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Mpouecc nocTpoeHua rpadmnKkos paboT cOTPYAHUKOB

Onpepenenne obbema paboT

[MpOrHO3 Harpysku, ¢ y4eTom
oba3aTenbHbIX 1 ONMUUOHaNbHbIX

[laHHbIE 0 paboTHMKaX
KBanundukauumn, onnara, orpaHUYeHus

NO BPEMEHW, AOCTYMNHOCTb,
nnennouTeHuda cofniTi

3agay

BeneHue pacnmcaHnm
3anpocbkl paboOTHUKOB
Hes3annaHnpoBaHHbIE OTCYTCTBUS

YTOYHEHME OaHHbIX O NOTPEOHOCTY

Kak 3To BbIMMSAanUT B OObIYHOW KU3HN?

=)

4YeT BPpeEMEHN
NHTerpaunsi ¢ cuctemamm KOHTpOrs
aocTyna

BeneHue cotpygHukom wnm
pykoBoaUTENEM
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Y10 Takoe UHTerpupoBaHHoe YnpasneHne MobunbHbim NepcoHanom? SAP

Kakolt 06bém paboT oxKmaaeTca B byayliem?
Feorpaduueckoe pacnpegeneHue?
O6bEM No Kaxaomy Tuny pabot?
Ce30HHOCTb, Noroaa, npoyne GpakTopb!?
KanutanbHble NPOEKTbI?

HoBble KOHTPaKTbI?

HacKonbKo XOpoLUO A BbIMOHA
CBOM 0643aTeNbCTBA Nepes, KAMeHTamu?
YTo MHE cneayeT USMEHUTL?
KakoBa nponsBoAnTENbHOCTD MOMX
COTPYAHUKOB?
Kak npeacTaButb OTYETHI B rpaduyeckom Buae?
Mory 21 5 ucnonb3oBaTb CObPaHHbIE AaHHbIEe
AN nocieaytoLero NporHo3npoBaHna?
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HexsaTKa pecypcos?

CAVLWKOM MHOTO pecypcos?
lMoMOoKeT 1 NoBbILWEeHWe KBaMUKaunn?
MomoXKeT i Haém NoapPALUYNKOB?
CnepyeT N MHe HaHATb 6onblue
COTPYLHUKOB B JAHHOM pernoHe?

KTo gosixkeH paboTaTb B Kakue Yacbl g TOTo,
YTOObI BbINONHUTL BECb 06BEM PaboT?
Yto 6yneT, ecan 4To-To NPOU30ONAET?
HapyLwaeT inm mol pacnopsagok Kakue-nmbo
KOHTPaKTHble 06A3aTe/IbcTBa Nepes,

' MOWMMU COTPYAHUKaMM?

O6wasna nnarcgpopma un
CTPYKTYpa OAHHbIX

KTo 1 Korga fonkeH BbINOJHWUTL paboTy
ANA AAHHOrO K/IMEHTa € TEM, YTOb6bI cobat0CTU
HallM KOHTPAKTHble 06A3aTeIbcTBA Nepes,
KNAMEHTOM U MUHUMMU3MPOBATb HALLW 3aTPaThbI?

YTo A AOMKEH AenaTb CEroAHs, cenyac?
Y10 MHe TpebyeTcs A5 BbINOJHEHWUA PaboTbI?
Kakue aaHHble A AoKeH cobpaTb B npouecce?

KakoBa ncropus, cBA3aHHasA € AaHHbIM

obopynoBaHMem?
Kak mHe gobpaTtbca 4o cneayroluer 3a4aum?
Kak mHe npefocTaBuTb OTYET O 4
npoBeaEHHOW caroaHs pabote?
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PacnucaHue paboT: 3a4a4mn gmucneryepa

