH| 2 DfL{ X2 L§S m}ot
olaZefo|M TS 2ol ojlaZzo|M E|ZN HE He Ol M
JIRAO] A 22 E[Z

Spinnaker Support .
JIRA Portal Account Support Lead Service Manager VP Global Support

Incident Logged
JIRA Ticket Created

Is this a Satisfactory
escalation outcome
1/P2Ti ? !
Pa/P2 Ticket achieved?

Satisfactory Satisfactory
escalation outcome escalation outcome
achieved? achieved?

Critical
Service Level
Process

Normal Service
Level Process

Escalation Level Set 2nd Level Delegation

Escalation
Requested?

Ticket Queued <

Proprietary & Confidential
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TO LOG A TICKET with Spinnaker Support,
go to the following web address:

SPIS]\[]_I]T:])?C%]E% % Oracle Services SAP Services About Us Contact Us WWW'Spinnake rsquort'com

US: +1 877-476-0576GQ) | Int': +44 (0)20 8242 1785g) {(CLIENT LOGIN 8 in¥Y f & DO

SPINMAKER b Spinnaker Support lssue Management -  Dashbodrds - Projects - lssued - a @- -
Current Customer Logln Pl note that JIRA Ceileenand is not compurtible with internat Explorer T varify your sysiem compatibiy by B wisiing the Supporad Plaiors page |
username ¥ Tools -
pagsword ) o \:::::::l‘lw.lﬁt\.r.mxr et rpasrng and maragement servace Pl ot B lelowing
r 4] u Merdy your W'-!I:leumu‘la L mﬂl'q L .‘«:Lma:r\: Plaier page
] D 4 : xmlithr;:e‘:\wmx:m‘:;:;‘:e:w messages from
2 o :lm;:-mww aflrusian ret - s i the sysinm level emad address associated wi fis instance
2 0 B
£ o Create |ssue 1 Configure Fields -
£ 4]
ATot Project® DM Holdings
Issue Type* [1) SIS - | @ |
o o . Project v
Options for reporting a issue rofect” R Support SAP
. . . . . Details | Additional Information lssue T E‘ E . @
1. Login ticket in Spinnaker.com online x
M . Provide & brief summany of the ssue you are repoding
ticketing portal I Addiional| (3 Enhancement
2. Callthe HOTLINE number P s cn e e o Sy B 000

Companent's
(+1 757 278 0928) S'JfI';rn"c]'uf_',l‘.\h!\\'fh.ﬂ\wk'ﬂ.'h‘{hcyﬁii\h\ﬁL\{r‘r“‘.
ey TR gl Al e AT Dy e sdast i WERD 0 e

o|_|-% Hotline _T__?_ 7E:|IC-)I Priiity )2 Hagh - | @

INckcate the keved of pricnty for e B502, & 1 how Quckly I requires resolstion o how criscal i 5 10 jour business

Durscription

i@
Create ancther | Creabe ANCE
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http://www.spinnakersupport.com/
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Contact:
info.korea@spinnakersupport.com
02-711-1213
www.spinnakersupport.com
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