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Insight Systems

insight systems

the challenge

the solution

Insight Systems plc is one of the UK’s fastest growing
suppliers of document and print management solutions
including digital multifunctional copiers and printers fr om
‘best of breed’ manufacturers such as Ricoh, Toshiba and
Kyocera Mita. It is focused on delivering a range of tailored
solutions that the meet the individual requirements of
clients operating in a wide range of markets.

With offices in Essex, London and Kent supported by a
national service network, Insight Systems provides custom ers
with a one-stop-shop for all their print requirements
including hardware, software, consumables, maintenance
and consultancy support. It has established an enviable
reputation for rapid deliveries, effective implementatio n
and providing the highest level of support for organisation s
of every size.

Founded in 2003, Insight Systems started with a manual T-
card system to manage its service operation to manage a
growing base of equipment. It rapidly became apparent
that a more advanced solution would be required if the
company was to achieve its strategy of offering a broader
range of services and solutions whilst delivering the highe st
level of support to customers.

As part of a comprehensive evaluation process, Insight
Systems looked at a variety of different systems. From the
start it was clear that a DOS-based system would not provide
the flexibility or user appeal that a Windows-based solutio n
could offer.

After drawing up a shortlist of possible options and
attending comprehensive demonstrations, Service Accent
from VCi was the only system that ticked the required boxes.
A key factor in awarding the contract to VCi was that Insight
Systems would have the opportunity to work direct with the
people who developed the software. This fitted with the
long-term view being taken by Insight Systems towards
growing the business and would give the company the
opportunity to participate in the future development of the
system to meet its specific requirements including the
handling of multiple meters used by the latest colour print
devices.

Immediate benefits were experienced by Insight Systems’
service desk, which was operated by a full time service co-
ordinator supported by two part-time members of staff.
Compared with the manual T-card system, Service Accent
added a high level of professionalism to the service
operation and delivered major timesavings by enabling
faster access to data including individual account details and
full service histories for each individual machine on contr act.

According to David McCulloch of Insight Systems: "Service
Accent instantly provided greater visibility of the whole
service operation and the contribution it was making to the
overall business.”

“Service Accent instantly provided greater
visibility of the whole service operation”
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Field-based staff also quickly realised the benefits that
Service Accent could provide despite initial concerns that a
computerised system might be too intrusive. They found
that the system eliminated the incidence of lost or missed
service calls and enabled the delivery of a higher level of
customer service.

As part of the ongoing development process, the system
has recently been upgraded with the addition of the new
Service Accent Wireless Module and the equipping of all
field service staff with PDAs.

This new wireless capability has automated many of the
previous time-consuming manual processes such as
assigning calls to engineers and progress tracking. It has
also eliminated the need for the multipart paper job sheets
that had to be signed by customers when a service call has
been completed and returned to the office where the data
had to be manually keyed into the service management
system.

Now, all service calls are transmitted directly to individu al
PDAs from where engineers can view, update and complete
jobs as well as being able to view service histories and
record parts used and parts required as necessary. On
completion, customers sign off the job on the PDA, which
then automatically updates the Service Accent system that
the call has been completed and attaches the client
signature to the job in question.

It has also resulted in fewer service calls being made for
each machine. This is through a combination of improved
first call resolution rates and a pro-active preventative
maintenance programme made possible by the increased
level of service history information available for every
machine on contract. This has been a major benefit to
customers who now have fewer technical problems and
more reliable access to their print devices.

As Insight Systems continues its impressive growth path,
Service Accent has enabled the company to deliver a higher
level of service to a rapidly expanding service base and
made a significant contribution towards increasing the
efficiency of the business. It has also delivered significa nt
cash flow improvements by optimising the company’s stock
levels of spare parts to meet actual needs.

"The number of service calls being handled has not
appreciably changed since the Wireless Module despite the
fact that the number of machines on contract has increased
by over 15% in the same period,” continued David
McCulloch. “It is important to note that Service Accent has
enabled us to handle this increase without needing to
employ additional field engineers."


