ESAS SERVICE CRUISER™

The platform approach for
Field & Remote Service Management
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SERVICE CRUISER™
SERVICES




Service Cruiser™ - The SaaS Platform
Mobile, Desktop, Dispatch, Wallboard, Reporting & API’s
Customer Notification (sms, email & web app)

Service Cruiser™ - Professional Services

@
Service Design & Business process consulting service
™

R&D: PM, Analyse, Develop, Test & Consult
SLA Management ,
Support : Service Desk & Training by = ©SAS

Service Cruiser™ - Strategic Service Consulting
Green Field, Reorganisation, Outsourcing and M&A Service Consulting
2 day strategic workshop
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Service Cruiser™: Robust, performant, secure & scalable

Service Cruiser Availability

Monthly during Support Window. |

Agent Gantt | Mobile | Desktop | Portals | REST APl [Scheduler|
2012-01 | 100,00%| 100,00%| 100,00%| 100,00%| 100,00%| 100,00%| 100,00%
2018-02 | 100,00%| 100,00%| 100,00%| 100,00%| 100,00%| 100,00%| 100,00%
2012-02 | 100,00%| 100,00%| 100,00%| 100,00%| 100,00%| 100,00%| 100,00%
2012-04 | 100,00%| 100,00%| 100,00%| 100,00%| 100,00%|  99,44%| 100,00%
2013-05 | 100,00%| 100,00%| 100,00%| 100,00%| 100,00%| 100,00%| 100,00%
2018-06 | 100,00%| 100,00%| 100,00%| 100,00%| 100,00% 99,76%| 100,00%
201%-07 | 100,00%| 100,00%| 100,00%| 100,00%| 100,00%( 100,00%| 100,00%
2012-02 | 100,00%| 100,00%| 100,00%| 100,00%| 100,00%( 100,00%| 99,76%
2012-09 | 100,00%| 100,00%| 100,00%| 100,00%| 100,00%| 100,00%| 99,95%
2018-10 | 100,00%| 100,00%| 100,00%| 100,00%| 100,00%( 100,00%| 100,00%

~ 0 or 1incident per month

Additional Tier of Cloud Firewall
Next to existing Azure Security

GDPR Compliant
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SERVICE CRUISER™
STANDARD PLATFORM




Microsoft Azure Infrastructure & Service Cruiser

Microsoft Azure

Security mechanismes

More certifications than any cloud provider

— Disaster Recovery : . - o -
Prime in Aerterdam = E‘“p :gp :;g? 2
Backup Dublin 3 i — i
—  Continuous Backup & Recovery socTnpe: 00> O Y03 T
—~  24/24 7/7 Monitoring e @ @ wom - T FIZC ¢
— Azure service components § ol s . e s &5 s
- HITRUST A ms @® (@) ¥
- Service Cruiser Environments = o = B N ——"
—  Production E R R
~  Development H doooim S ese &% o= oMM E W
. UAT . weomemEe oW = o ot W e
— Demo

- GDPR Compliancy
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SERVICE CRUISER™ REAIL-TIME FIELD SERVICE AUTOMATION

Your company Your company Customer Your company Your company Your company

Contractors Contractors

Your company

ESAS Contractor ESAS Contractor ESAS Contractor ESAS Contractor

etailers emote Service ie ervice ield Service ervice
Retail R te S Field S Field S S
1 Manager Manager Displatch Q&A Support
: 1 1 1 1
i N\,
SgRdser SgRdser
: :
Ld
Portal/iFrame Portal/iFrame Order Mgt API Desktop Dispatch Desktop Dispatch Desktop Dispatch Desktop Reports
Wallboard Reports Wallboard Reports Wallboard
- - ———— I
,—" __——"— __———‘—-—_ ~~~
_,—— ____——’____——-’

[}
Apps{Reports
]

Your company

Warehouse

Order Mgt API 1 ¥ Inventory API

Mobile

Your company / ESAS / [ ] ESAS /
Contractors Your company / Contractors ' IOT Device Your company / Contractors
Door 2 Door Warehouse Field & Remote Service Technicians

www.esas.eu



service Service Cruiser™ Scheduling

cresers Features
by S €SaS

The essence of field services is to get the right person with the r gh eqmpment to the right
customer at the r |ght time.

v"  Real-time Continuous Automated schedul g bz ased on more

than 85 scheduling parameters: --

v New/changed order status mforma

Competences/skills o g
SLA with client (appomtmen mp or pool tz . "o AN ol
! Locatlon/R'O‘ht'E ‘ . P g T

b

AN

b
.*'\":

