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YOUR SPEAKER: STEVE JONES

« SERVICE DIRECTOR @ WESTBROOK INTERNATIONAL
* 15 YEARS FIELD SERVICE EXPERIENCE

* 5 YEARS PLUS IMPLEMENTING SCHEDULING/MOBILE SOLUTIONS
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WESTBROOK: WHO WE ARE

(@\ Dedicated Field Service Practice Eﬁ? 9+/10 Custom Satisfaction

8. G-Cloud 11 & DOS approved supplier on
ey PP PP

BIZ ihe UK Digital Marketplace \7 Megabuyte 2017 emerging star award for

© ‘Best Performing Company’

Focused on:

* Field Service

* Manufacturing & Industrial
e Housing Associations

e Media & Communications

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

<. Delivered 1,000+ Salesforce based projects
with more than 400 clients
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WESTBROOK & SERVICE

iDSMEDY K B Y4HENRY SCHEIN®
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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

 Boilers/Radiators

e Electrical Equipment
* Intercoms

e  Windows & Doors

* Fire Damaged or Vandalised 0I1123451167891
Buildings




Clspect TRADES PRICING = LOCATIONS 020 3930 1538  Book now

— aspect R

help made easy

WM e
020 0479 w00

London property maintenance experts covering multiple trades 24/7

Need a fradesperson straight away? We can help...

Your postcode

o

Why choose Aspect for your property maintenance?




aspect

SOUTH EAST BASED PRIVATELY OWNED PROPERTY MANAGEMENT COMPANY

® Plumbing, electrics, heating, roofing, glazing, drainage, decorating,
pest control...

® Routing and scheduling a white board ‘challenge’

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

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

e High levels of ‘customer stress’ in Emergency call outs
e Trusted tradesperson-Home entry challenges

® Onesingle view -inreal time - of operations

T

westbrook



KEY PERFORMANCE MEASURES FOR THE PROJECT

® Improve customer retention rates by 25%
® Reduce “telephone hang time” by 3 minutes

e Highly complex pricing and technician payment
rules

e Remove the need to develop their Aspect
proprietary app

e Reduce credits
® Increase visits per day

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

Quality Score

9.38

¢ -0.1%
e
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aspect

Customer
Success

Platform A

Enablement -~ — \ . Marketing

-

Productivity

Glntelllgent ~ ) {  Commerce

Customer 360 '

h

Engagement

Analytics Platform &

@ Ecosystem

Integration




0515
00016101

OVERVIEW DETALS RELATED

Hourly Rate of Charge
R1

Amount of Charge
£95.00

Rate of Charge
£105.00

Call Out Fee
£30.00

Applied Discount Pre-VAT
£0.00

Applied Discount (%) Pre_VAT

Total Labour

£135.00

Total Product Requi ing Markup

i a 2

Schedde Vreentory Notfic ations Potin

SERVICE APPOINTMENT
Visit Complete

SA-0881 « 00008454 - General Bullding &
Multi Trade

DETAILS RELATED FEED

Appointment Number
SA-0881

Status
Visit Complete

Parent Record

Contact

Description
TAMLU: tiling works complete
we cleaned the site




Contractors and BYOD Employees

= aspect e

MY SERVICE APPOINTMENTS

Sort by:
APPOINTMENT NUMBER STATUS ARRIVAL WINDOW START ARRIVAL WINDOW END Most Recent Acti w Q. Search ... Y- c
SA-5808 New

e ©J0035 — Thaisa Buzzi created a complaint. v
SA-5800 New 16 September 2019 at 15:54
SA-5811 Cancelled CJ0035
SA-5822 Complete and Invoiced

View more details

SA-5842 New
SA-5843 New 1 Like ® comment
SA-5844 Visit Complete e Write a comment...
SA-5845 Action Required
SA-5846 New

