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CrossCom is a recognized industry leader in supporting 
technology solutions for retailer, restaurant, grocery 

and hospitality customers by providing staging, asset 
management, installation, maintenance, service 

desk, cabling, rollout and chain-wide 
implementation. CrossCom is the single source 

partner geographically dispersed companies depend 
on for in-store network and technology requirements.  

THE CROSSCOM PERSPECTIVE
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The winds of change are upon the sails 
of the IT Field Services Industry….
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Antiquated business model 
Minimal impact to business process from 
change in technology

Out of step with technology landscape 
Ai is everywhere, running faster is not a 
strategy

Key Indicators going south
Market pressures are increasing, 
and contract pricing is decreasing.

Low margin – Profitability gap

“Can no longer cut our way to profitability”

Iceberg
Ahead

THE TRADITIONAL IT FIELD SERVICES MODEL
HAS NOT EVOLVED IN PARALLEL WITH TECHNOLOGY
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THE STORM 

SG&A 
expenses 

under 
pressure

Org. structure 
siloed and 

heavily 
burdened

ROI per 
employee 
under big 
pressure

Account and 
revenue 

acquisition 
costs

Profitability 
and margin 
shortfalls

Inadequate 
contractual 

pricing

Under/Over 
utilization

of resources

HR cost 
recruiting and 
redundancy

Technology 
and staff to 
support LOB
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The business model is top heavy…



HIDDEN IN PLAIN SIGHT

Unaccounted costs

Unplanned and/or unnecessary 
costs

Customer related issues and 
delays 

Over assumed best case 
scenarios that are not realistic

Achilles Heel: 
Costs can go 

awry by 
200% – 500% 
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Standard metrics 
only capture 

status and activity

ACTIVITY VS OUTCOME

Actual technician Time-To-Task 
vs. Estimated TTT

True Service Delivery Ops. time 
& cost to support the ticket

Service Escalations and 
Exceptions

Effective resource utilization and 
processes

Outcome based 
metrics address Total 

Cost of Service

SLA

Tech rate 

Billable hours

Travel

Expenses
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ADJUSTING THE SAILS

“The Services industry needs to be 
disrupted.

It’s a half a century now of doing things in 
a similar fashion. This is the time for 

exponential change. We integrate with the 
past and we create the future.”

                                      Bill McDermott 
                                           ServiceNow CEO
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Variable workforce is an essential core competency for field 
service delivery

Move up the value chain with customers, and build the right 
solution based on competence and technology tools

Strong capabilities centered on data analytics, intelligent 
automation and A.I.

Greater adoption of technology to drive process flows, 
productivity and scalability

The Field Service Industry must be a driver of innovation, using technology 
and ‘human intelligence in the field’

FOCUS OF THE FUTURE
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The key to unlocking the Service Operations

    “Black Box”
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WORK FLOW VALUE MANAGEMENT

Data-Driven Resource Management and Workflow Analytics
 on a SaaS Platform
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Data-Driven Process Intelligence 
Unlocks the Service Ops “Black Box”

T3

T2

T1

WORKFLOW

LIFECYCLE

FINANCIAL Financial analytics to optimize
service investment outcomes

Work flow KPIs and Metrics with
expanded barrier data 

Service event lifecycle monitoring 
and status data

Three-Tier KPI and Metrics Architecture



TEKUMO WORK FLOW AND PROFITABILITY 

ACCELERATORS

Systemic guardrails

Real time workorder status updates 
are essential for effective business 
decisions

Address bottlenecks and delays

Implement Guardrails for 
control of out-of-scope 
activity

Faster lifecycle feedback

Jointly analyze data and process to 
design improvement plans.

Process improvements

Collaborate and ensure status 
reporting for transparency

Optimize onsite time
In-built technician tasks and 
messaging

Eliminate escalations and 
service exceptions

Limit work in progress 
interruptions
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Faster Lifecycle Management

Job Tracker provides a visual spreadsheet representation of the status of 

all open workorders, with direct click-through to order details, messaging, 

workflow and invoicing
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Systemic Guardrails

Service alerts
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Address Bottlenecks and Delays
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Optimize Onsite Time
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Eliminate Escalations & Service Exceptions

Tekumo
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Process Improvements

Tekumo

007654

Publishing site access codes to 

Service Technician has reduced Tech 

Support hold times by 45 min. per ticket
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SUPPORT / ESCALATION

% of calls with unplanned

additional resource time 

TECHNICIAN

% of calls with unplanned

additional billable time

TECHNICIAN

% of calls @ expected

 work time to complete task

39%

61%

46%

-------------------------------------------------------------------------------------------------------------------------------------------------

Improvement 
Potential

Unaccounted cost          
is the delta between 

cumulative clock time 
and expected work 

time to complete task

CASE STUDY
Identifying unaccounted cost transforms financials

Environment
• Field Managed Service Provider
• Retail POS B/F & projects 
• 1,200 -1,400 tickets / month

Methods
• Joint resource optimization team 
• Implemented 27 key process 

improvements to reduce delays
• System guardrails to control 

unaccounted ticket scope ‘creep’
• Identify customer billable delays

Savings
• Est. savings $475,000 annually
• Est. 1.4M savings over 3-years
• Further savings gains occur 

monthly

Tekumo Data 
Analytics 
Identified

Avg. 1,319 hours 

unaccounted cost
per month 
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KEY 

TAKEAWAYS

1. The industry needs to close the reality gap

2. It starts with comprehensive trackable and reportable data 

3. Expanded KPI’s and metrics, on your own data, offers a huge return 

on investment

4. All of your service delivery data must be structured in one unified data 

repository

5. Time is of the essence in this age of automation and AI. 

The New Math = more profitability with fewer people. 

6. The Tekumo platform provides strategic capability to control costs and 

enhance your field delivery operating model for the future 
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NEXT STEPS…
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