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1 Service Overview

As a Tier-One Global Systems Integrator, Microsoft Gold Partner and Dynamics Inner Circle Member, Capgemini
has a market leading Microsoft Business Applications capability, including Dynamics 365 Customer Engagement
and Finance and Operations (previously Dynamics CRM and AX), covering advisory services, business change,
architecture, information management, build, run, hosting, and upgrade/migration. Capgemini has proven its’
Dynamics experience at enterprise scale across various sectors, including the UK Public Sector.

Capgemini’s Microsoft Dynamics 365 Field Service delivery approach offers customers an industrialised
capability to rapidly deliver cost-effective Business Applications that also leverage Azure, Microsoft 365, and the
Microsoft Power Platform (Power Apps, Power Automate, Power Virtual Agents and Power Bl). In addition,
Capgemini’s ‘configuration before customisation’ approach can ensure a robust solution built to high standards
and proven practices.

Capgemini’s Microsoft Dynamics 365 Field Service provides Functional Consulting, Legacy to Cloud
Rationalisation/Migration, Development, Low/No-Code Solutions, Testing, Design/Consultation,
DevOps/DevSecOps, Al, and Data and Service Management in support of the design and implementation of
Cloud-based services.

Capgemini's Dynamics 365 Connected Field service solution can help in the following areas:
1. Field Service Efficiency:
* Increase first-time fix percentage by assigning the correct field service agents with the right parts to jobs.
» Optimize field service agent routes and schedules.
¢ Streamline operations with automated end-to-end processes.
2. Customer Satisfaction and Relationship:
* Empowered field service agents.
¢ Gain a comprehensive 360-degree view of customer and equipment work history.
* Enhance the capability to provide quotes on-site at the customer location.
e Minimize customer complaints through improved efficiency.
* Increase in customer satisfaction.
3. Sustainability:
e Achieve first-time successful fixes to reduce the CO2 footprint.
e Optimize routes to further reduce the CO2 footprint.
e Ensure well-maintained appliances to increase asset sustainability.

This service supports Cloud-based projects and services.

The information contained in this document is proprietary. Copyright © 2026 Capgemini. All rights reserved. 3
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2 Why Capgemini

2.1 Capgemini and Microsoft —an Established Global
Partnership

Since 1997, Capgemini and Microsoft have maintained what Microsoft describes as “a strategic partnership that
integrates unsurpassed consulting experience with world-class technology.” Capgemini and Microsoft’s
longstanding partnership is founded on joint collaboration and innovation.

Capgemini enjoys Microsoft Gold Certification in seventeen competencies and has received numerous awards
recognising Capgemini’s track record in the implementation of Microsoft Solutions. Capgemini has twice been
named Microsoft Enterprise Partner of the Year and Microsoft Services Partner of the Year by Microsoft
themselves, and has received several awards specifically for Capgemini work in the UK public sector.

Capgemini has over a thousand plus Microsoft Dynamics 365 experts across the world working on complex
projects with leading organisations. In the UK, we have over a hundred Microsoft Certified Professionals,
including Microsoft MVP’s and FastTrack Recognised Solution Architects. These experts work on varied projects,
both public and private sector, enabling transitional change and empowering our customers on the Microsoft
Dynamics 365 platform.

2.2 Quality and Consistency through Repeatability

Capgemini can use appropriate tools in conjunction with in-house developed processes and procedures to
deliver solutions in an industrialised manner while maintaining a focus on quality. Capgemini is investing in
developing tools and accelerators which can improve the efficiency, repeatability, and consistency of
Capgemini’s Microsoft Dynamics implementations across the project lifecycle and can enhance and extend the
core product capabilities.

Typically, a selection of the tools and accelerators which support Capgemini’s services are:
=  Microsoft Dynamics Estimation Tool: provides consistent and reliable estimation of Dynamics projects.

= DevSecOps for Microsoft: Capgemini has Microsoft recognised and market leading tooling to provide
quality, repeatability, and traceability through automation. Continuous integration and continuous
deployment processes allow the implementation of complex scenarios with version control and automated
solution deployment, security, testing and monitoring.

The information contained in this document is proprietary. Copyright © 2026 Capgemini. All rights reserved. 4
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Development Hub For Power Apps: simplifies the continuous integration process for teams working with
Power Apps.

