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Generating Service Information that Delivers Customer Service

Customer:

The company, a leading U.S.-based automobile manu-
facturer, churns out some of the world’'s most recogniz-
able vehicles. It prides itself on its engineering innova-
tions — and its commitment to ensuring a positive
experience for the people who drive its cars.

Situation:

The U.S. auto industry faces numerous challenges,
including declining market share, rising fuel prices and
increasing demands for green technologies. To remain
competitive in the U.S. — and around the world, particu-
larly in developing markets — manufacturers are under
increased pressure to cut costs while improving quality

and meeting customers’ needs. As a result, their Technicians need accurate diagnostic and
resources are continually stretched. service information to keep cars and trucks
on the road.

Customer Challenge:

Creating the highly specialized procedures and technical
data required for each vehicle platform requires exten-
sive resources and time. The customer had long devel-
oped this information in-house, with multiple suppliers.
To achieve much-needed cost reductions and focus
internal resources on other priorities, outsourcing was a
logical step.

Outcomes/Results:

Content is technically accurate and consistent across all
sources, thanks to the technology solution’s ability to
drive efficiency and content reuse.

The translation management portion of the solution is
reducing translation costs and ensuring that the same
quality technical information distributed to service
technicians in the U.S. goes worldwide.

However, the company could not afford to turn to just
any vendor. It required a partner that had the technical
expertise — and advanced technological resources to

drive efficiency in the content development process to
generate cost reductions without sacrificing quality.

Solution:

Valley Forge, an SPX brand and member of the SPX
Service Solutions business unit, is using its xml-based,
multi-channel authoring and publishing system to create,
manage and publish the customer's service information
content in several languages.

Beyond the technical benefits offered by an xml-based
system, the Valley Forge solution meets the specific
content development needs of the customer. That
includes their need for cost reductions and efficient
content creation, as well as translation management and
content delivery.



