R has also been able to collect the intellectual capital held by the team of operators and build process
rules and assignment policies to support the assignment automation effort. This has enabled R to retain,
modify, and enhance the assignment process and prevent knowledge loss if operators leave the company.
The screen shot in Figure 2
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shows how a work order can be
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modified, and how action can be
taken by the operators using the
solution (terminate or cancel the
work order or modify the work
order information) as required.
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Figure 2 shows the work order edition in M3O Operations Book (a component of the M30 platform).

Another key component of the solution is instituting alerts and warnings. Once the processes had
been formalized and automated with the M30 Business Process Management Suite (a component of
the M3O platform), potential issues could be identified and acted on via automated alerts as shown in

Figure 3.

As with any business, automated processes do sometimes require manual intervention. This ability to
manually prioritize jobs (for example, if a certain installer was requested by the customer) was critical to
R. Figures 4 and 5 illustrate the assignment dashboard and how an operator could adjust assignments if

required.
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Figure 4: Manual assignment, prioritization and cockpit implemented on Operations Book and integrated

with GIS in order to receive real time installer location
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Figure 5: High Level Cockpit

This Operations book page shows some charts giving a high level view of how the system is behaving
(number of work orders by status, activity in the last hour, number of installers currently working, etc.)




The Results: Streamlined Systems and Greater Control

With Vitria’s M3O Operational Intelligence for Customer Care Solution, R has gained visibility
across all Field Works Operations, insight into the status of the activities, and is now positioned to
take immediate action if issues arise. Vitria’s unified software platform was deployed with results
delivered rapidly by a team of three Vitria consultants. All key project goals were achieved,
including:

° Work Order Automation eliminated the need for manual intervention to assign incoming
work orders to the correct installer

* Gained real time visibility of work order status and job progress to enable services to be
completed on time and within Service Level Agreements (SLA) thresholds

* Notifications of potential issues triggered automatically before the customer is impacted
enabling the central operator to take immediate action

* M3O provides a complete view of the status of work orders and possible bottlenecks
(such as too many jobs in a queue) to operators, managers, or installers

Benefits
Throughout this deployment, R began to obtain business benefits that will continue to support their
mission of delivering exceptional customer services. The results included:

* Reduced field work labor costs by automating work order assignments

* Optimized field work assignments by assigning jobs based on process rules and real-time
information

* Minimized latencies by identifying potential issues prior to deadlines being missed

» Improved productivity of operator team by focusing manual attention on key activities that
could not be automated

» Gained greater control and visibility on how field work orders are being completed

Increased control and visibility into how Service Level Agreements (SLA’s) are being met,
with real time notification of SLA jeopardy situations

Increased installer utilization, thereby reducing costs and employee downtime
» Improved overall customer service levels

Deployment Summary
° Vitria M3O Operational Intelligence Suite
* Vitria Professional Services to implement

R
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