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Accelerate Cash Flows by Faster Order Processing
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Most DSPs are Challenged With Increasing Inefficiencies in Order to Activate (O2A)
Process

Elongated cycle time, delayed revenue realization, and higher cost — common struggle of every DSP!

Key Challenges in O2A Process

A 4

Business Impact

*  MR&A’sintroduce
- Multiple siloed CRM, e
(

Ordering, Fulfilment, Billing int tion chall
integration challenges

and Activation systems

High Opex due
Legacy systems that are revenue to i.nefficie.ncies
not built to support new . in Sgrvnce
channels, newer IP-based Delivery
products & services

Delayed
*  Multiple roles/teams —e.g.
it takes 15+ teams to
traverse through 55+
systems to complete one

order!

*  Multiple roles —no E2E
ownership for order Impact on

completion Cu?tomer
Experience (CX)

* The Higher number of
manual tasks in O2A.

e Lackof E2E order

. Longer cycle time,
tracking tools e

lack of visibility, and
missed Due Dates
lead to poor CX

e Complexand
customized orders
reduce automation

. * Siloed goals
potential

DSPs can't get what they want without shifting to a new outcome-focused service delivery model
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Typical Outlook of DSPs’ O2A —Siloed Systems and Teams, Lack of E2E Process Visibility‘
and Order Ownership, Multiple Handoffs, Elongated Cycle Time

Order validation/
entry Team

Design tam Dispatch team

o
=)
e
e >
- e
g Site survey Project Order
o Co-ordination team Provisioning technicians
D) |
2 |
< I
£33 o |
Order |WNge S A , Orderto activationjourney |
activation Team N Most of the DSPs have 15-20+
team teams/roles in O2A process /

observed in O2A process Multiple

with multiple teams hand-offs

Major challenges
/ time wrong input data dependencies with other teams visibility team’s defined SLAs

Queue wait / Re-work due to / Delayed RCA due to / No E2E order / Order delay due to each

DSPs need to assess various transformation approaches and choose the right one which is outcome focused and provides long term benefits
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Typical Approaches Employed by DSPs for O2A Process Transformation ‘

O
L =

Outsource Operations Leverage External Consultant y i mll
Partner works together with DSP to optimize
and transform the operations holistically
Outsource the entire process to a 3rd Hire consultant to analyze and
party:and givethemfull ownership recommend improvement ideas Guaranteed long term sustainable benefits
Some guaranteed cost saving *  No active participation from . p L
. OpValibn Mt MoM wo fiadtidry  Operations and transformation initiatives are
o guEElEsE prodess I e Ei Lo, Tower approach which is not done in parallel - helps in realizing expected
lacks long term benefits pragmatic .
benefits sooner
* No guaranteed cycle time reduction *  Operations team is too busy with
and productivity improvement due day-to-day tasks and these
to high levels of complexity transformation/improvement ideas

never gets implemonted Ongoing process improvement - with

*  Vendor might give price discount to operation team’s active participation
continue operations

RECOMMENDATION Managed Transformation Model promises to deliver long term sustainable business benefits such as cycle
time reduction, accelerated revenue, enhanced customer experience and OpEx savings.
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Managed Transformation Model — Operate and Transform Service Delivery ‘

Parallel workstreams leveraging Lean/6 Sigma for continuous improvement

Operations function-based teams transformed to goal-oriented

Process mining, process optimization
. ; ; Transform
Agile team (Scrum leads and Service Delivery Managers)

and automation

A

Start of Engagement

Due Diligence  On-boarding Transition

Operate

Steady State Operations - SLA based delivery

Transformation Operations team

changes - —>» empowered to continually m
PARALLEL .seamlessl(}l. feed improvement
TRACKS g]t:?ar;:;s into opp.ortunities on active
Design Thinking P basis
Transformation workshop/ process
office setup mining
Transform Automation focused

Process Optimization

A

Accelerating digital innovation in Service Delivery requires the right set of transformation levers presented in the upcoming slides!
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Managed Transformation Levers for E2E Process Visibility and Efficiency Improvement ‘

Levers for
Managed
Transformation

Role consolidation, scrum team
Handoff reductions
Reduce/Eliminate wait time

. . . * Process Mining
Process Optimization « RPA, Al-ML, NLP

& Automation * APl Integration

Operational + Order Visibility Dashboard
Accountability * Transaction Lifecycle Master (TLM)
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Agile Work Cell — Function Based Teams Transformed to Goal-oriented Scrum Team
Empowered Scrum Teams —Roles Consolidated, With E2E Order Ownership

