We'll create an event plat-
form letting you benefit
from the following:

« Top-notch, renowned
keynote speakers and
subject-area specialists

* Best practices and suc-
cessful projects run by
service-oriented com-

panies

« Intensive networking
with industry special-
ists from international
companies

« Valuable suggestions and
contacts for your next
strategic and operational
steps

« Moderated discussions
and workshops of great
practical relevance

- Live presentations of
relevant solutions in our
trade exhibition.

You'll find the conference
agenda, the online regis-
tration form and further
information at
www.usuworld.com
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The Knowledge Business Conference

May 23-24, 2012 in Esslingen (Stuttgart)

USU World 2012 is the 22nd international conference for customers and partners of the
USU Group as well as other interested persons. Last year, some 220 participants from
more than 120 companies and 11 countries attended the USU World conference to extend
the depth and breadth of their knowledge — even beyond their own areas of expertise.

The Focus of USU World 2012

IT & Service Lifecycle
Management

Case studies and discussions on
core ITIL® processes and their recip-
rocal effects on each other (such as
the influence on license manage-
ment and service monitoring)
throughout the five defined ITIL®
stages for service strategy, service
design, service transition, service
operation and continuous service

Service Portals

How customer-oriented service
processes are best presented in
portals and how process and sys-
tem integration can help to achieve
this end. Applying best practices in
designing service and consulting
processes, in using frameworks, in
achieving integration by means of
SOA, in using Liferay open-source
solutions and in integrating con-
tent and collaboration.

Knowledge Bases in

Call and Service Centers

Best practices in deploying knowl-
edge and solution bases with the
focus on centralizing knowledge.
Factors contributing to successful
operation, such as document qual-
ity, flexible evaluation methods
for service center monitoring and
control, and integration of new
facets such as social media. Provid-

improvement.

USU World is truly a unique event — in both
German-speaking regions and beyond. The top-
ics to be presented include keynote addresses
and practice-oriented presentations on current
trends, strategies and successful solutions for
deploying knowledge-based service manage-
ment. Event participants especially value the
opportunity to network with decision-makers
and industry specialists from different compa-
nies and recognized sector-independent IT ex-
perts and service experts.

We’ll provide you with new approaches and
strategies applying to hot topics in IT and cus-
tomer service. Following this, you'll Tearn in
three series of presentations how these strate-
gies are successfully put into practice. Customer
presentations will show you the key features of
successful solutions and projects. Thus you'll
acquire additional knowledge specific to your
sector and business.

ing municipal services.

Find out how fellow specialists in your sector
have been able to meet these major organiza-
tional and technical challenges. You'll get a look
at how the USU solutions that you are now us-
ing are being further developed. During the
USU user forum, you'll be able to discuss your
needs with other specialists and the USU Prod-
uct Management team. At our trade exhibition,
you'll also have an opportunity to get specificin-
formation about new solutions and discuss your
questions and concerns with experts.
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Organizational Information

The conference will begin on May 23 at 10:00 AM
and end on May 24 at around 4:00 PM. USU World
is an international conference. Presentations will
be held either in German or English and simulta-
neously interpreted, as required.

Target Group

Managers and specialists in IT service provision

and from customer-oriented service organizations:

- Top-level enterprise managers in charge of IT
and service

- Managers in charge of IT areas and departments

+ Those in charge of IT and service-strategy devel-
opment

- Specialists and IT project managers in the areas
of IT asset and license management, IT control-
ling, IT planning, IT purchasing and data-center
management

+ Supervisors and experts in call/service centers
offering service to internal and external cus-
tomers

+ Supervisors and experts in municipal service
areas (providing information to the public)

- Internal and external consultants in knowl-
edge-based IT/service management

- Product, technology, consulting and sales part-
ners of the USU Group

+ Supervisors and members from IT/service orga-
nizations

+ Representatives from industry journals and the
press

Conference Location

The Neckar Forum in Esslingen is a modern, at-
tractively designed convention center located
very close to the historic old section of town. Its
expansive, modern facilities and inviting prem-
ises are an ideal location for USU World 2012. The
activities during both conference days and the
evening event on May 23 will all take place there.
Centrally located close to Stuttgart, the Neckar
Forum is easy to reach by all means of transporta-
tion. For the convenience of those attending the
conference, blocks of rooms have already been re-
served in nearby hotels.

Workshops & Training Courses

On May 22, before the start of the two-day confer-
ence itself, you'll already be able to participate in
special workshops designed to increase the depth
and breadth of your knowledge in key areas like
service portfolio management, software license
management and change management. On May
25, after the conference has concluded, users will
be able to attend product training courses. For de-
tailed information on these options, please go to
our special event website www.usuworld.com

Registration

Starting in mid-February, you'll be able to register
to attend USU World 2012 by using the convenient
online registration form available on our special
event website www.usuworld.com

Attendance Fees

< 250 € (plus VAT) per person for registrations
made through March 31, 2012

- 300 € (plus VAT) per person for registrations
made as of April 1, 2012

Those persons making a presentation at USU

World may attend free of charge. Adiscount of 50 €

(plus VAT) applying to the attendance fees will be

granted to the following:

- Employees from the same company as a person
making a presentation

- Companies having three or more persons in at-
tendance (applies to registrations made at the
same time)

Members of the following organizations will re-

ceive a professional discount of 10%: itSMF eV,

SERVIEW Institute, Call Center Forum Deutsch-

land and callcenterforum.at.

Services Included

Your attendance fee covers the following services:

- Attendance at the USU World conference on
May 23 and 24

- Participation in the evening event on May 23

- Participation in the user forum

- Contents of presentations and meeting docu-
mentation (available after the event)

- All food and beverages

If you have any questions, please call our Event Manager, Dr. Thomas Gerick. He will be glad to assist you.
USU AG - Spitalhof - 71696 Moglingen - Tel.: +49.7141.4867-440 - t.gerick@usu.de - www.usuworld.com

Companies Participating
in 2011

Abraxas Informatik, Air-
bus Deutschland, Allianz
Managed Operations &
Services, AOK Rheinland/
Hamburg, ARBURG, Basler
Versicherungen, BASF,
Bausparkasse Schwabisch
Hall, Berliner Verkehrs-
betriebe, Bernische
Kraftwerke, BMW AG,
Bundesagentur fir
Arbeit, Bundesamt fur
Justiz, Daimler AG, Deut-
sche Leasing, Deutsche
Rentenversicherung,
DEVK Versicherungen,
Ferrovie dello Stato,
FIDUCIAIT, gkv infor-
matik, Globalfoundries,
Hannover Riickversiche-
rung, Hansgrohe, Heraeus
infosystems, Hutchison
3G Austria, Jungheinrich,
Kraftanlagen Miinchen,
KUKA Roboter, Landes-
bank Baden-Wiirttem-
berg, Landeshauptstadt
Minchen, Landratsamt
Bodenseekreis, LANXESS
Deutschland, LIWEST Ka-
belmedien, LVM Miunster,
Ministero Economia e
delle Finanze, MTU Aero
Engines, Miller Drogerie-
markte, Raiffeisen Infor-
matik, RUAG Electronics,
RWE IT, Rechenzentrum
Region Stuttgart, Saint-
Gobain, sds business
services, SIG Information
Technology, Silhouette,
Sparda-Datenverarbei-
tung, Statistisches Bun-
desamt, Tognum, Touring
Club Suisse, T-Systems
International, VR Kredit-
werk, W&W Informatik,
Wincor Nixdorf, Zweites
Deutsches Fernsehen —
and many more!
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