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YOUR SPEAKER: STEVE JONES

• SERVICE DIRECTOR @ WESTBROOK INTERNATIONAL

• 15 YEARS FIELD SERVICE EXPERIENCE

• 5 YEARS PLUS IMPLEMENTING SCHEDULING/MOBILE SOLUTIONS



G-Cloud 11 & DOS approved supplier on 
the UK Digital Marketplace

Dedicated Field Service Practice

Salesforce Ventures took a direct equity 
investment in Westbrook in 2011 & 2016.

9+/10 Custom Satisfaction

Delivered 1,000+ Salesforce based projects 
with more than 400 clients

Focused on:
• Field Service 
• Manufacturing & Industrial
• Housing Associations
• Media & Communications

WESTBROOK: WHO WE ARE

Megabuyte 2017 emerging star award for 
‘Best Performing Company’ 



WESTBROOK & SERVICE 



Transition to Technology  

Traditional Field Service 

• Washing Machines

• Boilers 

• Photocopiers

• Wind Farm Technology

• Lifts and Escalators



Transition to Technology  

Field Service Within Housing

• Security Cameras

• Electrical Equipment 

• Boilers/Radiators

• Intercoms

• Windows & Doors 

• Fire Damaged or Vandalised 
Buildings



Aspect home page screen grab



● Plumbing, electrics, heating, roofing, glazing, drainage, decorating, 
pest control…

● Routing and scheduling a white board ‘challenge’

● Circa 150 vans on the road - London and Home Counties

● 50/50 Employee / contractors carrying inventory and purchasing 
stock for specific jobs ‘ on the go’

● High levels of ‘customer stress’ in Emergency call outs

● Trusted tradesperson-Home entry challenges

● One single view  - in real time  - of operations

SOUTH EAST BASED PRIVATELY OWNED PROPERTY MANAGEMENT COMPANY 



● Improve customer retention rates by 25% 

● Reduce “telephone hang time” by 3 minutes

● Highly complex pricing and technician payment 
rules

● Remove the need to develop their Aspect 
proprietary app

● Reduce credits 

● Increase visits per day

● Be seen as a disruptive force in the industry 
through use of technology

KEY PERFORMANCE MEASURES FOR THE PROJECT



TECHNICAL SOLUTION

● Salesforce Service & Community Clouds provides the platform

● Knowledge base set up - easy access to critical information
about the client and inventory

● Asperato ™ integration for billing and technician payments

● Highly complex pricing solution customisation

● Integration to 123 Formbuilder tool for completing complex
forms such as Carbon Monoxide testing

● Mobile device interface crucial to success for operator and
customer



Customer 
Success 
Platform



Mobile Data – Highly Customisable (click not code)



Contractors and BYOD Employees



Contractors and BYOD Employees



Advantages of Self Service Portal

• Contractors pick up work when they/you want
within a managed portal

• Licence model on a “count down/per usage”
basis

• Secure environment

• Overflow facility

• Reduced overheads



Phase 2

• Self service community based portals

o Direct booking window for customers

• Marketing cloud to drive up lead generation and
reduce Google ad spend

• FinancialForce replacement for ageing existing
solution



About Orbis slide use home page screen grab



ABOUT ORBIS

• Nationwide vacant building management
services

• Local Authority focused

• 140 technicians

• No current point and click solution

• Scalability and speed to market challenging

• No ability for Self Serve



KEY PERFORMANCE MEASURES FOR THE 
PROJECT

● Hearts and minds basis for field based users

● Improve mobile device usability

● After normal working hours local authority
support desk

● Improvement within contractor response
times

● Improvement in visits per day of field based
staff

● Complex “Form” creation for H&S purposes



Customer 
Success 
Platform



Management of Customer “Keys”





Livewest

• Deliver account balance and 
rent statement information 
to customers

• Allow customers to raise and 
monitor requests for repairs 
in and around their property

• Enable prospective 
customers to review and 
submit applications and 
supporting documents for 
advertised new homes



● INCLUDED within the package

● Service and Field Service IS 
measurement

● Easy to build at management 
level

● Define your own metrics 

● Trending….

Reports and Dashboards 



● Field based tracking of staff via calendar based planning

● Maintenance Planning

● Mobile functionality/Route Planning

● Contracts with maintenance planning

● Customer and Contractor portal

● Payment processing

● Surveying of visit

Product Meets Industry 



QUESTIONS?


