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GetSerious
AboutService
Cognito is a MobileWorkforce

Managementconsulting ,

technology andmanaged
servicescompany . Withover
20yearsexperience ,

ourfully
integratedmobilesolutions

helpbusinessesdriveefficiency,

maximiseperformance and
delivermarketleadingservice.
Fromthescheduling of jobsand
management of assets to

the
tracking of fleetvehiclesand
advanced reportinginformation

,

Cognito' s integratedsolutions

spanthewholespectrum of

mobileservicedeliverygiving
youclearvisibility of yourmobile
workforceandhowthey' re

performing.

Who'
s usingit?

KonicaMinolta
,

theleading
developer ,

manufacturerand
supplier of professionalimaging
anddocumentmanagement
systems , providesanextensive
network of directservicecentres

responsibleforthemaintenance
of

over56 ,000customer

productsacrosstheUK.

Whydidtheyneedit?
Operatingwithina highly
competitivemarketplacewhere
theengineeringstaffwork
entirely in

thefieldandare
thebackbone of

thecustomer

supportprocess ,

Konica' s

management focusedonthe
efficiencyof itsworkforceas a

cleartargetforcostreduction
andcustomersatisfaction

improvements . Additionally ,

with

intermittent GPRSconnectivity as
a normalpart of theengineers'
fieldconditions

,

theincumbent
SAPsystemwas intolerant of

communicationinterruptions
andrequiredfrequentmanual
interventionbythe IT help
desk in Germany . As a result

,

problemsexperienced in
the

fieldoftentookhours
to

resolve
and

at
times

, up to 40%% of

engineerscoulddonowork.
Thishad a

knockoneffecton
staffturnover levelsbecause of

theresulting lowmoralecaused

bythefrustration of explaining to

angrycustomerswhytheycould
notservicetheirequipment ,

contributing to
evenlower levels

of customersatisfaction.

Whatwasimplemented?
In

2007KonicaMinoltaUKmade
thedecision to

return to Cognito
after a corporatedirective in

2005resulted in theforced
replacement of theoriginal
solution

.
BecauseCognitohad

alreadyprovenitsunderstanding
of integratedmobileworkforce

management ,

theteam at

Konicawereconfident in their
ability to design ,

deliverand
supporta

solutionthatwould
return them to theprevious
highlevels of productivityand
customer satisfaction

,

without
compromisingthecorporate
commitment to SAP . Working
collaboratively ,

Konicaand
Cognitoevolvedthesolution

to combineCognito' s strategic
workforce managementsuite

trackingandmobilityfeature

andworkflowapplication
withthecorporateSAP

systems . Theenvironment
wasfurtherintegrated with
dynamicschedulingand
assetmanagementsystems
to deliverinstantintelligence

to fieldteams
,

withthe
scheduler adjustingengineers'
rotas to meetSLAresponse
requirements .

Aspart of the
service

, Cognitoalsodeveloped
a managementdashboard to

providemanagerswithup to
the

minutestatusinformationfrom
thefieldenabling them to react

quickly to problemsas
theyarise.

Howdidtheybenefit?
Thesolutionhasincreased

engineerproductivityby22%%
,

savedover£2million in
stock

costsandcritically ,

hasrestored
Konica' s

customerservice to

previouslevels of performance.
Workforce moraledramatically
improved in partduethe
engineerscloseinvolvement

cognito

withthedesign ,

testand
deployment of thesolution.
Konicaalsotargeted
addedvaluesalesasanareafor
improvementthroughproviding
functionality fortheengineers

to capturesalesleadsonsite.
Thisresulted in £1millionworth
of

additionalsales .

"

We've a

partnership ethos at Konica
Minolta

, engagingcompanies
thatreallyshowcommitment to

understandingourbusinessand
helpusenhanceperformance.
Cognitohasthisdedication . It

hasgreatexpertiseand is very
muchpart of myteam. " Ged

Cranny ,

Head of DirectService

ContactCognito
If you' re looking to getthe
bestout of yourworkforceand
want to delivermarket-leading
service

,

contactCognitotoday.
01635508200
sm@cognitomobile.com
www.cognitomobile.com
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