€J0033 — Thaisa Buzzi created a complaint. v

16 September 2019 at 15:45
SA-5847 New



Contractors and BYOD Employees

Engineer Payroll
4 EPN-0000002095

~ Summary Section

Material Net Pay CIS Charge
0.00 0.00
Money Held on Leaving / Refund Pre VAT
0.00 206.25

MV Insurance Withheld Refund VAT Formula
0.00 41.25

MV Repair Deduction | Refund Post VAT
0.00 247.50
Retention Met Gross

0.00 206.25
Parking Fine Deduction [ Refund Refunds
0.00 0.00
Phone Deduction/Refund Deductions
0.00 0.00

Bank Charge/ Refund Final Payment
0.00 247.50
Congestion Chg Exp Reimburse Gross Pay
0.00 206.25
Mobile Repair Refund Net Pay ©
0.00 206.25

PL Insurance Deduction/Refund



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

e Secure environment
* Overflow facility

* Reduced overheads
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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
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ﬂrh’s SERVICES ~ SOLUTIONS ~ WHOWEWORKWMH ~ ABOUTUS (CAREERS RESOURCES ~ CONTACT g;oc‘bd(;e;?a 850

Prpery & peoghe grctection 2477

Leaders in vacant property
and people protection

Leading property and site solutions delivered nationally 24/7.
Orbis continue to innovate, invest and lead since 1981,

‘ GET IN TOUCH ‘ FIND OUT MORE

RO
GREENWICH



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

westbrook



KEY PERFORMANCE MEASURES FOR THE
PROJECT

e Hearts and minds basis for field based users
e Improve mobile device usability

e After normal working hours local authority
support desk

e Improvement within contractor response
times

e Improvement in visits per day of field based
staff

e Complex “Form” creation for H&S purposes
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property & people protection 24/7

C us t omer Productivity'.
Success a . P2 &
PI atfo 'm Enablement 1§ - " Marketing
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anagement of Customer “Keys”

O nisn Asman Bon A3 A0 arb’s Key Management

The st below cortalns upoming schedubed appclitments that fequive & Ky Fick Up of 4 Ky Retur.

, 23 October 2019

Viewer : Atane Fitts

Viewing: Darford

Perfod: 23 October 2019 23 Octooer 2010
Fiteres Resurce: Alan

InPropEn

Schecded

smden E14 00N

Casooard
Key Access Dashboard
As of 23-0ci- 3019 1532 Viewing a5 Fed Cavdicn
230012019

Servies Terstory. Marme
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®
Ll vewest A home for everyone Searc Q My Account &

My home Help and advice Find a home My community About us Careers Contact us f L J m

Quick links

My Account

Repairs and home help

Pay. my bill

Home finder

New homes

Homes to buy including

shared ownership
affordable homes across South ol
View homes




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

l..iy_gy_lﬁe_st

Home M Myhome == Applications B Makeapayment £ Check rent balance

Shared ownership, also known as part rent part buy, is a way to help people
get onto the property ladder. You buy a percentage of a house and pay rent
to LiveWest for the remaining share. This means smaller deposits, smaller
mortgage, and the rent you pay on the remaining share is charged at a
discounted rate

» Find out more

# Repair requesl

B3 Track a repair

© Help and advice

My profile




Reports and Dashboards

INCLUDED within the package

Service and Field Service IS
measurement

Easy to build at management
level

Define your own metrics

Trending....

Trend of Case Resolution Time (Days)

= ¥ of Cases Cloaed ~ Goal

Case Distribution by Type

Techrcal . [
bt [
g emngt, N
- !

" Technical.. [

Usage
r—
o .
" Riscord Count
Priarity

W Wpgium = Low HHigh
M Cnical

Case Resolution Time MTD by Priority

Priority Average Age

Critical
High
Medium
Law
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Product Meets Industry

e Field based tracking of staff via calendar based planning
e Maintenance Planning

e Mobile functionality/Route Planning

e Contracts with maintenance planning

e Customer and Contractor portal

e Payment processing

e Surveying of visit
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QUESTIONS®
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