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Managed Services - Field Support Operations
Requirements

» The experience of last four years handling the Field
Support Operations for telecom networks across
Africa indicates the workforce has to be;

= Flexible
= Experienced
= With Knowledge

» How can we help them?

MC Talent

Niger River (Niger)— August 2012

' Niger River (Niger)— August 2012




Managed Services - Field Support Operations
Holistic Understanding

» The ways of working should be redefined building-
up a new working model and setting up a
professional centre with specific staff, focused on
the operational view on ground with good skills.

» From a holistic point of view, the dispatch is a set
of tools, processes and governance.

» The objective pursued is to maximize productivity,
monitor daily operations and reduce costs.

MC Talent

Holistic
Unclerstanding




Managed Services - Central Dispatch
Definition and Mission
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Contact point between Front Office Monitoring and
Field Technician for all Work Orders related.

» Dispatch acts as a support function for all field activity
and ensures that the field forces are routed and
loaded properly to maximize utilization and
productivity.

» The Dispatch job role works closely with multiple field-
based job roles and schedules or adjusts work
assignments for field personnel. Dispatch personnel
assign and expedite work orders and the field
technicians perform the actual tasks.

i Dispatchers will also ensure that WOs are sent to the
right recipients.




Managed Services - Central Dispatch
What we have done in Lagos (Nigeria)
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» As part offshoring plan in Managed Services across
Africa, to lead the start-up and project
implementation of Central Dispatch for MTN and
Airtel in Lagos (Go Live reached 37 August 2015),
available on 24/7 with 30 staff on shift rotation
attending 300 field technicians.

» Convert the Central Dispatch in Lagos into a hub of
work order management to field technicians for
MTN South Africa (Go Live reached 3@ December
2015) and Anglophone West African countries;
Smile Nigeria, Tanzania and Uganda on 15t May
2016.




Managed Services - Central Dispatch
Benefits
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» Consistency in  decision making and
implementation of policies and methods =
Same Ways of Working across Africa.

» Eliminates duplication and reduce operating
costs of decentralization =» Head Count
reduction.

» Fast execution = /t's quicker to include new
customers in a structure created than to create
an organization from scraps each time

» Control and accountability = A single
governance model across Africa assure the
data tracking.



We have done headcount optimization and cost reduction (1/2)

Managed Services - Central Dispatch

Central Dispatch Benefits Evolution 2015 - 2016
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Managed Services - Central Dispatch
We have done headcount optimization and cost reduction (2/2)
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Cost/Site Evolution Central Dispatch Lagos - 2016
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Managed Services - Central Dispatch
Findings (1/2)

» We have created synergies between operations by
minimizing the number of dispatchers.

MC Talent

» For this we have created a set of processes based
on MSTOP — Managed Services Total Operations
Practice as;

e Work Orders Handling

e Checklist Dispatcher & Hand Off Process

e Area of Responsibility (AOR) of each Dispatcher
e Escalation Process & Operational Process
Instruction.

Business Continuity Plan

Job Descriptions

Behaviour Rules




Managed Services - Central Dispatch

o . MC Talent
FIDdIDgS (2/2) Project Management
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Starting the 15t Project and building up the team!

Lagos— 11t March 2015

: Six months later ... Closing the 15t Project!

Lagos — 14t August 2015
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Managed Services - Central Dispatch Lessons Learned (1/3):
Suitable Enterprise Resource Planning vs. Set of Tools

>

VAR VARV,
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Workforce Management (WFM) is a software package
designed to assist large service organizations with
managing their field service work force.

Click Mobile (CT) is a thick client that is being installed
on the PDA.

Service Optimisation Tuning (SOT) is a Automatic
Scheduling of Work Orders to Field Technicians and
continuous schedule optimization, as well as,
Dispatching of Work Orders to Field Technicians.

Maintenance Activity Reporting System (MARS) is a
global tool for maintenance operations. Built on a
database engine it provides Request Management,
Change Management and Trouble Management
capabilities.



Suitable Enterprise Resource Planning versus
Workforce Management (1/2)
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Project Managemen

Workforce Management (WFM) is a software package
designed to assist large service organizations with
managing their field service work force.

It’s focus is on efficient planning and control of the
available time of the field organization.

Implementing WFM will drive changes in how the
organization manage implementation, provisioning,
corrective, planned and preventative maintenance
across operations and field.

It’s a standardized global approach across all Field
Operations markets.

It’s a core scheduling tool that can be integrated with
TM and back to the customer trouble ticketing system.




