
 
 

 
 

WHITEPAPER 
Mobilizing in the Cloud 

Communications service providers take a new approach to mobile workforce management 
 
 
Executive Summary 
 

• Cloud-based solutions can be deployed quickly, will scale easily, can adapt to changing 
markets and are low risk. 

• As it doesn’t need to store customer data, mobile workforce management software is 
particularly well suited to deployment in the cloud. 

• Telefónica, Virgin Media and other leading communications service providers are deploying 

TOA Technologies’ cloud-based mobile workforce management solution. 
• In the three years Virgin Media has been using TOA's cloud-based solution, the software has 

been available 100% of the time. 
• TOA’s solution provides the computing power operators need to manage teams in the field 

with precision in real-time, increasing efficiency and saving money. 
• Virgin Media’s engineers arrive on-time for 97%-98% of appointments. Getting the right mobile 

worker to the right appointment on time, dramatically improves the customer experience 
• Operators that deploy a mobile workforce management system in the cloud can move faster 

than their rivals and gain a competitive edge. 
 

 
1. Operators move mobile workforce management into the cloud 
 
Competing in fast moving global markets, enterprises are looking for software which can be deployed 
quickly, will scale easily, can adapt to changing markets and is low risk. And they increasingly see 
cloud-based solutions as the answer. Research firm Gartner estimates the global software-as-a-
service (SaaS) market, for example, grew almost 18% in 2012 to $14.4 billion.1 
 
Looking to meet this demand, communications service providers are increasingly launching products 
and services in the cloud.  At the same time, they are aiming to harness the cloud to enhance and 
streamline their own operations. Mobile workforce management software, which is particularly well 
suited to deployment in the cloud, is leading the way.  
 
Telefónica, for example, is rolling out a cloud-based mobile workforce management solution to 
increase the efficiency and effectiveness of its field workforce operations. Initially, the Madrid-based 
group, which has operations in 24 countries across Europe and Latin America, had been looking for 

                                                 
1 Source: Gartner: http://www.gartner.com/newsroom/id/2163616/ 
http://www.cioinsight.com/c/a/Strategic-Tech/Gartners-Global-SaaS-Spending-Report-Plenty-of-Room-for-Growth-282322/ 
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http://www.cioinsight.com/c/a/Strategic-Tech/Gartners-Global-SaaS-Spending-Report-Plenty-of-Room-for-Growth-282322/


 
an on-premises workforce management solution with an option for SaaS. However, mid-way through 
the selection process, Telefónica changed this to be a preference for SaaS.  
 
Announcing Telefónica had selected TOA Technologies' mobile workforce management solution to 

manage its worldwide field technician workforce, Enrique Blanco, global CTO for Telefónica, cited the 

technology’s ability to “scale to our global needs and meet our goals for fast deployment.” The first 
operating company, in Brazil, is on course to launch the solution later this year.  
 
It is not just telcos that are turning to the cloud for mobile workforce management. Virgin Media, 
which uses its cable network to provide broadband, TV, mobile phone and home phone services in 
the UK, has also recognized the numerous advantages of cloud computing over on-premise 
solutions.  
 
"One of the key reasons we chose TOA was because it was cloud-based," says Maurice Daw, 
Executive Director - Access at Virgin Media. "We chose it because to start with, we wanted a really 
quick implementation. Being cloud-based, it went from signing the contract to go live nationally in six 
months. The competitors we were talking to wanted double that." 
 
Mobile workforce management is really important to the whole team at Virgin Media," adds Daw. "We 
have got 5,000 engineers out there dealing with customers every day. Having a system that keeps us 
running efficiently, keeps us on time and delivering great service to our customers is really important 
to us." 
  
As high-profile companies in regulated markets, leading communications service providers have 
stringent requirements for the enterprise software they use.  A cloud-based solution typically has to 
meet the following criteria: 
 

• It can be quickly configured and can scale as needed  
• It can easily be integrated with existing ICT systems 
• It can consistently deliver high-levels of security and availability 
• It can adapt to operator’s existing business processes 
• It does not store customer data 
• It can work on any operating system, browser and HTML-5 enabled mobile device 

 
In the three years Virgin Media has been using TOA's SaaS solution, it hasn't had a single minute of 
downtime. "We have had really good system availability," says Daw. "I can't remember a single 
minute we have lost in the last three years....not having to worry about it has been a huge benefit to 
us. I can't think of any downsides [to a cloud-based solution] at all." 
 
2. TOA Technologies – providing SaaS to leading operators 
 
The only complete cloud application suite for mobile workforce management on the market is 
provided by TOA Technologies. Across four continents, TOA Technologies’ ETAdirect suite manages 

mobile workforces for some of the world’s leading brands in the satellite, cable, telecommunications, 
utilities, insurance, home services and retail industries.  In the communications space, ETAdirect has 



 
already been deployed by 10 of the top 15 cable companies worldwide, including Cox, Ono and Virgin 
Media. TOA’s customer base also includes leading telcos, such as Telefónica and TIM Brasil. 
 
