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Frost & Sullivan’s Global Research Platform

Frost & Sullivan is in its 50th year of business with a global research organization of 1,800
analysts and consultants who monitor more than 300 industries and 250,000 companies.
The company’s research philosophy originates with the CEO’s 360-Degree Perspective™,
which serves as the foundation of its TEAM Research™ methodology. This unique approach
enables us to determine how best-in-class companies worldwide manage growth,
innovation and leadership. Based on the findings of this Best Practices research, Frost &
Sullivan is proud to present the 2013 North American Customer Service Leadership Award
in Solid / Liquid Separation Technology to Huber Technology Inc.

Significance of the Customer Service Leadership Award

Key Industry Challenges

Municipal and industrial water and wastewater treatment is a challenging industry. Not only
do municipalities and industrial companies need to address various compliance issues
related to regulatory oversight, but they also must address the treatment and removal of a
wide range of contaminants. With the economic downturn of 2008-2009 resulting in long-
term difficulties in generating funding for capital expenditure infrastructure projects,
municipal utilities and industrial manufacturers are seeking vendors that can provide strong
service capabilities along with high-quality products.

Firms that can address a diverse portfolio of treatment challenges are highly sought after.
Well-proven and innovative designs to address treatment specifications, operational
footprint reduction initiatives, and enhancement to overall project life cycle costs are the
challenges consistently met by only a handful of industry suppliers.

Primary solids and liquids separation for both water and wastewater treatment systems is a
challenging, cost-driven endeavor, requiring quality systems designed to effectively treat
incoming drinking water sources or discharge wastewater effluent. Based on procurement
requirements of the public and private sectors in North America, firms such as Huber
Technology Inc. that can offer outstanding customer service (both technical and
specification wise) become highly sought after in a fragmented competitive landscape.
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Key Benchmarking Criteria for the Customer Service Leadership Award

For the Customer Service Leadership Award, the following criteria were used to
benchmark Huber Technology Inc.’s performance against key competitors:

e Quality of Service
e Timeliness of Service
e Impact of Service on Customer Value

e Cost of Service to Customers

Decision Support Matrix and Measurement Criteria

To support its evaluation of best practices across multiple business performance categories,
Frost & Sullivan employs a customized Decision Support Matrix (DSM). The DSM is an
analytical tool that compares companies’ performance relative to each other with an
integration of quantitative and qualitative metrics. The DSM features criteria unique to each
Award category and ranks importance by assigning weights to each criterion. The relative
weighting reflects current market conditions and illustrates the associated importance of
each criterion according to Frost & Sullivan. Fundamentally, each DSM is distinct for each
market and Award category. The DSM allows our research and consulting teams to
objectively analyze each company's performance on each criterion relative to its top
competitors and assign performance ratings on that basis. The DSM follows a 10-point scale
that allows for nuances in performance evaluation; ratings guidelines are shown in Chart 1.

Chart 1: Performance-Based Ratings for Decision Support Matrix

. 9-10 Excellent

B 7-8 Good

D 4-6 Fair

l. 1-3 Poor
.

This exercise encompasses all criteria, leading to a weighted average ranking of each
company. Researchers can then easily identify the company with the highest ranking. As a
final step, the research team confirms the veracity of the model by ensuring that small
changes to the ratings for a specific criterion do not lead to a significant change in the
overall relative rankings of the companies.
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Best Practice Award Analysis for Huber Technology Inc.

The Decision Support Matrix, shown in Chart 2, illustrates the relative importance of each
criterion for the Customer Service Leadership Award and the ratings for each company
under evaluation. To remain unbiased while also protecting the interests of the other
organizations reviewed, we have chosen to refer to the other key players as Competitor 1
and Competitor 2.

Chart 2: Decision Support Matrix for
Customer Service Leadership Award

Measurement of 1-10 (1 = lowest; 10 = highest) Award Criteria
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Relative Weight (%)

Huber Technology, Inc. 9.5 | 9.0 | 9.0 | 9.0 9.1
Competitor 1 7.5 7.5 7.5 7.0 7.4
Competitor 2 70| 70 | 7.0 | 7.0 7.0

Criterion 1: Quality of Service

Huber Technology understands that quality of service and the full support of installed
product lines ensure customer satisfaction, ongoing efficiency of its product portfolio, and
extended product life cycles. Life cycle focus on the existing installed base allows Huber
Technology to enhance the project life cycle return on investment to customers, while also
ensuring installed products remain in effective working condition.