Suitable Enterprise Resource Planning versus

Workforce Management (2/2)

Customer Network
Operation Center

WFM Dispatcher

Manual Work Order
Creation

Create Work Order, send Schedule
over B2B Interface Work Order

Dispatch Assignment to
Field Technician

Work Order
Status Update

Close ticket Close Work Order

Field Technician

Assignment

Verify/ Accept I:%
[—

Work Order tT
Status Update

Execute Assignment/ fix
the problem

L)
Assignment completed /E"T
Add attachments

MC Talent

Project Management




Suitable Enterprise Resource Planning versus
Click Mobile e
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orce to interact
with the ClickSchedule application

using a handheld mobile device.

Click Mobile is a thick client that is
being installed on the PDA.

Field Technicians can retrieve
information on the work orders to
which they have been assigned.

Field Technicians report back
progress of the work being
performed using Click Mobile.

Customer details, job description, an
other data can be accessed directly

from the mobile client.




Suitable Enterprise Resource Planning versus
Service Optimisation Tuning (1/2)
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Suitable Enterprise Resource Planning versus
Service Optimisation Tuning (2/2)

Evolution of Automation level - 2016

MC Talent

100,00%

-
p—

30,00% 8947%

<

20,009 !

~amEEENg)

_—

70,00%
— i
= /
N

0 MTN NG

| | poor
60,00% I_\l Mrtomation performana: & asa resubt of high
number of P1 and P? Wik being aeatedfrom
OneTM TT{by the NOC) From a total namber of
33455 mnw‘)sumdllﬂl:pﬂ
Iweeks, ly

\ ] I
10,000
:

| 3 £l
Dispatched
50,00% . I I
MIN NG:
4 Autorma tion has
1 improved sienifiantly
since PZW0
40,0006 Am—ﬁmnnum
30,00% | ]
MM ZA, Lackof
! Proper aignment betweenTT
| Priosity and WO Priarity.
Proper defintion / dassfication
afalanmsto reably onground.
. 20,000 Medinm TTs never
% inWFMas a Wark arder. '
.
® o

0.00% WI3 | W4 | Wo5 wos | wie w3t | wa2 | wal W35 | WAG | WA7 WGB | W3O | WAD | W41 | WAD | W3 | WA4 | WA | WG | WAT | WAB | WO | WED | WE1 | W52 fog.

MINNG 3 6792|6675 61,57 2747 10,77 | 10,88 | 12,90 49, X L] 1212 aﬁu 70,5 7235 6866 7121 74,38 74,31 7346 7162 7327 7036 70,66 67,76 72.51| 7164 67 87 6849|6325

| = Automation MTN ZA 1642/ 1958|1391 7 B5% 7.76% 5,10%(7, 10% 921X 7 66%, 11,17 1586 2277 2995 3nns 963 ME 5741 59,78 66,17 5947 56,73 6042 68,50 6651 6638 69,12 6673 69,17 7086 6540 6291 6849 66,29 T1.11 | | | | 4264
» Automation Tigo SE 9167 76,69 86,67 68.61/80,95 94 39|97 B0 94,57 92,73 8893 97.04 8939 92,12 93,06 89,91 88,03 9053 94,34 9493|9244 93,15 (96,95 92,12 9545 8539 7878 92,60 93,17 96,77 S457 94,67 9334 84,68(8109 9694 8942
|mAut Smie NG, TZ 2UG) | 4305 44,65 42,17 52.41 81,39 7957 3574|1545 60,16 84,71 84,16 8422 8537 5928|3373 90,97 88,86 8544 §9.93 89,92 8839 8855 8902 8784 9161 90.91 90,21 92,11/8939 9133 9954 | | | 7687




Suitable Enterprise Resource Planning versus
Maintenance Activity Reporting System

Cloud — Microsoft Azure

i ] Response

App Server - Tomcat

2 |
.i_] Beguest

SAL Database MARS mail

Sending
and report
generation
Amazon Application
Services for
email

<

Web Server

<=< [Daffa Sync Request

Field Technicians

A

Syncing Hormy/Field ==

MNew Form Added

http reguest,

http res

ponse

(uses token
authentication)
send mail
to user
inbox

MARS - Administrator
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Managed Services - Central Dispatch Lessons Learned (2/3):
Perform Proper Dimensioning (1/2) i laleni

To perform a proper dimensioning of the Central Dispatch, the requirements include the
number of WO by priority and timeslot, as well as, the automation level expected by Service
Optimization Tuning (SOT) implementation.

