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Challenge

The client was faced with
competition for the first time in
its 30 year history.

This meant potential loss of
revenue. In order to guard
against this, the customer
needed to improve its service
provisioning and transform its
field force to enable it to meet
growth targets.

In addition, the level of service
provisioning capability within
people, process and technology
was below par.
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Bringing it all together

Field force management architecture
improves service delivery guidelines

In the modern competitive Telco world, the incumbent
Telco operator is unlikely to win on price alone. Service
and product differentiators, such as the type and quality
of product, supported by excellent customer service, are
key to gaining an edge. To achieve this, a comprehensive
approach to Work Force Management is required.

Solution

BT Telconsult audited the
client’s field force management
capability and developed
recommendations to
implement broad initiatives
within people, process and
technology.

BT developed a new field force
management business
architecture that would provide
for a reduction in delivery cycle
time.

About BT Telconsult

Benefit

This consultancy provided the
client with the necessary
information to understand the
activities and requirements to
implement an automated Work
Force Management solution in
a complete, end-to-end
manner.

The solution provided for a
reduction in delivery cycle time
with a 95 per cent target of
delivering right first time (RFT)
thus assisting excellence in
customer experience.

BT Telconsult is a global telecommunications management and technology
consulting business with 30 years experience in providing consultancy
services to fixed and mobile telecoms operators in over 90 countries.

We are part of BT Global Services and leverage BT’s experience and expertise
as a 21C Next-Generation Communication Provider to help our clients

overcome the challenges they face.

Our consultative practitioners have a deep understanding of how to address
end-to-end business, technology and operational challenges using best
practices and methodologies developed by BT to support your business

transformation.

For more information please visit
http://bt-telconsult.com



