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Enabling ICT Transformation by Gearing Up Professional Services Support
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In today's digital age, technology does contribute to the growh of the service quality and confinuous improvement but also enables businesses to grow rapidly in the
changing business environment. While Fuji Xerox {Hong Kong] is fransforming from equipmentselling oriented business to solufion services, net only the front line staff
need fo be professional and competent in bringing values o customers, but dlso the change of company processes fo gear up the fransformation.
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Record processing is quite manuatbased by EXCEL in professional services area. Per different supporting nature, team resources has fo be spread across

different depariments management iakes long hours fo compile company-wide problem, resource ufilization & projection.

reporting problem sfatus.

allocation and budgefing for business dedls.
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Due fo different encoding schemes and reporfing layouts among teams, feam suffered the work effort duplication by System Analysis (SA) fo log aciivity &

Within the scope of professional services, project management is @ new type of support modelling for which is lack of systematic acfivity data for rescurce
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The professional service feam of Fuji Xerox [Hong Keng) developed a new plafform

~ SPMS (Service & Project Management System) which cenfralized the data

reposifory. With the single inferface, the platiorm is used by all SA o leg Service

Request [SR] & tasks which unified the encoding scheme and data field format.

SPMS works to ...

1) provide a user inferface for System Analysts (SA) to record daily activities

2] provide a user inferface for SA fo record custemner encountered problem &
resolufion progress

3) provide management with reporfing standardize and andlysis ool on SA resource
utilization & problem management sfatus

Report generction is automated

SPMS is able to define organization grouping o facilitale structure change when

needed. It adopted o 2+ier encoding scheme design:

1) "Service Request (SR]" can be an aciivily or a problem

2] "Task" is the detail / repeat actions of a SR

3] Relafionship between SR & Task simplified the steps to log activity and problem
status eliminated the need to key in data twice.
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After the full system rolled out in the end of 2014, it improved the effort required
fo capture SA activity and generate reports.

Having a clearer piciure of the no. of problems and defails.

Reduced effort on log activity and report generation successfully help to save up
30% of working hours. The tangible benefit brought by SPMS is fabulous. SA
can spend more time te build up relationships with customers and provide fast
response fo customer's request.

No duplicate data eniry, improved employee's safisfaction. Management can
generate instant and accurate reports to get a holistic view on SA resource
utilization, plan for the future. Save 70% of time to prepare monthly problem
report.

Information Security has been improved due fo the cenfralizing repository
for keeping SA job and support event job. Dala backup could be deployed
easily which helps to secure the coming 1ISO 27001 Information Security
Management System certification to assure confidence from stakeholders.
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