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THE DAILY ROUTINE OF A SERVICE TECHNICIAN

THE INTRODUCTION

processing of more than 100,000 orders per day up to date

multiplatform
allways connected,

offline capability electronic logbook

LEIUEHEILE optimized work processes
time tracking innovative
automatic work report
warehouse managemet

robust end2end responsibility
standard dirty & bright enviroment



THE DAILY ROUTINE OF A SERVICE TECHNICIAN
YESTERDAY: WORK ORDER

Start at company side print the work order
get the work order .
and start the journey



THE DAILY ROUTINE OF A SERVICE TECHNICIAN
TODAY: WORK ORDER

Panasonic rza

0
T ———
H

s SMANr: 00051144 Prio: 2K
Prio:
SMA-Nr: 000511442440

. BBB_Kd_R_BBBE BBB_Kd_R_ BBBE Erikaweg 3, 74599 Y
Kurzhez: o awea3 Kinzheschr: i

“Wallhausen
S-B..nn: 08.07.1315:12:00
S-Ende: 08.07.13 15:36:00

pio: @ ©
SMA-Nr: 000511442505 Soll-Ende: 08.07.1315:36:00rt: Wallhausen

BBB_Kd_R_BBBE
Kurzbez: kel

Obere Gronach 25 W gp.s_nde: 10.07.13 13:02:06ahrzeit: 0,0
S-B..nn: 08.07.13 15:36:00
S-Ende: 08.07.1316:00:00
pio: @ © n
SMA-Nr: 000511443008 Technik: L Rele..z AA: produktionsrelev
. BBB_Kd_R_BBBE
" Landstr. 56.F. 38.

> xax

S-B..nn: 09.07.13 08:00:00 Bem AA: " 24
S-Ende: 09.07.13 08:24:00

Soll-.ginn: 08.07.13 15:12:08traBe/Nr.: Erikaweg 3

Eingang Rs: 05.07.1307:00:0Rel. ODT:  Montageort A

Kurzbez:

prio: @ o Neubau APL durch Kooperationspartner
SMA-Nr: 000510747436

Bem _rsys:
- BAUB_L_Cu_APL_
Kurzbez: BBBK

LT
Es werden folgende Leistungen erbracht:  # %
xx St APLL1.01a 10055010 errichten
S-B..nn: 09.07.13 08:24:00 i
S-Ende: 09.07.13 08:48:00

pio: @ @
SMA-Nr: 000511389563
BBB_Kd_R_BBBE
Alte Steige 9.,
S-B._nn: 09.07.13 08:48:00
S-Ende: 09.07.1309:12:00

Kurzbez:

o

Start at home

get the work order
and start the journey



THE DAILY ROUTINE OF A SERVICE TECHNICIAN
YESTERDAY: ROUTE PLANNING

no flexible adaption caused by
urgentissues possible




Attention, Deutsche Telekom
, Batman speaking

" Caused by a storm, | urgently

need areplacment of my damaged
LTE submitter to protect Gotham

City!




THE DAILY ROUTINE OF A SERVICE TECHNICIAN
TODAY: ROUTE PLANNING

= Flexible route planning
= direct out of the work order
= including urgentissue integration

A HAPPY BATMAN.-




THE DAILY ROUTINE OF A SERVICE TECHNICIAN
YESTERDAY: DRIVERS LOGBOOK

written and
evaluated manually




THE DAILY ROUTINE OF A SERVICE TECHNICIAN
TODAY: DRIVERS LOGBOOK

] ]
W Jj Statuswechsel nach "In Arbeit”
IJ

filled automatically by integration
into the backend systems

B Statuswechsel X Abbrechen

Ist-Beginn des Arbeitsauftrags

Ist-Beginn-AA:  01.11.13 07:26:25

Soll-Ende des Arbeitsauftrags korrigiert

Soll-En..A-korr: | 01.11.13 07:50:25

A Exchange of time events o SAP (HR System)
Tagesbericht WMS TI .

Provision of extended time events

SAP Balance of time events
Tagesberichtsrelevant b
SAP-Tagesbericht
Exchange of Dataexchange with -
Kurzbe__eibung: BBB_Kd_R_BBBE Erikaweg 3, 74593 Wa.. work order data ARSIy manadenent
F'y
Aktion: AA aktivieren Agentry - MAFS -
Transmitcollected data
Tax-Office
D ebsink Provision of telematics
Exchange of work order —e
and trip data I
|:| Zeiterfassung durchfuhren

Blackbox ETFleet-Fahrtenbuchserver

Transmission
[ ] Fahrdaten bearbeiten of collected trip

data to tax office
2 o b = ol
Provisionand collect driver “s log data




THE DAILY ROUTINE OF A SERVICE TECHNICIAN
YESTERDAY: DAILY REPORT

----- Sales Manager To Do
T
Aproaches | Presentafions
Il | Presareatons Satrke| tug ko | fuening it
fisy st adty roncoef (1015 sl Ve | | Prsett
en  br sy s Qo0 b R e % 3%
Tuy
Thy
Fn
WEEKTOTAL % i 0% 1%
ALY AVERAGE isucuvta by s o sy it 30 ol
A i xeSah
manually written and manually typed into the system



