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Mark Wilburn
Chief Technology Officer - SkyCreek

» 15+ years architecting and managing field
service customer contact programs at MSOs

» Manages SkyCreek’s Field Service pre-and
post-appointment contact solutions to millions of
end-customers per month

» Leads development of advanced and specialty
customer contact capabilities to optimize
avoidable dispatches
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Agenda

Optimizing Field Service Cost & Performance

» Changing Field Service Dynamics
» Opportunities to Optimize

p Best Practices to Increase Customer
Confirmation & Dispatch Accuracy

» Real-Life Impacts
» Takeaways
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Changing Field Service Dynamics

Appointment Related Customer Contact

» Increasingly sensitive to field service impacts

» EXxpect to be reminded of coming appointment

» Evolving contact channel preferences (vr, emai, sms)
» Expect “en route,” ETA and “running late” notices
» Appreciative of post-issue follow-up

» Demand for shorter appointment windows
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Optimizing Field Service

Where are the opportunities?

Operational Variability >

Potential to Impact Operating Cost ——

Potential to Impact Customer Experience —>
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Why It Matters...
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Magnified on National Scale
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Lots of Moving Pieces
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irming

Probability of Conf
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Where to Start? Best Practices

Providing Job
Completion Est?

Conditional ATTR/ATPV Work Order
Transfers? Declining? Validation?
Reschedules Customizing to Satisfaction UP Repeat
Offered? Customer Prefs? | | Escalations DN? Handling?
Integrated with Apt. Specific . Customizable Avoidable Truck
Ilto A ? ?
Do Not Call? Contact Timing? Call'to Action Call/SMS IDs? Rolls < 15%? Jeopatdy Rules
Secondary Integrated with Contacting Automated Contact Response Rate ETA Contact?
Phone > 70%? CRM? Day of Job? Mixed-Mode? Throttling? >50%? :
Email/SMS Integrated with Contacting Multilingual VM Detection No Access Rolling on
Opt-Ins? Field Apps? 24hrs Out? Offered? > 90%? <15% Unconfirmed?
Call First Integrated with Contacting Confirm/Cancel Multi-Channel Reach Rate Dynamic or Bulk
Utilization? WFM? 48hrs Out? Offered? Capable? >95%? Dispatch?

. . Contact Interaction Contact
DETENOIE][14Y] Integration . I iress Performance
Strategy Design Capabilities
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Probability of Dispatching Accurately




Integrated Contact Mgmt & WFM
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Real Life Impact # 1

Trucks Rolled/Avoidable Dispatch
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| ! Impact on Dispatch
s : : Efficiency is Immediate
i | and Lasting
0
Jan Feb Mar Apr May Jun Jul
Y2012 15 15 13 12 12 10 9
Y2013 16 18 18 18 20 19 18
Increased Dispatch Yield +1 +3 +5 +6 +8 +9 +8
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Real Life Impact # 2

Avg. Regional Avoidables (Potentially Wasted Truck Rolls)
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i Impact on Cost
! Savings is
100 ;
. Tremendous
0
Jan Feb Mar Apr May Jun Jul
Y2012 329 333 298 324 369 498 505
—Y2013 357 341 289 325 276 260 267
Truck Rolls Saved 93 238 238
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Real Life Impact # 3

Average Time to Complete

72:00:00
2013 \
60:00:00 ! DOJ Contact
2012 !
48:00:00 '
2
£ 36:00:00 ;
£ |
< 1
24:00:00 : Impacts Also :
i Translate to Service
i Delivered to
12:00:00 Customers
0:00:00
Jan Feb Mar Apr May Jun Jul
e Y2012 54:31:36 47:32:24 40:16:24 43:29:12 42:36:36 36:23:48 51:45:15
Y2013 65:16:00 8:22:24 48:28:36 45:09:36 44:38:24 38:14:24 36:18:36
Avg. Time Savings 8+ Hours 15+ Hours 9+ Hours
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Key Takeaways
Benefits of the “Right” Pre-Appointment Contact

» The “right” pre-appointment contact is the most
cost-effective way to eliminate the cost of wasted
truck rolls, increase productivity and improve
cost-performance and customer experience

— 10-15% reduction in missed appointments

— 8-12% reduction in “repair no longer required” (Cancels)
— 4-8% reduction in “Where’s My Tech” calls

— 69% of unconfirms completed by end of window

— 70% day of job contact action rate
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Mark Wilburn

mark_wilburn@skycreek.com
703-834-8007

! optimizing customer communications
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