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Hutch Italy field operation process 
deployment 
process report SUMMARY
❑ the field operation process went live on 29/02/2016.

❑ the field operation process was under observation  from march  2016 to 
September 2016

❑ during the observation  period regular governance  meeting were 
conducted on biweekly basis  or as on required  in order to monitor  the 
effective implementation of the process and also to observe the 
bottlenecks in the practical implementation of the process document.

❑The process kpi’s were measured on monthly basis in order to observe the 
effectiveness of the process deployment and shared with all the 
stakeholders

❑Going forward  the process document owner will be Domenico 
Franco(Dispatching Center Manager)

❑Going forward the process kpi owner will be Domenico Franco(Dispatching 
Center Manager).
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hutch Italy-FIELD OPERATION PROCESS

PROCESS KPIs DATA  ownership and frequency

MSTOP Field operations Process KPI measurement-Hutch Italy 

KPI Measurable/Non Measurable Responsible Frequency

FO001-(Percentage of Corrective WO Completed within WLA 

Time – Serious)
Measurable DC governance team(Domenico Franco) Monthly

FO002-(Percentage of Corrective WO Completed within WLA 

Time – Major)
Measurable DC governance team(Domenico Franco) Monthly

FO003-Percentage of Corrective WO Completed within WLA 

Time – Medium
Measurable DC governance team(Domenico Franco) Monthly

FO004-(Percentage of Corrective WO Completed within WLA 

Time – Minor)
Measurable DC governance team(Domenico Franco) Monthly

FO005-Percentage of Preventive Maintenance WO completed 

within WLA Time
Non Measurable Under Present Contract DC governance team(Domenico Franco) Monthly

FO006-Percentage of Planned Maintenance WO completed 

within WLA Time;
Measurable DC governance team(Domenico Franco) Monthly

FO007-Percentage of Implementation WO completed within 

WLA Time;
Measurable DC governance team(Domenico Franco) Monthly

FO008-Percentage of Provisioning WO completed within WLA 

Time;
Measurable DC governance team(Domenico Franco) Monthly

FO009-Number of WO completed outside WLA Time, caused by 

missing Spare Parts / Tools;
Measurable DC governance team(Domenico Franco) Monthly

FO010-Number of failures to provide physical site access; Non Measurable Under Present Contract DC governance team(Domenico Franco) Monthly

FO011-Average Travel Time; Measurable DC governance team(Domenico Franco) Monthly
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HUTCH  italy-FIELD OPERATION PROCESS

PERFORMANCE INDICATORS DATA  ownership and frequency

Performance indicators related to Field Operations processes 

PI Description Measurable/Non measurable Frequency

1 Number of repetitive visits per site per corrective WO during the month Measurable Monthly

2 Number of total deferred internal WO´s during the month Measurable Monthly

3 Number of total deferred external WO´s during the month Measurable Monthly

4 Average response time for corrective Priority 1 ( till FT accept) Measurable Monthly

5 Average response time for field tech ( dispatched till FT accept) Measurable Monthly

6 Average Time on Site of resolved corrective WO's Measurable Monthly

7 Average Time on Site of resolved preventive WO's Measurable Monthly

8 Average Time on Site of resolved planned WO's Measurable Monthly

9 Average Time on Site of resolved provisioning WO's Measurable Monthly

10 Average Time on Site of resolved implementation WO's Measurable Monthly

11 Average Number of total WO's resolved per technician during the month
Measurable (Common for Both Vodafone and 

Hutch Italy)
Monthly

12 Field technicians utilization during the month 
Measurable (Common for Both Vodafone and 

Hutch Italy)
Monthly

13 Number of Site / FT 
Measurable (Common for Both Vodafone and 

Hutch Italy)
Monthly

14 Number of corrective / site 
Measurable (Common for Both Vodafone and 

Hutch Italy)
Monthly

15 Number of Dispatcher / FT
Measurable (Common for Both Vodafone and 

Hutch Italy)
Monthly

16 Total WO handled per month/ dispatcher 
Measurable (Common for Both Vodafone and 

Hutch Italy)
Monthly

17 Number of FT experienced / FT assessed
Measurable (Common for Both Vodafone and 

Hutch Italy)
Monthly

18 Number of Manager /FT 
Measurable (Common for Both Vodafone and 

Hutch Italy)
Monthly

19 Number of supervisor /FT 
Measurable (Common for Both Vodafone and 

Hutch Italy)
Monthly

20 Open WO past due date more than a month 
Measurable (Common for Both Vodafone and 

Hutch Italy)
Monthly
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PROCEESS KPI PERFORMANCE
FIELD OPERATIONS PROCESS