THE DAILY ROUTINE OF A SERVICE TECHNICIAN
TODAY: DAILY REPORT

acg hil k
Anschlussaktivitat
ol

<

d

Aktivierung behalten ® Nichster AA Nebenzeit

lv-z4 Jluoseue

Auftrags-Filter. '+ Zugewiesen + In Arbeit + Technisch fertig

Soll-Beginn Kurzbeschreibung Soll-Ende AuftragsiD SM-Auftragsnum. Status

290713 11:19:36  FAATDROZ)_Planung_APO1 20.07.13 1313:36  10DO00111747010 technisch fertig
31,0713 09:48:50  TDBO21_Montagearbeiten_APO1 31.07.13 114850 1000001 11746946 in Arbeit
29.07.13 10:48:08  TDBO21_Messung durchfihren_APOT 29.07.13 12.48:08  1DDO0OT 11745174 technisch fertig
190713 116:56  TDBO21_Planung APD1 1312:16:56  tO0O001 11749173 technisch fertig
020813 096515 TDBO21_Planung_4P01 02,0813 11:85:15  tDDO0OT 11751033 in Arbeit
02.08.13 09.57:18  TDBO21_Dokumentation_durchiihren_APDT 02.08.13 11:67:18  1DDO0OT 11749176 in Arbeit

02.08.1310:12:48  TDBOZ1_Messung durchfihren APD1 02.08.13 121248 000001 11751038 in Arbeit

®- AYdHONOL

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 wrsroionine

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

YOUR WORK 1S DC

go back to the office and get the used material



THE DAILY ROUTINE OF A SERVICE TECHNICIAN
TODAY: INVENTORY MANAGEMENT

1v74 DIUOSBUBH

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

Improved
customer
service

Real-time
transparency

Synchronicity
of data and
systems

Flexibility and

dynamism in case of Automated
changes documentation



THE DAILY ROUTINE OF A SERVICE TECHNICIAN
THE SOLUTION AT A GLANCE

ANDROID

00 e

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

=
PROCUREMEN.
el OGISTIC

T . BEIEXCHANGE ., (&) [BBUSINESS BUSINESS

@< TouchDowr @) S B8 |EBIWAREHOUSE
! P I = = Bwork APPLICATION

7 NC : ’
. fap 4> il O uﬁ = ESOA-BP = Mobile order processing
lelaservice oW - [= =]

= L] — .
! o AGENTRY e - Central warehouse
[ B %MAINTENANCE BSISERVICE management
=] =] =] /
[MDM_| MDM “/3MASTER == = Integrated driver's logbook
B= DHL LOGISTIC
[ =]

and navigation system
Automated daily report

[==] [ ]
WORK MATERIAL ) :
== = Time posting

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



THE DAILY ROUTINE OF A SERVICE TECHNICIAN
PRODUCTIVITY COMPARISON

OLD
SOLUTION

Sensitive hardware
More complex handling
Paper-based orders

Daily report, driver's log
not automated

Separate inventory
management

>

PRODUCTIVITY
GAIN

NEW ¥
SOLUTION !

D Rugged hardware

gh Integrated inventory
b management

Automated daily report

g%'q Electronic log book

Order management

Dynamic route optimization

B Mobile printing

ENABLES

OBJECTIVE

= Focus on the user

= Map the entire daily
routine

= Avoid media
discontinuity

= Generate additional
benefits




TIME SAVINGS OF DAILY
APPROX. 30 MINUTES PER EMPLOYEE

3 0 WITH 2,000 EMPLOYEES THIS MAKES
. 220(§)AY6Y6
N 0
THIS WOULD BE A SAVING
uPpTO € 15 MILLION PER YEAR!




WHAT COMES NEXT?

S

Lisa Lustichs

I Sszich.de




INTEGRATION ON ANOTHER DEVICE




FURTHER EVELUTION
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Wearables and
Augmented reality

Geospatial (GIS)
visualization

Live 3D visualization



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




SMARTWATCHES
THE NEXT BIG THING?




SMARTWATCHES
MOBILITY 4.0

Your ID "johndoe" has
initiated a login for
"SecSign Portal”

Verify Your ID

Dismiss

Multi-Faktor-Authentifizierung per Apple Watch




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

= Histasks 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
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SMARTWATCHES
SHOWCASE TECHNOLOGY

HTTP REST

standard protocol that
decouples the dependency
on SAP released SDKs

Samsung Gear 2

Custom App using

Tizen SDK for Wearable Samsung S5 / Android 4.4

Cordova

combine SAP's enterprise

HTML5

use any web tooling

plugins with any other you want on SMP3

plugins from 3rd party

Hybrid Cordova User interface:
App with SMP Open UI5
Kapsel &

iBeacon plugins

OData

standard model that
decouples backend and
frontend developers

stick'n‘find iBeacons
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STERMINATOR




MOBILE WORKFORCE

FROM YESTERDAY TO THE FUTURE

Before: paperbased processes

Media breaks cost time and flexibility

ﬁ

Getrennte Systeme

(2.B. Bestandsfiihrung)
Auftrage in J% 7
Papierform
g Unflexible
0 a __________ Arbeitsablaufe
i 4 7 ~ 7 N Mangelnde
\ 7 Reaktions-
fahigkeit bei
Manuelle Anderungen
Eingaben ‘
4 Fehlende Integration ‘ﬂ

Anféllige Hardware
(Handhelds)

und Automatisierung ‘

von Funktionen

Error-prone hardware
= complex service
= Paper-based work orders

= Daily report, logbook not
automated

= Separate inventory data
management

Produc-
tivity

increase

Now: Perfect mobile integration

Disposition and staff are always synchronized

Verbesserter
Kundenservice |8

N
Echizeit- ™
Synchronitét Transparenz %
von Daten und

Systemen

Flexibilitat und Dynamik

Automatische
bei Anderungen

Dokumentierung

(] Robust hardware

Time savings per day

% Integrated inventory management 30 minutes/employee

= Automated daily report With 2,000 employees this
4=\ Electronic driver's logbook makes over 28,000 Days a
Workorder handling year

@ Dyn. route optimization
¥ Mobile printing

Profitability increase of 15
Mio € per year

38
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