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Cost & Growth Harmony
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COST & GROWTH HARMONY

Field Service Europe published a very interesting report based 
on the results of a survey of their 2013 conference attendees.  
What became evident is that, not surprisingly, both costs and 
growth are key issues around the Board Tables.

When asked what areas could benefit 
from technology and automation, 
an equal amount of respondents 
(56%) choose scheduling & dispatch, 
reporting and iPad, iPhone & GPS 
capabilities.

Naturally in lean times, cost saving is critical to survival, with technology 
consistently proving to be a means to an end.  Most notable is the fact that in 
Field Service sectors, Job Scheduling and Dispatch software tends to be a high 
priority solution.  In fact it is the core benefit of such software if you read the 
labels of the current providers — more to be said on that in our future ebooks!

What is heartening to see, is that growth, and not just survival, is also now back 
on the agenda. However, how can a company readily reducing headcount and 
fleet stock also aim to grow?

The answer: The right use of technology with Job Scheduling and Dispatch 
software again as a prime example of this. 

The right use of a scheduling and more 
specifically a dynamic scheduling solution 
can yield significant growth for a Field 
Services organisation, and for those 
companies that have service delivery 
arms alongside their core business, it can 
transform the department from a cost 
centre to a central profit centre.

Let us walk you through our top 5 examples 
of how this can be achieved in the following 
chapters.

56%
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Same Jobs,
Fewer Technicians
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SAME JOBS, FEWER TECHNICIANS

This may be a no brainer, but simply put, if you have a clear list 
of all the jobs in  hand and visibility of all the teams available 
to execute a work order, it is entirely possible to change job 
allocation plans and priorities according to the “real-time” 
demands of the working day.

Generally speaking, both routine and repair jobs are distributed out to field 
agents or teams on either a priority or geographic / proximity basis. A field 
engineer sees their work list and can normally plan their own route according to 
the work-load and often around his own personal goals of the day.

With dynamic scheduling, jobs and routes can be calculated using specific 
algorithms to accurately pinpoint the most efficient manpower usage according 
to each work order throughout the day – even dealing with the emergencies and 
unexpected requests that any given day can produce.

The result are, not only extensive savings in vehicle usage from fuel and 
maintenance, but also the ability to complete the same number of jobs with 
fewer staff. What can be done with the spare capacity? We would argue — take 
on more revenue-generating workload, either more volume from the existing 
customer base or add new customers! Either which way the result is — GROWTH!

Before and after 
Fleet visualisation 
from a dynamic scheduling solution 
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EXAMPLE 2

Same Jobs,
Less Admin Resource
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SAME JOBS, LESS ADMIN RESOURCE

In a similar way to freeing up technicians, you can also free up 
service centre man-hours with dynamic scheduling.

A dynamic planning and job scheduling solution can automate the allocation 
of many of your work orders leaving your skilled planning and scheduling staff 
free to use their expertise on more complex planning requirements. 
In this way you can scale and grow your business and it will not be constrained 
by the ability to recruit experienced planning staff at the right time.

Take for example the case of Corporate Solutions’ Logistics, 
a Magenta Technology installed customer:

Just an increase in 4-5 orders per processor per day realises huge growth 
in just a few months, let alone a year.  Well in time to realise ROI on your 
technology investment!

We have realised a 75% reduction 
of process time in scheduling, 

10% reduction in time saved
on overall shipment management
and related communications, and 

14% increase in workload 
with the same size planning team.  

Stuart Payne, 
Logistics Analyst for 
Corporate Solutions Logistics

“ “
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EXAMPLE 3

More Technicians
 with More Customers 

More Often
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MORE TECHNICIANS WITH MORE 
CUSTOMERS MORE OFTEN

As we mentioned earlier, modern service organisations 
have re-assessed the value of their Field Technicians. 
If we refer back to the findings in The European 
Services & Trends Report from Field Service Europe 2013, 
“44% of the executives surveyed view their field 
technicians as qualified lead generators”.

In fact if you read the report in detail, 
more often than not, the Field Agent 
is incentivized not only to carry out 
regular maintenance and emergency 
repairs, but also directly sell parts 
and related consumables and even 
upgrade contracts.

In any normal sales company, 
huge technological advancements 
have been made to ensure a sales 
person’s time is maximised to get 
them in front of more customers as 
efficiently as possible.  