8. Obwee Bpemsa B nyTu
npeBbIlIaeT HOpPMYy.

g Reqion | Districk | Loaded T... | Tokal Trapeel | IIkilization | Cwverall Business Yalue ($) |
2 3 South-East  Atlanta =0 . ks Dra
-5
09405405 02:40 P | b S en MR 205 |
Narme SCURNE U LUEESL) 4. Mcnonb3oBaHWe CBepPXYPOYHOro SFM4PM SPW O BPMFPMSFMOPM T0PM TIPM 12{
B & Atlanta BpeMeHu.
@ 7. COoTpyAHMKM BO3BpaLLaloTCA
G John Rickel AOMOW No3AHO.
{ﬁ hary Adams
@ Laura Smith
@ Janet Jones 6. O6eLwaHne KNNeHTy .
@ James Clitan BbINOMHSIETCS. 5. CBepxypo4Hoe BpeMsi Bfe4veT
@ PamLewison OONOJIHUTENbHbIe 3aTpaThbl.
(T_.ﬁ Tom Wilkouse

1. MepBas 3agaya AHA 3annaHUpoBaHa

Ha ApYromM KoHLe ropopa.
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PacnncaHue paboT: onTUMM3NPOBAHHbLIN rPpadPumK

g Reqion I Diskrick | Loaded T... I Total Trawvel I Ltilizakion I Owerall Business Yalue ($) I
£ 3 South-East  Atlanta 59 e a3 7
£
09/05/05 0240 FM | Mon Sep/05/2005
Name 30M AAM BEMGAM  TAM EAM  SOM 108M  T1AM 12PM  IPM M GPM PM GPM EPM TPM BPM SPM 10PM T1PM 12
B &3 Atanta
| G, Andydames —[#acn [+ i+ A0 =+ - L+ Froz =
| @ JimMatthens =@ cLos =@ Lios
| @ PaulMorison S| EL0E =4~ HEDS =+ FC0 |= @!—:—-
| @ dohn Rickel ——[iB CO01 [ a0——] i =B L= CHBENS Hun [=E—
| @ MayAdams =/ EL H# 4005 == LT ===
| @ Lowasmith === U1 =[0Gt H@Lk |{@ci—[@HER F——
| G sworsre —[ B {9 i v [ ——fp A—

7. CBepXypouHoe Bpemsi He ucrnonb3ayetcs He | Iy PR I g U g R0 C0 0 gy [

CMOTPS Ha TOT Xe 06BLEM pa6oT. [0 A0S |—

& Region | Districk | Loaded T... | Tatal Trawvel |
3 South-East | Atlanta 59 i

| Overall Buginess Walue (£) |
e tim

=0

5. CHWXXeHMe 3aHATOCTU NpeaocTaBnseT
T AT | BO3MOXHOCTbL 3anfaHUpoBaTh 6onbLe

2. Bpemsi B nyTHU COOTBETCTBYET HOpMeE. | . T—
6. ABTOMaTu4ecKkoe nraHMpoBaHue

............................................... i nepepbiBa Ha 06eﬂ.

(ﬁ Paul Marrison --
& dahn Rickel s [Bed NepBoil NONMOBUHE AHSA, YTO OCTaBnsAET

] &

BO3MOXHOCTb A1 BbIMNOJIHEHUA
SKCTPEeHHbIX pa60T B TOT XXe AeHb BO

Lo L0t R BTOPOW NONOBUHE OHA.
S L
MEeCTOMNONOXEeHUEM.

cyuieCTBeHHOoe CHuXxXeHne BpeMeHn B nytTu n |0ﬁ3«EDS eBHEDS I; T

3aHATOCTU COTPYAHMUKOB. ' : : :
6 Leading Service Businesses to Excellence
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PacnmncaHue paboT: onTUMM3NPOBAHHbIN rpadPmK

