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INTRODUCTION eSH®P

= The Supplier Support Portal, accessible from the SBN portal home page (formerly Ariba), allows you
to create a ticket for any technical questions or support requests on the platform.

ACCESS TO THE SUPPLIER

SUPPORT PORTAL CREATE A NEW CASE

ACCESS YOUR EXISTING CASES LANGUAGE SETTING

NB: This document is interactive, click on the different areas for navigate and on the logo eSHOP to come back to this page.

You can also perform a search by word-key (CTRL + F). ,
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PRESENTATION OF THE EVOLUTION OF SUPPLIER SUPPORT eSH@P

BEFORE SUPPLIER SUPPORT PORTAL

) The implementation of a dedicated Suppliers’ support platform on the various suppliers' applications is
part of our continuous improvement on the facilitation and acceleration of our collaboration with
Suppliers.

y Suppliers used to contact support or request assistance at eshop@richemont.com. It started different
exchanges by email / teams without having any synergy between the different stakeholders, which
lengthened and complicated the consideration and implementation of assistance.



mailto:eshop@richemont.com

PRESENTATION OF THE EVOLUTION OF SUPPLIER SUPPORT eSH@P

)y With the implementation of this Supplier support platform through ServiceNow, the request for
assistance is made in a few clicks and is quickly directed to the most relevant contact to provide
assistance.

) Once arequest is sent, it is redirected to L2 support for day-to-day usage issues, to the Maison Key User
for a business issue and to L3/SAP support for technical / software issues.
Users will be notified of any changes in the status of your support request until it is resolved.

) Assingle platform concentrating the entire history of requests with all interactors.




PRESENTATION OF THE EVOLUTION OF SUPPLIER SUPPORT
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PRESENTATION OF THE EVOLUTION OF SUPPLIER SUPPORT eSH@P
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PRESENTATION OF THE EVOLUTION OF SUPPLIER SUPPORT eSH
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PRESENTATION OF THE EVOLUTION OF SUPPLIER SUPPORT eSH@P

Maisons with their own assignment group, the KU Maisons is the first to receive the fickets
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SCOPE OF APPLICATIONS INTEGRATED INTO SUPPLIER SUPPORT eSH@P

> SBN — Purchase order process portal (Supply): For the collaboration of the supply chain Eﬂ
(confirmation and shipping notice, order management).

) LTSD Application: Long-term supplier declaration.

) Batch declaration Application: To declare the characteristics of the CoC (Chain of
Custody) and associated mass production.

>

) Certfified stones declaration Application: To declare gemstones / GIA information. ¢

.
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ACCESS TO THE SUPPLIER SUPPORT PORTAL eSH@P

» From your Homepage of SAP Business Network (SBN, formerly Ariba), in Widget section, in the tab
“Application Gateway”, click on “Richemont Supplier Help Center / Contact Request” [ 1] to access
the supplier support platform.

SADZN- Network v  Enterprise Account ([N ¥ QO O P4
Accueil Enrélement Workbench (ot des v Exécution v Factures v Rapports v Messages Create v
— I
@ We're building a better Business Network Homepage. Take 2 minutes today to share your feedback. Take survey.

Orders and Releases s dugroupe Ri... v | Exactmatch v Order number Q

= f"*.‘l
| M

89 -~ O O O 0 | ..

Items to confirm Orders New orders Items to ship Invoices More

M | Maisons du groupe R... v 32 Customize
y widgets

Purchase orders Last 3 months v Invoice aging Application gateway h p p llCﬂth‘n Eatewa 5-’

Richemont Supplier Help Center/ =
O O Contact Request - Preprod
usD usb
$1

Richemont Apps Launchpad PreProd |=
$0. $
50 Richemont Supplier Help Center/ =
- Contact Request
$0.
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ACCESS TO THE SUPPLIER SUPPORT PORTAL

) If the Widget is not displayed on the Homepage, click on « Customize »

Gateway » 2], click on « Save » [3].

T Business Network v Enterprise Account ([N

Factures v Messages

Rapports v
{ B BRER
@ We're building a better Business Network Homepage. Take 2 minutes today to share your feedback. Take survey.

Orders and Releases v Maisons du groupe Ri... v Order number

S _——
8¢9 | 0 ¢ 0 | 0

New orders

Accueil

Exact match v

Overview

Items to ship

Items to confirm H Orders

Do not change filter Last 31 days Last 31 days

My widgets 32 Customize

Maisons du groupe K

Purchase orders Last 3 months v Application gateway

$O usD

Invoice aging

$O usD

Richemont Supplier Help Cente
Contact Request - Preprod

$1 $1
0.8 508
50.6 $06
$0.4 $0.4
502 $0.2

Customize my widgets

Add, remove, and rearrange widgets to personalize your home page.