Test Framework: integrated into the DevSecOps pipeline, Capgemini’s test framework reduces the burden
of manual testing and provides confidence to an “evergreen” environment given the reqular updates pushed
from Microsoft.

Data Migration Tool: designed to import and export reference and transactional data between multiple
Dynamics instances or other data sources. Can also be used for simple to mid complexity data migration
scenarios.

Developer Framework: this framework promotes reusability, abstracts logging and exception handling,
promotes agility on upgrades and enforces the use of industry standards (e.g., SOLID principles).

Code Quality Analyser: this tool can be integrated into the DevSecOps pipeline to automatically review
code against best practices to provide a high-quality solution.

gov.uk Portal accelerator: Dynamics 365 portals accelerator for citizen self-service scenarios and aligned to
Government Digital Service (GDS) principles.

SharePoint/Teams Integration: can provide rich integration with SharePoint and/or Teams to enable
unstructured content to be attached to structured content in Dynamics 365;

Proven Methodology for Microsoft Dynamics projects: Capgemini UK has a proven configuration,
development and delivery methodology called IPPD365 (Implementing Power Platform & Dynamics365)
based on Capgemini’s experience in the delivery of complex Microsoft Dynamics projects.

3 The Capgemini Proposition

Whilst the industry is full of organisations claiming some degree of Microsoft Dynamics 365 capability, the
demand for Dynamics skills currently far exceeds supply. This is particularly true when one considers suppliers
with global implementation experience, an understanding of the related Microsoft stack and with the expertise
and experience needed to deliver complex transformational projects with confidence. Moreover, there are many
organisations with specialist Microsoft Dynamics 365 offers, but few have the same breadth of resources and
credentials as Capgemini or the ability to offer a fully managed range of services. This offer supports Cloud
services.

Capgemini’'s Dynamics 365 skills can span every aspect of what's required to successfully implement complex
Dynamics 365 solutions across its many facets comprising of:

Enterprise Architects with an understanding of how Dynamics 365 can assist an organisation deliver against
the more holistic strategic goals the platform now facilitates, and who understand the complexities of
multiple incumbent environments and the challenges of a complex supplier ecosystem;

Solution Architects with experience of designing, implementing and integrating Dynamics 365 and Power
Platform solutions at scale and into complex and hybrid ecosystems;

Infrastructure Architects with experience of planning, designing, and implementing large, distributed
topologies (cloud, hybrid and on-premise);

Developers who can configure customise and integrate Dynamics 365 with other systems as well as
leveraging the Microsoft Power Platform (Power Apps, Power Automate, and Power Bl);

DevOps Engineers who can manage and automate the delivery pipeline for an entire end-to-end solution
with enduring security and monitoring built-in;

Support Engineers who have extensive experience in quickly diagnosing and resolving issues;

Functional Consultants with experience in driving out requirements and maximising the Dynamics 365,
Power Platform and Microsoft 365 feature set to achieve these objectives;

The information contained in this document is proprietary. Copyright © 2026 Capgemini. All rights reserved. 5
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= Testers who understand the product and can strike a balance in testing effort to enable delivery of a quality
solution (manual and automated);

= Specialist resources such as Release Managers, Accessibility Compliance specialists, Security Architects,
GDS assessors and GDPR specialists to name a few. These are often missed by Capgemini’'s competitors and
only considered when the project is failing.

4 Business Need

Organisations in the Field Service industry continually collaborate with other businesses and individuals,
emphasising the need for superior customer experiences. To achieve this, having systems and tools that
facilitate rapid adaptability, streamline processes, and leverage innovative data utilization becomes paramount.

In the realm of Field Service, Microsoft Dynamics 365 Connected Field Service emerges as a powerhouse,
offering industry-leading functionality. Whether it's managing cases, coordinating field operations, increasing
first time fix percentage, or executing Business Process Management, , the platform provides a tailored solution
aligned with the unique processes of an organization.

In the context of Field Service, anticipating and responding to customers' next steps holds significant value.
Connected Field Service, , introduces a suite of Al capabilities that elevate interaction with both individuals and
organizations to an outstanding level. Through the automation of tasks and communication, the system ensures
customers receive timely and quality notifications, all while minimizing the impact on service staff.

For comprehensive business continuity in Field Service, Microsoft Dynamics 365 Field Service and Finance and
Operations offers an end-to-end process that adapts to the unique workflows of your organization. The
intelligence embedded in these solutions is geared towards meeting the ever-growing needs of your customers,
making it an indispensable tool for organizations in the dynamic Field Service sector.

