
TRACKING
UTILITIESAND

Tracking

in utilities
, publicsectorand

facilitiesmanagement is allabout

knowingwhereyourmobileworkers

are at anygiventime
. Havingaccess

to
thisreal-timelocationdata is crucialfor

a
hostof business requirements dynamic

jobscheduling , meetingservice level

agreements , ensuringthatduty-of-care
responsibilitiesaremetanddeliveringgood
customerservice.

Latelytheaccenthasbeenonproviding
datathatwilldemonstrate compliancewith
service levelagreements ,

andshowthatkey
performance indicatorsarebeingachieved.

Theobjective is simplebutcompelling ;

it' s

aboutdrivingcostout of thebusiness

withouthavinganadverseeffectimpacton
servicelevels.Aneatcircle to square if

youcan.
And a logicalone.Thecurrenttroubled

economic climatehaspromptedbusinesses

to

lookforefficiencies at theverytime
when theircustomersarelooking for

improvedservice levels . That'
s
howSteve

Reynolds , managingdirector of mobile

computing softwarespecialistTBS
,

sumsup
thesituation.

" Anunpredictablebusiness climate
meansconstantscrutiny of workforce

capacity ,

" hesays.
"

Mobilesolutionshave

beenproven to helpdrivefieldworker

efficiency ,

andtheaddition of dynamic

schedulinggives a newdimension.
"

AndrewYeoman of TrimbleFleet
Solutionsagrees ,

andsumsupthe
attractions succinctly .

"

Advances in telematics

technologyaremaximising productivityand

profitability ,

" hesays .

"

It'
s

a win-win

INACTION
" e

PUBLICSECTOR

Howtrackingcanhelpthe
servicesectorthrough
toughtimes

Utilitiesandpublic-sectororganisationsarerelianton

mobileworkers
,

and in
thecurrentclimate it'

s evenmore

important to
knowwheretheyareandwhatthey' re

doing . It' s whereserviceimprovementsandsavingsbegin

'

It'
s

a
win-winsolution

,

bringing increased
efficiency at a lowercost'
AndrewYeoman

,

TrimbleFleetSolutions

"
e

solution
, bringingincreasedefficiency at a

lowercost
,

aswellasservicedelivery
excellence thatdrivescustomerretention. "

DYNAMICSCHEDULING
Servicecompanies needreal-timedata to

beable to react to events emergency jobs

coming in

,

scheduled jobstakinglonger
thenplanned . Dynamicschedulinghasbeen

aroundforsometime
,

butthelatest
software is attempting to automatemore
of thedecision-making . At thesametime

,

customerexpectationsarerising.
Eventhoseservice companieswhothink

theyaredoingwellcan' t afford to be

complacent , saysTrimble' s
Yeoman . In a

surveycommissionedbyTrimblefrom
OnePoll

,

sevenout of tenpeoplesaidthat
theywouldbeputofforderingfrom those
firmsthatonlyofferday-longtimeslots in

which to makedeliveries or provide
services.

"

Someservicesproviderssuchas
utilitiescompaniescouldbelosingout
becausetheyarefailing to offer
appointmenttimeslotsthat fit in withmodern
consumers'needs .Thesurveyclearly
shows that if businesseswereable to 4
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bemoreflexiblewiththeirdelivery or

appointment timeslots
, theycould

potentiallyretainandwinmorebusiness.
"

SteveReynoldsputssomefiguresonthe
benefits.

"

Fieldworkerscanbemade15 to

35percentmoreefficientwith a

schedulingsolution
, automatingdecisionsthat

have traditionallybeenmademanually ,

slowlyandlessefficiently ,

" heargues.
"

The real-timeinformation provided from
a trackingsolutioncaninformscheduling

technology ,making instantdecisions

accounting formultiplevariables
,

suchas
a fieldworker' s availability ,

resources
andlocation. "

"

Manyutilitiescompaniesarealready
takingadvantage of intelligent telematics

solutions
to offerspecific or shortertime

windowsfortheirappointments ,

" Andrew
Yeomanreports.

"

Telematicssolutionsuse
theinformation to provideaccurate travel
times

to thevehicle' s nextdestination
,

and

are a prerequisite foridentifyingdelays.

