anagement Solutions
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Typical FMRE Challenges
| Cost
DisparateSystems Visibility

ORACLE
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Unifier and OFCS

Real Estate Contract Management
Management (Reactive and Planned)

Project Controls

ORACLE
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What is Unifier?
ACloudbased, Integrated

Asset Lifecycle Management
AConfigurable Business Proce (Sl
AMulti-Level Hierarchies.
ARobust Reporting.

AEasy Integration w/ ERPs.

Alntuitive user interface.

ORACLE’
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What is Field Service Cloud? -=—§.:

AReal time self learning “

AWork scheduling & routing == %:‘:-:‘:
ACustomer notifications o
AMobile working and location tracking

Alnternal social collaboration and help desk

ORACLE

Copyright ©2016,0racle and/or its affiliates. All rights reserved. | Oracle Confidentiat Internal 9



Virgin Media S

media
Challenge

w Improve accuracy in scheduling engineer visits and routing efficiency.
w Support a complex work mix inciuding customer installation and repairs and network

G2S KIS AYilNRRC(

SeArvice Cloyd with trerrjend(’)uAs maintenance
Nbadz GaxX oSQ@S w Narrow cusiomer sesvice winacws and give consumers a choice of time slots most
productivity, our travel times have convenient for them.
NERAdZOS RS | Y R & w Empower field enginears to focus ¢n the customer, not on managing their daily workflov
12 A4LISYR 6A0K
: OFSC Modules Deployed
MauriceDaw w Capacity «w Communication
Executive Director w Core Manage w Collaboration
w Mobility w Smart Location
w Routing
Results

w 15% reduction travel time

15% increase jobs per technician

Substantial reduction office resources

97 percent ortime delivery

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

w
W
w
W

ORACLE
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Morrison Utility Services (MUS) MORRISON=V=

Morrison Utility Services operate

across the UK providing services 1

blue chiputility companiesacross
the electricity, gas, ralil,
telecommunications and water
sectors on the upgrade and
maintenance of their
infrastructure.

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

ORACLE

Utility Services

Challenge

w Reinstate excavations sooner
w Reduce number of fines associated with SLA breaches

w Increase number of daily completed jobs

w Increase SLA compliance of complex, linteesk jobs over mukday periods
w Increase efficiency of faults and maintenance work

OFSC Modules Deployed
w Capacity

w Core Manage

w Mobility

w Routing

Results

w Improved productivity of dispatchers, agents and teams in the fiellB #éhore jobs per
day, 15% reduction in travel time

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

Copyright ©2016,0racle and/or its affiliates. All rights reserved. |



Roles

Operatives /

: Procurement Schedulers
Engineers

Call Handlers Directors Contract Managers

Site Managers Project Managers Business Developers

ORACLE’
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Analytics and InsightBl data management and visualisation

Cloud based data warehouse and reporting
analytics

Ineet Weternh Matertal Coats vy Stetan. Deperrmrt
Aewrnas % rwwr Aewrmas Seme S 8o -~ L

s Wawcase 1 e dit] W Boo0ed wong lo b
) g 8 iy ——
e G4 Sy w v e b
- - S @ —— - - ‘—' .:

Carecave was Craws Was Cram Mata Couts 3y DNpaTReNT Senice CHagaty, I
Bt e (ncarweunt SACHIVE K3 SAvER emtt Wi Sancamen .
E— - cvo s o ot o b 4 Bt e 1
N0 Tw eum 1w e e v |+
B - —————— L g ==
-
ey

Automated feeds from field service data

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

Able to mix with other data sources

WM Matanal Coats oy Crestion Dew. Departvent Senice Ostegory

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

Commntat Sarvems oo Sevees Sm—gers § baoee v

. . complex data
o Benefits
m*wb‘-
o Ensuring field service data is able to support
- operational business and strategic management
0 S — decision making
+ Ghmiame || TEERIE——

s e "N r 1 o ‘:-_ .
. 6512 359 137 . b,
O rmme S = T e [ —
& Vrapy e I _“-‘ e

! R

¢ e

Business Intelligence for field service

ORACLE
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Benefits

g
\

Increase
| Transparency
Improve Communication
Save Time
Reduce
Costs

ORACLE

Copyright ©2016,0racle and/or its affiliates. All rights reserved. |



Roles

Operatives /

: Procurement Schedulers
Engineers

Call Handlers Directors Contract Managers

Site Managers Project Managers Business Developers

ORACLE’
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Capacity based appointment©ffering field resources according to available capacity

