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Since 1973, Systems & Software Inc. (S&S) has been providing best-in-class
customer information systems (CIS) and services to municipal and investor-owned
utilities. The company’s enQuesta™ product suite enables S&S clients to integrate
customer information across the enterprise, improve customer service and offer
comprehensive end-user account access and payment options. With a diverse and
growing client base that looks to S&S to drive innovation in their organizations, the
company is constantly seeking ways to make enQuesta more integrated and more
extensible.

Challenge:

Although enQuesta’s broad footprint included services ranging from meter
management to GIS to work scheduling, S&S lacked a robust mobile module that
would let its customers dispatch and complete work requests electronically
without wasting paper or technicians’ time. The company needed to enhance its
existing mobile work management capabilities, but wanted neither to build the
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mobile component from scratch or use a 3 party solution.

Solution:

S&S used Syclo’s Agentry platform to develop a mobile extension for its
enQuesta (IS application. Agentry’s built-in support for multiple networks,
devices and backend systems made enQuesta Mobile extremely versatile, while
its powerful application development toolset allowed S&S to use internal
development resources and retain full control of project deliverables and

timelines.

The Need to Go Mobile

System & Software’s enQuesta
platform is a powerful CIS offering
that helps utilities improve customer
satisfaction through better
responsiveness, enhanced
operational efficiency and a capability
to effectively manage cutting-edge
technology employed by leading
utilities today. For many years now,
Systems & Software has stayed at the
forefront of innovation by listening to
its clients, monitoring industry
demands and continuously asking its
internal experts for input on what
could be done better. Some time in
2006, all three spoke in unison:

replacing paper-based work orders with
a mobile dispatch and work management
solution could take S&S’s clients to the
next level of productivity, make end-
users happier and result in many more
business opportunities for the company.
As it had many times before, S&S
listened.

The company’s analysis showed a
significant potential to improve clients’
operations with a robust mobile work
management solution. Anticipated
benefits included:

1 The complete elimination of
paperwork needed to dispatch work
7 Avreductionin the median age of



AGENTRY-BASED
enQuesta Mobile™
ESTABLISHES A FREE
FLOW OF INFORMATION
BETWEEN BACKEND
SYSTEMS AND FIELD
WORKERS

work orders due to lost information
and entry errors

9 Significant reduction in travel time
with real-time work assignments
and updates

9 Adecrease in the amount of rework
caused by userinput errors

1 Increased end-user satisfaction

“We knew these were very achievable
benefits,” said George Chauvin, S&S
Director of Software Engineering, “and
we knew that being able to offer these to
our customers would make a big
difference for S&S.”

Selecting the Right Partner

As a company with limited mobility
experience, S&S had to make some
choices about developing the mobile
functionality that it needed. One option
was to engage a solution provider that
could develop the mobile solution from
start to finish — but this would mean
ongoing reliance on external resources,
ongoing costs and a limited ability to
stay in control of the project. Another
option was building the extension in-
house, but without the mobility
expertise it needed, building a complex
solution like this could take years —
something S&S could not afford. After
carefully weighing its options, Systems &
Software decided to go with a hybrid
approach that relied on a qualified
partner’s proven mobile application
development toolset, but allowed the
company to develop the application
using its own programmers who were
proficient in utilities business processes
and the enQuesta suite. “We did want
somebody that would know the ins and
outs of mobhile technology and could
guide us along the way. But we also have
some great development talent in-house
and wanted to leverage that where we
could,” remembers Chauvin.

Aside from deciding on the high-level
development strategy, S&S knew it had
to select a partner that would

simultaneously have the know-how and
technology capabilities to make
enQuesta Mobile a market-leading
solution — as well as experience in
delivering highly usable applications for
the utilities industry. “There were several
partners out there that had some
interesting technology, but our goal was
to get past vapor-ware and find
somebody that had multiple successful
deployments in utilities and could assure
us of the quality and speed-to-market we
needed to be successful, “ said Chauvin.

In the end, Systems & Software selected
Syclo and its Agentry platform to provide
the toolset and support to develop
enQuesta Mobile. Their choice was based
in great part on Syclo’s ability to build
solutions that worked on multiple mobile
devices, operated flawlessly in the
disconnected mode, offered advanced
options such as Web services mapping
and were rapidly deployable. S&S also
felt that Syclo was a great culture fit for
the company and would allow it to bring
its product to market at a very
competitive price point.