5 Our Approach

Capgemini’s Microsoft Dynamics 365 delivery approach, iPPD365, can offer customers an industrialised
capability to deliver cost-effective Dynamics 365 and Power Platform based solutions. The Agile methodology is
at the core of this approach, with Capgemini’s experience across thousands of projects ensuring it is best of
breed. The methodology features multiple development centers, each with numerous production lines staffed
by various production teams, each with standard composition. Our approach also aims to deliver transformative
and integrated solutions a pace, ensuring the ROI for any requirement is quickly established. Security is at the
heart of the DevSecOps processes which drive our implementations. In addition, Capgemini prioritises
configuration over customisation to ensure any investment in the platform can take advantage of the
continuous improvement of the product by Micorosoft.

The information contained in this document is proprietary. Copyright © 2026 Capgemini. All rights reserved. 6
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The use of standard delivery methodologies can result in highly-engaged business users, rapid time-to-value and
a reduction in on-going support costs. Also, through Capgemini’s Digital Practice, Capgemini can provide advice
on design considerations for User Experience/User Interface.

Distributed delivery of Capgemini’'s development services means Capgemini buyers can benefit from
competitive resource costs while maintaining the specialisation required to deliver a project. Capgemini'’s
approach has been developed to support delivery with as much automation as possible without affecting quality.

Capgemini considers the appropriate level of security and privacy to be critical aspects of any solution.
Capgemini's approach can help evaluate and categorise the security and/or privacy requirements in the initial
stages of an engagement in agreement with the Buyer. This can enable “secure by design” and “privacy by
design” to be embedded in the design and delivery of the solution.

The following diagram provides an illustration of the capabilities and experience of Capgemini’s Dynamics 365
and Power Platform Centre of Excellence:

= More than 300 customers
= Project Implementation using PMI and
MS Dynamics SureStep Methodologies

\ = Certified project methodologies.
Service

Business and Function
advisory services.

= Strong capability in Dynamics 365

= Vertical Market Solutions

= Software Libraries for accelerating
project implementation.

= Partnership with MSFT — Inner
= Certified Dynamics 365 specialists Circle, Advisory Board,

+ Other certifications include: PMP; Certified Alliances & Presidents club
ITILv3;Dynamics SureStep; Specialists Partnership = MS Dynamics Partner Network
MCSE. ___ = International Consortium (partner
[ . Power, AxPact).

= Reusable Solution Components
= Testing CoE
= Estimation Methods & Tools

= Manufacturing
» Healthcare

= Consumer Products & Retail ;--~~"""""-=7"-7-
o Energy, Utilities and Chemicals. |

Collaboratively, our CoE is capable of supporting enterprise wide client needs

across People, Process, and Technologies.

This diagram is For illustration only and does not represent any obligation or responsibility of Capgemini.
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Capgemini can also draw down skills globally based on Capgemini’s international capability. Capgemini’s
investment in staff, certification and training strategies through the Capgemini University are renowned in the
industry.

5.1 Agile Lifecycle

Our Agile approach ensures the solutions implemented are what is required and supports your business’
objectives and goals while also ensure it is a service that is fit for your users and customers.

Our requirements lifecycle below shows you the steps we take in order to gather, document, and develop your
requirements, providing you with full traceability throughout the project and the assurance that your solution
meets the requirements.

o o b~ w

Product backlog

Sprint backlog Product Incremental
Epics & (stories) P1 Backlag Incremant product

Features) Feature Prioritisation

I e Prioritisation
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1 1
1 |
| |

SM - Scrum Master

i
SA - Solution Architect

! FC - Functional Consultant )

! D - Developer 4

! T - Tester |

| C - Customer [

This diagram is for illustration only and does not represent any obligation or responsibility of Capgemini.

High level business context and requirements are gathered at the initial engagement where high-level
details are shared to inform a way forward and potential solution and can help shape a team that would be
required throughout the project.

User Research and Design is completed in order to gather the detailed requirements from customers and
users. Research is completed through interviews, observations, and workshops to determine the service
value and what customers and users want from the service. The main outputs from this is an MVP Features
Map, User Journeys, Personas along with Functional & Non-Functional Requirements. The user journeys are
also accompanied by process maps that inform the activities, systems, and users to help with the solution
design. A Product Backlog is developed including Epics, Features and Stories and the User Stories hold the
description of the functionality and the acceptance criteria which specifies the detailed requirement. Stories
are written in the format; As a (user), | want (action), So that (value) and the acceptance criteria is written in a
Business-Driven Development format: Given, When, Then but using plain language to describe the
requirement, action taken and outcome.