'

Engineerscanusetheir
mobiledevices to be
proactiveaboutbooking
second or

further
appointments'
StewartHill

,

ClickSoftware

r15=114
lERM

El=

clickmobiie

Today
Monday ,

22May

08 : 00-11 :
30

InstallationJob ,

address 232stewaresroad ,

SanDiegoCA ,

Pnone764-345-2643
ContactDetests JoeMathews

Emaililm.mathews-Ogrnal.com

"

(

Completed )

13 : 00 -15 : 30 (

On-Site )

valveInspection ,

Address : 232stewart' s road ,

SanDOgo ,

CA.

Phone : 764-345-2643
-

-

16 :
00-17 : 00 (

Accepted )

"

MeetingwithTeamLeader ,

_A_NiesSLwal_'r'
s

ir

,e1RanOleSIO.S14

' Employerssimplycannotafford to adopt
an '

out
of sight ,

out of mind ' attitude
when it comes to theirmobile

workforce'GilesMargerison ,

TomTom

" Onthebasis of thesetimes
,

alternative
vehiclescanbediverted fromtheircurrent
routes towardsnewdestinations

to meet

prearrangedappointmenttimes
. Withsuch

accurateinformation
, companiescango a

stepfurtherandactuallycontactcustomers

prior to anappointment to give a precise
arrival time. "

Automation
of decision-making is the

key to drivingefficienciesbecause it

promotesstandardisation
,

which in
turns

drivesfurtherimprovement . That'
s the

intriguinganalysis fromJonathanChevallier
,

strategydirector at Cognito.
"

Oncethe
tracking feeddata is in thesystem ,

" hesays ,

"

youcanadjustschedulesdynamically.
However

,

healsogives a warning.
"

Beware of introducing toomuchchange at

once . Chaoscanresultandyouwon'
t
be

able to identifywhat is causing the
problem.

"

StewartHill
,

ClickSoftware' s director of

corporatemarketing , saysthelatest

scheduling algorithmsaremakingfurther
service improvements ,

too .

"

Forinstance
,

engineersonvisits
,

whether to homes
,

offices or sites
,

canusetheirmobiledevices
to beproactiveaboutbooking second or

further appointments.
"

Thedynamicscheduling resolves

potentialconflicts because
,

forexample ,

the
algorithmsaresophisticated enough to take
care of SLAsbyofferingthecustomereither
anappointmentthatmeets theSLA or art
alternative timeoutsidetheSLA .

If theSLA

is breached
,

it' s beendoneforthe
customer' s convenience

,

andthatflexibility is

appreciated.
"

Fieldservicesoftwarealreadyprovides
forprofiling of jobsandskillsrequiredfor a

first-timefix
, including tasksthatmight

requiretwopeople to attend . Real-time
stockmanagement is a growingtrend

, says
Chevallier .

"

First-time fixratescanrelyon

havingtherightpartavailable
,

whetheron
thevehicle

,

at thecustomer'
s premises ,

or

easilyobtained from a localdepot.
"

PERFORMANCEMONITORING
Thesheerdepthandrange of dataavailable
hasprovedvital in deliveringgreater
efficiencies

, saysGilesMargerison ,

director
UK & IrelandforTomTomBusiness
Solutions.TomTom'sWebfleetdashboard

provides a visual representation of KPIs

affectingservicelevels
, productivity ,

cost
andsafety . It allowstheemployer to set
benchmarksforeach

,

andmonitor
individualperformance.

Cognito' s Chevallieragreesthatservice

management forutilitiescompanies is

aboutmanaging hugevolumes of

informationandunderstanding what' s actually

' Fieldworkerscanbemade15 to 35per
centmoreefficientwith a scheduling
solution'SteveReynolds ,

TBS

goingon in thefield
.
"Awell-tunedandwell

set-upservicemanagement systemshould
runwell

at least90percent
of thetime.

Managers needthedata to bepresented in

snapshot ,

whichputsthem in
a position to

makeanycrucialreal-time intervention.
"

Chevalliersays it is equallyimportant to

investigate trends in SLAfailurealerts .

"

If

alerts of potentialSLAfailuresare
generatedregularly , it

canbe a problem forsenior

managers to pinpointwhat is triggering the
variousalerts it'

s
likesnowblindness.The

dataneedsto beanalysed to providean
overallpicture.