6 T © © © © 0 0 o mEm

Blrchwdod ™ Cadishead

03 January 2011

E yl(E]
s 5
2||| Resource Gantt (12) Y |||
L
Z = =HIIE:
=
<

' o e Warnmn 3
Name ID 4 Region |o8:00 |09:00 |10:00 [11:00 [12:00 |13:00 |14:00 |15:00 am® ? g £
X | - - : e ‘ b ¥ Latchiord Dunham
O | Andylames | 10007 Nerh ) coor| i acoa) @ Acos(t) [hEWe(d) | | ton — Alled .~ Grappenhall -
» | o oNew Ferry ~ Moore . Sworton Heath=—|
& | JimMatthews | 10008 North == ) Lios(1) ||huo7(y) ) @ vos{z). (=] Bebington  Tarston s : £ o Hi
= +Spital Aaly £ g rowley
&) | PaulMorrison | 10009 North Cs  ELOS(1) 8 €OO! | - HEOS(1) ~HEOfm b Y 9
P = Bate
& | lohnRickell 10012 North ﬂ = |Uios( Lio9{1) = | ACO3(1) mm ==m Comberbach
-~
&) | Maryadams | 10013 North ACOS(1) w0 ELOL)  m HEO9(1) s Bamton . /
P B / : g Los
& | Laurasmith | 10014 North =) ELO3 3 # CLOS(E) )\ CLOB(L) heooms | | (N : \Weaverham ‘mom!wich
= A BY%Davénham
) | Janetlones 10016 North 03m # L03{1) = ﬁ‘ L o ddington Whitegate
~ = = = e,sa"‘l_)eiamere P Y X
&) | samesciifton | 10017 North A ] 0001(1) |[-heOOS{2) ||} ELO4(2) = &;L1248) - — m"’m‘;\rngr% \
m~ 5 (EeE) B k| =10
& | Pamlewison | 10023 North ¥ 6 ]g L10{1)  mm > ACOS(1) | ACDZ(1) m o : Sy S 8
S Tom Willhouse 10025 North  Acos(1) & EL02(1) . HEO3(1) [— “Cower Kipnerton Church |/ ° g
. ~ =
yffordd  *Dodleston ~__ Tiyerton Minshull ¢
4| J » ) » Bt Aldford °Gatesheath (,_ . Bradfield Green
Q
Task List > UnScheduled Tasks (7) o
sche VW callip A #  Priority Type Status Duration Start Finish Assigned Resource  Region District =
:u ELOS17_1 1 |7 Rebuilding Open 130 North Mersayside
J ELO65_1 1 7 Power Tools Open 1:15 North Merseyside
J HED17_1 1 - Cooling Open 1:15 North Merssyside
J HED228_1 1 5 Heat Open 0:45 North Merseyside
J HEOS516_1 1 - Power Tools Open 1:15 North Merseyside
:J HEO814_1 1 - Rebuilding Open 0:45 North Merssyside
:J PLOL 1 7 Electricity New 1:15 North Merssyside

lish (United States) —
Task List Unscheduled tasks b= SRS )
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UHTerpauuna c SAP

. = oE =

Mnansi
NPOHNAKTH-
4eckMx paGor

Wndpopmanma no
COTPYAOHHKAM

Cucremsl CucTema
NA3HWPOBAHNA HAIHAYEHNA OT4ETHOETE
{ClickPlan, {ClickSchedule, (ClickAnalyze)
ClickRoster) ClickLocate)

Crctema
NPOrHO3WPOBaHNA
(ClickForecast)

Weropuueckme
OTUETEI

(OLAP)

OanHoie ob

MoGuneHoe OnepaunoHHLIR

[‘Iom

B 6o NPHNOHKEHHE OTUETI
NpUsapas, (ClickMobile)
npoHHe AaHHkle

TaGens 4 AR
OTUETHOCTL KOMMYHHKALIHK

(SMS, E-mail)

Cnpaexa ¢
D OgcHbIE CHCTEMBI

- 3nemedTsl ServiceOptimization

[:l MHEBOpMELMOHHES NOTOKKW
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http://www.sap.com/index.epx
http://www.sap.com/index.epx
http://www.sap.com/index.epx
http://www.sap.com/index.epx
http://www.sap.com/index.epx
http://www.sap.com/index.epx

[MonHaA nogaep»Kka MoObUIbHOCTU

4 N\ [ W4 )

] Pabouee Bpems KapTtbl & GPS Q O6meH
U nocewaemocTb Hasuraums coobweHnamm
Yuet BpemeHu | OT4etsl no WUHTerpauma c GIS | KapTtbl | GPS BHyTpeHHsA cuctema obmeHa
CKT“BHOCTF”V‘ | NnaTexHble BEAOMOCT”) Hasurauwms | LBS coobuieHnamm | Paccbinku

\- AN J

@ )