Huber Technology’s quality of service commitment includes full support at the design phase,
project management, installation, startup, and for ongoing maintenance visits. These services
are offered at no additional cost, but rather as added value to existing contracts. This ensures
that units manufactured and installed by Huber Technology are also maintained with the
highest quality standard in order to maintain operational effectiveness.

Best Practice Example:

From an extensive portfolio of North American clients, both for municipal and industrial
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clients, Huber Technology touts an installed base of over 2,600+ units from a broad product
portfolio of solid / liquid separation technology. This figure equates to approximately 1,200+
wastewater and water treatment plants, which are supported by regular preventive
maintenance visits by the Huber Technology field service team throughout the year. Huber
Technology positions this as a service component beneficial to end users that procure Huber
products. By contrast, this added-value service component is not built into the cost of
acquisition or installation of competitors’ solid / liquid service technologies. All of these
maintenance and support services are part of the Huber Service Edge®, an initiative
created by corporate management to capture and improve service feedback data.

Criterion 2: Timeliness of Service

Huber Technology actively engages its installed customer base in North America to gauge
feedback and service success on an annual basis. The company conducts an annual survey
that is sent out to existing clients, asking a variety of probing questions related to product
quality, product functions, technology treatment effectiveness, and service support. These
surveys are provided to a wide range of respondents, including municipal end-user
managers, industrial end user managers, specifying engineers, industry consultants, and
general contractors, all of whom are responsible for interactivity with Huber Technology’s
solid / liquid separation products.

Analytics from these surveys conducted with its end user landscape are useful in improving
product design, technology features, as well as timeliness and effective service support
offered by Huber Technology. The survey results also ensure that validated strengths and
extraordinary support services are identified and acknowledged internally, rewarding
individual Huber Technology team members for added-value customer service support
provided.

Strengths identified by these annual surveys include timely responses to customers (within
24 hours, full support solution development, urgent response capabilities), designed
proximity to customer base (strategic placement of Huber support technicians across North
America), and continued maintenance of installed systems (resulting in extended life cycles
for products from regular site inspections by Huber personnel that ensure operator
satisfaction).

Best Practice Example:

Huber Technology’s Huber Service Edge initiative incorporates the ongoing results obtained
from these client end user surveys. Annually, these surveys obtain data from approximately
2700+ customer / client contacts, ensuring customer satisfaction and client interactivity to
mitigate immediate concerns. Utilization of periodic inspections of existing installations
ensures that Huber solid / liquid separation products are operating at peak performance. It
also allows clients to give direct feedback and to be heard and addressed by onsite
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technicians. This has led to ongoing development of future sales opportunities and a positive
reputation passed on throughout the industry of Huber Technology’s outstanding value-
added customer support.

Criterion 3: Impact of Service on Customer Value

Although annual surveys are sent out to the company’s installed customer base to gauge
product effectiveness and service quality, the utilization of regular onsite inspections by
Huber Technology field technicians has been identified as having the most significant impact
on overall customer service value. Clients surveyed have conveyed a positive perception to
this added-value feature of having Huber Technology solid / liquid separation technology
installed in their facilities.

Generally, field technicians are only onsite when an installation, startup, repair, or retrofit is
being performed. The standard support of ongoing inspections of existing installed machines
and systems by Huber Technology technicians not only allows for continued interaction with
clients, but mitigates escalation of service and performance issues. Additionally, having
continuous interaction at the client sites ensures that technicians are well-versed in the
unique challenges at particular treatment facilities, thus improving the response rate and
determination of actual solutions.

Best Practice Example:

Huber Technology utilizes a full staff of in-house service technicians and field service
representatives strategically located across North America to ensure expedited response
times and immediate onsite support. Unique to Huber Technology’s commitment to
customer service leadership, the company does not outsource this staff requirement to
external sub-contractors, but retains the full staffing complement to ensure continuity and
integrity with existing clients. Familiarity with existing system challenges enable Huber to
provide effective response and support and are pivotal to this offered added-value service
component.

