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Cyient Field Service Offering

Since the start of the millennium, Cyient has
addressed market needs by implementing
complex Field Service Solutions on multiple
vendor platforms covering different verticals.
We believe clients achieve strong outcomes
when we cross pollinate industry best practice
with proven in-house custom solutions on GIS
technologies.

Based on our strong 3 decades of core
competencies in MWS (Mobile Workforce
Management System) implementation across
the globe we enable our customers digital
journey in adapting Cloud based Field Service
Solutions and helping the customer in
successfully transitioning from the existing
legacy On-Premise applications..

As part of their digital journey, a major utility
service provider in the APAC region planned to
transform their existing legacy MWS application
to a cloud-based application to accommodate
their future business needs. The Cyient
consulting team was approached to execute
the digital transformation journey. A
convergent solution to cover the needs of the
Service center, Field Service and Portal was the
preferred approach and Salesforce solution
chosen, utilising Service cloud, Field Service
Lightning and the Community portal.

Incidentally this was the first Salesforce FSL
project within the Utility vertical in APAC
region. Our expertise in the Utility space along
with our core expertise on Field Service
provided the customer with a proven delivery
partner in this major Digital Transformation
project.
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Within the AS IS legacy system, key CRM
activities and Field Service work allocation was
handled in disparate systems with limited data
visibility across the organization. Thisled to
commonplace issues like underachieving
utilization rates, unaccounted work effort, delay
in claims and settlement and more over missing
many service level milestones. To add to the
complexity, most of the complex work gets
sub-contracted which creates extended layer
of data access requirements for claim and
settlement process.

With our rich experience in Field Service
implementations in the Communications and
Utility space, as well as an experienced pool of
certified Salesforce Consultant team, we offer
clients comprehensive solutions and able to back
the solutions with deep technical expertise.
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Implementation Framework

FSM | Execution Framework

End to end consulting to diagnose key opportunities, select the right technology roadmap, and build and maintain
tailored digital solutions
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Business case
assessment

+ Diagnostic of current
FSMprocesses

FSM Platform
Selection

+ Preparation of solution
requirements based on
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System integration
of FSM platform
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solutions for key use

< On-going Managed ~

services

Solution support and
maintenance

compared to industry Utility-specific cases FSM solution for quick- cases; « AI/ML to refine
best practices and best practices win/no-regrets - Long-cycle work forecasts and capacity
+ Assessment of current + Market scan to identify activities planaing e
workflows and existing itable potential + Implementation of - Project and CAPEX B
field management vendors Enterprise FSM platform works RtnUes
systems « Tenderprocess for with industry-specific = Resoulcev(olecasling improvement
+ Development of vendor selection workflows and and planning
business case for processes - 2-way G[S n
strategic FSM * Integration with other Im':?:'rk‘;\;:"
investment IT/OT systems (e.g., o support
EAM, ERP, GIS, SCADA, + Data visualization &
CRM, Billing, etc.) configurable dashboards
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Process Enablers and Key Process Improvements

Service

Service Management - High Level Process Diagram

Cloud

Create Case

Automatic WO/SA
Creation

Inspection

Community

Process

WO Management

Scheduling of
the WO

New WO
Creation

Assignment to
Subcontractors

Case Closure

Team)

Subsequent
Work to be
done?

First Response and Initial
Inspection (Inhouse CRT

Claim Process

A




Case Study

* Toprovide seamless Service Management
and enhanced user experience (UX) Cyient
provide the overall solutions across Service
Cloud, Salesforce FSL (Field Service
Lightning) and Salesforce Community

* There are data sharing betweenin-house
team and sub-contractors for WO, Claims
etc. With Salesforce Community, data has
been shared to the sub-contractors for
providing real-time updates on Site visits.
The overall process increased data visibility
across support channels and teams.

* Claims and Settlement process requires
multiple approvals; the entire approvals
process was automated and provide visibility
to stakeholders involved with the entire
journey. This enhanced the trust between
stakeholders and resulted in better working
relations

Goals

* Better scheduling of Field Service
Technician for optimum utilization

* Streamline Claim process

* Betterreporting across the Field Service
activities

* Consolidate and Transform the current
siloed disparate systems

Journey with Cyient

* Requirement Gathering

* Process documentations and Improvements
* Configuration

* Data Migration

* Testingand User Training

* PostRelease Support

*  Product Enhancement for Optimization

Solution and Technology
Landscape

Salesforce

Q .
Service Cloud

Field Service

SFS PN SF
Mobile 259 Community

.

Key Achievements

* Efficient Claim process and Settlement
handling

* Optimized scheduling process

» Data storage optimization for attachments
and related contents.

* Optimized Salesforce license by creating
community users for the Claim and
Settlement process
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DLESIGNING
TOMORROW
TOGLETHER

We are in a process of
enabling our customers in
their digital transformation
journey by providing a

greater and enhanced user
experience along with top
notch service offerings. Our
partnership with Salesforce
expands above and beyond
S| and Industry specific
solutions.

Click to Learn More

cyient.com  Cyient (Estd: 1991, NSE: CYIENT) is a leading global engineering, manufacturing, and digital technology solutions
company. We enable our international customers across industries to apply technologies imaginatively to solve
problems that matter and stay ahead of the curve. We are committed to designing tomorrow together with our
stakeholders and being a culturally inclusive, socially responsible, and environmentally sustainable organization.
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