A MitemView Cusome Reference

Solution Overview

Industry
Gas Utility

Application
Customer Service

Business Solution
PC-based application supporting a
reengineered work flow process in
the call center.

Architecture

GUI desktop application with
expanded business functionality,
using high performance middleware
for noninvasive access to an IBM
mainframe CICS application.

Products & Services Used
Actron CSS Customer Service
System

IBM CICS; IMS/DB

Novell SAA Gateway

Microsoft Win 95 & Win 3.1

Visual Basic 4.0

Mitem View 4.1.2

Intel desktop PCs Pentium 100MHz,
32MB RAM

Benefits

¢ Improved customer service levels
* Reduced Average Handle Time

* Reduced training cycle by half

Alternatives Evaluated
HLLAPI Based Tools:
Attachmate’s Quickapp
Sterling’s Flashpoint

3-tiered client/server
MITEM’s Mitem Viend

klahomaNatural Gas(ONG), a
Oegulated subsidiary of ONEOK, Inc.

(NY SE:OKE), isaTulsa-based natural
gas distribution company that currently
supplies morethan 740,000 residential,
commercial, and industrial customers. The
pending acquisition of the natural gas assets
of Western Resources, Inc., will add additional
territory in northeast Oklahoma and a substan-
tia part of Kansas. ONEOK will becomethe
8th largest natural gas distribution company in
theU.S,, serving approximately 1.4 million
customers.

With deregulation of the gas industry on the
horizon, ONG beganin 1991 to examineways
toimproveitsoperations. “It became clear
that with deregulation, ONG wasin the
delivery and service business of natural gas as
a product and not in the natural gas business
with service as an afterthought,” said Charles
Moore, Manager of Systems Development.
“This caused us to focus on the information
system requirementsin order to deliver
excellent servicein aconsistent manner. ONG
installed the Actron Customer Service System
(CSS) in 1989 and it has undergone substan-
tial modifications,” said Moore.

Call Center Automation Initiative

ONG initiated acall center automation project
which concluded that only minor modifica-
tionswererequired for thebilling and
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figure 1

accounting functions of CSS, but significant
changes would be necessary to support the objec-
tiveto increase its customer service levels. The
automation project identified the additions of several
new featuresincludingan IV R (Interactive Voice
Response) system, screen pops, and intelligent call
routing.

In addition, the character-based system [CSS] did
not offer an easy way to handle certain transactions
such as order scheduling, billing adjustments, and
detailed account inquiry. For example, changing an
appointment for service or follow-up action on abill
wasdifficult evenfor experienced CSRs. It wasclear
that to support the call center automation initiative, a
reengineering of the CSS presentation was needed.

The Call Center Environment

Thetwo main call centers, staffed with 60 CSRs, are
located in Tulsaand Oklahoma City. They handle 70
percent of ONG’scall volumewhilethe remaining 30
percent are handled in regional offices.

Over time, each CSR had undergone substantial
training on the use of the character-based 3270
screens. “The most experienced operators were
comfortable with the system of codes and menus
presented by the mainframe software,” says Call
Center Manager Scott Shepherd, “but with attrition
and changes in our business, retaining personnel
and the high cost of training were becoming amajor
challenge.” For example, service activation required
the CSR to navigate up to six screens, each with
their own set of codes, in afixed sequence. The
opportunity for error by anovice user existed at
every keystroke. More complicated transactions
likerescheduling aservice call, account mainte-
nance, and rebilling posed challenges even for the
experienced CSR. Themoreinvolved the activity,
the longer the transaction and call times became,
resulting in poorer customer service.