Criterion 4: Cost of Service to Customers

Huber Technology’s Huber Service Edge is a trademarked menu of services that create
value for existing clients. These services can be obtained as part of product installation and
startup contracts or multiyear maintenance agreements to support Huber equipment and
other similar solid / liquid separation technologies from competing vendors.

Through ongoing validation with existing clients, Huber Technology has determined that this
service component of the company’s product portfolio enhances long-term client interaction,
develops ongoing sales leads, and ensures that operational effectiveness is sustained on
installed systems. Since the service portfolio is standard to the company’s product
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installation commitment, no direct costs are added to existing contracts unless a more
comprehensive service agreement is required. As a direct result, the added value is
positively perceived as industry goodwill, enhancing Huber Technology’s industry reputation
for best-in-class customer service support.

Best Practice Example:

Achieving this level of positive perception within a fragmented industry segment ensures
long-term success for Huber Technology. Despite the level of staffing required and the
ongoing inspection of existing systems at over 1,200+ installations across North America,
the choice not to pass these additional operational costs to its clients further enhances the
value added of Huber Technology’s service commitment. Positioned as a major marketing
initiative for its diverse product portfolio, Huber Technology’s Huber Service Edge ensures
that its existing client base is well supported at no additional cost.

Conclusion

Huber Technology Inc. has shown true excellence in customer service leadership by
utilizing Huber Service Edge to go above and beyond in client support service capabilities
offered. Focus on factors such as service quality, timeliness of service, impact on overall
customer value, and mitigating costs that would normally be added to existing contracts
by competitors showcases Huber Technology’s unique pursuit of customer service
excellence. Through ongoing interaction with existing clients, either through annual
feedback surveys or timely product inspections, Huber Technology continues to enhance
its perceived client satisfaction ratings through word-of-mouth industry recognition.
Ongoing pursuit of these factors that influence customer service leadership ensures that
Huber Technology will continue to improve and enhance its client relationships over time.
Based on Frost & Sullivan's independent analysis of Solid / Liquid Separation Technology,
Huber Technology Inc. is recognized with the 2013 North American Customer Service
Leadership Award.

The CEO 360-Degree Perspective'™ - Visionary Platform for Growth
Strategies

The CEO 360-Degree Perspective™ model provides a clear illustration of the complex
business universe in which CEOs and their management teams live today. It represents
the foundation of Frost & Sullivan's global research organization and provides the basis on
which companies can gain a visionary and strategic understanding of the market. The CEO
360-Degree Perspective™ is also a “must-have” requirement for the identification and
analysis of best-practice performance by industry leaders.

The CEO 360-Degree Perspective™ model enables our clients to gain a comprehensive,
action-oriented understanding of market evolution and its implications for their companies’
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growth strategies. As illustrated in Chart 3 below, the following six-step process outlines
how our researchers and consultants embed the CEO 360-Degree Perspective™ into their
analyses and recommendations.

Chart 3: The CEO's 360-Degree Perspective™ Model
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Critical Importance of TEAM Research

Frost & Sullivan’s TEAM Research methodology represents the analytical rigor of our
research process. It offers a 360-degree view of industry challenges, trends, and issues by
integrating all seven of Frost & Sullivan's research methodologies. Our experience has
shown over the years that companies too often make important growth decisions based on
a narrow understanding of their environment, leading to errors of both omission and
commission. Frost & Sullivan contends that successful growth strategies are founded on a
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thorough understanding of market, technical, economic, financial, customer, best
practices, and demographic analyses. In that vein, the letters T, E, A, and M reflect our
core technical, economic, applied (financial and best practices) and market analyses. The
integration of these research disciplines into the TEAM Research methodology provides an
evaluation platform for benchmarking industry players and for creating high-potential
growth strategies for our clients.

Chart 4: Benchmarking Performance with TEAM Research
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About Frost & Sullivan

Frost & Sullivan, the Growth Partnership Company, enables clients to accelerate growth
and achieve best-in-class positions in growth, innovation and leadership. The company's
Growth Partnership Service provides the CEO and the CEQO's Growth Team with disciplined
research and best-practice models to drive the generation, evaluation and implementation
of powerful growth strategies. Frost & Sullivan leverages 50 years of experience in
partnering with Global 1000 companies, emerging businesses and the investment
community from more than 40 offices on six continents. To join our Growth Partnership,
please visit http://www.frost.com.
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