FO001(% of corrective Wo completed within WLA time) –a 
downward trend was observed during the month of (may 
2016 to July 2016).how ever a gradual improvement and 
stability  has been observed from August 2016 towards. 
This can be attributed to the improved  co ordination and 
supervision  between  central dispatch  and field 
technician for  work order(serious). 
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PROCEESS KPI PERFORMANCE
FIELD OPERATIONS PROCESS

FO002(% of corrective Wo completed within WLA time-Major) –a
downward trend was observed during the month of (may 2016
to July 2016).how ever a gradual improvement and stability
has been observed from August 2016 towards. This can be
attributed to the improved co ordination and supervision
between central dispatch and field technician for work
order(Major).
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PROCEESS KPI PERFORMANCE
FIELD OPERATIONS PROCESS

FO003(% of corrective Wo completed within WLA time-Medium) –a 
downward trend was observed during the month of (may 2016 
to July 2016).how ever a gradual improvement and stability  has 
been observed from August 2016 towards. This can be 
attributed to the improved  co ordination between  central 
dispatch  and field technician for  work order(Medium). 
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PROCEESS KPI PERFORMANCE
FIELD OPERATIONS PROCESS

FO004(% of corrective Wo completed within WLA time-Minor) –a 
downward trend was observed during the month of (may 2016 
to July 2016).how ever a gradual improvement has been 
observed from August 2016 towards. This can be attributed to 
the improved  co ordination between  central dispatch  and 
field technician for  work order(Medium). 
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PROCEESS KPI PERFORMANCE
FIELD OPERATIONS PROCESS

FO006(% of planned Maintenance Wo completed within WLA 
time) –a downward trend was observed during the month of 
July 2016.how ever a gradual improvement and stability  has 
been observed from July  2016 towards. Segregation of work 
orders into preventive planned, provisioning and 
implementation  needs to be  executed.
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PROCEESS KPI PERFORMANCE
FIELD OPERATIONS PROCESS

FO009- (Number of WO completed outside WLA Time, caused 
by missing Spare Parts / Tools)-this Kpi has undergone a 
gradual improvement  from august 2016 onwards. This can 
be attributed to the implementations of the SPm process as 
recommended by MSTOp .



MSTOP PROJETC_HUTCH ITALY  |  Ericsson Internal  |  2015-05-19  |  Page 11MSTOP PROJETC_HUTCH ITALY  |  Ericsson Internal  |  2015-05-19  |  Page 11

PROCEESS KPI PERFORMANCE
FIELD OPERATIONS PROCESS

FO011-Average travel time-This Kpi has been stable  through 
the observation period.
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PROCEESS PERFORMANCE indicator
FIELD OPERATIONS PROCESS

PI004(average response time for corrective priority 
serious)-This Pi has been stable and improvement 
observed from July  2016 onwards. FSo team will focus 
on improving further.
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PROCEESS KPI PERFORMANCE
FIELD OPERATIONS PROCESS

Pi005-Average response time (dispatched)-
there has been an upward trend observed for 

this PI.a more improved co ordination and 
supervision  between  central dispatch and 

field technician  has been agreed upon as an 
way forward.
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OBSERVATION PERIOD SUMMARY
KPI MEASUREMENT REPORT & ANALYSIS

❑The process was kept under observation for 7 months starting 1st

march  2016.

❑ KPI measurement analysis (based on the KPI data for more than 7 
month are captured from march’ 2016 to September’ 2016..

❑ Periodic review meetings were conducted with stakeholders to 
check the working of this process on ground level. No deviation in 
the ways of working was observed.

❑ The process is found to be stable without any negative impact in 
contract fulfillment.

❑ The process brings in clear identification in roles and 
responsibilities (through RASCI matrix in place) of different teams 
involved while carrying out their activities.
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OBSERVATION PERIOD SUMMARY
KPI MEASUREMENT REPORT & ANALYSIS

❑FO001(% of corrective Wo completed within WLA time) –a downward 
trend was observed during the month of (may 2016 to July 
2016).how ever a gradual improvement and stability  has been 
observed from August 2016 towards. This can be attributed to the 
improved  co ordination and supervision  between  central 
dispatch  and field technician for  work order(serious). 

› FO002(% of corrective Wo completed within WLA time-Major) –a
downward trend was observed during the month of (may 2016 to
July 2016).how ever a gradual improvement and stability has been
observed from August 2016 towards. This can be attributed to the
improved co ordination and supervision between central
dispatch and field technician for work order(Major).
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OBSERVATION PERIOD SUMMARY
KPI MEASUREMENT REPORT & ANALYSIS

› FO003(% of corrective Wo completed within WLA time-Medium) –a 
downward trend was observed during the month of (may 2016 to 
July 2016).how ever a gradual improvement and stability  has been 
observed from August 2016 towards. This can be attributed to the 
improved  co ordination between  central dispatch  and field 
technician for  work order(Medium). 

