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BRITISH TELECOM USES JAMES BONDIAN EFFICIENCY
TO FIRE OFF 65,000 DAILY JOBS TO ITS 22,500 AGENTS,
COMPLETING SOME 20 MILLION MISSIONS PER YEAR.

British Telecommunication’s mobile workforce
0[11;.magement project is about as subtle as a
sledgehammer. At face value, the numbers tend

to send the mind reeling.
In the UK. alone, British Telecom (BT) serves more
than 21 million corporate and residential customers
with upwards of 28 million exchange lines. The largest

full-service telecom company in the UK. and one of

the biggest in Europe, BT provides local, national
and international telecom services, broadband and

Internet connections and 1T solutions across the British
Isles and on parts of the Continent. In fiscal year
2002, BT claimed 73 percent of the British market for
residential voice calls and an estimated 48 percent of
the market for business voice calls.

Stretching back more than a decade ago when BT
began its efforts to automate its mobile workers, exec-
utives and managers at the company have always
had to operate on a grand scale. Today the project is
nothing short of imperial. It is undisputably one of
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Case Study: British Telecom

jobs daily, resulting in 20 million dis-
patched jobs per year
o Field tech travel costs of approximately
$9 million per minute.

Perhaps the most telling aspect of BT's
project is the simple fact that the com-
pany can't getalong
without it. Today,
BT’s mobile work-
force operation costs
the company more
than $2 billion a
year and, according
to Kevin Bradley,
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