The servicing and support of office machines
such as copiers, printers, faxes, and multifunctional
devices remains essential to the continuing
profitability of resellers throughout the UK.
However, with ever declining margins, resellers
must ensure that their service operations are
optimised to be as efficient as possible to deliver
the highest level of support to customers.

Service management software applications
of one type or another are well established in the
marketplace and are in use by most resellers.
However, many smaller companies view the
latest enhancements such as wireless as being
suitable only for larger organisations, with the
budget and infrastructure to adopt leading edge
technologies. In fact, there is now a new genera-
tion of service management solutions catering for
smaller service operations yet offering the power
and flexibility of much larger systems.

Wireless

Adding wireless to a service management system
can deliver immediate benefits by automating
the process of allocating calls to individual or
multiple field service engineers and providing
them with access to all the information that
is required onsite including complete service
histories. It speeds up service call response times,
increases first call fix rates and enables invoices to
be raised within minutes of jobs being completed
without having to wait for work sheets to be
returned to the office. As a matter of interest, an
effective service management system should
work in conjunction with major accounting
applications such as MYOB, QuickBooks, Sage,
Opera and MS Great Plains.

The accuracy of invoices is improved, as
engineers must provide all information deemed
mandatory before jobs can be signed off as
complete. Straightforward drop down menus
make entering this information, such as parts
used or required, arrival and departure times and
customer signatures, a simple and logical process.
In addition, easy to use, ‘big button' displays are
now available that allow engineers to operate
the system using a finger instead of the stylus
if preferred. For office-based staff, wireless
eliminates the need to manually enter data
into the service management system. It reduces
duplication of data entry and gives them more
time to undertake more productive duties.

Organisations can now adopt wireless PDA
solutions without being tied in to one of the
traditional higher cost suppliers. Being Microsoft

NET 2.0-based, these new systems operate on all
current Windows operating systems. This means
that instead of having to sign up for three or
five-year contracts, companies can stick with
their preferred airtime providers enabling savings
of up to 30 per cent to be achieved.

The benefits that can be derived from
deploying wireless can be clearly seen at Insight
Systems, a supplier of document and print
management solutions, including digital multi-
functional copiers and printers from Ricoh,
Toshiba and Kyocera Mita. The company recently
added wireless functionality to its existing
service management system and equipped all
field engineers with PDAs.

Service calls are now automatically trans-
mitted to engineers who can view and update
jobs as well as being able to view service histories
and record parts used and parts required. On
completion, customers sign off jobs on engineers'’
PDAs, which then automatically update the
main service management system that calls have
been completed and attaches the signatures to
the service records.

Insight Systems’ experience is that fewer
service calls are being made for each machine
through a combination of improved first call
resolution rates and a pro-active preventative
maintenance programme. This has been a major
benefit to customers who now have fewer
technical problems and more reliable access to
their print devices.
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For office-based staff, wireless eliminates
the need to manually enter data
into the service management system

Big issue

Service management solutions

Making

\our service
department
more effective

In a rapidly changing market,

one thing that never changes
is the need for an effective
maintenance department.
Tony Milford, Managing
Director of VCi, says service
management software
applications can make all the
difference when it comes to

keeping your customers happy

47 |






