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SIX STEPS TO FIELD SERVICE EXCELLENCE

Field service
management software

Above industry-average
productivity improvements

On average, organisations see a 20% improvement in productivity
when they implement our field service management software.

This productivity boost is achieved by leveraging the power of an
integrated dynamic scheduling and a mobile working solution.

This software reduces travel and idle time, streamlines processes,

and ultimately increases the number of jobs or visits completed per day,
per field worker.

We enable our customers to not only aspire to best practice but to
effortlessly make best practice the way that they work, every day.

It is not only the initial step-up in productivity that our customers benefit
from. Workers in the field also benefit from digital tools that are fast,
reliable, and accurate.

A key problem is field workers not having access to all of the information
they need. We have addressed this need by ensuring our platform
covers everything in one place including real-time data on scheduling,
resources, and customer availability. This improves first time fix rates
and customer satisfaction.

Let's look at the six steps to achieving field service excellence.
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1. Making scheduling dynamic

Right people, right jobs, right time

For many years field service organisations have relied on rostering
to ensure shift patterns are aligned to work demand, but real
productivity gains can only come when making the step-change

to dynamic scheduling.

Rostering and dynamic scheduling both ensure you have enough
people, in the right location, to meet projected demand. And both will
allow you to drill down to specific times of the day to devise and allocate
shift patterns, to extend hours covered and maximise coverage during
peak hours.

However, there are differences between rostering and dynamic
scheduling. Rostering ensures that you have enough people to fulfil
the demand at any point in time; dynamic scheduling ensures the right
people are allocated and are doing the right jobs at the right time.

Right people, right tasks

Scheduling enables you to take all criteria into account when

allocating work, such as location, skill set, qualifications, accreditations,
equipment and even language. This enables a fundamental shift

from having someone available to do a task, to having the best
resource for that specific task. This reduces time while increasing
customer satisfaction.

More tasks per day

With accurate resource scheduling, field operatives are able to complete
more tasks per day, without the need for back-office staff to reallocate
workers and resources. First time fix rates are improved, optimising the
number of tasks able to be completed.

Minimising travel time

The order in which work is scheduled and allocated can also have a
significant impact on productivity. Scheduling workers with the shortest
route between jobs can minimise travel time and maximise productivity.
Avoiding urban areas at rush hour can reduce wasted time, while ensuring
appointments are kept can avoid wasted visits when workers cannot access
a property or asset.

Billions of planning scenarios

The number of possible combinations of how
each job could be allocated if 100 workers carry
out five jobs per day.
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2. Minimising travel time

Increasing your field workforce productivity

Reducing each field worker’s travel time by just 10% per day can
enable them to complete an average of one extra job each day.

For field service organisations, travel time can be the greatest source
of productivity leakage. Finding ways to reduce travel time is essential
and, for each minute saved, this directly increases the productivity and
efficiency of your field workforce.

Although there are many tools available to assist with route planning,
we strongly recommend that journey planning needs to be
comprehensive and fully integrated into the scheduling process.

Booking appointments based on route

Taking travel time into consideration when booking appointments can
help avoid many issues at the outset. By having an intelligent scheduling
solution that not only looks for available slots, but can also identify the
optimum slot, appointments can be offered to customers that have the
least travel time associated with them.

As-the-crow-flies vs actual distance

Many scheduling solutions use geographic plotting to calculate the
proximity of jobs, and some only calculate as-the-crow-flies distances
between jobs. That's often significantly different to as-the-vehicle-

drives distances. The best scheduling solutions consider the street-level
road route between jobs (and therefore the actual travel time) in order to
accurately calculate and minimise travel time.

Leveraging real-time information

Road works, peak hour congestion and road closures can all significantly
impact journey time. Having access to this intelligence whilst scheduling
work can make a big difference. Avoiding built-up areas at rush hour,
planning routes around major road works and rerouting based on known
incidents can ensure your field workforce avoids unproductive time sat in
traffic jams or following diversions.