MC Talent

120 WO workload on Weekdays after 45% SOT Automation
100
[ Days | 22 8 30
80 Mo to Fri] Sa- Su| Week [MotoFri[ Sa-Su|
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Managed Services - Central Dispatch Lessons Learned (2/3):
Perform Proper Dimensioning (2/2) e
| Calculation of Dispatchers requiered for Central Dispatch - Nigeria - AIRTEL & MTN
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Information about the year Colour Code
No_ of days: Bl days Cells in yellow are inputs
No. of Saturdays: 52 days
No. of Sandays: 52 days Cells in light green are
Non labour days: 4 days outputs
[otal non labour days: © 108 days
No. of Monday: 52 days
No. of Tuesday: 52 days days in the -
== 365
No. of Wednesday: 51 days year There is
No. of Thursday: 51 days
No. of Friday: 51 days room to
Total labour days: 257 days optimize
Legal annual day: 2.187 hours 212139 man
Productivity rate: 97% o hours/year the
Shift kinds resources
Handover time No.1: 0 minutes s 8,00 hours / day
Handover time No.2: 9 minutes — 8,15 hours / day used
Handover time No.3: 15 minutes = 8,25 hours / day
New annual hours: 2.187 hours
Productivity rate: 100%
Current Staff Reducction
0 : _ Dispatcher 24
30’23A) HC RedUCtlon from 43 to 30 Shiftleader 4 MotoFr 6/6/6 Option2-100%
SPOC 2 Sa&Su 6/6/6 24,48 people
Total 30 43 13 30,23%
- .o.... e e



Managed Services - Central Dispatch Lessons Learned (3/3):
System Reporting vs. Dashboard (1/4)

It is very important to create a good Reporting System — Dashboard - in order to analyse trends,
workloads and discover operational problems.

\
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Managed Services - Central Dispatch Lessons Learned (3/3):
System Reporting vs. Dashboard (2/4) T
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WO Performance LstOct, |2ndOct. [3rd Oct. [4thOct. |5thOct. |6thOct. |7thOct. [8thOct. |9thOct. |10thOct.{11thOct. {12thQct.|13thOct.|14th Oct.[15th Oct.
P1 Performance 36% h6% 41% 34% 45% 42% 43% 3%
P2 Performance h5% 62% 38% 40% 44% 58% 56% 1%

Trend Line for P1 & P2 WOs for October

_ 80% |
OperatOr Trend' —
60% |
50% |

40% |

30% | | ‘ Pacorma
20% |
10% |
0% |

1st Oct. 2nd Oct. 3rd Oct. 4th Oct. 5th Oct. 6th Oct. 7th Oct. 8th Oct. 9th Oct. 10th 11th 12th 13th 14th 15th
Oct. Oct. Oct. Oct. Oct. Oct.




Managed Services - Central Dispatch Lessons Learned (3/3):
System Reporting vs. Dashboard (3/4) o

Number of WOs Number of WOs
Total Number of That Have Number of WOs in Waiting
Service Aread Open WOs Violated SLA Within SLA External SLA_Status Count

MC Talent

ABUJA_FCT 108 39 69 17

NOT YET VIOLATED 756
ABUJA_JOS 101 25 76 9
NG_Asaba 110 32 78 32 SLA VIOLATED

NG_lLagos 522 257 265 140

PHC 2 73 15 58 ejl Status Count

Pending WOs Per Region

Accepted 151
6.06 % 8.96 % .
Assigned 4
p 1228 % .38 % Dispatched 597
W : N In Progress 160
0 Ba ckl ' Region

_ Og .13 % B ABUJA_FCT Request Re-open 1

: l'., AF\»UJA?JOS
) : 74 uc.J?:ulgnl Travel 2

B NG_Lagos
e Waiting External 241
11.87 %

Waiting Internal 49

43.32 %




Managed Services - Central Dispatch Lessons Learned (3/3):

System Reporting vs. Dashboard (4/4) NS e

="WO0 Status Summary”

4.07%

20 %

0.17 %
0.08 %~

13.28 %

12,53 %
—0.33 %

———49.54 %

SLA Summary Overall

Status

B Accepted
B Assigned
B Dispatched 126 %—

2 InProgress

SLA_Status

NOT YET
VIOLATED

62.74 % B SLA VIOLATED

a
0 Request Re-

open
Travel

B Waiting Exter
Waiting Inter
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Road to ZwaZulu Natal - 15t October 2016




Managed Services - Central Dispatch
Next Steps
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» Based on the know-how gained in the
implementation and organization of the
Central Dispatch in Nigeria, a similar structure
as hub should be created for all Francophone
West African countries.

» As first step the dispatch activities for MOOV
Coéte d’lvoire, Togo and Benin should be
centralized in Abidjan.




Managed Services - Central Dispatch Next Steps

To - Be

Why is

feasible?

» Implemented a common blueprint across Africa.

western Africa, according to the contract requirements.

B.' -’s ‘K 1] (g’ » Creation of a solid hub in Abidjan for MOOV customers in
; i

= e
g\}‘\\) !