'-'5 . /‘ D|spatchers Focuséed m;)& B 1A
= v Customers & Techmmans 1t EdhA g it -
e ‘/ Exceptlon Handllffg/Alafl’lfl‘fg (SLAin danger tethnluans prohrblted delayed by illness, Wé!&\eror

accident, et
& G Capafuty Managem‘ent*&"Data Quaht : B
v Scalability in schedulm/g is unique: / i *
v Linear sghe’dulmg (vs logaritmic scheduling !!!1)
\/ Smgjfon demand addlng of calculation G'!n&g:nes
/”' L8, = /l/‘ e

. '
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service Service Cruiser™ Dispatch
criiser”
w S @Sas
The Service Cruiser™ Dispatcher Module provides an overview on intraday
activities and the means to intervene on exceptions

v Chrome Web Based App for Android, Windows & IOS (tablet form factor)
v Secured encrypted connectlon & Iocal data store—w o

: : i “' :?" : ” ”‘ =
v Default m’dde is fuII automatlc schedulmg e
Rger Manual schedqug possible " I , f ‘ £
v Task Basket mode p055|ble ik Friame )=
: P "/, / I ',.,"é. -. L R | ¢ 2r,..
£5 D|spatch Views .. = ; U
v' List view o o il / : >
v - Planboard :/ Gantt ' Al Ko .

.

v Perjlod[cxlew . 3

e




service Service Cruiser™ Dispatch

criser” Features 2/2
bygg. esas

v" Monitor & optimize your resources in real time
v" Reduce unnecessary & de-optimal manual expedites
v Improve on-time performance
v Enhancing customer service levels

v KPI WaIIboard il o i
o Real tlme mtraday KPI performancz . S
\/ Ident|f!es capamty probﬂms W|th@ bllnl{;,of an eye lg ‘,




service Service Cruiser™ MOBILE
cringer-

b S @Sas

v" Chrome Web Based App for Android, Windows & IOS (tablet form factor)
v" Secured encrypted connection & local data store
v Online/offline mobile data logging (GPS tag, signature, print, scan, files, ...)
v" Real time scheduled service orders & instructions with guided workflow
v Technician can see customer service history
v Technician can also puII service tickets.out a basket near h|s GPS Iocatlon
v . Technician ¢af’ create service tickets (jobs & lncldeqts) £ e SRE I AN
_¥ _.Technician can create proposals saIe§ and surveys with! Dlgltal Customer S|gn-off
s g _Simple 's'tart-stop time Iogglng also ava|lable on smartphohe ) r“'ﬂg :
e Serwce order S|gn -off. (dlgltal) ‘ R .
“v: " 'Material management ' el o IR gt S sy
ok v - Used items / In-van stock: . RMA 7 Stock count | e
v Auto order of value materlals & Manual Order of consumptlons materlals
e Technican stock exchange e ‘k

v ‘Customer / CaII Center /. Techm/ian feedback (0]} Serwce Order o
v Technlclan sees his KPI view . 3 : :
o vV HR Admm & avallablllty requests (h'bllday, overtime, breaks, sh|fts, ...)

W
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service Service Cruiser™ Desktop

criser 1/2
w & @Sas

v Standard Windows Desktop Application

v Secured encrypted connection & local data store
v Tracking & logging of all user Ché'lg.e-fsﬂ_,z,

‘"-?.".' l" RS i & u;,::{ < S i
,\/ User Management o B G R - B - ¢

it Manage all: appllcatlons@ modules users/roles can access
~/ Create users/ Fbles with dlfferent proflles , ol
v -P055|b|I|ty of limited.time usage (preconflgured start date/ nd date)
v'" Read-only access, Ilmlted/selected fields a user/role: can update
v "Manage features a userfrble can access within the ‘JI if appllcable
v Control the data’ access, W|th multiple accounts/roles S
v __Assign contracts, /) :

“a-,

-
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service Service Cruiser™ Desktop
Cr.ser” 2/2

£: esas

v Contract Management
v Define & manage service orders, work orders and work order tasks
v Define & manage skills, regions, SLA’s & parts
v Define & manage scheduling business rules
v

Define & manage logistics
v Part conflguratlon of 19 parameters, plctures and usage (forward, reverse & RMA) of parts

v Set re- or.der .pomt-and re-order IeveI of parts RS = AR B . ’ e
v Create pICk & pack orders for‘your WMS {nth aggregated vLIue”& cdﬁsu
e o techn|C|ans - ] f‘ﬂ ¢ i
T .Define & manage contract"’%PI s f_i b ;j; s

’1,. : i O

' -'77"/ Capamty & Forecast M_anagement
v~ Monitor & Manage the balance between mternal/external capaC| y and the roIImg forecast

¥ B % - R ‘Balance supply and; demanthof resources Wi
v~ Red| time overview of‘the actual workforce capacity & forecast 'é

v Internal and External technician majgement (Subcontractors)
v Calculate_required external capacity fgr customer and business demand

§ i il —= % !

