3“ - "‘\

Dlscussmn

- ’/,,.

Introductli.r‘onv & Perspective -
Industry ChaIIen

- a..--—
Tekl}'n

0 OﬁDemand Platform

] ‘-'f-’-.m ;
; ‘ | g~
2k . 1

Private & Confidential



\
Bl
| \ \
\
lﬁ
\
{
X
\

~ 3 _ -:-_77\_‘-— — m

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.
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The winds of change are upon the sa

of the IT Field Services Industry...i
e
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Iceberg

Ahead

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

Private & Confidential

Antiquated business model

Out of step with technology landscape

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”
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HIDDENINIES
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/1 || FOCUS OF THE FUTURE
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3 riable workforce is an essential core;cc}mp&E/ ncy for field
. | service delivery / F )

o
ove up the value chain with customers, and build the right

solution based on competence and technology tools

.
SLron cap gbllltlﬂq centered on data analytics, intelligent
atltom'étt iorl and /A

Greater adoptlon of technology to drive process flows,
productlwty and scalablllty
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The Field Service Industry mustbe a ¢ rlveT\f‘mnovatlon, using tecl'ﬁ'rology
and_hu intelligence in the ?'éld\ T
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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 Bo

WORKFLOW Work flow KPIs and Metrics with

expanded barrier data

T1 LIFECYCLE Service event lifecycle monitoring

and status data
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= =
Thré€-Tier'KPI and; Metrics ArchiteCture
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TEKU MO WORK FLOW AND PROFITABI LITY
.~ ACCELERATORS -

Process improvements

Jointly analyze data and process to
design improvement plans.

Faster lifecycle feedback

Real time workorder status updates
are essential for effective business
decisions

Eliminate escalations and
service exceptions

Collaborate and ensure status
reporting for transparency

Systemic guardrails

Implement Guardrails for
control of out-of-scope
activity

Address bottlenecks and delays
In-built technician tasks and
messaging

Optimize onsite time

Limit work in progress
interruptions
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= Job Tracker - Open Orders G@ CrOSSCf:Dﬂ'\E

++« Open Orders (11/135) Search...
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1o0am © SOURCING @)
22 10:00 AM @ ASSIGNED
Kellen McDonald w1 / Elmira NY osas am (O

DIAG CRa SRC ASN C 1 SITE COMP CHK RVW (LS ONHLD  CNCL

R | | | | EE P A ‘ 1 MEIEARARAENE | | | | | R

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

Faster Lifecycle Management
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[ ] ALERT: Standard TTT hour(01:30 hour(s)) is about to exceed on Order 47680(01:00 hour(s)) #

ALERT: Follow-up is required on order 39952: Standard TTT hour(01:30 hour(s)) is about to exceed{01:00 hour(s))

Due 12/14/2024 7:55 am. Assigned to Ishrag Sadhan. Created BY Ishrag Sadhan at 04/15/2024 2:34 pm. MEDIUM

Required Customer Responze: MO

Leave a message

3:35 PM Edited

TEKUMO ALERT: SLA RISK

Order 11561: TRACTOR SUPPLY: Troubleshoot/Replace VeriFone - Princeton, IL
Scheduled Time: 02/10/2021 12:00pm

OPEN ISSUE: PARTS Not Onsite

Please click here to go to the work order details

Systemic Guardrails
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@ crosscom KP1- Time to Ta

True Time to Task - By Month

1.6 Houl: 54 Houl:54 Hou1551 Hou ks 38 Hours

1.4 Hours 1.34 Hours

1.2 Hours

2.12 Hours 1.39 Hours 3.38 Hours -

Average Time to Task - Last m True Time to Task - Last Mo Time to Task Exceptions - Last Month

0Hours
January, 2024

# Tickets with Delays - By Month Total Delay Time - By Month
1,346 Hours

540

673
628
599
548 5oy 1,200 Hours 11068 Hours
502
1,000 Hours
833 Hours)
369 378 800 Hours
296
242 261 260 600 Hours 503 Hours 522Hours 525 Hours
177 400 Hours e
o . — . OHours We—

1
July, 2023 October, 2023 January, 2024 April, 2024 July, 2024 July, 2023 October, 2023 January, 2024 April, 2024 July, 2024

Delay Count by Reason - Last Month Delay Hours by Reason - Last Month

® Access Issue 13.98% ‘ . @ Access Issue 10.32% ‘

® Additional Issues 23.88% ® Additional Issues 23.81%

@ Configuration 16.89% @ Configuration 20.06%

® Diagnosis Issue  17.67% 515 ® Diagnosis Issue  19.11% 521 Hours
ift Issue 5.24% TOTAL Lift Issue 5.31% TOTAL
Parts Issue 7.77% Parts Issue 7.06%

® Support Delay 9.51% ® Support Delay 92.09%

® Other 5.05% ® Other 5.24%

,__—* g 1

| Address Bottlenecks and Delays \\L
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@ crosscom

Order Summary

Blessaging

Order Details

BOEpQimiiey [ T TOIT 4 O

Messages
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Teams Messages TekCloud

All

Customer

Vendor

Internal




@ crosscom

Technician Tasks
Pre visit

o Set Start Time
Completed by Krystal Montez on 08/11/2023 at 10:22 am

'& Control room is only available during nonbusiness hours. Call Tekumo L2 Support if you are asked to go in the control room during business hours. You must
document the name and title in the notes of who granted access.

On site

& Checkin

Completed by work-market technician on 08,/21/2023 at 519 pm

0 Check out
Completed by work-market technician on 08/21/2023 at 7:56 pm

& upload/take phato of Work area upon arrival

Q Upload/take photo of Provide photo of good cable test & working device
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@ crosscom

= Order 39952: Description 1 - City, State

Order 39952: Description 1 - City, State

Order Summary Order Details Workflow Messages Teams Messages

Ticket Details

Custom Fields
Publishing site access codes to

Mame of Support Sam Support . T

Representative Service Technician has reduced Tech

Support hold times by 45 min. per ticket

First & Last Mame of
MOD/Site Contact

Joe Customer

Materials? If so, gty

L Mone
and description

Issues/Delays Onsite? 30 minutes waiting for Joe

Site Access Code 007654

e
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denttifying unaccounted cost transforms financials

Unaccounted cost
is the delta between
cumulative clock time
and expected work
time to complete task

SUPPORT 7/ ESCALATION
% of calls with unplanned
additional resource time

> 46%

TECHNICIAN
% of calls with unplanned
additional billable time

Identified
Avg. 1,319 hours
unaccounted cost

per month

TECHNICIAN
% of calls @ expected

work time to complete task

61%

= 39%

PRIVATE & CONFIDENTIAL

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

Joint resource optimization team
Implemented 27 key process
improvements to reduce delays
System guardrails to control
unaccounted ticket scope ‘creep’
|dentify customer billable delays

~ Est. savings $475,000 annually

Est. 1.4M savings over 3-years
Further savings gains occur
monthly




e Industry needs to close the reality gaf

It Starts with COmprenensive trackabl€ and reportabl€ data
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KEY 4 All of your service delivery data must be structured in on -

= 5. Time is of the essence in this age of automation and AI —
TAKE AWAYS The New Math = more profltablI|ty‘WitrFfewer.people.
\
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