$0.2 $0.2

50 $0

Jun Jul Aug 0-30 31-60 6190

B Maisons du groupe Richemont - TEST B Ervoyées B Rejetées M Approuvées

Paid invoices

$O UsD

Application gateway

Days to pay

0.0

Average days

Last 12 months v

Last 12 months v

Richemont Supplier Help Center/ =
Contact Request - Preprod

B Average days to pay

Application gateway + On-time payment rate

+

, select « Application

TTETE IS N0 FECENnT acTvIty To aisplay

Download app + Shipment tracking

eSH@P

m Cancel



ACCESS TO THE SUPPLIER SUPPORT PORTAL

» Once on the Supplier support portal, you will see 3 icons appear allowing you respectively to
= « Open a ticket »n [1] to create a new case,
= « My Tickets » [2] to access your tickets in progress or closed

= « Library / Questions and Answers » [2] in which you can find all the documentary resources linked to the
application you are using.

R ‘ SerVicenow Get help Catalog Visites guidées o

“Hello XXXXXX, , N 93
Welcome on the supplier help desk -

of Richemont Group

Q Search knowledge articles, requests, and more

€ a L]

Open a ticket My Cases Library/Q&A

Contact the assistance to ask for a request or raise an Access o the on-going ticket to see the status and do a Access fo the documentation (kick-off, training material
incident follow-up user guides, videos
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CREATE A NEW CASE eSH@P

) On the homepage, click on “Open a ticket” [ 1], you will be redirected to a page where you will first
select the application you need help.

y Open the application for which you wish to open a ticket.

R servicenow

“Hello XXXXXX,
Welcome on the supplier help desl
of Richemont Group

Q Search knowledge articles, requests, and more Home / Supplier Catalog / Supplier application Q, Search

Categories Supplier application

Select the application for which you require support and assistance
Supplier application

General Batch declaration Application 7~ Certified stones declaration Application »~ LTSD Application 7~
To declare CoC characteristics and associated To declare precious stones charactetistics/GIA Long-term supplier declaration
batch production information
g
¥ g
Open a ticket SB!d — Purchase order process portal SLP - Supplier Onboarding Portal »
(Ariba) » Supplier case for SLP application.

Contact the assistance to ask for a request or raise an . L .
incident For thel supp.\y chain collaboration (confirmation
and ship notice)

R
W

NB: [For this fraining support we will fake the example of “SBN — Purchase order process portal”’]



CREATE A NEW CASE — HOW TO FILL THE FORM

eSH@P

y Once the application is selected, you will be redirected to a form to complete and submit.

) Supplier name and ANID are
automatically pre-filled

» You can provide a contact in
Watchlist that can follow/interact.

)y In case of error, you can modify
the application for which you wish
to open a ticket via the drop-down
menu « Application /Platform
Concerned »

* Application/Platform Concerned

- None —

[ aJ
- None — -
CERTIFIED STONES DECLARATION - Coming soon
SBN SCC - Purchase order process portal
LTSD APPLICATION
SLP - Supplier Onboarding Portal - Coming soon .

MONATATE - LINBrATINNS Are NoT IMnacten

Home / SupplierCatalog / General [ Supplier case

Supplier case

Submit a supplier case

Submit a supplier case. Please note that support for Supplier cases is provided only in English, French, Italian and German languages.

If you need assistance on a product/daily business, please contact the Maison concerned

* Open on behalf of

u UTILISATEUR UN

Supplier name
Supplier X

* Application/Platform Cencerned

SBN SCC - Purchase order process portal

* Maisons impacted

- None -
Moderate: | am still able to confirm or ship goods that must be delivered in 48h

*Business Urgency

Moderate - Operations are not impacted

* Preferred contact phone number

Eg 0041731234567

Watch List

Supplier ANID

13213432 - A.

* Topic of the issue

— None —-

*Can you use Teams (Screensharing)?
O Yes (O Ne

Q, Search

Required fields

Applicafion/Platform Concerned Topic of the issue
Maisons impacted Preferred contact phone number

Can you use Teams (Screensharing)? Title / Subject



CREATE A NEW CASE — HOW TO FILL THE FORM

eSH@P

) Select the topic you are requesting
assistance for via the drop-down
menu « Topic of the issue »

(which is specific to each
application, refer to next slide).