~
R

v Order & Manage additional subcontractor .capacity according to contract terms (geographical area, skils, otders, ...

o

Vi )‘iu,bcontractors can manage ordered capaCIty and their technicians . = ' : .
L - H“ " . .

TRA \
: Skl
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service Service Cruiser™ API’'s
criser”

w 5 @Sas
Besides the Human/User Interface, Service Cruiser™ offers a M2M Interface

v Secured encrypted REST API connections

v" Technician/Resource API
v Resource information (Name, Home Locations, Skills, ...)
v Resource Availability (shlfts, sick, holjday, o ) R i e

v Resource: Prdwsronlngon contracts ewlll & ' s

S " ) S . - ﬁ ‘ 1 ."' ?j‘g}r‘ v : ’\
_\/ SerVIce Order Managemé'dt API (and Ioglstlcs) By (L -
i ol / Create, manage,'u'pdate and query status |nformat|on of Serwce rder orders

TV Materlals,.Tlme, Tasks, SLA W | —— ; !

4 Intake of 'sales- or service orders accordlng pre- deflned products tasks /SLA’
b /Appomtment booking accordmg to customer’s specnflc heeds f
2. Incidents with predefu:ued SLA resolution time upon ticket reglst‘gtlon
c Pooltasks with long’ SLA

v Lookup of Complete hlstory Vview of C) ’)customer |nteract|ons (on S|te operatlons, work orders, ...)

.

o Dewce APi (H2 2019) (monltorlng data for Mobile & AR)

_ “k



service Service Cruiser™

CrL.S€el'” Customer Experience / Notification / Survey
by S @Sas

v i-frame appoint booking portal
v'  Customer appointment creation, change or delete
v Insertable in standard customer web -site

‘.;,?,_.__ o PN e
b i £ N

e By SMS &Emall e VU TR R

A Customer appomtmenu'\otlflcat{on !

s Customer service order report AB-F | &
i Customer satlsfactlon survey . A ‘
o B - .
P oy A | whong
2 .
_ ' ‘k



service Service Cruiser™

Criis€er” Customer Experience / Notification / Survey
w S @sas

v'  Customer Web App a third channel to communicate with the end-customer
v Access from web, IOS or Android App

An uberlike end customer experience

Show the Customer Journey of an ordered service

General for all customers

Styled per customer

GDPR Compliancy towards M

v Technician * ~’{; """
.. End- Customer

N TAEREEN

i n

_ 2 Ry ‘A ghiEme: & e :
S Gamlflcatibn component encourag englneers to perfdrm better,guﬁh real tlme feedback to the service
S i engmeer ‘s:-mobile’ appl|c jon % / ~l;".~‘_ T
oy ~ g Ciie %. ‘ i ‘ i , " 4 .

' / What W|II be |n-the end-_customer webapp (V5 customers Only _i
e Seeordered service . o l

v I
v/ .Ability to reschedule yourfappomtment nf
v . Add-the appointment ’fo your google, apple or windows c“a’lbndar
v Show ETA to the customier . . / ; Sd.
v/ .. See my techmaan drlvmg (Iast milelive and beforé polling e\'rery X minutes)
4 Immedlate re-intervention possible if the original mterventlon was not satlsfylng
v, CustoTner survey ; CSAT, NPS & CES T :

T TN i H -



Service Service Cruiser™ Technician Notification

criser Features
o S @Sas

2 ‘_,"f-" I
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/ Custg’iner Web‘
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service Service Cruiser™ Reporting

rrll-'erw Features
byg,-. esas

o —
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v Standard Reports Er\;_aJ""Pﬂ\vw BI embedded)
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SERVICE CRUISER™
RESULTS




FIELLIDFSERVICES DRIVING YOUR CUSTOMER EXPERIENCE

Business Process

Improvement Multi-Skilled Field Engineers
» FETE Reduction: -25%

\ s First Time Right: >95%
Real-Time Field - NPS Points: +55

Service Automation / Contact & Dispatch Center
« FTE Reduction: -85%

\ » Appointments kept: >99%

Reporting
/ Two Way Field Logistics

+ Refurbishments: -46%

\ » Value Stock Loss: <1% T|me To Market
-75%

Quality. Assurance

(*) In comparison with Click Software, Salesforce & Oracle (TOA)

'é':':‘ esas www.esas.eu







