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The only truly non-aligned industry community where service professionals con share experiences

Value Chris Craggs and Terence Horsman

Choice Architecture 30 September 2021
Educating the Customer @ Henle

Business School
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Field Service

» Focus
» Choosing the business model
» People
» Key to service delivery
» Enabled
» Frictionless, informed
» Energy
» Nothing happens without zing

» Educating

» Why do we believe our customers should understand our business - good from
bad?
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LO Cda | Very little here about

software...

Why Do Customers Leave a Company?

Customer dies 1%

Customer leaves market 3%
Customer gets friends
to provide service

Customer persuoded
to got to competitor

Customer is dissatished
with your service

9%
14%

Customer believes you 68%
don't care about them

0% 20% 40% 60%
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L ocal

» “we want someone local”

» We want the same, regular contacts - technician, service desk, accounts
» And for them to value us, know us, “join our team”

» Specifically non IT (but must be enabled by IT)

MCFT &)

FOOD EQUIPMENT SERVICE



The Rounded Technician

» Technical Statutory .
Competence - safe, fault-finding ng%% %@’%ﬂm%

Manufacturer-endorsed

ASSURED

» Social Communication - customers, colleagues ;i‘:.'l MCFT (B‘
Growth - continuous development I m PATHWAY

ASSURED

» Commercial Safe
Customer experience

e prows B @)

togwork
y Customer 2
SATCG  Ourur yalfie
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And yet nothing (*) happens without technology...

Starting with not finding (bad IT experience??) something to suit our needs

* As long as it's affordable and suits our plans - see later...

MCFT &)
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History
of ORCA Service Technologies

1996
Access 20 filing system +
compensate for poor 2019 2021
handwriting Start of now platform
ERP; quote to invoice; job 2012 development (agnostic) ORCA Service
costing Ficld Application and Bl focus Technologies

2008 2016 2020

smart Pens RIS Customer Portol covio

Risk of loss of 24 years of

doveliopmaont



Software by
Field Service
Professionals
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Phases of System Growth

Bl Enterprise Resource
Planning

Capture Data, Workflow

Bl Business Insights
Roporting, Alorts, KPis, SLAs

B} Shaping Behaviours

Systemic Cultural Change.
Choice Architecture.,
Business Intelligence.




) Q © Phoenix

< & phoenix.orcaserv.com

AT Job Details - PPM (Main) 251030

Job Details
) puckingham Palace

McFab 87

Your items

W Parts used / requested

“

ORCA
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ORCA

ce Technologies

Phase 1

Enterprise Resource Planning



Phase 1

Enterprise Resource Planning

ORCA
Sales

Back Office
O O O

Field Customers
Operations | @’




Not all assets are equal

SFG20 Schedule 90-03 SFG20 Schedule 10-01
Major Service 25 min Major Service 135 min
Minor Service 15 min Minor Service 45 min

Safety Check 9 min Safety Check 40 min



Phase 2

Business Insights



Centralised Data Approach

ORCA
®
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Phase 3

Shaping Behaviours



Shaping behaviours

Change ! Customer

Culture Requirement
Monitor Pelig:\;r;gnce
Performance Goals

Apply System
Design



Van Checks

@ Datly van chedk complete x
Yo

and 35 require an ETA

Choice Architecture:

Make it as easy as possible

to do the right thing.

~ ™
'() Daily van check

« Past performance:
289%0 missed daily van checks Maonthdy van check
« Performance with monitoring:
2% missed daily van checks
« New Performance:
0% missed daily van checks

My schecule

Parts Menu




Setting ETAS

Choice Architecture:
Make it as easy as possible
to do the right thing.

« Past performance:
Complaints from Customers
« Performance with monitoring:

« New Performance:
No missed ETA

Set ETA

Job 251032

Customer

ind2End Testirg

OO name

Site
est ste 123123

Site contact

Horsman (No Job Trle)

Site phone




ORCA and SFG20

SFG20
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Interim Service

TEM 587954

Asset Details

Asset Number

Asset Type
Coldroom Fridge (remote)

Make

Foster

Model

[Other]

Serial

Location

Kitchen

Condition

Complete Good Earth Test

O Pass
O Fail

Curtains - Check condition of Curtains
Pass

O
O Fall

installation - IS the unit installed to Manufactures
instructions

Orass
O

Fail

Operational Test - Carry out a full operational
test on the unit

O Pass
O Fall

Appliance Safe to Use?

O
Ore

Remedials Reauired?



Assuring Compliance through Tasks.
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IRIS

+ wi Request a Callout

« Raising Callouts
« Contacting MCFT

* Review Job Progress e
* Review History “ o
- Gain Insights o -

= -




IRIS Next Steps - Timeline
Journey Timeline ~

(o revest re bervary Lot N progoes e M) Carer
Tevedibed

. Ity our turn
’ R e A

W e, e and sageee o fme v, dgen Taenday Petreery 3]

Launch Demo




“ ORC A

Faciinty Service
Software
Reimagined

orcaserv.com/
service-
community

ORCA
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sSummary

» Happy Stakeholders

» Optimised
» Customer Experience
» Colleague Experience

» Business Performance

MCFT &)
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Educating the Customer

MCFT &)
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Huge frustration - limits of customer aspiration

LIVE WT BINAR

Ihersday, September 23

Struggling to get the most from your
Archibus IWMS? You’re not alone.

Jodn our Archibus Virtual Usery’ Group, and pet deep
NSights o bDest practices and peer experiences.

Register Now +

MCFT &)
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API's

¢ L Parts Lookup

MCFT &)
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Educating the customer " _I_ST§516N

» Customer says “it's about cutting costs”
» Most providers listen and go along - slashing standards

» Who stands up and talks Value ?
» What you getting for what you're paying

» In fairness, this is a niche, specialist service, how would the customer know?

MCFT &)

FOOD EQUIPMENT SERVICE



FOOD EQUIPMENT SERVICE

GONSTRUGTION

Procuring Facilities Services MANAGER

News

Hackitt: ‘Drive value engineering
» How to specify services you don't understand? out of construction’

» How to evaluate different vendors?

Assess internal expertise
Define desired outcomes
Invite proposals - RFX - including self-reporting

Test, challenge - substantiate: “how will this actually be delivered?”

vV v v v Vv

Trial period

» In-service monitoring

MCFT &)



Post-Covid - birth of opportunity

“Never let a good crisis go to waste”
Winston Churchill

» Questions

» Chris Craggs Terence Horsman

Field Service Solutions

Facilities Services Solutions
(FM & Multi-Site Estates)

ORCA

MCFT %@ Service Technologies

FOOD EQUIPMENT SERVICE Manufacturer Wa rranty Solutions