"

Hesaysmanagersdon' t need to

examineeveryalert
,

butdoneed to see if a
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THESERVICECOMPANYVIEW

In thecurrenteconomicclimatecustomersareasking
theircontractorsforcostreductions .

" Thechallenge
forus is in trying to accommodate thesedemands
withoutreducingservicelevels or compromising on
plannedmaintenance schedule

,

"

saysMaxwellSegal ,

technologyandinnovationsdirectorforfacilities
management specialistGSH.

" Wearehaving to findinnovativeways to reduce
costs

,

and it' s technologythat is helping to driving
efficiencies . Reducingmileagesandimproving
scheduling , matchingskilllevels to thejob theseare
some of thebenefitsthattechnologycandeliver. "

Analternative is notto reducethepricebut to add

particularpattern is emerging .

"

For

example ,

areSLAsgenuinelydeclining? Is

theissuelocal to oneareawithspecific
transportproblems? Is it down to slack

management or individuals?
"

TomTom' s Margerisonpointsoutthat

simplyrequiringemployees to logonwhen

theystartworkcanbring a host of KPI

benefitsbecauseallwork-relatedmileage is

recorded .

"

As a result
,

businesses canprove
thewhereabouts of theirworkforce at all
times

, highlightingexactlywhenthey
reached or left a specificsite . It allows

customers to beprovidedwithtransparent
invoices

,

whichcanproveparticularly
valuable in thecase of disputes. "

Allthedatacanbeintegratedwith

payrollandbillingsystems ,

hesays ,

resulting in smarter
,

fastercalculationsand

payments , reducingadministration.

Thelatestsystemscango a stagefurther
in dataanalysis ,

notonlyhelpingoperators
to

meetKPIs in terms of contract
,

butalso

providingemployeeperformance
management.

"

This is crucialwhentrying to drive
efficiencies

,

"

saysChevallier .

"

Youcantrack
whichemployeesaresigningonlate

,

which
areworkingharder to achieveSLAs

,

which
arecomplyingwithjobprocessesandwhich

areachievinggoodcustomersatisfaction

feedback.
"

Thedatacanbeused in positive

value
, saysSegal .

" Businesses need to beinnovative to

improvehistoricallylowmargins ,

andtechnologycan
helpthemdothat . HowtheymeetSLAs

,

howthey
visitthesite

, gainingprior-accessapprovalandbetter
communications allthesethingscanmakeservice

employeesmoreproductive.
"

Technology is alsohelping to
drive a trendfor

engineersonsiteforonejob to identifyotherwork
thatneedsdoing ,

hereports .

"

Theycanraisethejob
orderonsite .

Thecustomerbenefitsbecausethey
don' t have to factor in anothervisitfromanother
engineer ,

whilethecontractorbenefitsbysavingon
travelcostandgaining in engineerefficiency.

"

-

ways to rewardbest-performing workersas

wellasidentifyingthosethatneedfurther

training ,

hesays.

DUTYOFCARE
"

Employerssimplycannotaffordto adopt
an ' out of sight ,

out of mind ' attitudewhen

it comes to theirmobileworkforce
,

and

efficient fleetmanagementwillhelpthem
avoidprosecution ,

"

saysGilesMargerison of

TomTom .

"

Businessesarerequired to display
a strongdutyof caretowardsemployees
reinforcedbytheCorporateManslaughter
Act andfailure to complycouldleave

directorsfacinghugefines or
evenjail.

"

Trackingtechnologycanprovide
costeffective legalsupportthroughthe

production of
a detailedandcomprehensive

audittrail
, Margerisonpointsout. "

Fleet

managerscankeepaneyeout to ensure

thatworking timelimitsincludethehours

employeesspendbehindthewheel
of

their
vehiclegetting to andfrom a job.

"

Headds :

"

Toofewemployerscan

demonstrate to thestandardrequired in a

court of lawthattheiremployeesare

expected to obeythespeedlimitsand
exhibitappropriatesafedrivingbehaviour. "

Chevalliersaysthatwhiletechnology
candeliverdataonspeedinganddriving
behaviour

, Cognitoclientsarepolarisedover

whethertheyneed to
bethisprocactive.

"

If
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