C6op AaHHbIX & g Mobuneroe ([ Ynpasnenue
y PA ynpasneHue 3anacHbIMU
HCNEeKTUpoBaHue AKTUBAMM 4ACTAMM
ABTOMaTU3MPOBAHHbIN cOOP AaHHbIX Asset Centric Functionality | Heobxoaumbie 3anacHble YacTu |
| Mposepka | Workflows | CKkaHepbl O6cnyKMBaHME U UHCTANNALMN Ncnonb3oBaHHbIe 3anacHble 4YacTu

- . AN J

N ( A\ )
. ® YnpasneHue
Real-time (T) d
coeguHeHUAMU . AHanunTuka
MOHUTOPUHT . J
4 — \
AKTMBHOCTeN | MectononoxeHus | yﬂpaBl'IEHMe OnepaTuBHas oT4eTHOCTb | Pasbesapl |

CoeAMHeHMﬂl «py4yHOEe» BN\eLLIaTe}'IbCTBOj . 'ii yCTpOﬁCTBaMM ) \\minmau,Mﬂ | HesaBeplueHHble pa60Tb|)
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LLInpOKNK cneKkTp nogaepKmBaemblX YCTPOUCTB

l Windows Mobile PDAs

[ Tablets & Laptops

7
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AHann3 aeAaTenbHOCTU Bble34HOro NepcoHana

MoHUTOPUHT KrtoueBbiX KPI
B pearlbHOM BpPEMEHMU

HabniogaemocTb
onepaLnoOHHbIX METPUK Ha
MaKpO- U MUKPO- YPOBHAX

[My6okuin aHann3 n NouckK
NHHOBALIMOHHbLIX peLlEeHnI

YnydiweHuwe guanora c
cepBUCHbIMU cryXbamu

KoHTponb gocTyna K
Bu3Hec-MeTprKam

bBbiCcTpbIM aHann3 TpeHaoB

[MoacTtponka/oobaBneHune
HabngaembIX METPUK B
OTYEThI NPU HEOBXOAMMOCTH
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Location

Home - Rev & Exp - Revenues and Expenses

Time

View Period:  9/29/2007 - 10/8/2007 (7 days)
Zoom: 1,2, 3 weeks - max
Mavigation: = 22 2 -2 22 2
Resolution ¥-Q-M-W-D
Categories

Productivity Analysis
MNon-Availabilities

Planned vs. Actual Duration
Travel Time and Mileage
Utilization
Customer Service Analysis
Backlog
Cancelled Tasks
Response Time
Obligation “ialation
Revenues and Expenses Analysis
Revenues and Expenses

Infarmation

Last Processed:  Saturday, October 13 2007

Geography: South-East

Find | Mext Select a format -I Export @ = |
Revenues and Expenses KPIs
Operational Costs (§) Labar Costs (§) Penaltias Costs (5 Work Revenues (F)
300 400 300 400 300 400 300 400
200 -, 500 et e, 500 200 v, 500
- . pe -
RIS \GUU 100 & GO0 100 &~ \GUD RIS 600
i i # i
of / 700 of 700 [i] S o0 of 700
4Sb 344 3244
Operational costs inthe Labar costs inthe wiew Penalties costs inthe wiew | Wiork revenues in the wiew
wiew period petiod period period
Summary
Operational Costs
92.00
£9.00
45.00 ~
23.00
I o/
9i29/2007 943002007 002007 1002/2007 100302007 0042007 1005/2007
Daily Measures Operational Labor Costs Penalties Work
Costs ($) ($) Costs (§) Revenues (§)
Friday, October 05 2007 76.350 609 o B30
Thurzday, October 04 2007 114.469 E652.333 o 556
Wednesday, October 03 2007 B2I7E 581 633 a BB
Tuesday, October 02 2007 94 464 671.333 o 724
Moncsy, October 01 2007 G7.708 600 o 546
Sundsy, September 30 2007 a o a a
Saturday, September 29 2007 o o o o
Details
Wk YaMD YW AT
Year Quarter Month Region District Operati Labor Penaltie Work
onal Costs = Costs Revenu
Costs (%) 8} es (§)
(§)
& 2007 456 a4 (1] 3244
o4 456 a4 (1] 3244
Ot 456 M4 (1] 3244
(=) L] 0 L] L]
Sep [ ] o [}