Well now it is time to take that 
to the field teams, given their 
potential to impact not only bottom 
line, but customer retention, 
relationships and sales.  More Field 
Agents in front of more customers 
more often effects growth factors 
considerably!

Do you have processes in place to incentivise
your field service reps to:

44% Provide Qualified Leads

31% Directly Sell Parts

27% Other

22% Consumable Sales

21% Upgrade Contracts
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EXAMPLE 4

Retaining
Happier Customers
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RETAINING HAPPIER CUSTOMERS

Customer satisfaction has a huge impact on growth potential.  
It is common business knowledge that it is easier and more 
cost effective to retain customers and upsell than it is to attract 
and convert new prospects.

The new world of “Servitisation” is here and has considerable impact on 
your market value and customer perception and retention. 

What does that mean? Simply — customers are more sophisticated 
and have clear expectations and demands. A company embedded in 
servitisation has focused on identifying those needs, such as:

	 Shorter deliver windows

	 Reliability

	 Clear communications

All of these expectations can be met with dynamic scheduling. Providing 
the visibility to more accurate delivery slots, and most importantly allowing 
for real-time data for a more informed customer interaction. It is not 
necessarily the delay that is the killer, it’s the non communication. Keeping 
in touch with a client and explaining the situation is as important as having 
100% delivery reliability.

The “smart companies” are the ones that focus 
on customer satisfaction and loyalty and then 
realise that revenue and profit is a result of that.“

“
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EXAMPLE 5

Investment vs Subsidy
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INVESTMENT VS SUBSIDY

Given the ubiquitous term “cost saving” when it comes to the 
benefits of using scheduling solutions — we thought it was right 
and proper to give it some “air time”. 

As we alluded to in the beginning of this book, it seems impractical to be able 
to cost save while trying to grow — surely growth takes investment? Let’s look 
at it in a different way. What is the point of subsidising inefficient operations?

So by re-addressing the inefficiencies, such as ineffective job scheduling and 
dispatching you will be saving in critical areas such as:
	 Fuel consumption
	 Maintenance and wear and tear on your fleet
	 Carbon emission regulations
	 Health and Safety regulations
	 Customer retention
	 Employee retention

And these are just to name a few!

Now what can be done with these released funds?  Re-investment into additional:
	 Technology
	 Fleet Vehicles
	 Training and upskilling of field service personnel
	 Training and rights to service competitor products
	 Research and Development for a larger product portfolio

Again — these are just a few off the top of the list...

All of these savings can be realised through a better optimised field fleet with 
Job Scheduling and Dispatch software with real-time communications.
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CHAPTER 6

Conclusion
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CONCLUSION

What is Dynamic Scheduling?

So there you have it – 5 ways Dynamic Scheduling can support
your growth:

	 1. Increased Field Technician productivity

	 2. Increase capacity in your existing planning teams

	 3. Getting more leads from your valuable field teams by them 
	     being in front of more customers more often

	 4. Offering levels of customer service which outpaces your competition

	 5. Generating savings for re-investment vs subsidising inefficiencies

But throughout all of this, we’ve been discussing Dynamic 
Scheduling – let’s end this book with a quick overview of what 
Dynamic Scheduling is, and why it differs from the normal 
scheduling solutions in the market today:

Unlike legacy solutions which only consider what the best plan is once 
a day, just like a team of elite planners — one for each of your field engineers, 
a dynamic scheduling solution is looking for opportunities to improve and 
adjust the plan every second of every day. As such it will constantly react to 
delays, cancellations and emergencies throughout the day, helping you to 
provide the best level of service at all times.

So with that in mind, we invite you to a quick overview of our Maxoptra for 
Service solution and an opportunity to keep in touch with us for more hints 
and tips on how Magenta Technology and our Maxoptra product range can 
support you. Click here: www.maxoptra.com
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Maxoptra for Service: Here’s a quick overview of what Dynamic Scheduling and the 
rest of the Magenta-Technology tool set can do for you in the Field Service Industry.

Using the Maxoptra Scheduling 
Solution from Magenta Technology, 
we are bringing our customers even 
better levels of service and efficiency. 
Magenta was the only company 
we found in the market place 
that could solve the unsolvable!

Mike Flynn, 
Business Service Director, GIST
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