Home / SupplierCatalog / General [ Supplier case

Supplier case
Submit a supplier case

* Topic of the issue

Submit a supplier case. Please note that support for Supplier cases is provided only in English, French, Italian and German languages.
If you need assistance on a product/daily business, please contact the Maison concerned

* Open on behalf of Watch List
D e g—
- u UTILISATEUR UN
o s W el g Yo i
Supplier name Supplier ANID
P ———
DU e— PaprT—— VIQUODECO SARL - TEST v AN01443229130-T
D ' e G gutS Ganiny * Application/Platform Concerned *Topic of the issue
W S L Pechase order procews porlsl . — Mone —

* Maisons impacted

- None -

) Select the Maison impacted via
the drop-down menu « Maisons Moderate am ol able o conm o stp goods st Gt be elhered i 405
impqcfed ». + Business Urgency « Maisons impacted
If more than one Maison is Moderste - Operatons ar ntimpactel  MULTIPLE HAISONS IMPACTED

Q, Search

Required fields

Applicafion/Platform Concerned Topic of the issue
Maisons impacted Preferred contact phone number

Can you use Teams (Screensharing)? Title / Subject

affected, please select "Multiple Prtarat ot peramrter | -
Maisons Impacted".

MULTIPLE MAISONS IMPACTED
Eg 0041731234567 CARTIER HORLOGERIE
CARTIER JOAILLERIE

CARTIER PARFUMS

CARTIER OPERATIONS

E.g. UU41 191234567



OPEN A NEW CASE eSH

) The topic of the issue selection through the drop-down menu changes depending on the application

choice :
SBN SCC LTSD
) Purchase order management ) Running LTSD query (Problem/bugs whilethe upload)
) Confirmation/Reconfirmation of purchase order ) Access to the LTSD application

) Management of shipping notices (ASN) y LTSD Requsst Notification

)y Administrative topics (Account login / User

) LTSD signed not received
management, etc.)

y Portal/application problem (portal down/bugs, etc.)

y Other /| don't know




OPEN A NEW CASE - HOW TO FILL THE FORM eSH@P

) Select the urgency level of the
assistance request via the drop-down
menu « Business Emergency » [4/.

By default, the field will be "Moderate”.  Roouied ks
You will have to select "Severe" only In | | o ——
case of operational blockage o e omer it Pt e |

(eg: inability to confirm or deliver s e ]
goods Wi'l'hin 48 hOUrS) F3 Moderate - Operations are not impacted N

Home / Supplier Catalog / General / Supplier case Q, Search

*Maisons impacted

*Preferred contact phone number * Can you use Teams (Screensharing)?
*Business Urgency

O Yes (O Mo
E.g. 004179123 4567
Moderate - Operations are not impacted
*Title / Subject
Moderate - Operations are not impacted
*Detailed description @
Severe - PdeL.ICﬁDI'IfShippi ng is impaded Please provide as many details as possible and do not hesitate to add document/screenshot in attachment. %
€ (7 paragraph v B I | EE EE £ & = |$ & G o
grap o @

Key info to provide:
PO number (5) concerned:

> F”l in The Con-I-OCT’ S phone nUmber, Wi-l-h Cenfirmation and/or ship notice number(s) concerned if relevant:

Customer part No. concerned:

the country code (eg: 0041 32 45...)

) Select the option to use the screen 2
sharing via Teams in video/audio call
if available on Supplier side.

Add attachments /7

)y Fill in the title of your request for Ly
assistance. @ It is imperative to properly assess the level of urgency not to

= discredit your future requests for assistance if abused.



OPEN A NEW CASE - HOW TO FILL THE FORM

y Fillin the information related to your
support request in the « Detailed - | - —
descripﬁon )) . ome [ Supplier Catalog / eneral |/ upplier case £

*Malsons Impacted
Required fields
MULTIPLE MAISONS IMPACTED

Preferred contact phone number

° HH Moderate: | am still able to confirm or ship goods that must be delivered in 48h EDRIENCDRCEE R i U
) You have the possibility to paste

screenshots directly in the *Busines Ugery
descripTion Ored Ond/or GTTOCh f”es Moderate - Operations are not impacted “

using the « Add attachment » &2 «Prefred contot phone runber

E.g 0041791234567

* Can you use Teams (Screensharing)?

() Yes () No

*Title / Subject

) Insome cases, depending on your
selection of "Topic of the issue" a
Pre-filled template will appear to ey e e P—————
indicate to you the minimum key
information to provide you with

€ (> paragraph v B I EEEE EZiEE = & H o

assistance and review your ficket. PO e 3 concemec
Confirmation and/or ship notice number(s) concerned if relevant:
However, please feel free to
. ° . . . Detailed description of the issue:
provide more details if you feel it is

necessary.

&

Add attachments /)

@ It is important to provide as much detail as possible in order

A to optimize the processing of your request and avoid the
multiplication of exchanges.