The developed Backlog of requirements is prioritised in line with customer and business value.
The scope and priority of the Program Increment is defined to drive the sprint planning.
At Sprint Planning, the team pull the highest priority stories from the Product Backlog into the next Sprint.

Each day, the team meets and answers: What did | do yesterday? What do | plan to do today? What blockers
orissues are halting the sprint plan?

The information contained in this document is proprietary. Copyright © 2026 Capgemini. All rights reserved. 8
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7. Halfway through the Sprint, continual demos, reviews, and feedback from stakeholders shape the Product
Backlog and refines the current and future requirements.

8. All functionality goes through System Integration and User Acceptance testing to ensure the developed
solution meets the requirements and provides the customer and business value defined. Test scripts are
developed based on the user stories and are documented as passed or failed and a release is not completed
until all severe issues are fixed. The severity of issues are defined within the project team.

9. At Sprint Review, the team completes a show and tell for the requirements that have been developed during
that Sprint. Feedback is used to update remaining features in the Backlog and allows for continuous
improvement of the solution.

10. Each Sprint results in a product increment, ready for release. It may or may not be customer ready. During
the project User and Admin guides are produced along with training being undertaken to support user
adoption. There are several training options available and a training plan will be developed with your
customer and user needs in mind.

11. The team repeats the cycle until it is decided the go live/public beta provides functionality and value to
customers and the business and all the requirements have been met.

User stories are key throughout the process as they define your detailed requirements and are put together and
signed off by your business. The table below show each major stage of the project along with the key tasks and
outputs delivered. The tasks and outputs vary depending on the complexity of the project, the existing
documentation available and any regulations and constraints there might be for the project.

The User Story has been

DEFINE RE FINE reviewed by the PO, FC, "
Developer and Tester
We have identified our A A 1N
initial sgt of prqduct HEG We have used sprint planning to
backlog items with the Stories have been elaborated Identi N Identify and size the lowest level of
product owner Include acceptance criteria and ] en Ify Tasks to develop the story. At this
Have been re-sized and are 3 Amigos size tasks ¢ point all tasks should be estimated
now at definition of ready to for Stol 3 to complete within the identified
T T enter sprint planning 3 ry sprint
- s
v, A
= 0. . IS |
CKIO as
Itemsg Elaborate -
: -
stories to User Story
Definition of T developed ™ 1
Ready has been tested and tested |
2 % and demonstrated
\ We have understood our backlog items in more in sprint demo g
\ detail and prioritised them and ranked value 1 = - |
\ (MoSCoW) with the product owner to identify X \ .
\ the MVP together with initial complexity/size We have broken the \\
\ Epic/Feature into 2e A |
‘: :’ stories and re-sized ‘\ ) £
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~> \od \
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BEIaErratte Identify ' (4 stoties done for r(\ext stage in deflivehry Story meets

acklog to ; approach (this can be to further e

E ic/Fegture Stories for test phases if more iterative or in Definition
P Epic/Feature continuous delivery to live) " of Done

This diagram is for illustration only and does not represent any obligation or responsibility of Capgemini.

Capgemini continue to work across multiple government departments and recognize that the approach above
can be aligned to the standard GDS methodology. By working with your organization, we can assure that the
Agile approach takes into consideration the requirements defined by the GDS framework and seek the approvals
to transition between phases.

The information contained in this document is proprietary. Copyright © 2026 Capgemini. All rights reserved. 9
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This diagram is for illustration only and does not represent any obligation or responsibility of Capgemini.