Shaping and Developing the Mobile
Solution

System & Software’s goal for enQuesta
Mobile was to establish a free flow of
information between customers’ back-
office operations and workers out in the
field. Information such as work
assignments, consumption and payment
records, and status updates needed to
flow seamlessly to users’ devices. On the
other hand, technicians needed to
interact with work orders in the field and
update information not only in
enQuesta, but in other systems of record
as well. Systems & Software used the
Agentry platform’s composite
integration capabilities to build links
into multiple enterprise systems and
data sources. “This was a very key
capability for us,” said Chauvin. “We
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needed the mobile application to
integrate with our great scheduling
system and take a variety of customer
information data elements from the
enQuesta CIS. At the same time, many of
our customers wanted to also work with
data in EAM systems such as Datastream
or GIS systems such as ESRI. Agentry
allowed us to do all of this in a single
application.”

To facilitate the real-time information
flow, S&S used Agentry’s ability to
monitor enQuesta for changes and
updates. Now, whenever a work order is
updated or a new work order is created
and assigned to a technician, the mobile
solution immediately notifies the field

employee. This functionality was
extremely important as it eliminated
unnecessary travel and allowed S&S’s
customers to be more responsive. For
example, if the utility cut off an end-
user’s service for non-payment, and the
payment was then shortly received, a
new turn-on work order could be
generated and dispatched to the field
employee while they were stillin the
service area.

S&S’s other major goal was to let
technicians initiate work orders in the
field. This was very important for
recording additional work that
technicians performed onsite, and it
eliminated the need for back-office
employees to create follow-up work
orders manually. S&S created this

functionality by building a mobile
application programming interface (API)
that allowed the mobile application to
create follow-up work orders directly in
enQuesta. The Agentry Editor was used
to design the mobile screen set with a
“Create New Order” button accessible
from anywhere in the application.

Finally, S&S wanted enQuesta Mobile to
be compatible with a broad range of
devices and operating systems. “Many of
our customers already use mobhile
devices for a variety of work in the field.
Being able to use their existing hardware
and give them many device options for
new installs would make our product a
better value proposition,” said Chauvin.
The company achieved this objective by
using Agentry’s built-in support for
multiple device platforms. S&S's
application was developed using a model
-driven approach that allowed the
company to use a single set of business
logic while deploying the application on
multiple devices with little modification.
“The application itself is extremely user-
friendly,” said Chauvin. “By downloading
and showing only the data relevant to
what the technician is doing, we made it
very clean and uncluttered. As a result, it
works well on both larger and smaller
screens.”

As it had planned, S&S could to do most
of the application development itself.
After completing a training course at
Syclo’s headquarters in Chicago, IL, S&S
developers were armed with first-rate
mobile application development skills
and strong ties to Syclo’s professional
services organization. By working closely
with Syclo’s consultants at the onset of
the engagement, S&S set out on the
right path from the beginning. “We knew
a lot by that point, but it was Syclo’s
professional services team that really
helped us get our hands dirty. They knew
the real-life ‘gotchas,” having been in
the trenches for many years — which
really paid off for us.”

“THE APPLICATION IS
EXTREMELY USER-FRIENDLY.
BY DOWNLOADING AND
SHOWING ONLY RELEVANT
DATA, WE MADE IT VERY CLEAN
AND UNCLUTTERED.”

GEORGE CHAUVIN,
DIRECTOR OF SOFTWARE ENGINEERING



Destination: enQuesta Mobile

In less than six months, Phase I of
enQuesta Mobile was complete. The
application integrated seamlessly with
enQuesta and gave management the
ability to dispatch and monitor work in
real time. With enQuesta Mobile, utility
workers can now receive, create and
complete work orders, add notes and
resolution codes to customers’ accounts,
and review a broad range of account-
related information including
consumption history, payment and credit
history, and previously completed work
orders. To enhance management'’s
visibility into technicians’ status and
whereabouts, the mobile application
allows the user to specify his or her
status as “en-route” or “on-site.” With
travel and repair times automatically
recorded, enQuesta customers get an
extra level of data for planning and
analysis.

Benefits for S&S and its Clients
By partnering with Syclo and using its

sophisticated Agentry mobile platform to
develop, test, deploy and manage its
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mobile solution, Systems & Software
achieved its goal of quickly bringing to
market an affordable out-of-the-box
product that was tightly integrated with
the enQuesta CIS system and was built
on its core business processes. “The
great thing about enQuesta Mobile is
that it can be packaged with our main
product and does not require our
customers to go outside their




