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Service Engineer Planner

Optimizing Routes and Resources for Field Service Operations

Service Engineer Planner is a planning solution designed to generate dynamic, cost efficient work schedules to
support planning and dispatch of service technicians, field workers and sales forces. This industry solution is part

of the existing SHORTREC Product Suite for routing and scheduling and is specifically designed and developed to

offer a comprehensive solution for complex field scheduling operations

ServicePlanner Benefits

Our software solution offers a variety of benefits

including:

* Increased efficiency (by reducing route mileage cost,
fuel usage, and vehicle upkeep)

¢ The ability to service more clients on a daily basis

¢ The ability to optimize and adjust your schedules
in real-time

Our customers are seeing savings between 5-15% by
optimizing routes and resources in addition to gains in

customer service and customer loyalty.

Service Engineer Planner takes into account a variety of
business constraints such as agreed upon service times
(windows), employee qualification requirements, and "on
the fly" needs including last minute or urgent orders. The
software also offers the ability to conduct "What if"
analysis to evaluate the impact of different scenarios
before actual execution.

Tempus EnergylLease

"After a short period we noticed that Service Engineer
Planner from ORTEC saved us a substantial amount of
time in planning every day. One touch of a button and
all data including total costs, travel time, work hours
and unproductive time are shown. We can anticipate on
bottlenecks in our schedule and because we can
visualize the routes, we know exactly when customers will
be serviced."

Tempus EnergylLease provides services for the
installation, maintenance and inspection of heating
systems and has 300,000 customers

ServicePlanner Functionality

Service Engineer Planner focuses on finding an optimal
balance between service levels and costs. This product
is designed for use in an operational environment to
support daily, centralized field service scheduling
and dispatch.

The system offers an environment to generate, evaluate,

adjust, review and export field service schedules; these

schedules are then used as a framework for point-to-

point service planning. Service Engineer Planner includes

the following features:

¢ Automatic scheduling of service visits (assignment to
service day and time window) while talking to the
customer

¢ Distinction between required skills of field service
employees

¢ Integration of employee's familiarity with certain
geographical regions

¢ Functionality to deal with absenteeism of field service
employees

¢ Real-time dispatching and scheduling functions

¢ Multi-day planning horizon

¢ Data integration with call-center systems

¢ Real time communication with handheld devices

¢ Reporting of accurate management information
and key KPI's

PROFESSIONALS IN PLANNING



ServicePlanner Target Areas for Improvement

Fuel Costs:

* How can | decrease daily miles driven while servicing
the same accounts?

* How can | monitor my field staff on planned vs. actual
miles driven?

Service Engineer Planner utilizes the latest optimization
technology and digital maps providing the best routes
and service windows to satisfy your customers at the
lowest cost. We are also integrated with mobile GPS
technology providers and can show you planned vs.

actual routes on a minute-by-minute or day-by-day basis.

Labor Management:

* How can | increase productivity of my workforce?

* What skills are in demand based on my daily orders?
* What is the trade-off between overtime and new hires?

* How to handle unexpected sick days and/or holidays?

Service Engineer Planner maintains service employee
and contract worker schedules, asset availability, and a
skills profile based on specifics for your industry.
By taking into account these factors and more, our
optimization engine ensures every option is considered
before proving a final service appointment schedule. This
schedule also supports real-time decision making to
reallocate work for sick employees, delays in the field,
and other unexpected events to ensure your customers
are serviced as scheduled.

Customer Loyalty and New Customer Acquisitions:

* Can | provide accurate time windows at time
of booking?

e Can | maintain scheduled service visits?

e Can | schedule same day appointments?

* Can | provide customers with notification of missed
or late appointments?

Service Engineer Planner is built on a real-time engine
so each order in the system is evaluated and placed
in the best-fit route. This allows for your staff to book

appointments as they come in over the phone and / or
from another order entry system. This running list of
orders can be viewed for any day, today or future dates,
and can be shared via the Internet with customers. This
enables your customer service team, or yourcustomers
directly, the ability to monitor expected arrival times
for their visit and to be alerted in cases of a pending late

arrival or other configurable alert type.

Generali Insurance

"One of the advantages of using Service Engineer
Planner within our organization is that we can postpone
our (over 100) dispatch activities during the day, since
planning takes less time now. In addition, we are able to
add new orders any time during the day. We evaluate the
parameters involving the duration of a visit, driving times,
set-up times etc. on a regular basis to make sure the
system is in line with the practical experience our people
can bring to the table.”

The Generali Group conducts insurance operations
in some 50 markets over the five continents, through a
network of more than 120 local units (subsidiaries and
branches). Every day, the reach of optimization grows in
size and importance. Success stories are abundant at
ORTEC.

Just take a look at some of our over 800 customers:
Group 4 Securicor ¢ Coca-Cola Enterprises ¢ Siemens
Electrolux ® ExxonMobil ¢ SHELL ¢ DHL e Philips
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