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Value
Choice Architecture
Educating the Customer



Field Service

u Focus
u Choosing the business model

u People
u Key to service delivery

u Enabled
u Frictionless, informed

u Energy
u Nothing happens without zing

u Educating
u Why do we believe our customers should understand our business – good from 

bad?



Local Very little here about 
software…



Local

u “we want someone local”

u We want the same, regular contacts – technician, service desk, accounts

u And for them to value us, know us, “join our team”

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



The Rounded Technician

u Technical Statutory
Competence – safe, fault-finding
Manufacturer-endorsed

u Social Communication – customers, colleagues
Growth – continuous development

u Commercial Safe
Customer experience
Financial - Lean
Sustainable



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…



History
of ORCA Service Technologies



Software by
Field Service
Professionals



Customer 
Value



Phases of System Growth

time





Phase 1 
Enterprise Resource Planning



Phase 1
Enterprise Resource Planning

Sales

Field 
Operations

Accounts & 
Back Office

Customers



Not all assets are equal

Cup Warmer
SFG20 Schedule 90-03
Major Service 25 min
Minor Service 15 min
Safety Check 9   min

Coldroom
SFG20 Schedule 10-01
Major Service 135 min
Minor Service 45   min
Safety Check 40   min



Phase 2 
Business Insights



Centralised Data Approach



Dashboard & Reports





Phase 3 
Shaping Behaviours



Shaping behaviours

Customer 
Requirement

Setting 
Performance 

Goals

Apply System 
Design

Monitor 
Performance

Change 
Culture



Van Checks

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

28% missed daily van checks
• Performance with monitoring:

2% missed daily van checks
• New Performance:

0% missed daily van checks



Setting ETAs

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

Complaints from Customers
• Performance with monitoring:

Fewer complaints; Key offenders.
• New Performance:

No missed ETA



ORCA and SFG20



Assuring Compliance through Tasks.



IRIS

• Raising Callouts
• Contacting MCFT
• Review Job Progress
• Review History
• Gain Insights



IRIS Next Steps - Timeline

Launch Demo



orcaserv.com/
service-

community



Summary

u Happy Stakeholders

u Optimised

u Customer Experience

u Colleague Experience

u Business Performance



Educating the Customer



Huge frustration – limits of customer aspiration 



API’s 



Educating the customer

u Customer says “it’s about cutting costs”

u Most providers listen and go along – slashing standards

u Who stands up and talks Value ?

u What you getting for what you’re paying

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



Procuring Facilities Services

u How to specify services you don’t understand?

u How to evaluate different vendors?

u Assess internal expertise

u Define desired outcomes

u Invite proposals – RFX – including self-reporting

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

u Trial period

u In-service monitoring



Post-Covid – birth of opportunity

u Questions

u Chris Craggs Terence Horsman

Field Service Solutions

Facilities Services Solutions 
(FM & Multi-Site Estates)

Manufacturer Warranty Solutions

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


