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PBS

about pbs

the challenge

the solution

PBS, the Jersey-based office equipment and stationery
specialist, was founded in 1972. From its headquarters in St
Helier, the company provides a comprehensive range of
office products including multifunctional devices, fax
machines, laminators, projectors, 360-degree displays,
franking machines and binding systems. PBS also has busy
stationery, furniture and communications departments, al l
of which make a significant contribution to the success of
the company, which anticipates a 25% growth in business
over the next eighteen months.

Despite being a long-term VCi customer for the previous
generation DOS-based solution, PBS had taken the decision
to replace it with a US developed windows-based system.
However, it soon became apparent that this new system did
not offer the required level of flexibility and that all repo rts
and invoices used American spelling. To resolve this
situation, PBS decided to reject this system and look at more
appropriate alternatives.

PBS also wanted to implement a system that would
automate processes that were currently being handled
manually including the paper-based system used for manual
job sheets.

After reviewing all the available options, PBS selected VCi ’s
Service Accent, a Windows-based enterprise solution that
offers a wide range of functionality for service operations
including the booking, logging and tracking of service call s,
management of service contracts, full sales order processi ng
and stock control.

The whole implementation process was completed within a
two-week period and VCi assisted with importing key data
into the new system to get it up and running quickly to
minimise disruption. The impact of the new system was
immediate. It was not only warmly welcomed by staff who
were happy to be using the latest, easy to use Windows-
based system, but also by customers who greatly appreciated
the extra detail and clarity on invoices.

"Without question, the system is delivering significant ti me
and cost savings to the business," commented Steve
Cummins, PBS’s Service Manager. "Manual processes that
previously could take more than a week to handle have been
automated and are now completed in a matter of hours.”

“The online meter billing module has
significantly reduced the time it takes to
obtain meter readings from our
customers and delivered significant cost
savings to the business.”
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Contract renewals and reviews are now a painless process
as Service Accent gives instant access to customer records
and individual service histories for every machine under
contract. This has also enabled PBS to focus on planned,
preventative maintenance delivering more uptime for
customers’ machines. In addition, the comprehensive level
of reports available on the system has increased customer
confidence in PBS’s ability to meet service levels.

Service Accent has also improved the stock control process
for the company by quickly and easily identifying all parts
ordered for jobs or engineers. Should a replacement part
be requested, the job is highlighted in red on the escalation
screen. When the part has been ordered, the job turns
yellow and, when the part has been received, it finally turns
green. This enables the call dispatcher to immediately send
the engineer to fit the part.

Service Accent has recently been enhanced with the
addition of VCi’s new Online Meter Billing module. This has
automated the process of collecting monthly or quarterly
meter readings from customers using a wide range of
equipment including copiers and multifunctional devices.

The system automatically generates emails to every client
which contain a link to a SSL secured website where the
individual readings can be quickly and safely entered for
each machine. All readings are validated for accuracy
before being uploaded into the Service Accent system
where invoices are automatically raised.

“The online meter billing module has significantly reduced
the time it takes to obtain meter readings from our
customers and delivered significant cost savings to the
business. Prior to implementing this powerful system, it
could take up to eleven days every month for staff to
complete the billing process for up to 1200 meters - now it
takes just a single day", continued Steve Cummins.

Service Accent also offers a number of optional modules
including email and SMS notifications to alert engineers
and customers to status updates, a postcode lookup and
links to internet-based mapping for efficient call
scheduling and a stock control module with purchase order
processing. It also offers a host of Internet and PDA-based
solutions for customers, remote staff, engineers and field
support staff.