5.2 Capgemini’'s Dynamics Services

Capgemini’s Microsoft Dynamics 365 and Power Platform services comprise the following:

Dynamics 365 road map services: Aligned to Microsoft Catalyst IDEA framework, helping buyers get the
most from their Dynamics 365 and wider Microsoft investment by prioritising their business needs against
features, creating a road map for adoption and maximisindg ROl

Business developed application rationalisation: Migrating business developed applications, such as Access
databases and Excel spreadsheets to Dynamics 365 or Power Platform; centrally supported platform;
reduced e-mail attachments; better version control; and improved interactions;

Extending Dynamics 365: Using the Dynamics 365 development capabilities to deploy interactive and
engaging applications that can go beyond core functionality;

Dynamics Foundry: Using DevSecOps approach to rapidly help deliver business value to multiple business
areas;

Conference Room Pilot/PoC: Producing a time-boxed, compressed based application to prove business fit
or creating a targeted business deployment for limited production use;

Migration to the cloud: Migrating existing legacy Dynamics CRM or AX implementations from on-premise to
cloud;

Dynamics 365 Integration: Connecting buyer’s Dynamics 365 implementation to Line of Business or ERP
applications such as SAP or Oracle leveraging the Azure (Logic Apps, Azure Service Bus,) as well as Dataverse
(CDS) and Power Automate;

Dynamics 365 based insights: Combining the power of Dynamics 365 with Power Bl and Azure data and Al;

Dynamics Risk and Health Assessments: An in-depth analysis of buyer's Dynamics configurations, custom
code, and operational procedures to help uncover areas that are potential risks to service stability or that do
not align with best practices;

Dynamics upgrades: from previous versions of the product on-premise to the latest release;

Dynamics application support: On-going maintenance and support of the buyer’s solution;

The information contained in this document is proprietary. Copyright © 2026 Capgemini. All rights reserved. 10
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= Low/no-code solutions: leveraging Power Platform (Power Apps, Power Automate, Copilots and Power BI)
to provide rapid, low-cost applications that work across devices;

= Employee Enablement and training: Power Platform empowerment via in-a-day, hackathons, and other in-
person or hybrid events to encourage personal productivity apps developed by all.

= Dynamics training and enablement: to maximise end-user adoption, efficient use of the system and
ultimately return on investment. The training programme focuses on a solution which is professional, has
longevity and can be maintained throughout the lifecycle of the system. Training can include supply of
equipment at an additional cost, as agreed within the Order Form, but if not requested, attendees are
expected to bring their own equipment.

5.3 Benefits

Capgemini’s Microsoft Dynamics 365 connected field service can help enable buyers to:
= Deliver efficiencies through empowering field service agents.

= Increase the first-time fix percentage by assigning the right field service agents equipped with the correct
parts to each job.

= Optimise field service agent routes and schedules For maximum efficiency, ensuring timely and effective
service delivery.

= Visualise a360-Degree view of both customer and equipment work history for informed decision-making
and personalised service.

= Increase customer satisfaction by reducing customer complaints through improved operational efficiency
and providing a seamless experience.

= Support achieving first-time successful fixes not only to enhance service but also to contribute to reducing
the CO2 footprint, aligning with environmental sustainability goals.

= Can provide customer experience and engagement transformation
=  Can help customer engagement analytics and insights

=  Achieve Return on Investment and business benefit from their Dynamics 365 and Power Platform
implementation;

= Implement governance to help reduce the risk of uncontrollable growth and high maintenance costs;
= Promote user adoption of Dynamics 365 and Power Platform;

= Increase the power and breadth of Dynamics and Power Platform to satisfy a range of functional
requirements while reducing maintenance costs;

= Support an “evergreen” platform through continual innovation cycles;

6 Summary of Proposition

Capgemini has a skilled Microsoft Dynamics 365 practice. On successive new versions of the Dynamics platform,
Capgemini has shown how it can be deployed at scale to meet enterprise needs. In addition, Capgemini’s
relationship with Microsoft provides us with access to deep product knowledge, support, and the ability to
influence the future development of versions.

Within such a fast-growing part of Capgemini’s business Capgemini has new lessons and market experience to
bring to Capgemini’s buyers. Capgemini can combine Dynamics 365 delivery experience with some of the most
recent thinking around solution design and development techniques from other buyers in both the public and
private sectors.
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Capgemini’'s Connected Field Service is a collection of accelerators, methodologies, templates, and IP that
leverages Microsoft Field Service and Supply Chain to help companies connect and streamline all aspects of the
service lifecycle.

Together with Microsoft Field Service, our Connected Field Service offer helps companies achieve complete
visibility of their entire service function, allowing them to optimize service for the customer, the asset, and the

environment. The solution further focuses on empowering field service agents, increasing customer satisfaction

and helping to achieve sustainability goals.

The Field Service Maturity Roadmap serves as a guide for organisations embarking on their field service
operations. This roadmap ensure business value is realised at each stage and ultimately reaching a stage of
advanced field force efficiency through automated scheduling, and enhance Al capabilities.

