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The daily routine of a service technician 
the Introduction 

multiplatform 

optimized work processes 

electronic logbook 

up to date 

time tracking 

warehouse managemet 

standard 

allways connected, 
offline capability 

processing of more than 100,000 orders per day 

high secure 

automatic work report 

dirty & bright enviroment 

robust 

innovative 

end2end responsibility 



The daily routine of a service technician 
yesterday: Work Order 

Start at company side print the work order 

and start the journey 
get the work order 



The daily routine of a service technician 
Today: Work Order 

Start at home 

get the work order 

and start the journey 



The daily routine of a service technician 
yesterday: Route planning 

seperate route planning 

no flexible adaption caused by  

urgent issues possible 
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Caused by a storm, I urgently 

need a replacment of my damaged 
LTE submitter to protect Gotham 
City! 

Attention, Deutsche Telekom 

Batman speaking 



The daily routine of a service technician 
Today: Route planning 

 Flexible route planning 

 direct out of the work order 

 including urgent issue integration 



The daily routine of a service technician 
yesterday: Drivers Logbook 

written and 

evaluated manually 

 

 



The daily routine of a service technician 
Today: Drivers Logbook 

filled automatically by integration 
into the backend systems 
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The daily routine of a service technician 
Yesterday: Daily Report 
 

and manually typed into the system 

 

 

manually written 

 

 



The daily routine of a service technician 
today: Daily Report 

direct integrated into the system 

 

 



The daily routine of a service technician 
 PaPer: the dinosaur that won’t go extinct  

 4 from 5 IT and buisness professionals 
anticipate a need for paper-driven 
workflows for another decade (Harris Poll online 

survey, May 2014) 

 paperless processes can reduce the 
time to respond to customers by 75% 



The daily routine of a service technician 
Yesterday: Inventory Management 

go back to the office and get the used material 

 

 



The daily routine of a service technician 
Today: Inventory Management 

used material will automatically be ordered  

 

 





The daily routine of a service technician 
The Delivery of the used Material 





 

 

Today: Perfect mobile integration 
Dispatcher and field service always synchronized 

Flexibility and 
dynamism in case of 

changes 

Improved  
customer  

service 

Real-time 
transparency Synchronicity 

of data and 
systems 

Automated 
documentation 

Better overview 



The daily routine of a service technician 
the Solution at a glance 

What are the benefits for the customer? 
 Modern, innovative solutions for field service staff 
 Optimization of maintenance process 
 End-2-end solution from a single source 
 Use of modern hardware and software, such as 

 LTE  
 Robust, modern tablets  
 SAP mobile middleware 

 Improved field service effectiveness 

Business 
application 
 Mobile order processing 
 Central warehouse 

management 
 Integrated driver's logbook 

and navigation system 
 Automated daily report 
 Time posting  

General Information 
 Rugged hardware (IP65, MIL 810, etc.) for 2,000 users 
 Certified VPN security solution for company access 
 Enterprise Mobility Management Service from T-Systems 
 Complete lifecycle management from a single source 
 Use of SAP Syclo Agentry technology 
 Paperless work process 
 Integration of the entire workstation 

Agentry 

Exchange 

 Intranet 

MDM 

Internet 

PIM 

MAD 

MDM 

AndRoid 

MAD 
Fieldservice SW 

 

Device Management 

Internet 

SOA-BP 

Business  
Warehouse 
Work  
Steering 

Planing 
Maintenance Service 

DHL Logistic 

Work Material 

R/3 Master 

Procurement 
Logistic 



The daily routine of a service technician  
Productivity comparison 

Objective 
 Focus on the user 

 Map the entire daily 
routine 

 Avoid media 
discontinuity 

 Generate additional 
benefits 

E
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a
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Mobile printing 

Dynamic route optimization 

Order management 

Electronic log book 

Automated daily report 

Integrated inventory 
management 

Rugged hardware 

New 
solution 

 Sensitive hardware  

 More complex handling 

 Paper-based orders  

 Daily report, driver's log 
not automated 

 Separate inventory 
management  

Old 
solution 



Time savings of daily 
Approx. 30 minutes per employee 

With 2,000 employees this makes 
over 28,000 Days A Year 

This would be a saving 
upto € 15 million per year!! 

30 
28.000 
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What comes next? 
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Integration on another device 



Further Evelution 

M2M M2M 



Geospatial Visulization 

 

 

Location of different types of cabinets, at the moment done by a 3rd party 
application, called Mighty-Office 





Augmented Reality 



Smartwatches  
The next big thing?  



Smartwatches 
Mobility 4.0 



Smartwatches  
An innovation Story 
 

 Frank Schmidt is 42 years old and a skilled electrician 

 He works as a maintenance technician for a large 
manufacturer of printers and is responsible for the 
Southern Bavarian area  

 His tasks include 

 Regular maintenance of printers at customers‘ premises 

 Delivery and refill of consumables 

 Delivery of original spare parts 

 Troubleshooting of urgent technical problems 

 Delivery and setup of printer systems 

 



Use the Smartwatch as another display 

Canon 
Pixma 



Hybrid Cordova 
App  with SMP 
Kapsel & 
iBeacon plugins 

+ 

+ 

User interface:  
Open UI5 

Samsung Gear 2 

Custom App using  
Tizen SDK for Wearable 

Samsung S5 / Android 4.4 

stick‘n‘find iBeacons 

Smartwatches 
Showcase Technology 







 Error-prone hardware 

 complex service 

 Paper-based work orders 

 Daily report, logbook not 
automated 

 Separate inventory data 
management 

Old Solution 

 

 

Mobile Workforce 
From yesterday to the future 

38 

Disposition and staff are always synchronized 

Time savings per day 
30 minutes/employee 

With 2,000 employees this 
makes over 28,000 Days a 
year 

Profitability increase of 15 
Mio € per year Mobile printing 

Dyn. route optimization 

Workorder handling 

Robust hardware 

Automated daily report 

Electronic driver‘s logbook 

Integrated inventory management 

Before: paperbased processes Now: Perfect  mobile integration 

New Solution 

Media breaks cost time and flexibility 

 

 

Produc-

tivity 

increase 



THANK YOU! 


