
Workforce management 
(WFM)
Efficient management of work orders,
task schedules, dispatch and testing
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The network, whether physical or 
virtual, relies on a large staff to keep 
it running 24x7 — and it is that staff 
which consumes the bulk of operational 
budgets. Network elements are 
constantly changing, as are the ways 
each is deployed. Virtual network 
functions still require hardware, while 
routers and base stations require 
complex software. All of this must  
be maintained, updated and configured.

An operator’s construction, maintenance, 
activation and trouble management 
functions typically include both inside 

and outside staff. By integrating 
workforce management (WFM) systems 
and personnel with existing engineering 
tools, inventory, order management  
and other functions, operators can 
streamline tasks and save money  
and time.

There are many tools available,  
yet most address only a subset  
of requirements and very few include  
the level of integration and optimization 
that operators require. Vehicles, tools, 
equipment and people are expensive, 
and the largest variable cost is labor. 

Optimizing routes, schedules and skills 
makes a difference and the savings  
are significant. Beyond implementing  
a WFM solution, it is important  
for operators to recognize that the data 
they want to make available to the field 
force must be rendered in a form  
that is compatible with and efficiently 
operates on a mobile device.

Integrated across multiple devices, 
Atos WFM solutions provide technicians, 
field personnel and support staff  
with the right information in the right 
format wherever they are.

Figure 1: Atos Integrated Workforce Management

A new way to work

An incumbent operator in Poland, like 
many operators, uses contractors  
for some of its field work. The contractors 
typically handle customer installations, 
trouble calls and localized work, while 
in-house technicians work on complex 
problems and longer-term construction 
and recovery projects. Each group 
has its own processes, systems and data.

This arrangement creates unique 
challenges when assigning work, 
tracking technicians, managing access 
to OSS, ensuring that work is completed 
as promised. 

The operator was using an outdated 
system that had been modified 
and extended to its limits and errors 
and costs were soaring. It was time  
for a new approach.

Atos delivered a new, integrated solution 
that redefines and decomposes different 
types of orders in a consistent way, 
using the same format and style. Next 
was a mobile application design that 
accommodates multiple types and 
brands of devices with clear and precise 
displays of work orders and associated 
information.

The new WFM foundation has enabled 
automated dispatch based on the type 
of work, time, skills required, availability 
of staff and routing — removing the 
bottleneck of manual order review and 
dispatch. The dashboard allows tracking, 
analysis and reporting of performance 
metrics and key data points to ensure 
the process is accurately completed 
on time.
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Atos WFM solutions enable operators  
to efficiently manage work orders, task 
schedules, skill-based dispatch and 
testing. The solutions are integrated 
with existing inventory and OSS/BSS 
to capture work orders, provide remote 
online assistance and access to systems 
and documentation. Integration with
GIS solutions reduces drive-time 
and geographically optimizes dispatch.

All required information is kept current, 
correlated and available for work 
orders, scheduling and dispatch, 
mobile applications and access, asset 
management, preventative maintenance, 
stock management, time tracking and 
reporting analytics.

Atos WFM solutions deliver a centralized 
approach to workforce management 
that enables operators to optimize
the tasking of valuable personnel. Skill-
based dispatch understands what tasks 
are required to complete a work order, 
when the work needs to be completed, 
what skills are required, where the work 
is needed. Based on those criteria, 
the right personnel are assigned.

Atos workforce management 
delivers:
• Optimized management of 

internal and external field 
personnel

• Integration with inventory  
and OSS/BSS

• Mobile access for field personnel
• Automated task scheduling  

and skills-based dispatch
• Optimized utilization of staff  

and skills
• Integration with GIS
• Able to initiate tele-diagnostics 

using probes and robots
• Detailed tracking and reporting

Using open, agile and proven software development and integration processes; Atos OSS transformation delivers a significant 
reduction in capex and opex by industrializing end-to-end network and service management with a team of more than 8,000 
experienced telecom software architects, designers and developers.

Partnerships

Over 40 major OSS transformation projects in five years

Agility 
Migrate toward 

a cloud-native architecture

Flexibility 
Access multi-domain 

& multi-technology support

Future readiness 
Protect legacy investments 

while preparing for the future

Openness & transparency 
Leverage TM Forum Open 

APIs as well as 3GPP 
& ETSI standards

Atos works with each operator and its 
unique management and orchestration 
strategy to implement workforce 
management solutions that are multi-
domain, multi-technology and vendor 
agnostic. Atos WFM integration extends 
and aligns dispatch, routing and skills to 
improve on-time metrics, reduce vehicle 
expense and improve the quality of 
response using automation and mobility 
tools. Integrating OSS data enables both 
field and operational workers to be even 
more accurate and efficient.

Atos customized workforce and field services management solution
• Work order management
• Task scheduling and automated skills-based dispatch
• Accounting data for partners and payments
• Direct access to inventory and documentation
• Remote diagnostic functions
• Location management via existing GIS
• Mobile app for field services
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Atos is a global leader in digital 
transformation with 107,000 employees 
and annual revenue of over € 11 billion.

European number one in cybersecurity, 
cloud and high performance computing, 
the Group provides tailored end-to-end 
solutions for all industries in 71 countries. 
A pioneer in decarbonization services 
and products, Atos is committed to a 
secure and decarbonized digital for its 
clients. Atos is a SE (Societas Europaea), 
listed on Euronext Paris and included in 
the CAC 40 ESG and Next 20 Paris Stock 
indexes.

The purpose of Atos is to help design 
the future of the information space. 
Its expertise and services support the 
development of knowledge, education 
and research in a multicultural approach 
and contribute to the development of 
scientific and technological excellence. 
Across the world, the Group enables 
its customers and employees, and 
members of societies at large to live, 
work and develop sustainably, in a safe 
and secure information space.

Find out more about us
atos.net
atos.net/career

Let’s start a discussion together

https://twitter.com/atos
https://www.facebook.com/Atos/
https://www.linkedin.com/company/1259/
https://www.youtube.com/user/Atos
https://atos.net/en/raison-detre
https://atos.net/en/
https://atos.net/en/careers

