The Business Need

Effective communication and coordination of work is crucial in efficient
utilization of mobile workforce and realization of business goals.
organizations must extend information beyond the walls of their organization
and seamlessly interact with employees in real time. Enterprises need a
collaborative platform to provide end-to end mobile solutions to their
employees and speed up the process and provide good customer service.
The main objective of this project is to provide the required services to the
customers who experiences telephone problems such as line interrupts, no
dial tones, broken jacks and cross lines. Arepresentative stores the complete
details of the customer's complaints, address, and work order etc. in the
Sprint server. Each technician could connect his tablet PC with the server in
order to synchronize the data between the servers and tablet PC. Whenever
technician takes in charge of the complaint and will move to the customer
address and update the complaint status in tablet PC. When tablet PC is
synchronized to the server again the complaint details in the server will get
updated. Client required a versatile solution to automate this process, by
automating this process will eliminate the unnecessary and data's will get
updated automatically into server.
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Advantages

Our workforce automation solution prov ides
the complete labour management solution
to improve bottomline profits.

Prioritizes customer’s complaints
automatically based on availability of
technician for easy assignment.

Greatly reduces need of staff for data
processing operation

Web-based model offers truly paperless
operation

Enables workforce’s to wirelessly maintain
work order notifications, status updates
etc.,

It significantly reduces costs by avoiding
missed appointments, minimizing travel
time and improving overall efficiency.




The Evaluation Process

Client evaluated many software solution providers. While each solution had some advantages, but
client's requirement was not met. Cost of installation and ongoing monthly fees proved prohibitive with
other solution. Client was presented with a solution that met its needs. Among other companies, client
found that ZSL was a perfect match for their requirements. ZSL's advantages of delivering high
availability solutions made client to recognise our solution and believed that would provide a thorough
assessment of their environment and give them peace-of-mind about its long-term reliability — which
other solutions couldn't provide.

The Solution

Work force automation is designed and developed to provide a complete solution for client operations. It
optimizes and automates many of the difficult tasks associated with client operations, greatly reducing
the amount of time. This application is been developed using .NET compact framework technology and
BSQUARE'S Secure Digital Input Output Technology.

Web application is done in ASP.Net and backend is SQL Server. Whenever a customer calls and registers
his complaints, a new ticketis raised with the details of

Nature of complaint

Customer address

Telephone number

Email Id
Available Date & Time

Once the customer raised his complaint, customer care representative allocates the ticket to a technician
according to the location of the customer. Technician will be provided with Tablet PC, in order to
synchronize the customer's information from server. Sprint Filed power V1.4 application will be installed
and configured with appropriate username and password. Whenever the technician connects his tablet
pc to the server, he can retrieve all the details about the ticket which assigned to him, in order to provide a
right solution to the customer. Once technician completes the assignment, he can update the information
into server automatically.

Our approach to mobile workforce automation addresses the key issues and provided a convenient
means of data capture and real-time communication medium.

ZSL Inc. 85 Lincoln Highway, Edison, NJ 08820

Phone : 732-549-9770 Fax : 732-767-6644
www.zslinc.com




Workflow
Screen1 (Initial screen):

Screen 1 represents the login screen ofthe customer.

HTabletbe Workborce =loix]
o I

workforce

FLOGIM

Uzermame:

Password:
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Screen 2.

Once when the correct username and password is given, the below screen appears with the
ticket details for the current date.

¥ TabletPC WorkForce = x|
Bl
workforce
TicketDate: Thursday, June 26, 2008

TochNome | TcketNusber | Work Doscipien | Arivalme [ Departure Time 51

besumme] FLIES05 jack used 07 00FM (% OOFM FL

FL1ES9S m0 pack 10 00PM 11:00PM FL

FLIGTEE no dhal 10:00aM 11.004M FL

FLIBA3Z no dhal 10-D0&M 17.008M FL

€| J 2]
| |
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Screen 3:

By selecting any one ticket from the ticket details list, the following screen will appear
representing some basic information about the ticket such as Ticket No., Work order
description, work order notes and schedule dates.

I TabletPL WorkForce

TicketDet adls
workforce Ticket Details
Ticket Number: FL1650S
Work Order De s cnplon:
‘iﬁﬂ. used
Work Order Notes:
‘i-t used
Appoinment Date: 6/26/2008
Prefiered appt bme: 810
Wire Solutons: Y
-
| | ]

The following functions can be performed in the above screen

Closing the ticket
Customer Missed
Technician Missed
Unresolved
Canceling the ticket
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Screen 4.
If we select “Customer Missed” option the below screen will appear
i TabletPC _WorkForce | ™ I .'I !I
workforce
Customer Missed

TicketNumber: FL16505
TechMame: hu’a'mnu I
Arrival Tinne: ﬁ & IUB 'IF'H "l

Departure Time: (09 =]00 =|PM =

MNotez: jack used

s e

Click on Save =» Status will be changed to Customer Missed

i1 TabletPt WorkForce alclxl
B
workforce

TicketiDabe:  Thusday, June 26, 2008

a | Aerrwal e

10:00PK II-'IIPH FL pedi 5 chechdad

[ 10 DM 11 00AM FL arths Scheduled
I 1000AM 11 0AM FL 180 5 chaked
4] |
-
a| | L3
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Screen 5.

Ifwe select “Tech Missed” option, the following screen appears

workforce

Tech Missed

Ticket Humber FL16535

Tech Name: femummer 1

Motes: rsk ured

Loogeve o ek

Screen 6.

Ifthe user selects “Unresolved Ticket” option, the below screen appears.

11 TabletPC_WorkForce

uneesolvedbicket

workforce

Unresolved ticket

Ticket Number: FL1E6535

e
T
Departure Time: 17 =[00 =|asl =]
I oy

Motes: "W

I |

i =
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Screen 7.

If the user selects “Cancel Ticket” option, the below screen appears. After providing the
properinputs, “Sync”is clicked to store these data to the pc database.

P Tabbel f-'.l'_'-'ul-urI-:Fll:lfu'. ; ..IJE‘.!’
workforce
Cancel ticket

Ticket Mumber: FL1GROS

Status Reazon: chaduled

Motes |m:t used

D
al | = :§
Screen 8:
Ifthe user selects “Close” option, the below screen appears.
=loix

workforce
Closure Form

Ticket Number: FL1

Clozure Reazon: Em

Hotes: F ugsed

]
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Screen 9:

After performing any of the above actionsw» click on Sync and the data's will get
synchronized with the server.

1 Teblete worktorce S

Workorder

workforce

TicketDate: Thursday, June 26 2003

Stalus
phn Customeizsed
peter Scheduled
anltii Scheduled
130 Scheduled

iy L

al | 9z

Actions Taken on Tickefs
» Closing the ticket
» Customer Missed
« Technician Missed
» Unresolved
« Cancelling the ticket
* Reschedule visits

« New complaint/job request
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The Benefifs

« Our workforce automation solution provides the complete labour management
solution to improve bottom-line profits.

« Prioritizes customer’s complaints automatically based on availability of
technician for easy assignment.

» Greatly reduces need of staff for data processing operation.
» Web-based model offers truly paperless operation

» Enables workforce's to wirelessly maintain work order notifications, status
updates etc.,

« [t significantly reduces costs by avoiding missed appointments, minimizing
travel time and improving overall efficiency.
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