Field Service (Foundation)
1.0

- Tactical and reactive approach to
serving customer needs.

+ Disparate systems

- Case

Connected Field Service 2.0

-« Proactive solutions including Field Service and Master

Planning for inventory management
nagement and collaboration

= Selfservice chat bots using conversational Al for human like

interacti

= Optimised assisted resource scheduling
= Generative Al for agent productivity.

= Mobile application

= Enhanced analytics and reporting

Connected Field Service 3.0

= Self service customer portals.
- Automated Resource Scheduling

t and mixed reality to further enhance agent

- Integration with loT and Al: Integration of Internet of Things

(loT) devices and artificial intelligence (Al) For predictive
maintenance, remote monitoring, and intelligent decision
support.

» Orchestration of seamless and consistent customer
experiences across digital and human channels (Omnichannel).

‘COST FOCUS COST AND VALUE FOCUS

The value of connected field service

DEMONSTRATOR - CONNECTED FIELD SERVICE USER JOURNEY

W

SERVICE REQUEST

&

Customer Service
Representative

Service Agreement

Automation of work order The equipment breakdown

-—p

. fias] Connected reported at City Power via
Annais able to process the creation based on agreed Bk ey sleruinaral FSA ASSIGNED
e eatlon Ve Fikondig service agreement schedules. ngineer y
" channels, chat/voice generates a work order «  James receive an alert of the Work
3 James has abeena wm B which is scheduled and = P Order on his mobile device. He logs in
Connected assigned to James. This and receives all the details regarding

engineer with CG
Engineers for

3 years. He is an
experienced
professional.

the WO,

*  The creation of the Work Order
automates the creation of a sales
order.

Work Order is assigned to
James based on his skills
and part availability to
resolve the issue.

Chat bot

The Virtual Agent chatbot
» engages in intelligent texks _>

a', loT
,“@ 10T device attached to
the customer asset

‘a

: = + Planned transfer orde ated
8 detects an anomaly based > B bised communication with anned transfer orders are create
e and released to the relevant
[ on configured s the customer to agree an ) ety
parameters, this then appropriate date and time {} - ok s ik s
triggers an alert with the to visit the customers asset. L::m‘t"('l::"‘f“;l:Zi‘,"l;toﬁd‘:"d
detailed infarmation place in his van prior to the site visit
REQUEST o }
CLOSED S | To assist the Field Service Agent,
Jesue gets resolved £ 3 a suitable knowledge base articles !
sad the recoloton.Is 3 are associated with the Work v
updated in the 4+ - - - —I Order for him to view.
knowledge bod e
management system. 1 -
A | KNOWLEDGE MANAGEMENT SYSTEM B l
1 COGNITIVE ! 4
I fOLLABlo'RAnﬂON ! WO Smart Preparation
oo thdawko ) = Al enablement allows the FSA to prepare before
SUBJECT MATTER (el tndewho visiting the site. On his mobile device James can
EXPERT expert for remote access:
Linda views the equipment connect as the issve | B = Asset work history.
hologram and inspects it remains unresolved 1 J i~ | = Exact asset location and product hierarchy
i TR « 360-degree view of the customer and customer
aisng with-ismes; shahelps 1 To also help solve the issue, Virtual Sk

pinpoint problems areas -
and shares step by step

instructions for resolutions.

¢ ————— Reality troubleshooting manuals aid
in the troubleshooting process with
| field agent VR guides.

= Parts required to complete the work order
*  Security / Health & Safety requirements

Features of the Connected Field Services include:

1. Work Order Management:
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e Efficiently manage and track work orders throughout their lifecycle.

e Assign the right field service agents with the necessary skills and parts for optimal job completion.
2. Schedule Optimization:

* Dynamically optimize field service agent routes and schedules for increased efficiency.

e Utilize real-time data to adapt to changing circumstances and prioritize urgent tasks.
3. Mobile Workforce Empowerment:

* Empower field service agents with mobile tools for on-the-go access to information and resources.

* Enhance productivity through mobile capabilities, allowing agents to update records and access critical
datain real-time.

4. Asset Management:
e Gain a comprehensive 360-degree view of customer and equipment work history.

e Ensure proper preventative maintenance and management of assets, leading to increased longevity and
reduced downtime.

5. Customer Engagement:

e Enhance customer interaction by providing quotes on-site and delivering personalized services.

