TELECOM FIELD SERVICE

Telecom Mobile
and Onesource

-powering
field staff

to provide top notch service

“In a nutshell, it’s a staff empowerment strategy. As simple as that,”
explains Tony Day, National Service Manager, Onesource, who, thanks
to Telecom’s Mobile JetStream, now has a fleet of fully mobile service
technicians operating around Auckland.

BENEFITS SUMMARY

“This technology supports our wider customer service strategies because it enables our
guys to take ownership of the quality of service provided to their customers, which in
PRODUCTIVITY AND SERVICE GAINS turn has led to immediate business benefits of a 30 percent increase in productivity

and a 20 per cent improvement in response times.”
IMPROVED CUSTOMER SERVICE THROUGH

EMPOWERED SERVICE STAFF Collectively, Onesource’s team of 180 technicians service over 26,000 pieces of office
equipment nationwide. Their previous telephone-based job dispatch process involved

BETTER MANAGEMENT CONTROL OF SERVICE a dispatcher sending jobs out via pager or mobile phone to the (supposedly nearest)

LEVELS AND PRODUCTIVITY technician — often taking up to three messages to relay all the necessary information.

Major maintenance jobs can require up to a dozen parts, and inefficiencies and inaccuracies
REDUCED ERRORS AND INEFFICIENCIES were common when technicians recorded the 15 character long part numbers on paper

and then passed the information over the phone to their dispatcher to be re-entered
IMPROVED BUSINESS CASHFLOW THROUGH JUST-

IN-TIME INVENTORY MANAGEMENT

into a computer back at the office.

EMPOWERED STAFF — HAPPY CUSTOMERS

Now, supported by Telecom’s Mobile JetStream network, Onesource operate a ‘quasi franchise’ model
whereby each service technician is, in effect a ‘Territory Manager’ who ‘owns’ the customers within a
designated geographical area and is thus intimately familiar with each machine’s service history and,
most importantly, the customer’s requirements.

On the road “all day, everyday” Onesource technicians operate out of station
wagons “packed to the gunnels” with parts, an 027 mobile phone, and now,

handheld devices with wireless data cards and scanners to record barcoded n
parts. Each handheld has a second battery sleeve and a strong industrial-

strength rubber casing — modified to incorporate a charger outlet for

maximum mobility. DnESH urce
As Tony explains, each photocopier’s serial number is the key piece of data.

When a customer calls in, the job is automatically linked to the area technician. “'Eix
Once it's confirmed that they can accept the job (and Onesource are finding S e,

an astonishingly high ‘first-try’ match rate), they are sent the details via an

ECONZ onsite message server. If for some reason a technician is unavailable, .

a separate reminder text message is sent within 15 minutes to their mobile -‘k CﬂgE“‘t
phones, before the job is passed on to the ‘next best’ person.



ONESOURCE
BUSINESS BASICS

FORMED IN 2002, ONESOURCE COMBINES THE
PEOPLE AND OPERATIONS OF U-Bix DOCUMENT
SoLuTIioNs AND COGENT COMMUNICATIONS
OFFERS PRODUCTS AND SERVICES TO MEET
VIRTUALLY ALL THE TECHNOLOGY NEEDS OF

A MODERN BUSINESS OFFICE

ANNUAL REVENUES IN EXCESS OF 5100 MILLION

MORE THAN 500 EMPLOYEES AT
13 OFFICES NATIONWIDE

SEE WWW.ONESOURCE.CO.NZ
SEE WWW.UBIX.CO.NZ

SEE WWW.COGENTCOMMUNICATIONS.CO.NZ

TECH SPECS

IBM AS400 MAINFRAME COMPUTER AT
HeADb OFFICE

BPCS ACCOUNTING PLATFORM
ONsITE ECONZ MEesSSAGE QUEUE SERVER
STAFF EQUIPPED WITH TELECOM 027 MOBILE PHONES

SECURE REMOTE ACCESS TO THE U-BIX INTRANET
THROUGH TELECOM’s REMOTE OFFICE SERVICE

SERVICE TECHNICIANS ARMED WITH COMPAQ 3850
IPAQs (WITH MOBILE JETSTREAM-ENABLED GTRAN
TYPE Il PCMCIA MODEM CARDS) AND SMALL
HANDHELD SCANNERS

TELECOM FIELD SERVICE

FEATURE RICH — ERROR FREE

User fields on the PDAs also contain data entry parameters to reduce errors. For example, the all-
important meter reading on the photocopier can’t be less than the last reading, or greater than a
calculated figure based on that customer’s daily average.

POWERFUL PERFORMANCE REPORTING

The result? Greatly increased productivity (coupled with significantly decreased travel times), better
customer relationships, and empowered staff able to plan and prioritise their workload.

But that's not all. Because Onesource can also extrapolate out all the data stored on each technician’s
PDA, Tony's team can now produce visually explicit ‘at a glance’ performance reports for each of them
— detailing everything from travel times to the reliability (or not) of particular machines and the all
important response times to customers’ service requests.

It is this that Tony firmly believes engenders a new ‘healthy competitiveness’ amongst his service staff,
many of whom have worked for the company for over ten years and began requesting this type of
technology during focus groups.

“At the end of the day, it's about using technology to drive a competition for quality, which in turn
supports our mission of continuous improvement.”

In fact, Onesource are so hooked on the power of wireless data that “in line with our intent to invent
the obvious, implement it ourselves and then make the solution available to our customers,” Tony says
Onesource will also be implementing the solution for its customers, in partnership with ECONZ.

NATIONWIDE ROLLOUT

Following Auckland trials Onesource have "mobilised" all of the U-Bix field force deploying
90 handhelds. Planning is well advanced for the rollout of the technology to the Cogent
Communications team.

A QUANTIFIABLE ROI

Such an investment in wireless technology doesn’t come cheap, but the decision wasn't one that fazed
the Onesource executive team when the business case to do so was presented: Tony reports that the
planned return on investment of 14 months was actually achieved in under 12 months.
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