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Process Monitor
A Service Function Management Product

Contact Center

Technician
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Service Function Management Philosophy

Contact Center

w=Right Technician
L=Right Parts
LeRight Place
LeRight Time

LeRight Cost
L=Right Knowledge
LeRight Customer

Technician Service Center
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It’s a NP Hard problem
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Cost Functions

Hard Constraints

Schedule Time Range
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Automates field service operations

Integrates service functions with overall business
processes combines the power of predictive and reactive

scheduling facilitates powerful business modeling

Revolutionizes Service Function Management
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Scheduling

Event Driven:

Event Management System to monitor
and manage multiple events. Reactive
Scheduling is implemented through
Event Management System where
different events and their
sevarity are assessed prior
to identifying the
appropriate solution,

Interactive Scheduling:

Interactive scheduling enables
user to over ride system decisions
facilitating human expertise
invalvement in scheduling

Mixed-Initiative:
Invalves the intelligant participation

of the user and the system in the
scheduling process

N

Predictive
& Visual:
Reactive Considering the visual display of the
Tech niques existing tours, facilitates for allocation

of tasks to the most suitable resource.

<=

Knowledgebase scheduling:

Incorporation of scheduling expertise and
co-ordination with knowledge expertise

( ch(;léluler
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Optimization

Make optimal utilization
of resources considering
 Skill Cost

* OT & Cost

* Idle time cost

Compute optimal offer for
each individual customer
based on a combination of
demographics, service
contracts and the problem.

Scheduling
Optimization

Resource
Optimization

Optimization
Techniques

Offer Cost

Optimization Optimization
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*Task Heuristics
*Technician Heuristics
*Constraint Based search

Model the tour cost in
conjunction with

* Preference Cost

» Operational Cost
 Productivity Cost

to compute the best price
to maximize revenue and
profitability.
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Methodology

gcheduling Methodologies\

[ Multi Perspective ]

N

Opportunistic

Event Analysis

Look Ahead Analysis

CSP

Constraint
Representation

Propogation

Exploration

Simulated Annealing

Guided Local Search
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: Schedule Engine

Technician

Supply Chain
Execution

Field Service
Automation

Customer Servige
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< Customer Service Management Features

\
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Real-time Ad ce Reporting
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Reverse | ogistics

Logistics

Business
Intelligence
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- Automated Dispatch Features

ProcSchedule r

Interface for logging in

S
; . C

Background processing of the work \
orders H

Back office integration with traditional
inventory and billing systems

Interface for monitoring the
real ime events
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~ Supply Chain Execution Features

ProcSchedule r
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Inventory Management D
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Service Logistics Management
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Reverse Logistics \ E
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Depot Repair G
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~ Mobile Technician Features

ProcSchedule r
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Schedule/ Tour Management

Job Management

Manage work order details

e-CRMwir.t. Customer & Product
history

Status & Time sheet reporting

Discrepancy Reporting

Standard Activity Management

Route Planner (enhanced feature)
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/ ProcScheduler
The Difference-Decca Level Optimization
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Benefits
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Increase Gains

Increased Jobs per Day

Increased First Time Fixes

Increased Call Handling Capacity.

Faster Resolution Time.

Increased Productivity

Increased Same Day Appointments
Increased Revenues

Increased Visibility over Service Operations
Increased Customer Base

Increased Grade of Service

Accelerate Growth

Improved Operational Performance
Improved Processes

Improved Service Efficiency
Improved Job Scheduling
Improved Customer Satisfaction
Improved Service Offerings
Improved Cash Flow

Improved Financial Performance

Reduce Costs

Reduced Operational Costs: Travel, Idle, OT
Reduced Job, Management Overheads
Reduced Call & Dispatch time

Reduced Overtime Costs

Reduced Schedule Slippages

Reduced SLA Penalties

Reduced Job Cycle Close Time

Lowered Head Count

Reduced Service Complexity

Reduced Adoption Failures
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