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What is Unifier?
ÅCloud-based, Integrated 

Asset Lifecycle Management.

ÅConfigurable Business Process.

ÅMulti-Level Hierarchies.

ÅRobust Reporting.

ÅEasy Integration w/ ERPs.

ÅIntuitive user interface.
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What is Field Service Cloud?

ÅReal time self learning

ÅWork scheduling & routing

ÅCustomer notifications

ÅMobile working and location tracking

ÅInternal social collaboration and help desk

Oracle Confidential ςInternal 9
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Virgin Media
Challenge
ω Improve accuracy in scheduling engineer visits and routing efficiency. 

ω Support a complex work mix including customer installation and repairs and network 
maintenance 

ω Narrow customer service windows and give consumers a choice of time slots most 
convenient for them.

ω Empower field engineers to focus on the customer, not on managing their daily workflow.

OFSC Modules Deployed
ω Capacity
ω Core Manage
ω Mobility
ω Routing

Results
ω 15% reduction travel time

ω 15% increase jobs per technician 

ω Substantial reduction office resources

ω 97 percent on-time delivery

ω 18 percent increase in customer satisfaction and loyalty ratings (NPS)

ά²Ŝ ƘŀǾŜ ƛƴǘǊƻŘǳŎŜŘ hǊŀŎƭŜ CƛŜƭŘ 
Service Cloud with tremendous 
ǊŜǎǳƭǘǎΧ ǿŜΩǾŜ Ǝƻǘ ƳǳŎƘ ōŜǘǘŜǊ 
productivity, our travel times have 
ǊŜŘǳŎŜŘΣ ŀƴŘ ǿŜΩǾŜ Ǝƻǘ ƳƻǊŜ ǘƛƳŜ 
ǘƻ ǎǇŜƴŘ ǿƛǘƘ ƻǳǊ ŎǳǎǘƻƳŜǊǎέ

Maurice Daw,

Executive Director
ω Communication
ω Collaboration
ω Smart Location
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Morrison Utility Services (MUS)

Challenge
ω Reinstate excavations sooner

ω Reduce number of fines associated with SLA breaches 

ω Increase number of daily completed jobs

ω Increase SLA compliance of complex, linked-task jobs over multi-day periods

ω Increase efficiency of faults and maintenance work 

OFSC Modules Deployed

ω Capacity

ω Core Manage

ω Mobility

ω Routing

Results
ω Improved productivity of dispatchers, agents and teams in the field: 9-13 more jobs per 

day, 15% reduction in travel time

ω Improved compliance with client expectations and SLAs, meeting notice/permit periods

Morrison Utility Services operate 
across the UK providing services to 
blue chip utility companies across 
the electricity, gas, rail, 
telecommunications and water 
sectors on the upgrade and 
maintenance of their 
infrastructure.  

MUS started using Oracle Field 
Service in 2012 and now have     
over 900 users.
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Roles

Operatives / 
Engineers

Call Handlers

Procurement

Directors

Schedulers

Contract Managers

Site Managers Project Managers Business Developers
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Analytics and Insight:BI data management and visualisation

Business Intelligence for field service  

o Cloud based data warehouse and reporting 
analytics

o Automated feeds from field service data

o Standard Data Warehouse extracts can also feed 
other DW BI tools already in use

o Able to mix with other data sources 

o Design 1, 2 and 3d report formats to clearly visual 
complex data 

o Ensuring field service data is able to support  
operational business and strategic management 
decision making

Benefits
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Benefits

Reduce 
Costs

Save Time

Improve Communication

Increase 
Transparency
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Roles

Operatives / 
Engineers

Call Handlers

Procurement

Directors

Schedulers

Contract Managers

Site Managers Project Managers Business Developers
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Capacity based appointments: Offering field resources according to available capacity 

o Unique capacity based approach to offering time-
slot based appointments to multi-channel booking 
systems

o Enables under/overbooking akin to airline seats

o Enables planners to control appointment usage by 
skill or appointment type, eg limit repair work to 
ensure availability for installs etc.

o Open/close capacity by day and or work-zone to 
focus work in geographic areas to specific days

o Enables same day booking offering up time freed 
up by no-shows or early completions for customer 
utilisation

o Complex job booking support through ñfind-
matching resourceò API calls.  

o Real time self service appointment booking 

o Maximises utilisation of field resources minimising 
white space

o Control over how resources are used to support 
business goals

Benefits

CSR and customer self service access to appointment booking 
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Roles

Operatives / 
Engineers

Call Handlers

Procurement

Directors

Schedulers

Contract Managers

Site Managers Project Managers Business Developers
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Air-Traffic-Control: For effective field service execution

An intuitive command center to give visibility and control to planning and executing field 
service visits

o Role based access including sub-contractors 
office and field workers

o Time, List, Map and Job detail views of Activities 
to be completed together

o Resources grouped into logical geographical and 
organisation tree structure

o Resources working calendar, skills levels and 
expire dates, starting/ending locations, work-zone 
preferences and on-hand inventory

o Unscheduled work visibility where it enters system 
at appropriate resource tree level

o Smartlocation identifies proximity compliance 

o Effective utilisation of field resources, maximising 
work completed, travel time and best allocation for 
skills/inventory 

o Jeopardy management re-allocate based on real 
time progress updates

o Integrates internal and sub-contracted workforces

o Predictive arrival time for customer reminders

Benefits