Confidential


http://rdqa_reports2005/ReportServer/Pages/ReportViewer.aspx?/CA/Home&rs:Command=Render

ynpaBneHme 3dABKAMWU: NMPAMaA CBA3b C KIMEHTOM

1. YnpaBneHue 3asiBKOW OHMaWH UK Yepes
KOHTaKT-LIeHTpP

Personal Details Book Appointment Confirmation ) Completion ‘

2. Xenaewmble CPOKU AN BU3NTa UHXXKeHepa
6naroAap;| UHTEerpauum ¢ nNfiaHNpPoBLLUNKOM

Available Timeslots

|

’Tuesday, January 06, 2009

’Wednesday, January 07, 2009

3. Bo3moxHOCTb perynupoBaHus Tapucgos B
3aBUCUMOCTU OT CPOYHOCTU

Book Appointment

Legend L4

) . i §7 $4 No Charge
Timeslot Tariff

.. ClickSoftware 12
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SAP

MonyyeHue ysegomneHuin, email/SMS/Voice messaging

Order Personal Details Book Appointment Completion ‘

Service Appointment Approval

1. 3aka3uuk cam ynpaBnsieT yBeAOMNeHUsiMU

Notifications

ilf‘you wish to ret::eiv$s reminders prior to your service, please indicate your preferences below:

Notify me: IV 48 hours before service

‘ IV 24 hours before service

2. 3aka34mk cam BblOupaeT cnocob

‘ V' 30 minutes before service

yBepomreHus

. § o
‘ MNotify by: v E-mail

™ IVR (Interactive Voice Response)
7 SMS % Text Message

- ClickSoftware 13
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HanomunHaHuAa n obHoBIEHUA

Folders XI val® [From © | Subject | Received
L'f;l Qutlook Express ClickContact reminder service ClickContact remider for work order W023-1 1/21/2009 3:4
E]@ Local Folders
&3 Inbox (1)
&S outbox
@ Sent Items
(3 Deleted Items
..5E} Drafts
From: ClickContact reminder service To: andy.james@clickdemao. clickone.com
Subject: ClickContact remider For work order
Dear Jack Robin,
This is a reminder from ClickContact.
10:00:00 AM and 1/7/2009 12:00:00 PM, at your requested address to perform
order ID WO23-1. "
1. 3aka3uuk B N0O6ON MOMEHT MOXeT
If you wish to make changes to your appointment, please visit: M3MEeHUTb paTy | Bpems y.qOﬁHblM emy
Service Appointments Management cnoco6om
Kind Regards,
ClickContact from ClickSoftware Th
Contacts ¥ X | :
wanewy.click software. com
There are no contacts to display. Click
on Contacts to create a new contack,

N3meHeHMe 3a4aHnA Aaxke B NocneaHUii MOMEHT He npuBeaeT K cboto Bcero
rpaduKa — BCe MHTErPUPOBAHO C NIAHUPOBLLUKOM.
MNaHUPOBLUMK BbIMOIHAET NepecyeT Bcero rpadunKka B peasibHOM BPEMEHM.

-~ ClickSoftware 14 Leading Service Businesses to Excellence
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Ob6paTHanA cBA3b C KIMEHTOM

- wel 81
ClickSoftware elcome Jack108
Moking Service Click 2 Not Jack108, please “Logout |

Customer Service Survey

6. How satisfied are you with your service technician's overall performance?
" Wery Satisfied  Satisfied { Neutral { Dissatisfied { Very Dissatisfied

7. Would you like to be served by this technician in the future?
C Yes @ No O Don't Know

8. Would you consider using our service in the future?
 Yes @ No © Don't Know

What could we do to improve our customer service?