\¥
kll.,

» Better usage of Set of Tools.
» Savings 8 Head Count.

1. Dispatch activities in Abidjan with 2 Resources only
during 12 hours per working days.

2. During the rest of the day and week end, Front Office
in Abidjan will assume the responsibility to dispatch
WOs on a best effort basis.

Dispatch activities in Abidjan (3 HC), Benin (5 HC)
and Togo (5 HC) = 13 HC.

MC Talent

Project Managemen




Managed Services - Central Dispatch Next Steps
Clear Savings

The new set-up achieves 2.31 USD / site, providing 10.21 USD (81.56%) per site
of savings.
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Project Management

Dispatch Activities splitted per countries
Cote d'hoire Togo Benin Total
Total Monthly Cost| 10,436.15 USD| 8,882.18 USD| 7,481.81 USD| 26,800.14 USD
Total Number Sites 1,279 343 518 2,140
Cost/site 8.16 USD|  25.90USD|  14.44USD|  12.52 USD

Central Dispatch in Abidjan with 5 ARPs at 24/7 From BC MOOV_TG2_v1.0xs
Cote d'voire Togo Benin Total | (Content of sheet BC / cell D16)
Total Monthly Cost 9,535.84 USD
Total Number Sites 1,279 343 518 2,140 Savings
Cost/site 446 USD| 8.07USD 64.42%
<. Central Dispatch in Abidjan with 2 ARPs Additonal savings due to only 2 ARPs
oq Cote d'voire Togo Benin Total 2.15USD 17.14%
Total Monthly Cost 4,942.39 USD
Total Number Sites 1,279 343 518 2,140 Savings
. Cost/site 2.31USD| 10.21USD 81.56%




Managed Services - Central Dispatch Next Steps
Short Time for Return of Ipvestment

e 1.72 months will be needed to return SOT Cost.
* 6.08 months will be needed to return Project Cost.

e HC savings in Terms of Company will be 8 ARP.

Dispatch Activities splitted per countries

MC Talent

Project Management

IC |TG|BE(Total| Cost/month
Initial Situation | 3 | 5| 5[ 13 | USD 26,800.14
Monthly Savingsin Terms of |Months to e
Central Dispatch in Abidjan . . returm the | "S'Ur™ the
Dispatching SOT Cost PéOJeCt
0st
Proposal CD-IC | 2 2 |USD 4,942.39 | USD 21,857.74 | 81.56%| 8 HC 1.72 6.08

Total SOT Cost

USD 37,603.33

Project Cost

USD 132,912.70

HC Savings in Terms of Company will be 8 ARPs




Managed Services - Central Dispatch Next Steps
Room to include more Anglo Customers
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N e

Total (Manual & Auto) WO per week Mo to Fri Sa - Su
Mo to Fri| Sa - Su Total [Automation|Morning|Evening| Night [Morning|Evening Night

952 223 1,175 50.00% 0.69 0.37 0.45 0.22 0.33 0.30
This HC is obtained from HC dimensioning tool. It | # HC (15 WO Dispatched/hour) 2.25
is not arithmetic addition from total columns
WO / hour per person 15
Legal annual hours: 1,760 Mo to Fri Sa - Su
Productivity rate: 97% Morning| Evening| Night |[Morning| Evening Night
1 1 1 1 1 1

» The minimum staff per shift is one dispatcher = Recruit 5 ARPs
» The margin surplus will be used to:
= Assume task as Team Leader (Daily accountability of operational KPI’s, High level escalation management,

. Support the Dispatch Centre Manager, Reporting).
o3 = Capacity to include others customers (MOQV — Niger, Tigo — Senegal, Orange — Mali & Cameroon)
.- almost without HC increase.



MC Talent

Project Management

How was tbeﬂ journey?

ey

Blood River, ZwaZulu Natal — 16 October 2016




Managed Services - Central Dispatch across Africa
Time Schedule
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31ago. 2015 Transf.CD in Hub (MTN ZA) 18 dic., 2015

Hub Lagos: Smile
NG, TZ & UG

Starting Hub Abidjan (MOOV)

22 feb., 2016 1 may., 2016

Starting Hub Lagos (MTN ZA)

~ 31/8/2015 } 17/2/2016
Closing Hub Lagos (MTN ZA) n Starting Hub Lagos (Smile)
18/12/2015 ~722/2/2016
Starting CD Lagos (NG) Closing CD Lagos (NG) Starting CPT VDC ZA Closing CPT VDC ZA - Closing Hub Lagos (Smile) Closing Hub Abidjan (MOOV)
> 10/3/2015 28/8/2015 ’ 12/10/2015 1/3/2016 7 1/5/2016 5/12/2016

2016
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