SD - Order Management SD - Order Provisioning Dispatch & Activation
)
8] 0,0, 0, 0, O, O 5 0 3 0, 0,0, 0, 0
= (=) (=) O ¢ O (=) (=) (=) (=) (=) (=) O (=)
A Sales Sales Site SD - Order SD - Order Project Design Order Test & Dispatch  Activation Field
< Support Survey Validation Processing  Coordination Engineering  Provisioning Turn-up T Engineers
I
Lack of E2E order visibility, multiple handoffs & limited span of control cause elongated cycle time
l Consolidating multiple functional roles into one!
Agile Work Cell Model

3 O O > O o) > o)
= (M) (=) < (M) < (=) < (M)
'$ Sales Site Survey Service delivery Core Service Field Engineers
E Manager (SDM) Delivery Manager

E2E management of each order by the agile work cell team ensures better control, transparency & eliminates handoffs

Ag||e Work Cell SarumsEndky Hand-off reduction through Increased span of control

T e calls to drive consolidated role -Service for SDM ensures :sjuiiLiwork
4 : Delivery Manager (SDM) complete visibility and - quey
focussed execution waiting time

time by 30% with end-to-end ownership higher speed

Agile Work Cell Model helps in reducing 70% of the touchpoints in the O2A operations for the DSPs
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Process Optimization and Automation
Analyze the current performance, identify cycle time elongation factors, set target intervals, identify & implement
improvement opportunities 9

I = ¢ o
13

© Acquire customer data

$ Athorzecrean

Mined model for
asample process

® Issue customer order

3
© Track and manage customer order

It

® bisue service order

4

@ Track and manage service provisioning
i

® lszue resource order

Data driven *  Use process mining to perform deep analysis 1=
and| resource.
rocess i el ® Configure & actate resource
P : *  Obtain insights on performance (current mawa § b et
analysis intervals) and process variances — R

® Complete customer order

3
® End ) Order activated for customner
Customer satrtacton vatidated

Process mining of a DSP's order to activate process

*  Use Design Thinking Workshop to identify key improvement

Normal Distribution

opportunities T
PP Identifying »
035 A
* Categorize opportunities against business impact (high/medium Improvement 2o S
[low) with level of effort to implement (high/medium/low) opportunities oz
gDZD
Rols
* Setnew baseline targets (short and mid-term) Zow
005 013% 214% LIS 313% 211%  013%

T u-8v p-30 p-20 g-o p p+o pedo p+do p+do

*  Process re-engineering and automation - ]
Process capability based target setting

Prioritize
initiatives to * RPAto automate manual tasks. Low effort, highimpact opportunities are quick wins
drive Ops o ' : : . : . . L - S

. yper automation levers like NLP integration, Human-in-loop, Al/Computer Vision Design thinking and process mining helps in identifying use
towards goals can improve straight-through-processing by up to 80% cases including high value ones for immediate
implementation

Process Optimization & Automation saves business ~40-50%
of the cost per sales order on an average and helps in
reducing cycle time drastically

Prodapt.
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https://www.prodapt.com/en/methodologies-to-empower-rpa-coe-with-perpetual-demand-pipeline/
https://www.prodapt.com/en/nlp-powered-intelligent-bot-to-achieve-zero-touch-service-provisioning/
https://www.prodapt.com/en/going-beyond-rpa-to-improve-straight-through-processing-rate-up-to-82/

Operational Accountability

Order Visibility Dashboard empowers SDMs with E2E visibility of each order with milestones & updates,
Transaction Lifecycle Master(TLM) tool helps in governance, performance tracking and reporting

Order Visibility Dashboard

Provides a simplified view of order journey and actionable insights for Agile team (SDM and Scrum leads)

ORDER VISIBILITY

Allorders  Order View

Audiress:
959558762 5005 W AMERE ST

Dallas, T B0120

———O L]

11172018 /11,2010 15/13/2m9 20/1/2019 5

1/mma 25/11/2ms
OrderReceived  Order Accepted  Locate Premises ScheduleSurvey  Allocate Route  Order committed