TOA Technologies’ cloud-based solution provides the computing power operators need to manage 
teams in the field with precision in real-time. As their markets change rapidly, communications 
services providers need flexible cloud-based enterprise software that can evolve with their 
businesses.  At the same time, TOA Technologies has architected its solution to be robust, secure 
and carrier-grade: 
 

• Recognising operators’ sensitivities around customer data, TOA designed ETAdirect to access 

the customer data only for the time it is needed. The software doesn’t retain customer data. 
• As a mission critical system, ETAdirect is highly scalable and reliable. Existing installations 

manage more than 70 million appointments annually with 99.997% availability.  
• As it can be difficult for operators to integrate new software, ETAdirect is already integrated 

with Amdocs, Convergys, SAP and other leading systems.  
• If it needs to be integrated with middleware, ETAdirect’s interfaces are compatible with the 

leading systems, such as IBM Websphere and Oracle Fusion 
• As it can be complex for operators to change their processes, ETAdirect can be configured to 

support existing business processes. 
 

Moreover, ETAdirect is designed to give an operator a single view of their entire field workforce, 
encompassing customer-facing and infrastructure-focused employees and contractors, enabling the 
use of resources in the most efficient way possible. As TOA’s browser-based solution works with any 

mobile device with HTML5, operators don’t need to worry about which mobile devices their 
contractors and employees in the field are using. 
 
Actual deployments of ETAdirect have delivered savings of up to US$10,000 per field employee per 
year by: 

• Reducing distance traveled per trip by 40 percent 
• Improving daily job completion rates by 47 percent 
• Cutting unnecessary trips by 20 percent 
• Slashing overtime by 75 percent 

 
 
3.  The end result - a great customer experience  
 
In the past, mobile workforce management was just a tool for putting appointments on a calendar. But 
with the cloud, it is feasible to use real-time data to predict what used to be unpredictable – getting 

the right mobile worker to the right appointment on time with 96 percent accuracy. TOA’s SaaS 
solution employs a patented, predictive, statistical engine which analyzes historical performance 
patterns, overlays skill set, job history and customer proximity to accurately predict the amount of time 
each engineer will take to complete an appointment and personalizes his or her schedule accordingly. 
That is one of the reasons research firm Gartner recognises TOA as the leader in its Magic Quadrant 
for the sector.   
 



 
The TOA solution also incorporates the fastest scheduling engine on the market. For example, Virgin 
Media dispatchers can now compile field workforce schedules in minutes before the start of the 
workday, rather than hours, as well as quickly respond to normal changes during the workday. The 
end result is a more efficient mobile workforce and higher customer satisfaction as householders no 
longer need to wait for hours for a field technician or an engineer to arrive to install new equipment or 
repair existing connections. Customers can choose when the field technician arrives and be updated 
on their progress. Moreover, the technician will arrive with the right information, the right equipment 
and the right skill-set to complete the task in a fast and efficient manner. 
 
As the technician may be the only face-to-face contact the operator has with the customer, it is critical 
that the customer has a good experience – an effective mobile workforce management solution can 
play a pivotal role in meeting and exceeding customer expectations.  "My engineers are actually one 
of the few people that meet our customers," notes Maurice Daw at Virgin Media. "We are turning up 
when our customers want us there. And that really does make things a lot easier for our people who 
are being more productive. They are travelling less and they are able to spend that little bit more time 
with the customer, which is being noticed." 
 
Since Virgin began using the TOA solution, Daw says the productivity of his engineers has increased 
by 15% and they arrive on time for customers 97% to 98% of the time - almost double the figure 
before the adoption of the new routing system. "Our customer satisfaction is at an all time high," Daw 
adds. 
 
The customer experience is also a major factor for Telefónica. Explaining the decision to deploy TOA 

Technologies’ mobile workforce management solution, Enrique Blanco, global CTO for Telefónica, 

said: “Telefónica is committed to providing our global customers with the most innovative products 
and highest quality service. It was this commitment that guided our strategic decision to evaluate and 
transform our mobile workforce management strategy towards simpler and more efficient business 
processes and to select a new technology to support it.”  
 
In a rapidly-changing market in which a great customer experience is critical, operators that deploy a 
mobile workforce management system in the cloud can move faster than their rivals and gain a 
competitive edge. "We are in a really cut-throat industry, it's really competitive out there and offering 
really high levels of customer experience is really important" says Daw at Virgin Media. "Just 
competing on price or product capability isn't enough any more. You have got to have excellent 
customer service." 
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