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Infroduction

- Thisis more a presentation on what we did implementing Workforce rather
than how technically it was implemented.

- Feel free to ask any tech questions at the end or catch us at the UC
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Workforce Out of the Box

. “Part of the Esri Geospatial Cloud, Workforce for ArcGIS is a mobile app solution that uses the power of location to coordinate your field
workforce. It integrates work management to reduce reliance on paper and provides everyone with access to the authoritative data
they need.”
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Dispatchers use a web app to create assignments and send them to
mobile workers while also tracking the location of workers in real time.

Mobile workers use an app to complete To Do lists and get work
assignments on their mobile devices. Dispatchers get progress
updates.
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Dispatchers and mobile workers use the same Workforce project,

created by the Project Owner. It defines the work type and worker
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What Spark Needed

Offering a wireless landline service to
replace existing copper services - = =

Customers request a Spark Agent to B L
come to their home to setup device & )
new handsets

Previously did this via email to the L
Team Leader who would manage o

staff directly around theirother s ﬁ
activities %

Volumes in the ‘000s so email wasn't
going to work
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The Complete Process

Letter to
Customer

* Offer new WLL
service

*They ring Spark
to have it setup
in their home

Call to Spark
Contact Centre

*Capture
customer
details & other
relevant info

Resource
Management

e|dentify &

allocate who
will do job

Details to Spark
Field Agent

eContacts
Customer to
arrange setup
appointment

Setup
Completed

*Agent enters in
completion
details

“The Wireless Landline (WLL) Campaign”

Monitoring &
Reporting

* Operational
*Management
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How OOTB Workforce Would Help

Letter to
Customer

» Offer new WLL
service

*They ring Spark
to have it setup
in their home

Call to Spark
Contact Centre

*Capture
customer
details & other
relevant info

Resource
Management

e|dentify &

allocate who
will do job

Details to Spark
Field Agent

eContacts
Customer to
arrange setup
appointment

Setup
Completed

* Agent enters in
completion
details

MA0AM @ 7 73% .

Details

Monitoring &
Reporting

e Operatfional

*Management
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The Process & Supporting Apps

With Workforce at the centre, what
additional components were needed
& developed?

Webform for Contact Centre
Automated Decision for Dispatching
Dashboards

Operational

Management
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The Webform

Letter to
Customer

* Offer new WLL
service

*They ring Spark
to have it setup
in their home

Call to Spark
Contact Centre

*Capture
customer
details & other
relevant info

Resource
Management

e|dentify &

allocate who
will do job

Details to Spark
Field Agent

eContacts
Customer to
arrange setup
appointment

Setup
Completed

*Agent enters in
completion
details

Monitoring &
Reporting

e Operatfional
*Management
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The Webform

@ My Projects > In-Home Setups

. APl developed to populate Spark-

Workforce directly

Create Assignments

Assi tT =
In-Home Setup Request ssignment Type

. . Please fill out the form below o submit a request for an In-Home Sefup. E|
° F U ‘I' U re | n 'I'e ro ‘I'I o n WI ‘I' h Customers must be within an In-Home Setup area o be eligible for this service. Check this map to see If he customer is eligible: hitp. (v sparkinhome. co.nz
Spark only offers free In-Home Setups for customers that are part of the Wireless Landline Gampaign and have received a direct mailer
If you have any urgent inquiries, please contact setup@sparkinhome. co.nz Location ™

SparkCRM so that webform
can be removed Assigned to

Spark CRM Order Numbs ASSign -
par rder Number *

Priority Due Date Time
‘Account Number (Only enter numbers, no text characters or spaces) *

‘ None B ‘ ‘ ‘
Service Type *

v =
ID®

Channel * ‘ ‘

Description

Customer Security Alarm *

Address *
Please do not capy and paste addresses inta this box. It must be typed and selected from pop up

Do not edit the selected address and do nof add postcade.

Preferred Appointment Date % Attachments
In-Home agents werk 11am - 7:30pm, please schedule appointments within this time frame.

(=l Add an attachment using drag and drop or by selecting a file.
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Automated Dispatching

Letter to
Customer

* Offer new WLL
service

*They ring Spark
to have it setup
in their home

Call to Spark
Contact Centre

*Capture
customer
details & other
relevant info

Resource
Management

e|dentify &

allocate who
will do job

Details to Spark
Field Agent

eContacts
Customer to
arrange setup
appointment

Setup
Completed

*Agent enters in
completion
details

Monitoring &
Reporting

e Operatfional
*Management
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Automated Dispatching

Started by receiving the populated
Workforce assignments

A Dispatcher would then figure out I
which team and then which field QJ
agent best suited —

Car, skills, availability, location, etc

Could only sustain this for a small
volume of assignments

People vs Automation

Go with Automated Dispatching
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Monitoring and Reporting

Letter to
Customer

* Offer new WLL
service

*They ring Spark
to have it setup
in their home

Call to Spark
Contact Centre

*Capture
customer
details & other
relevant info

Resource
Management

e|dentify &

allocate who
will do job

Details to Spark
Field Agent

eContacts
Customer to
arrange setup
appointment

Setup
Completed

*Agent enters in
completion
details

Monitoring &
Reporting

* Operational
*Management
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Monitoring and Reporting

Operational Dashboards

Operational
Management
Analytics and Reporting |
Q'H i Q
8
fomg B
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Monitoring and Reporting
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Monitoring and Reporting

Setup Requests

1 @ 1 OUNT VICTORIA WELLINGTON

.

D © BIRKENHEAD NORTH SHORE

Setup Details

In-Home Advisors

Aman Sapwsl

Arscctens Kns

o0v000:
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Workforce and the Other Esri Field Apps

How Workforce fits in with the other Esri
Apps that Spark are using.

B892 60O

rrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrr

aaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaa

Firsthame



Challenges Faced/Lessons Learnt

What we would have done differently
now that we know what we do?¢

Would we use Workforce for ArcGIS [//;—:\\

. o 2 L—— ! A -
again now knowing what we dos FaiL  success
We've deployed Workforce way N /‘3
beyond what Esri anficipated it would ‘
be used for.
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Questions from you?

» Karen Smith (karen@firsthame.co.nz)

» Stephen Usmar (stephen@firsthname.co.nz)
» 0274 826 889

» www.firsthname.co.nz
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