[

', ClickSoftware
e 1 Making Service Click Confidential



ClickSoftware: KnneHtbl

" " "1" Telekom F\S/\f%éif'h F"—--.rStE'w
| = | » A

o UNiSYs [ﬁﬂl CAT

(e’s"'a . R R Imagine it. Done. S
— sense simplicity

J Energie, Tag flir Tag TerasGear; w R I co H
KONICA MINOLTA TOMRA
-
- Xerox @) ¥,

a3l Bell = o, DIEBOLD

Deutsche
e
ENERGY
invent pHIleS
AVELLITE EI.EVI mn NOrthWeSTel .
s ' 5 angllarwater Helping the world recycle

~7 TELUS @ BEZEO
the future is friendiy+ — SOUTHERN umou:.u.l
EDISON

An EDISON INTERNATIONAL * Company "
wm Direct Energy. VELUX

“ |
' SCOTTISHPOWER 3 @ Environment
Fisher&.Paykel Agency
% Scotia
Gas Networks
FHEE Delivering gas safely rellably and effciently ’710\&4!\’ rel
™ /

sw O ROGERS m Pacific Gas and & Electrolux BOSCH @

Electric Company

KNOLoGY 0 BORD GAIS o el
M BoV| /[ e

*

Network e
6\ GQ. @ S i hgvoﬂr f::f icity customers B Ll
upc 2erC ,,,"g.m! L
p = By ® b,
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ClickSoftware: ®akTbl M3 onbiTa HaWMUX KINEHTOB

slkyy
g

IKONICA MINOLTA

== Direct Energy:

SAP

YnyJduweHue KayectBa npeaocrtaBasemoro cepsmca
CpenHee oXunaaHune BU3UTA: CHMXKEHO Ha 45% (c 4.2 no 2.9 aHel)
Bpemsa npoctoa B Te4eHUn gHA: CHUXKeHO HO 14 MMNAMOHOB 4YacoB
NcnonHeHue paboTbl B 0TBEAEHHbBIE CPOKKU: yBenmnyeHo ¢ 50% ao 90%

CHu>KeHune ctrommocTtu pabor
Oucnetyepa: Ha 70% (gmucnetyep cheamT 3a 60NbLIMM YUCOM UHKEHEPOB)

0 CoKpalleHMe TpaHCcnopTHbIX pacxonos: $S400,000 B rog,
ﬁ)ﬁ CoKpalleHune knnomeTtpaxa: 12% s 1-m rogy; 5-6% - B nocnegyrowme rogbl
YBennueHue npmnboinm
P Konnuyectso 3agaHnii Ha NHXKeHepa: yBenmnveHo Ha 33%
Ghiogo Konnyectso Bn3nToB: yBeanyeHo Ha 25-30%
- MpodunnakTnyeckme pabotbl: yBennyeHo B cpegHem ¢ 4.5 0o 6.5 (~50%) B
AEHb
YETKNM KOHTPOb 33 CUTYyaLUUuen
angliamvater HeBbinosHeHHble paboTbl: -95%, Obuwee uncno pabot: +39%
BOSCH 90% BM3MUTOB HAa3HAYeHbl aBTOMATUYECKU CUCTEMOM
Energiouh.nc Bpemsa oTBeTa Ha aBapUMHbIN BbI3OB: CHMXEHO Ha 20%
-, ClickSoftware 19 Leading Service Businesses to Excellence
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http://www.tomra.com/default.asp?V_DOC_ID=1

Ericsson — WFM cpena v ee npenmyLLecTBa

= [ToBblWeEHWe 3arpy3ku nepcoHana(15%).
= YBesinyeHume pabot B geHb (15-30%) 3asBKM
= MeHblle nepepaboToK (65%) PEeMOHT
= MeHblwe ancnetyepos (50%)

= MeHblue BpemeHun B gopore (10-12%)

= MeHble agMUHUCTPUPOBaHUA (25- 3aaBkU Saseky | S AEEIT
noesaok

YHpaBneHme BbIMNOJTHEHNA 3aABOK

ob6cnyXx-Hue

3afaABKUu
NOCTaBKWU
YCT-KMN

OT4YeTbl O BbINOMHEHUMN
np0M3BO,EI,MTeJ'IbHOCTb nepcoHara

Takxe:
= KOHTPO/1b Onepaumm n Nponu3BoAUTENbHOCTMH.
= CTaTyC BCEX NOJIEBLIX ONepaumm B peasibHOM BPEMEHMN.
= J/ly4LLINIM KOHTPONb CO CTOPOHbI BU3Heca
= OcHOBa A4/19 AanbHenwero nosblweHna 3aGPeKTUBHOCTHU

"~ ClickSoftware Leading Service Businesses to Excellence
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