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The Purpose Of This Solution Guide

Aspective believes in offering a more intelligent approach to improving service
performance and in enabling our clients to make the most of their investments in
systems and data.

We are focused on our customersoOo success
pragmatic advice, and committed to recommending only the most appropriate
technologies and implementation models.

Webve accumul ated a significant amount o
of more than 150 successful customer engagementsi and wedr e pl ease
able to share what weodve | earned with vyo
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About Aspective

The Enterprise Applications arm of Vodafone i the 18™ largest company in world

Specialist mobile workforce management consultancy and solutions provider with
deep industry expertise in our chosen markets

Uniquely flexible services portfolio, ranging from business analysis and change
management through to a complete end to end solution i developed, hosted,
managed, maintained and supported for a fixed monthly fee

150 highly experienced Consultants focussed on rapid delivery of business
benefits and Return On Investment

Live customer references achieving real value from mobile workforce
management solutions

Technology-independent, with world class product vendor partnerships:

SIEBEL CUSTOMER ENTERPRISE REALTIME Making Service Click
RELATIONSHIP MANAGEMENT SCHEDULER

8 CERTIFIED 8 CERTIFIED _
PARTNER PARTNER W ClickSoftware DEXTERRAN

mosoft- 2007 MICROSOFT BUSINESS SOLUTIONS
Coimcenniies | PARTNER OF THE YEAR

Microsoft Dynamicsw CRM Vinv A NES ObjeC‘I:S‘ i
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Wedove talked to hundreds of sieandwe lrearthenanage
same four key challenges again and again. They tell us they are under pressure to:

Satisfy Increasingly Demanding Customers

And cope with ever-tightening Service Level Agreements (SLAS)

Optimise Use of Assets and Resources

Make the most of their existing investments in systems and data

Boost Field Force Productivity

Despite a growing difficulty in recruiting skilled staff

Guarantee Regulatory Compliance

In an increasingly legislated and litigious world

Our Perspective?

The pressure on service organisations
cwerform can only get tougher ‘
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Raising Expectations

Across every industry, and in both Business-to-Business (B2B) and Business-to-
Consumer (B2C) environments customers are expecting ever-higher standards of
service and value and becoming increasingly intolerant of poor performance.

These raised expectations are often expressed in the B2B world in terms of
stringent Service Level Agreements (SLAS) with substantial penalties for non-
performance - and in both B2B and B2C by the ever-present threat that a
dissatisfied customer will take their business elsewhere.

The cumulative financial impact of any such defections on lifetime customer revenue
and profit is likely to be substantial i and will often far exceed the value of the initial
product sale. Companies simply cannot afford to lose customers because of poor
service.

Our Perspective?

Customers are increasingly intolerant of poor
;‘Wd their standards are rising ‘
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Make the Most of Your Existing Investments

Most companies have made significant investments in the people, systems and data
that, directly or indirectly, support their field service operations. Many simply cannot
afford 7 evenifitwerepossibleit o Ari p and replaced the en

What many are looking for is the ability to integrate the assets and resources they
already have, in a way that improves the productivity and responsiveness of the
entire organisation, and builds upon what they have already learned and achieved.

A henee fits all o approach is unlikely to
service leaders will be looking for T they will expect to be able to intelligently
combine best-in-class technologies with best-of-breed business practices.

Our Perspective?

Service organisations have to make intelligent
c\useofa_ll available resources ‘
vodafone
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Evolving Skillsets

Many service organisations report increasing problems in recruiting and retaining
staff, with issues including an ageing workforce, staff loyalty, the need to keep
technical skills up-to-date and workload and lifestyle challenges.

Keeping the employee skill base in line with the speed of technological change and
evolving customer demands and expectations is proving problematic for many
organisations. The effect is often compounded by the drive to offer a wider range of
service offerings to the customer base.

Multi-skilling is becoming the norm. Service organisations are having to find ways to
equip their staff to handle a wider range of tasks at the same time as continuing to
drive down Mean Time To Repair (MTTR) and First Time Fix Rates.

Our Perspective?

Service organisations need to equip their workforce
Dtoc%withan increasingly complex world ‘
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Keeping Up With Regulation

Organisations have never had to take account of more regulation than at the
present, and the trend shows no signs of a
with compliance: the shadow of civil litigation also hangs over many situations.

Headline cases of multi-million pound fines have highlighted the risks involved.
Service organisations simply cannot afford
matter of complying with legislation i increasingly, organisations have to be able to

prove that they have done so

Across a wide and growing range of legislation, spanning Health and Safety,
Environmental and many other issues, employers are obliged to put systems in
place that guarantee and prove they have complied.

Our Perspective?
Regulatory compliance will force many service

) organisations to review their policies ‘
\and processes
vodafone
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But these challenges are balanced by key opportunities é

Across many industries, margins are decl
Il ncreasingly commoditised and harder to
mor e de mandcompetit®n is deding tougher

A growing number of companies are no longer viewing the service function as a
cost centre, but as the basis of competitive advantage, a significant driver of
growth, and an increasingly important source of revenue and profit

If vendors are to fully realise the potential of their service operations, they need to
master the basics of improving efficiency, eliminating errors and increasing
effectiveness 1 and progressively build upon this foundation to drive innovation
and lifetime customer value

Our Perspective?

Competitive advantage is going to be increasingly
;‘Went on Great Service ‘
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Service Leaders (organisations who represent the top 20%) enjoy huge commercial
advantages over Service Laggards (the bottom 30%), as evidenced by the following

consolidated research findings from the Aberdeen Group.

% of Revenues derived from Service 12%
% of Profits derived from Service 12%
% Customers with Service Agreement 74%
SLA Compliance 4%
Work orders completed per day per technician 3.7

Mean Time to Repair (Hours) 14.2

28%
38%
83%
91%
4.9
6.3

+16%
+26%
+9%
+17%
+32%
-125%

Source: Aberdeen Group Research, 2006-2007

— —y

Our Perspective?

There are huge commercial advantages from
;Mest-in-class practices
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