Support'T Pulp & Paper Drives

Call Center

Todays paper mills run the production
machines at top efficiency. When any
disturbances occur, corrective measures
must be done immediately. ABB Call Center
supports drive system customers around
the clock anywhere in the world. Technical
support is available for urgent needs 24
hours/365 days. Call Center Service is a
part of services provided by the pulp and
paper drives network, a group of drive
system specialists with deep know how and
experience in drive systems.

echfideal Suppoft Today's paper machines run at top efficiency,
with high speed. If disturbances occur,
corrective measures must be implemented
\_\‘\ immediately.

i E-:i"r_-,. duct 1:'_:!:] In order to serve our pulp and paper drive
systems customers better, we have established
the Pulp and Paper Drives Call Center, a
special service operating within ABB’s Call
Center services. With this service we guaran-
tee a professional response by drives special-
ists whenever it is needed, around the clock.
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In addition to the Pulp and Paper Drives Call
Center, ABB provides its customers with a

variety of other services to help them remain
in productive operation:

e on-site support from the local engineer
o technical support from the local ABB office
e product support via the ABB Call Center

These services are offered free to our custom-
ers and some are charged.

A service contract is a value-added tool that
we highly recommend.

Local Call Center Services

ABB has around 300 paper machine drive
system experts in all major countries around
the world. These people have in-depth experi-
ence in sales, engineering, project manage-
ment, and design, and together form a drives
network that is ready to serve you. And these
people speak your language.

No matter what the problem is, whether it
concerns pulp dryers, paper machines, re-
reelers, coaters, winders or calenders, you can
call whenever assistance is needed - around
the clock, 24 hours a day. Time is money.

Our Pulp and Paper Drives specialists under-
stand your problem. We have commissioning
engineers, application engineers, design
engineers etc., with several years of experi-
ence in different types of projects, in engineer-
ing and in papermaking. You get the best
support possible for your urgent situations.

ABB has an extensive certification program to
ensure the performance of our people and
processes, and the execution of quality.

Technical Support

In addition to the 24h/365 d support service,
telephone and e-mail support, other technical
support for drive systems is available through
the local service:

e response to technical requests

e consultation

o field service, commissioning

o software update support

o drives warranty support

e technical analyses, repair services,
calibration

e service contracts.

For asset optimization, a number of services
are also available for several process areas,
such as paper machine automation and drives.
In addition to problem solving, these services
are targeted for availability, efficiency and
quality optimization.

The local service personnel deal with numer-
ous different products and processes, and have
extensive knowledge and quick access to the
documentation of each device installed at the
customer's mill site.

Best practices are strictly followed in ABB’s
global processes, and information exchange
within ABB is intense. This means that our
customers not only get quick service, but high
quality service as well.

Some tasks may be rare and complex, so in
order to support local field service the whole
ABB global network is harnessed to serve the
customer through the Call Center services.



Call Center Services

ABB service engineers and specialists located
around the world are ready to provide on-call
service response to resolve problems related
to hardware and software.

This service is initiated by contacting the local
ABB Call Center and is available 24 hours a
day, 365 days per year. The contact can be via
telephone, e-mail or fax.

According to the service coverage chosen by
the customer, specialists will then be dispatched
to solve the problems. The service engineer
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24*365 Support

SupportLine process levels:
1 Service Engineer
2 Local ABB
3 ABB Call Center

assigned will perform diagnostic and correc-
tive actions to quickly correct malfunctions in
order to restore the system to its proper
operation. He will utilize all the ABB support
resources needed to correct the problem with
utmost speed and efficiency.

ABB has recently invested extensively in on-
line services. The ABB Solutions Bank repre-
sents the latest innovations in ways to serve our
customers. It enables ABB specialists to quickly
identify and resolve issues using knowledge
gained from previous ABB experience.
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ABB Oy, Paper, Printing,
Metal & Minerals
P.O.Box 94

FIN-00381 HELSINKI
FINLAND

Tel. +358 (0)10 22 2000

Asea Brown Boveri AG
P.O.Box 184
Wienerbergstrasse 11 B
A-1101 WIEN

AUSTRIA

Tel. +43(0)1 601090

ASEA BROWN BOVERI LTDA.
Av. Dos Autonomistas, 1496
P.O.Box, 975 - ZIP 06020-902
OSASCO - SAO PAULO
BRAZIL

Tel. +55(0)11 36889111

ABB Inc.

10300, Henri Bourassa Blvd West
St. Laurent, Quebec H4S 1N6
CANADA

Tel. +1514 33253

www.abb.com
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ABB Automation Ltd.
Universal Plaza,

10 Jiuxiangiao Lu
Chaoyang District
BEIJING, 100016

P.R. CHINA

Tel. +86 10 84566688

ABB Automation

15, rue Sully

F-69153 DECINES CHARPIEU CEDEX
FRANCE

Tel. +33(0)47 205 440

ABB Automation Systems GmbH
Dudenstrasse 44-46

D-68167 Mannheim

GERMANY

Tel. +49 (0) 621 3810

ABB Industria S.p.A.

Viale Edison, 50

[-20099 SESTO S. GIOVANNI
[TALY

Tel. +39 022623 21

ABB Sistemas Industriales, S.A.

Poligono Industrial S.O.
SP-08192 Sant Quirze del Vallés
P.0.Box 154, 08280 SABADELL
SPAIN

Tel. +34 937288700

ABB Industry Pte Ltd.
Industrial Systems Division
No. 2 Ayer Rajah Crescent
SINGAPORE 139935

Tel. +657765711

ABB Automation Systems ABS-
72167 VASTERAS

SWEDEN

Tel. +46 (0)21 34 0000

ABB Automation Inc.
Process Industries

16250 W. Glendale Drive
New Berlin, WI 53151-2858
U.S.A.

Tel. +1 262 785 3200

ABB Automation Inc.

MS 8530 650 Ackerman Road
Columbus OH 43202-1502
USA

Tel. +1 614 261 2000
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