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Total Customer Experience (TCE) at HP Indigo 

• HP Indigo is committed to be the industry 
leader in delivering best Total Customer 
Experience to every customer at every single 
point in his or her total lifecycle of doing 
business with us:
� Be the easiest company to do business 

with
� Be a company that customers can trust and 

count on
� Have employees and partners that go the 

extra mile and put the customer first in 
everything they do



Total Customer Experience (TCE) –
A company wide effort

• R&D & engineering
� PrintCare development – Remote support and press 

trouble shooting application
� Media testing and certification
� Constant improvement of product quality and 

capabilities
� Participation in beta testing and field escalation  (at 

customer site)
� Indigo-serve tool to monitor customer performance.



Total Customer Experience (TCE) –
A company wide effort

• Operations and Field Support:
� Customer Testing Centre for alpha verification and  

SW testing
� Lean manufacturing philosophy
� Line integrators participate in field installation s and 

peak season support
� Manufacturing escalation team
� Escalation center

Testing Centre facility 
in Rehovot



Total Customer Experience (TCE) –
A company wide effort

• Marketing:
� Advanced 360 0 tool for complete customer data 

analysis
� Comprehensive customer web experience 

(myHPIndigo, Partners Portal, Capture web sites)
� Business development tools - “Capture”
� Quarterly “TCE champion” campaign
� TCE survey administration and 

management
� “Meet the customer” initiative



The annual TCE cycle

�

Action planning:

Device action with all 
stake holders 
(manufacturing, R&D, 
field support)

Follow-Up:
Periodic checkpoints to 
measure improvement.

Survey:
Data collection, analysis, 
and reporting

Running 3 different 
surveys
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Root cause analysis,
Pilot�recommended 
Improvement  Plan, 
Implementation  and 
Change Management
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PrintCare



What is PrintCare

• PrintCare is HP Indigo tool that delivers a 
holistic press service support toolset for the 
Press Operator and the Customer Engineer

• The innovative HP Indigo PrintCare toolset 
helps minimize downtime, and more 
importantly, serves to enhance the 
dependability and productivity of the HP Indigo 
digital press. 

• Using advanced diagnostics and 
troubleshooting tools, status summaries, and 
new remote communication tools, HP Indigo 
PrintCare is the assurance of exceptional press 
uptime and continuous production.
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HP Indigo PrintCare Objectives & expected 
benefits
• Increase press uptime by creating diagnostic tools that 

improve the speed and accuracy of problem diagnosis 
and shifting the support from the Customer Engineer to 
the Remote Support Engineer and onsite personal

• Reduce on-site visits & save 
customer waiting time for 
engineer to travel, push solver 
level down in the service 
escalation process

• Improve 1st time fix

Service Escalation Process



HP Indigo PrintCare

Accurate failure 
detection

Quick troubleshooting & 
resolution

Maximum uptime

High productivity

Advanced IT/Internet systems maximizing press productivity and uptime



PrintCare – suite of tools

On-press and remote 
diagnostics

Clear error messages

Guided troubleshooting
Webcam

Clear communication with 
remote support

CallMe@HP
Request for contact by call 
center; Remote access to 
press PC

Press at a Glance
Machine status summary at 

a click

Tools
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PrintCare – where are we heading?
1. Enhanced troubleshooting capabilities to shorten fix 

cycle

2. Enhanced diagnostics capabilities to verify first time fix

3. On press parts catalogue

4. Parts ordering thru the press PrintCare center

5. Call follow up & status review

6. Direct connectivity to WW knowledge base
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Moshe Lavi

Incident and escalation process



Who is the team?
• The Escalation Center is a products experts team within the indigo 

division who are supporting customer’s escalations which could not be 
solved by the local service organization within a reasonable timeframe.

• Team members:
� Shay Hallak – Web fed machines expert.

� Shay Levi – Sheet Fed machines expert.

� Nir Abramovitz – Sheet Fed machines expert.

• R&D and engineering experts supports the team per need and customer’s 
escalations are getting high priory and management focus.  

• Escalations are being raised by the local service technical groups who are 
working close with the division experts.

• Per need product’s experts are traveling to customers site and provide 
onsite support 



Incident management process
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GSS Escalation 



Method of Operation

Call opening 
via telephone 
or E Mail

Escalation 
Center

CPE

R
&

D
SPO

M
F

G Round Table 

Consulting

Escalation 
center expert 
evaluates the 
call.

Per need the 
Escalation Center 
puts together a 
Technology Advisory 
core team in order to 
build a work plan

Work 
Plan

Work 
Plan

The work plan is sent to 
GSS, e.g.:

• Troubleshooting Tools
• R&D specialist/ Integrator   
support on site 

• Execution
• Follow-up till solution



Management and visibility

•Management gives a high priority to escalation solving based 
on the team’s recommendations. 

•All the escalated technical issues raised to the division, are  
tracked on a daily basis. 

• A weekly Escalation report is published enabling 
management    
a clear visibility.

• Management is taking necessary steps to support the 
technical  
effort e.g. allocating resources, engaging sales employees 

etc.   