› FO009- (Number of WO completed outside WLA Time, caused by 
missing Spare Parts / Tools)-this Kpi has undergone a gradual 
improvement  from august 2016 onwards. This can be attributed to 
the implementations of the SPm process as recommended by MSTOp 
.
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FURTHER IMPROVEMENt action points 

❑A better coordination between Central Dispatch and Field technician on serious  
case with timely follow up and an escalation matrix formulation for serious 
cases as recommended by MSTOP process.

❑ .a segregation between preventive ,planned , provisioning, implementation work 
orders work  within the wfm tools. This will enable better presentation of the 
efforts and better visibility on the pain area.as of now there is no visibility on 
these aspects. 

❑More focus is required to be given in improving the “Percentage of Preventive 
Maintenance WO completed within WLA Time (Major)”. Also the FSO organization 
needs to ensure that the preventive maintenance check list is properly reviewed 
and executed as recommended by MSTOP process

❑ this process document has been made in accordance with the wla and ola. this 
process document should be reviewed and updated on half yearly basis.

❑A knowledge sharing session should be initiated for the Supervisors on regular 
interval so that they are in Sync with any new Update/Modification within the 
contractual WLA document between FSO and MSIP operation .This will enable 
them to transfer the relevant information to the field technicians as 
recommended by MSTOP process.

❑ An effective utilization of the existing  manpower  through a well defined rasci matrix.
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MSTOP FOPs Roll Out  Report  -Smile RSSA  |  Ericsson I nt ernal  |  2016-05-09

Val ue Add and benef it s 
Descr ipt ion of  Benef it s

✓ Pr ocess  was cust om ized ( level 4. 5)  based on t he 

cont r act  scope.

✓ Clar ity on end to end Process scope,  roles and 
r esponsibilit y,  owner ship of  act ivit ies  bet ween t eam s 

involved in deliver y f or   Hut ch I t aly.

✓ All t he Field Engineer s  and dispat ch t eam  have been 

aligned t o wor k in accor dance wit h WFM  and 
Process.

Descr ipt ion of  pr ocess  scenar io

✓ No Process Document  in place.

✓ No Pr ocess  docum ent at ion available t o t r ain t he 

new r esour ces  on t he ways of  wor king.

✓ No segr egat ion of   wor k or der s  int o 
Pr event ive, Planned, Pr ovis ioning and 

im plem ent at ion

✓ Lack of  awar eness  on t he ef f ect ive ut ilizat ion of  

SPM  pr ocess  f or  t he Spar e par t  m aint enance .

Business Value of deployed process

M onet ar y Value

✓ A r emarkable improvement  and stability  has 
been obser ved  in wit h r egar ds   FO001 

, FO002, FO003, FO004. This  has  r esult ed in  
im pr oved  WLA com pliance.  

✓ Per f or m ance I ndicat or s( PI 004 and PI 005)  have 

shown r em ar kable im pr ovem ent   which displays  

the proact ive approach f rom the Field Technician 
in t he r esolut ion of  t he cor r ect ive wor k or der s.   

“Sof t ” Value

✓ Pr ocess  KPI ’ s  have been int r oduced t o m easur e t he  

ef f ect iveness of  the process.  This will help in f inding 
out  t he f ocus  ar ea f or  t he deliver y or ganizat ion

✓ ‘ Ext er nal FSO Sit e’  on Er icoll is  developed f or  Field 

Ser vices.  This  is  t o Allow access  of  M STOP Field 
Oper at ions Pr ocess  acr oss  f ield or ganizat ion 

wit hout  ECN connect ivit y.

✓ Process KPI s ( internal)  to t rack and improve teams 

cont r ibut ion t owar ds Field Oper at ions pr ocess.  This  
in t ur n would br ing t he ef f iciency wit hin Oper at ion 

Team s t o pr oact ively m inim ize t he adver se im pact  
on t he Cust om er 's  business  oper at ions.
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Process Customization

› There are a total of 132 Work Instructions (Level 4.0) for Field 
Operations Processes

› 20 Work Instructions have been customized for Hutch 
Italy

› Wiki Links for Field Operations Processes:

➢Field Operations Processes Home Page

➢Field Operations Management Level 4.0 Index Page (complete list with all 
generic Work Instructions)

➢Hutch Italy Level 4.5 Index page  with all customized Work Instructions

https://ericoll2.internal.ericsson.com/sites/MSTOP_Definitions_Development_Page/FieldOperations/Wikis/Home.aspx
https://ericoll.internal.ericsson.com/sites/MSTOP_Definitions_Development_Page/FieldOperations/Wikis/_Field Operations Level 4 Index Page.aspx
https://ericoll.ericsson.net/sites/FSO_MSTOP_WIKI/FieldOperations/Wiki/_Hutch Italy Field Operations Level 4.5 Index Page.aspx
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