* Improve customer satisfaction through effective communication and transparency in service delivery.
6. Automated Processes:

* Streamline operations with end-to-end automation, reducing manual effort and minimizing errors.

e Automate routine tasks, allowing field service agents to focus on complex problem-solving and customer
satisfaction.

7. 1oT Integration:

* Leverage loT (Internet of Things) capabilities to proactively identify and address equipment issues before
they become critical.

¢ Enhance predictive maintenance by integrating loT data for more informed decision-making.
8. Knowledge Management:

* Provide field service agents with access to a centralized knowledge base for troubleshooting and
resolving issues.

* Improve efficiency by ensuring that agents have the latest information and best practices at their
fingertips.

9. Customer Insights:

e Utilize customer data to understand preferences, history, and feedback for a personalized and effective
service.

e Continuously improve services based on insights gained from customer interactions.
10. Reporting and Analytics:

e Generate reports and analytics to evaluate field service performance.

* Make data-driven decisions for continuous improvement and operational excellence.
11. Copilot For Field Service features include:

12. Streamline work order creation directly within Outlook using next-generation Al.

13. Copilot prepopulates relevant data, including customer escalations, into draft work orders for efficient
review.
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14. Automatically syncs saved work orders to Microsoft Dynamics 365 Field Service, reducing manual data entry.
15. Field service engineers can ask questions in natural language for concise answers.

16. Al-powered work order recap for mobile users, featuring a modern interface with familiar navigation and
controls.

17. Microsoft Copilot facilitates enhanced customer service by improving the productivity and efficiency of
frontline managers, service agents, and field service engineers.

7 Rightshore®

A typical component of Capgemini’s global talent pool is Capgemini’'s Rightshore® network which draws on the
knowledge and abilities of over 50,000 domain and sector specialists across the world. Capgemini has over 1000
Dynamics resources across its offices working on complex projects with leading companies in industry verticals.

Capgemini’s Rightshore® capability can offer:
= Flexible global delivery model offering a combination of Front-office and Back-Office delivery options;

= Integration of buyer’s requirements and preference to deliver additional value at a reduced Total Cost of
Ownership (TCO);

= Leveraging of Capgemini's capacity, capabilities, cost advantages, and competencies to help achieve
customer satisfaction.

Capgemini India is the global IT hub for Capgemini and is Capgemini's preferred location for the Rightshore®
approach.

Community of Practice Meetings 2-3 hours per week + Daily communication using tools like Skype
« Distributed Release & Planning meetings (time-boxed)

? + Retrospective using Skype

Daily Joint Events & Activities (6 hours overlap)

Design & Reviews JEoding and Testing

STARTS 1L:00AM 5T 30 M 0F00PM BT

Distributed
Stand up

Interactions/
Iteration work

Working as
one team

during the STARTS 8:00 AWM GMT 02:30 P GMT ENDS 4:30PM GMT
Distributed q q A a
day
N L
'A ﬂ - Effective use of overlapping time duration — Enhance quality of - communication & user stories

+ Story Point based estimation using Distributed Planning Poker (using planningpoker com )
« Exchange visits {India to UK & UK to India in a planned manner)
+ Continuous Integration & Automated Testing

This diagram is for illustration only and does not represent any obligation or responsibility of Capgemini.

8 Information Assurance

Capgemini has collaborated with buyers with information assurance requirements and Capgemini can provide
services cleared to Impact Level 3 and above. Capgemini personnel can be cleared to SC and DV level as required.

9 Buyer Responsibilities

Please refer to the Supplier Terms listed with this service on the Platform. These may contain additional Buyer
obligations/costs the Buyer is subject to that are not identified anywhere else in the Supplier’s Application or on
the Platform.
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If these responsibilities do not match your expectations, then please contact us in order that we can explore
options to vary our approach.

10 Service Management

Not applicable.

11 Protection of Data

This service is based on a security classification of ‘Official’, however should you have a requirement for a
different security classification that you would like us to consider, please contact us to discuss. Additional
requirements this may be subject to additional Charges in accordance with the SFIA Rate Card.

12 On-boarding and Off-boarding

Prior to the execution of the Order, the Supplier and the Buyer will agree the scope of the exit plan for the
Services and a timescale for delivering an exit plan to ensure continuity of service.