Time saved

By using dynamic resource scheduling,

Fife Council has seen a significant reduction
in travel time, fuel consumption and average
time spent doing repairs.
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3. Reducing no-access rates

Connecting the customer and field worker

An efficient schedule drives productivity improvements, but only if
customers keep appointments and field workers are able to gain access.

The best laid plans can quickly become inefficient if field workers travel
to customer locations only to find that they are unable to gain access,
cannot make a delivery or the customer is unavailable for

their appointment.

A key factor in driving productivity improvements is reducing the
number of these instances. This is best achieved through customer-
driven appointments and seamlessly integrating customer
communication within your scheduling software.

This improves workforce efficiency, reduces no-access instances and
increases the number of kept appointments — which all boosts customer
satisfaction. Here are three ways it does this.

1. Appointing work

Appointing work to the field service staff member not only improves
customer satisfaction, but also enables clarity of when your field worker
will be with the customer — reducing the probability of no-access.
Ensuring that you set appointments in an optimum way enables you to
gain the best of both worlds: more efficient use of resources and more
jobs completed.
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2. Appointment confirmation

Having a scheduling solution that can automatically send

an appointment confirmation to the customer, either by email

or text message, can significantly increase the number of
appointments kept and reduce the number of no-access instances.

3. Real-time messaging and mapping

Things don't always run to plan and delays happen. By utilising dynamic
scheduling with a real-time customer communication tool, customers
can be kept informed about when to expect the field worker. Operative
On Way technology provides two-way communication in real-time
between the operative and the customer, meaning service providers can
increase the likelihood that the visit will go ahead safely or to dynamically
reschedule. With customers accessing real-time information such as the
operative's route with live ETA's, they are able to adequately prepare in
advance, driving a higher level of customer satisfaction.

Live ETA with Operative On Way

“Once we saw that Operative On Way was
available, we saw an opportunity. It helps us to
maximise our productivity, whilst reducing the
number of missed appointments too. All these
combined improvements have really benefited
us as a company.”

Duncan Stevenson, Housing and Finance Systems Manager,
Karbon Homes
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4. Streamlining workflow

Transforming field service management

Repetitive, laborious tasks like paperwork, rekeying data and
manual workflows are all detrimental to the productivity of your
field workforce — and so is not having access to key information.

Although equipping field workers with mobile devices is commonplace,
many applications do not fully integrate with back-end systems,
eradicate paperwork or streamline processes. This is often due to the
perceived complexity of integrating systems and devices. But, in our
experience, integration does not have to be complex nor costly.

Plus, the benefits of having a seamless mobile working solution

far outweigh the investment required. Here's why.

A CONNECTED WORKFORCE

When mobile working is combined with dynamic scheduling,

the management of field-based activity is transformed. Managers gain
an up-to-the-minute view on activity and progress against schedule.

If work overruns, this can be instantly taken into account by the
scheduling application, and the day’s schedule can be adjusted

in the moment. In addition, field workers can instantly book repeat
visits, order parts or schedule a follow-up visit direct from the field,
which streamlines processes and connects the entire workforce.




SIX STEPS TO FIELD SERVICE EXCELLENCE

FASTER PROCESSES REAL-TIME INFORMATION

Workers can electronically capture information in the field, including

photos and signatures; they can immediately post that information
into back-end systems, automatically triggering the next step in the “If an operatlve had an gmergency repailr,

process..This not only speeds u'p processes but reduces mistakes. they didn’t have to grab a pen and paper,
It also eliminates the need for field workers to return to base to

submit paperwork. write everything down and book job sheets in.
MORE FIRST-TIME FIXES This was all handled by the app giving them the
By providing field workers with all the essential information they information Straight away.”

need to complete more tasks first time — including instant online

access to customer history and knowledge bases — you reduce the Lesley Doran, Head of Office Functions, Riverside

average time they spend on-site, and significantly increase the number
of first-time fixes.
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5. Handling the emerging day

Rescheduling on the fly

A major challenge for field service organisations is dealing with the
unexpected, without reducing productivity or letting customers down.