Order Details

Order Summary Cause of Holdup

Search order

07-01-2020 11:13 AM

e .
101272019 18/12/1018 0/13/3019 B —
Build Engineering  Order Complated  §

Activity

Holdup Comments gy Tt

1756357830287
11/18/2015

Equipment Enginesr  ACME

Dssign Enginzer 8500 5 WINDERMERE ST
DALLAS, TX- 0120

Sales Order 1756357830297
Order Request Product  WPLS

Customer Hame ABC & Co

8500 5 WINDERMERE ST
CALLAS, T- 80120

MPLE build ordar
Date

Service Location

‘Bandwidth 100 MEPS Net build Service 100 MBPS.
Show more show more
Core Information Email History
Order Number 1756357830287 Date 12/13/ 2019 from Richard
order Type meLs Date 12/12/ 2019 from Richard
Provisioner Name Ach Date 12/11/ 2013 from Richard
Order Number 7400 5 WINDERMERE 5T Date 12/11/ 2013 from Richard
Order Type DALLAS, TX- 80120 Dste 12/11/ 2019 from Richard
Provisioner Name 100 MEPS.
Shaw more Show mare

* E2E view of order details (summary view and
particular order view)

*  Summary of particular order, customer info,
service location, where order is stuck, email
history with customer etc..

Predict order
completion time

Benefits

Confidential & Restricted

Monitor order failures

Building Extension cost is high
Require sales price negotiation
Requires 3 differant et Build order

Movember 20, 2019
Movember 20, 2019
show mare Novembar 20, 2018
Movember 20, 2018

November 20, 2015

Milestone view in color codes (e.g Blue-
completion with in SLA, Amber — order
is stuck)

*  Productivity reports: team-wise or

individual SDM-wise

Make faster response

in real-time to customers

Transaction Lifecycle Master (TLM)

TLM tool helps in better governance
and enables Service Delivery
Manager(SDM) in key activities

-

=Q

Compliance

Ch

Reporting

i)

Performance
Management

b ' o’
',Q\'
Knowledge
Management

v
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Future State of a Leading DSP’s Service Delivery Operation, post Managed Digital ‘
Transformation

-~ Key Business Benefits

a o o a amnibbcsl B EE
= A ® T emBE R 024 cycle 50%-70%
.peratlons < Agile Scrum Day to Day End to End On Going Process time reduction
approach Model Goal Ownership Improvements
)
OpExsavings  FiTj[748; /4
f . ! #,
: 2 . (RO 0%
:;é =] 11l 'Q‘
c . Performance . Knowledge
o Selplshes Management Reporting Management 2
3 Productivity
O Transaction Lifecycle Master increase

Enhanced Customer

Experience & New
Process Mining RPA & Intelligent Automation Order Visibility Dashboard J Business Wins

Automation
g(tr :
i
z F
\Z
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Getin touch

USA

Prodapt North America, Inc.
Tualatin: 7565 SW Mohawk St.,
Phone: +1 503 636 3737

Dallas: 1333, Corporate Dr., Suite 101, Irving
Phone: +1 972 201 9009

New York: 1 Bridge Street, Irvington
Phone: +1 646 403 8161

CANADA

Prodapt Canada, Inc.
Vancouver: 777, Hornby Street,
Suite 600, BC V6Z 154

Phone: +1 503 210 0107

PANAMA
Prodapt Panama, Inc.

Panama Pacifico: Suite No 206, Building 3815
Phone: +1 503 636 3737

insights@prodapt.com | www.prodapt.com

UK

Prodapt (UK) Limited
Reading: Davidson House,
The Forbury, RG1 3EU
Phone: +44 (0) 11 8900 1068

IRELAND

Prodapt Ireland Limited
Dublin: 31-36 Ormond Quay Upper
Phone: +44 (0) 11 8900 1068

EUROPE

Prodapt Solutions Europe &
Prodapt Consulting B.V.
Rijswijk: De Bruyn Kopsstraat 14
Phone: +31 (0) 70 4140722

Prodapt Germany GmbH
Munich: Brienner StralRe, 80333
Phone: +31 (0) 70 4140722

Prodapt Switzerland GmbH
Zirich: Muhlebachstrasse 54,
8008 Zurich

Prodapt Austria GmbH

Vienna: Cityport 11, Simmeringer
HauptstrafRe 24, 1110

Phone: +31 (0) 70 4140722

SOUTH AFRICA

Prodapt SA (Pty) Ltd.
Johannesburg: No. 3,

34 Avenue, Rivonia

Phone: +27 (0) 11 259 4000

INDIA

Prodapt Solutions Pvt. Ltd.
Chennai: Prince Infocity Il, OMR
Phone: +91 44 4903 3000

“Chennai One” SEZ, Thoraipakkam
Phone: +91 44 4230 2300

IIT Madras Research Park I,
34 floor, Kanagam Road, Taramani
Phone: +91 44 4903 3020

Bangalore: “CareerNet Campus”
2" floor, No. 53, Devarabisana Halli,
Phone: +91 80 4655 7008

THANK YOU!

Prodapt.