Capgemini shall undertake on-boarding and off-boarding activities agreed within the Order Form and an exit
planin line with the Call-Off Contract terms which will be charged for in accordance with the Pricing section for
this service.

13 Skills and Knowledge Transfer

Capgemini recognises that skills and knowledge transfer are critical elements in providing G-Cloud services to
public sector clients. Where possible and applicable, this forms part of the delivery plan for the service agreed at
the start of the engagement. Our consultants and engineers are experienced in providing skills and knowledge
transfer for major private and public sector clients.

Where appropriate, we may use a standard approach, tailored to topic, skills-gap and individual, to ensure
consistency and effectiveness. The approach, Capgemini’s Assess-Plan-Implement framework, has been used
repeatedly by our teams to structure the work involved in transferring skills and creating new teams capable of
driving and sustaining change long after the end of the formal programme. The framework can be applied
throughout a project to understand knowledge transfer objectives, plan training delivery methods and
materials, and deliver and evaluate success.

14 Vendor Accreditations/Awards

uum“‘ For the 13t year in a row, Capgemini has been recognised as one of the World's Most
S E(.)rnl;lplﬁﬁzlg Ethical Companies® by the Ethisphere® Institute. This is an acknowledgment of our

ethical culture that makes us an employer of choice and responsible player in the eyes
13- TIME HONOREE of our clients, shareholders, and the wider community.

Capgemini has achieved Microsoft Gold Competencies in the following:
1. Application Development

2. Application Integration

3. Cloud Business Applications

4. Cloud Platform
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10.
11.
12.
13.
14.
15.
16.
17.
18.

Cloud Productivity

Collaboration and Content
Communications

Data Analytics

Data Platform

Datacenter

DevOps

Enterprise Mobility Management
Enterprise Resource Planning
Messaging

Project and Portfolio Management
Security

Small and Midmarket Cloud Solutions

Windows and Devices

Advanced Specialisations

Advanced specializations are earned by partners who have undergone extensive validation by Microsoft or a

S

third-party auditor and are based on their ability to meet Microsoft’s highest standards of service deliveryin a
specific solution area.

1.

© ® N o o &~ 0D

10.
11.
12.

Analytics on Microsoft Azure

Calling for Microsoft Teams

Cloud Security

Data Warehouse Migration to Microsoft Azure
Id & Access Management

Kubernetes on Microsoft Azure

Low Code Application Development

Meetings and Meeting Rooms for Microsoft Teams
Modernization of Web App to Microsoft Azure
SAP on Microsoft Azure

Threat Protection

Windows Server and SQL Server Migration to Microsoft Azure

Capgemini also holds the following Microsoft memberships:

The information contained in this document is proprietary. Copyright © 2026 Capgemini. All rights reserved.
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15 Sub-contractors

Capgemini UK may use the following subcontractors to deliver this service:

= Capgemini Technology Services India Limited

16 Business Continuity and Disaster Recovery

No disaster recovery plan is provided as part of these Services.

17 Pricing
This service is priced in accordance with the SFIA Rate Card attached. Capgemini can also provide offshore

resources at reduced rates where appropriate. Projects can be priced either on a Time & Materials or Fixed Price
basis.

18 Ordering and Invoicing

Please refer to the Supplier Terms for this service.

19 Termination Terms

Please refer to the Supplier Terms for this service.

20 Further Information

For more information about this or any of our G-Cloud services, please contact our Public Sector Team.
Phone: 0370 904 4858

E-mail: publicsector.opps.uk@capgemini.com including the following information:

1. The name of this service.

2. The name of your organisation.

3. Your name and contact details.

4. Abrief description of your business situation.
5

Your preferred timescales for starting the work.
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About Capgemini

Capgemini is a global business and technology transformation partner,
helping organizations to accelerate their dual transition to a digital and
sustainable world, while creating tangible impact for enterprises and
society. It is a responsible and diverse group of 340,000 team members in
more than 50 countries. With its strong over 55-year heritage, Capgemini is
trusted by its clients to unlock the value of technology to address the entire
breadth of their business needs. It delivers end-to-end services and
solutions leveraging strengths from strategy and design to engineering, all
fueled by its market leading capabilities in Al, generative Al, cloud and data,
combined with its deep industry expertise and partner ecosystem. The
Group reported 2024 global revenues of €22.1 billion.

Make it real. | www.capgemini.com

0000

This presentation contains information that may be privileged or
confidential and is the property of the Capgemini Group.
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