Technology Alternatives

Several technical options were considered to deliver
aworkflow which more closely match the process of
customer service. Optionsranged from athree-tier
client/server architecture to face-lifting the system
with agraphical user interface (GUI). ONG con-
cluded that the client/server option would not

provide the power, stability, security, and perfor-
mance to which ONG was accustomed. Reclaiming
the mainframefunctionality using an HLLAPI based



“ QOur objective was to have a
CSR handle any call com
pletely and competently and
to do it without lengthening
the average handling time.
We needed to change the way
CSSworked for us without
changing CSS”

Scott Shephard

Call Center Manager
OklahomaNatural Gas

“We took a concentrated
approach to the CSR func-
tional view in providing access
to CSS. We analyzed past call
patterns to assess the informa-
tion requirements which should
be presented to the CSR on the
first window.”

CharlesMoore

Manager, Systems Development
ONEOK, Inc.

“ The performance of
MitemView causes users to
believe that the mainframe has
been upgraded. Thisisareal
advantage for us, since all the
other solutions we examined
had significant performance
penalties in accessing the
mainframe.”

Stan Martin

Programmer Analyst

ONEOK, Inc.

For moreinformation

For more information about
Mitem View, please call
1-800-82-MITEM E.S.T.

or visit our home page
http://www.mitem.com

©1997 - 1999 MITEM Corporation. All rights
reserved. This document is for informational
purposes only. MITEM CORPORATION
MAKES NO WARRANTIES, EXPRESS OR
IMPLIED, IN THIS SUMMARY. Mitem Viewis
aregistered trademark of MITEM Corporation.
All other trademarks or registered trademarks
are the property of their respective owners.
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tool would not offer the devel opers sufficient
design flexibility, robustness, and performance
to build the user functionality and workflow
whichwasrequired.

A superior alternativewasMITEM
Corporation’sMitemView. It comprisesahigh
performance message management system
which exchangesinformation between a
Windows application executing on a PC and the
CSSmainframesystem. TheMitemView
technology provided the foundation for ONG to
design all of the advantages of a client/server
architecture without sacrificing the performance
and reliability of their mainframe system.

Design Approach

Inearly 1995, ONG assembled ateam of three
developersand six call center CSS usersto
identify thecritical areasfor improvements.
With the focus on complete customer care, the
reguirements were used in the design and
specification of the new user interface for use
by the CSRs. Theresult waswhat ONG called
the“ Dream Screen,” (figure 1) whichincluded all
payment, billing, and service activity. Color
coding was used to differentiate various
account status, warnings, and other critical
information. The design was optimized for the
most frequently used and difficult transactions.

Development Process

ONG began devel opment of the Dream Screen
based on the user requirements, using
MitemView asthe middlewareto the mainframe
system. “By participating in the design phase
and having an in-depth knowledge of CSS, we
eliminated many potential mistakesin the design
and implementation,” said Mike
Pride, Development Analyst. “We
were confident that we could achieve

Screen and six subsidiary windows, was
delivered in 90 days. The Cancel/Rebill and
major functionsincluding Maintenance,
Trouble Order, and the New Service Orders
werealso delivered.

Thedesignresulted in areduction ininitial
training time from two weeksto one. In
addition, the time to competency and accuracy
of the CSR was similarly affected. Seventy-five
percent of all callsare now handled by
information on the Dream Screen. “Accessing
customer information is effortless compared
with the screen surfing under the old system,”
said Shepherd. The Dream Screeniscomprised
of customer information from up to fifteen 3270
CICSscreens.

Overall the project has been a tremendous
success. “We have reduced call times, cut CSR
training timein half, and improved customer
service. Wewere aso abletorealizeareduc-
tion of transactions on the mainframe. Most
importantly, we have been able to lengthen the
life of our legacy application, and add function-
ality and processimprovements,” said Moore.

Future

ONEOK is planning to extend the use of the
new GUI CSSto support new customersfrom
Western Resources. The system will be used
by up to 150 CSRs, supporting about 1.4 million
customers throughout Oklahoma and Kansas.

Inaddition, ONG isevaluating other application
areas where MitemView can deliver business
advantages. They include employee self-
service for access to human resources and
payroll systems, and improvements to the
financial accounting systems.
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the tools we had selected,” he added.
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