-mm Ot Dapaxner e K v (%) e : ! : !
e E— Unigue capacity based approach to offering time-
ok ' ST slot based appointments to multi-channel booking
2 o B Ao v systems
e ORACLE Fiud Service Cloud Dispaich =  Tools +  Resource Sefings =  Aoporis =  Configurabion
> _ _ _ - Enables under/overbooking akin to airline seats
- ﬂ. QL MNameor iD Bournemouth | 4 | Wed, Jan 21 - Tue, Jan 27 | » Viow = | | Quota history | Close time history | Mass populate
7 & owe Enables planners to control appointment usage by
= & soumeam Copacty Comgonnt | e | G | oo e | e | i e T i | e T ot s ot [ ot o o | v skill or appointment type, eg limit repair work to
. & testngs o T w m| (e 2= [ o P —— T Tm e | @ ensure availability for installs etc.
= & South West Gereral Appoinkmants 120 1 2 ) 20.84% =) 120 162 2 108 B4 BE% @
[I— Spectalst Appciraments | 240 ) @ M0 48 @ | Open/close capacity by day and or work-zone to
& Dorchaster ol W | 2 o | : ol focus work in geographic areas to specific days

i 16/04/2012 - 29/04/2012 ‘
Miss Customerl Surnamel

59 Thorparch Road South Lambeth Mon Tue Wed Thu Fri Sat Sun
LONDON

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

e _ _%Ela

28 B Bl e B 2% 22 utilisation
(_Expert preference -)
AM AM AM AM AM AM AM . .
(Manual assignment ) -~ & B R R R OB Compl ex job booking-sup
mat ching resourceo API
Mon Tue Wed Thu Fri Sat Sun
Pt Sy 23 24 25 26 27 28 29 Benefits
) Don't sand AM AM AM . AM, AM AM AM

PM. PM P Pm (PM:] PM PM Real time self service appointment booking

Maximises utilisation of field resources minimising
white space

: : : Control over how resources are used to support
CSR and customer self service access to appointment booking business goals

ORACLE
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Roles

Operatives /

: Procurement Schedulers
Engineers

Call Handlers Directors Contract Managers

Site Managers Project Managers Business Developers

ORACLE’
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Air-TrafficcControl: For effective field service execution

ORACLE AR : : |
e Q B Ro_le based_ access including sub-contractors
Sarvcs tiowe Dspatch v Tools v Resource Seftings v Reporis v Configurasion office and field workers

i il s e o Q15 Time, List, Map and Job detail views of Activities
atf] [Q rame o0 Geneva Sub Station Project Team |9 | |« | Tumun7-Thu, duns [+ | | view - | [0 E ¢ x to be completed together
B TGV High Voltags Services Lt R mmm 2018 mmmml Thurssday, Jurse Sk, 2016 - . . .
5 . Genew Sub Suton Prject e [IPRC R E— L b S S | ol N S S . N N « Resources grouped into logical geographical and
lde Telsacopi: Crane hiss | _ i — i —
By 400TE Teescop Cane s ||| o - O i - | m— organisation tree structure
& Adan (Principal TL) | | |
& {Elecircal) b | i . :
& ina (Eciican a :: - : | — -+ | : - : Resources working calendar, skills levels and
& Bury (Mecrancal Engree || 0 e 1 i 5 — - expire dates, starting/ending locations, work-zone
: Borris Electrcal & o : B w3 | | J P preferences and on-hand inventory
HEn (Guterviso | T
: T : — — ' S— Unscheduled work visibility where it enters system
«tf] (X] (@ wmeao [ e £ 1L wamman || (v ][0 . [Simio] x] at appropriate resource tree level
B TGV Hgh 5 sl Aescurces '.l L] 9 10 " 12 13 L 18 " 17 1 I:II B B
- W 400TE Teescone Crane L S o :
|5 72 Gevers Sut-Statn Projct a — == : : : : — == : : 1 Smartlocation identifies proximity compliance
oy #00TE Tebsmotmic Crana hirj| 4 Al (Pancioal TL) 5 LU LR e — : |
@ Awa (Elacaica : % : ren s High Vohagd Swhchgeas inetsl 0010 :
L Aan (Principal TL) (07 5 : . . . B B — . . : L 5 | 2
£ A (Elscirical) (32) _2mm&wm i :1 : : i : : : ® Benefits
Berrie (Eleciraca 1 Hgh Vostage Swichgenr PM (Lekad) vt is. High Voige Brichgsar PAM (Linksd), 0000 5 . S : _——
@ ety Rlscheseal W=l & v upervior - m ] . Effective utilisation of field resources, maximising
a :""‘“""""’“ - —t : — work completed, travel time and best allocation for
b o (eperviser) (317 skills/inventory
# [0y W Asset instaliations Team §0)
. f o m——— Jeopardy management re-allocate based on real
. time progress updates

- L) ISENBERG, Mamie (U

An intuitive command center to give visibility and control to plannlng Al Eeeiiing)§ @ SRS ISRkl R SHlsea i EiE Sotieiess
service Vvisits Predictive arrival time for customer reminders
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