Every day, field service organisations must deal with unexpected
occurrences, from appointments getting cancelled and tasks
overrunning to field worker delays while travelling. This means that
even the best scheduling can fail, and that affects productivity.

This is where field service organisations that use dynamic resource
scheduling can gain a significant advantage over organisations that
merely rely on daily planning, scheduling or rostering. Here’s why
it's so important.

REAL-TIME VISIBILITY

To dynamically take the emerging day in your stride, it's essential to
have real-time visibility over what is happening in the field. When field
workers get delayed travelling to a location, you need to know the
knock-on effect of this.

The same is true when jobs overrun, or a field worker cannot gain
access. This real-time visibility enables you to constantly review the
schedule and dynamically optimise throughout the day.
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ONE TASK AT A TIME

By seamlessly linking your mobile working application with your
dynamic scheduling application, it is possible to move work

allocation to a single task at a time. This enables far more flexibility
than a daily job sheet. It enables you to reschedule work across your
team to accommodate changes in availability or task demand. Through
automation, you can reschedule activity on the fly so that exceptions
are not just accommodated but placed into the schedule in the most
efficient and cost-effective way.

Capacity Vs Demand - analysing the correlation of demand to
resources available and understanding how this is trending over time
and how this fluctuates seasonally, across the week and even across
the day. This enables better resource planning and shift optimisation.

Geographic Coverage - understanding the geographic distribution

of work and mapping this onto the location of the field workforce.
Understanding and exploring scenarios to geographically re-distribute
field workers to remove cross territory travel.

Improvements across the board

For Fife Council, dynamic resource scheduling
has delivered seamless visibility of repairs and
maintenance work, with higher completion rates
and improved organisational efficiency.
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6. Leveraging actionable insight

Using data to maximise productivity

Analyse data, learn about trends and benchmark performance to
gain year-on-year productivity improvements.

Having access to comprehensive insight is key to driving continuous
improvement. We always recommend leveraging the information
available from dynamic resource scheduling and mobile working
applications to drive productivity. Acting on this insight to make
changes, and measuring the impact of these changes, enables you to
maximise productivity improvement. You can do that in four ways.

1. FIELD WORKERS

By benchmarking the productivity of individuals with their peers and

identifying trends in performance, you can highlight weaknesses to help

ensure that every field worker is delivering to their full potential.
2. TASKTYPES

When you measure workforce productivity by work type, you
understand why some tasks take longer than others. You can identify
causes for overruns on certain tasks, which means you can put
measures in place to improve efficiency.

3. CAPACITY AND DEMAND

By learning about the correlation between workload demand and resource
capacity (and how this fluctuates across each day, week, month, season,
or year) you can improve resource planning and optimisation.

4. GEOGRAPHIC COVERAGE

When you can map the geographic distribution of work onto field
workforce location, you can explore scenarios for reallocating field-based
staff to reduce cross-territory travel.

WORK, COVERED

“With dynamic resource scheduling, we can see
the full customer journey, and we've always got
the full picture.”

Lesley Doran, Head of Office Functions, Riverside
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The key to productivity

Powering productivity with digital tools

Field service management software helps organisations improve
productivity, maximise profitability, and deliver the best value for
their customers.

Improving productivity not only ensures that your field service
organisation maximises profitability and delivers best value for
money, it also positively impacts customer satisfaction.

Organisations see a reduction in no-access visits and
administration overheads, alongside an improvement in first-time
fix rates and customer satisfaction.

As a result, your field service activities become more
predictable, as do performance levels. Every aspect of work
can be measured and analysed while lessons can be learned
to continually drive improvements.
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oneAdvanced

Powering the world of work

OneAdvanced is a leading provider of sector-focused software
solutions, headquartered in Birmingham, UK. Our mission is to power
the world of work through software that effortlessly gets the job done
for our customers, giving them the freedom to focus on thriving for
their customers and people.

Get in touch

% +44(0) 330 343 4000 E www.oneadvanced.com E hello@oneadvanced.com
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