OPEN A NEW CASE - HOW TO FILL THE FORM eSH@P

) Once all the fields are filled in, click on « Submit » to send the ticket.

Home / SupplierCatalog / General / Supplier case Q Search

T Malsons impacted

Required fields
MULTIPLE MAISONS IMPACTED v
Preferred contact phone number
Moderate: | am still able to confirm or ship goods that must be delivered in 48h T T B R Y ST

*Business Urgency

Moderate - Operations are not impacted

* Preferred contact phone number * Can you use Teams (Screensharing)?

() Yes () No
E.g 004179123 4567 - N

*Title / Subject

*Detailed description @

Please provide as many details as possible and do not hesitate to add document/screenshot in attachment.

€ (7 | Paragraph ~ B I

LL|
1]
il
i
i
”
lil

i= = & 0 BEH 6o
Key info to provide:

PO number (s) concerned:

Confirmation and/or ship notice number(s) concerned if relevant:

Customer part No. concerned:

Detailed description of the issue:

Add attachments /)

23
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ACCESS YOUR EXISTING CASES eSH

) On the Service NOW Homepage, click on « My Cases »
You will be redirected to a page listing all the tickets you have issued or created for you. Click on the
ticket number to access and display the content.

Home [ Supplier Cases Q Search

My Requests

R servicenow ‘

View  Open cases v Search open request
Request State Updated
o 2zl Open @13dago
Ll SCASE000T
“Hello XXXXXX
’ . Impossible de se connecter Work in progress © 13d ago
Welcome on the supplier help desk
Crifical
of Richemont Group - open 0 155000
SCASE001118
2-High
Q Search knowledge articles, requests, and more [SBN] - ASDAS AS - This is a test Open © 16d ago
SCASE001117
4-Low
probleme asn Draft © about a month ago

SCASE0001072
2-High

€ =]

Open a ticket My Cases
Contact the assistance to ask for a request or raise an Access to the on-going ticket to see the status and do a
incident follow-up

3




ACCESS YOUR EXISTING CASES

eSH@P

)y Once a ticket is selected, you will have access to the details you have provided as well as its status.

Home [ Supplier Ticket

Number
SCASE(0001138

Impossible de se connecter

Assigned to
Bertrand VOILLARD

Case progress

State
Work in progress

Opened by

YUy UTILISATEUR UN

Open

Work in Progress.

Updated
13d ago

Created
14d ago

Resolved

uu

Case details Activity Attachments

Open on behalf of
UTILISATEUR UN

Supplier name
VIQUODECO SARL - TEST

Application/Platform Concerned
SBN SCC - Purchase order process portal

Topic of the issue
Administrative topics (account connexion/user management._)

Maisons impacted
Multiple maisons impacted

Business Urgency
Severe - Production/Shipping is impacted

Preferred contact phone number
0664273271

Can you use Teams (Screensharing)?
Yes

Title / Subject
Impossible de se connecter

Detailed description
Impossible de se connecter




ACCESS YOUR EXISTING CASES eSH

) By clicking on « Activity » [ 1], you will be able to access the exchanges with the Support team so that
they can guide you until your ticket is resolved.

Case details Activity Attachments Case details Activity Attachments

Open on behalf of R Type your message here. N e
UTILISATEUR UN s

Supplier name

VIQUODECO SARL - TEST Zachari MERTANI @©13dage . Additional comments
o Test3
Application/Platform Concerned
SBN SCC - Purchase order process portal
UTILISATEUR UN ®13dago . Additional comments
Topic of the issue uu test2
Administrative topics (account connexion/user management...) of
Maisons impacted Zachar MERTANI ®13dago . Additional comments
Multiple maisons impacted M TEST 1
Business Urgency
Severe - Production/Shipping is impacted UTILISATEUR UN © 14d ago
uu
Preferred contact phone number o
0664273271
Can you use Teams (Screensharing)?
YES i i o e 5 o el § iyt %
Title / Subject
Impossible de se connecter image.png
30.0KB
Detailed description
Impossible de se connecter
UTILISATEUR UN @ 14d ago
Y SCASE0001138 Created

) You can have a discussion with your contact support by redacting a message and click on “Post”
to send your message.

@ An email notification is sent each time the status of your support request changes.
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SETTINGS - LANGUAGE

) On the Homepage, click on your « Profile » [1] at the top right of the screen, with your initials.
You will be redirected to a page allowing you to change the language

R |servicenow

plier User Profile Q, Search
a es
Get help Catalog Tours o
PloﬁleR
N
Logout e About
- %
a KU@mhyf cor
ServiceMow
£ User prefen
Accessibiity enabled
aaaaaaaaaa lytics.
Time zo
C v
aaaaaaaa
v
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