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Push More Work To The Field

A A software vendor and a utility company pariner to develop and design a mobile
field service solution that saves the end user millions and improves customer service.

here's a fine ling between

wanting and peeding, You

iy el e BMW 23 rosd-
srer, but you probably necd a mini
VI YOO Dy et 1o take that g
les the Bahamas, Dot yon prcbahly
need 1o vish your in-laws in
Cleveland,

1o the damed ol Bsesl=case scemuarns
wanting and needing are one in the
saineE s at thess instances when
cleci=ens are EHAYT YO WA A e
PDA (personal digital assistam) and
v nced a new PIRDAL Case closed
— ¥ou'ne perting a new PDA

Electric andd water utilities com
pany  JEA (lucksonville, FLY wis
facing such o besr-case scenario when it came 10 mak-
ing the call on implementing 4 new field service solu-
don e it 500 mobile warkers, The 2,500-emplovee
municipality wanted o replace its inflexible legacy
field service system, JEA also needed

ance:

. NeEwW sysicm
it learned the
' * 1T legacy system’s ven
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“Technplogy User: JEA j= a municipal  offering support for
_._Lml"ﬁ" Hfaadciuanemd 'ﬁ_'JElﬂﬁi@rWﬂEu its  product. With
almosl 7000 cus-
tomers ‘using  iis
electricity,.  water,
H]"I".J: SUWOT  SETVICES.
couniing  on
guality customer
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was no lor ger

_#.eld sénaica aujuhon ﬂr:n only was
the systam's vandar-po 1|::rng§r oﬁa:u and

g supparl Jor the softwars; but
madifying it was prohibitively expen-
sive. :
Solutlon: JEA partnared with soft gty Xy
olutl - rr ST e A

ware  vender  Medeon,  lno 'It“li e e
(Alpharefta. GA] in an ffort fo devel:  |1¢1¢] iy
‘op and dasign a nsw fizld senvies  lion
solution, Bolh vendor and  customer
ultimately benefited from M Work, e
resnlting smmma rystemn, JEA saved “’"“E!ff End User

milliors in implermentstion costs ang COMbine Talents
|M|3dqon _iﬁppad JEA'S oxportise in Thwe coneapl i
wirelass fleld solutions, needing a new field
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service solulion was

PanasonFrTﬂughbonHﬂ keep fisld technicians
connected to JEA's IMedec 1 8 :ztem and can
also withstand almost any abuse.

by Ed Hess

an edsy sell o [EA management
however, specilic soltware require.
mients ookl Hke thiye mighl bBog
denwvn the vendor selection process,
“Froun
server group reguested the sofrsere
mn on Hewlet Paclad. The data

s group doemancded any new sys-
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tem mn on Omcle. The develop-
ment e winted o maks sure we
hewdhing in the dircotion ol
enablement,

Wl
Web
Never, systems project leader at JEA,
SWhstever soluton s chiose Tigd 1o
meet all of those reguirements.”
Having lromed o teugh  RFP
Creequest for proposal) that sdmitied-
v favored browser-based solutions, JEA submitted the
document 1 nine vendors, iMedeon CAlpluret, GAS
was evenmally selected by JHA as the soludon provider,
iMedeon offered both a technelogy and a unigque
opporunity that JEA couldn't pass up, A the tme ol the
REF, iMedeon was still designing its product and was
planning o make a big Investment In product develop:
wenl. “iModeon was looking b partnee with o compeny
that already had expertise in using wireless field solu-
tions. That's what we brought to the table ™ comments
Mover. “In retorn, we gol o chance to be involved in the
desien and development of o product we would be
using. We avoided geuming a customized, one-oft solu-
tion with 4 Jot of maintenanoe issoes down the romsd.”

recalls  Bioh

Mabilizing 500 Field Technicians
I'he partnership beraeen vendar and customer resulied in
and dispatch solution called
Mok, fom iviedeon, TEAS mobdle workers use the sys-
iem as thev access each day's work orders on Panasonic
Te These uggedized Taptops are squipped with
Sicrm Wircless CRPD (eellobre digital packet cs  miccderns.
The laptops. which were also uséd with JEX's legacy sys-
tem, receive dat over ATETs COPD network,

Buofore the work assipnments ean b senl o JEA'S
mobile customer cialls must be logged and
Between 2,000 and 5000 work

the rollout of a tield service
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arders are generated every day and downleaded in baich
trom the company's CRM system to  iM:Work. The
Optimizer medale in iMWork then assigns the orders o
individual technicians based on expenise, location, and
daily wankload, “Guw technicians take company vehicles
home cach nightl. When they start the day in the morn-
Ing, they log on o the system while they are still in their
own driveways,” says Neyer, “Within a couple of min-

ures. our techs get their assignments for the iy, The firsl
one is closest to their stadting locations. From there, the
orders are wssigned based on distance!”

Complete ROI In Three Months

While wilivies such a5 water and electicity are constant
wecessities, JEA experiences peaks and vallevs in terms
of service calls. At the beginning ancd end of each month
= when people are moviog noand
out of properties — [HA receives
inore than double the normal num
ber of work orders, Inoall cases,
hoswever, IMWork generites o tem
phite that i displaved on the tech
rucians' laptops, The wehmeans Ol
ot the remplates, and the cdaca 15
trunstintted back 1o JEA headguar-
ters In' redl rime before heading 1o
the next job.

[ifferent lerngalaies are wsee Toe il
ferent johs, and these wemplies need
te Be aleered bom dme o tme o
acvornmmogbe o change 0 Dusiness
prictice. Changing the emiplates with
[EA's lowacy systom was prohibitively
C IS L I wee seanteel 1oy L'h:ill;.gt: H|
tield in the wemplate, we had @ buy a
modification package fromn the ven-
dar” weealls Meyer “Fhat coakd cost
more than $25.000 per change.” With
Uk, that problem has Deen elin-
inarecl. ‘Ihe softenre packige bas
builein wools that allow TEA 0 creans
dustonn mierfaces and casily alier the
remplates it has alreacly cresitel,

When it comes to technology
implementations,  all  companics
weant and need a significant RO In
this case, the numbers backed up its
vendar decsion. The implemenie-
ton wok only a lile more than
nine maonths, and the partnership
with iMedeon broughl JEA simifi-
cant savings. Waynonyl Kendrick,
VP oof lechnology services,  says,
“We would have spent $2.3 to 53
million more had we gone with
another wendor, 8o, we expect a
complete  pavback three months
from the date of going live.” 11

For More Info. On iMedeon. Inc.

Go To www.imedeon.com




