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The future of customer
engagement:

the power of automation for
exceptional customer service
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The power of automation for
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Agenda

01
— PROCESS AUTOMATION

Keep your customers engaged

02
— FIELDCODE IN ACTION
Configuration in Fieldcode

Speaker

Verena Wechsler
Software Trainer & Consultant
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Process automation
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Process automationin
Fieldcode

— APl Connector — Ticket info
— Workflow automation — Dispatching

— Automated actions — Customer portal
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APl connector

A
z oHE

HubSppt

salesforce

u Microsoft
Dynamics 365
servicenow

r FIELD NATION

— CRM

Customer Relationship Management

— ERP

Enterprise Resource Planning

— ITSM

IT-Service Management Software

1] fieldcode
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Workflow automation

— @ - Ticket validation
O O 9 ooooooooooooooooo : HIGH
Y - — Just-in-time publishing
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Workflow automation

*1] fieldcode

TICKETPOOL Vv

GENERAL Vv

Info/Alert/P

DE_Bavaria

Engineers

Publish tickets to engineer for 2022-28-09

Q Search tickets

[0 Engineer «
[ Amra, Anton
[0 Hollister, Hannah
Nurnberg, Verena
[0 Partner, Vanessa
[@ shamiou, Sonia

Ticket ¢
259
203
248
202
210

Customer &

Manufacturing Company 91058

iOT Company
Law Company

Repair Services Company 85051
Manufacturing Company 90439

2> i 08:00 v

L4 &= = |08:00

P s City ¢
Erlangen
85055 Ingolstadt
90547 Stein
Ingolstadt
NUrnberg

DEVICE

PARTS

Q US_Chicago_WP

‘09 00 10:00 ‘1100

Appointment ¢

28.09.202212:30 - 15:30
28.09.202209:00 - 11:00
28.09.202216:30 -19:30
28.09.202212:00 - 15:00
28.09.202212:00 - 13:00

ATTACHMENTS HISTORY

112 00

INTERVENTION

Dispatch View

13 Fo [1400

More detailled job description

Q Installation, Move, Add, Change, and Disposal

Standard

Workplace Skill, English Skill

15:00

16:00

CNE: EXT-65485 Q

Timezone: UTC-05:00

17:00

18:0¢

248

— Ticket validation
— Just-in-time publishing

— Status automation
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Workflow automation

( IMPORT

( INITIALISE

< APPOINTMENT

( INTERVENTIONWAIT

> ,

( ONSITE

Y el et atala

EDIT

INTERVENTIONINFORM

EDIT

CANCELAPPOINTMENT

INTERVENTIONDONE

CHILDREPORT

(NN S N N

B < INTERVENTIONREPORT )

(

FMAREPORT

)

— Ticket validation
— Just-in-time publishing

— Status automation
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Automated actions

[J Select all filters

History 0 Ticket info

LSDT updates @ Time log e Calllog

Acknowledged

Timestamp Type Summary

© v 0812202210:40 State RESOLVED

@ v 0812.202210:40 State DONE (FMA)

@ v 0812.202210:38 State REPORTING (FMA)

@ v 0812.202210:38 State IN_PROGRESS_ONSITE

@ v 0812.202210:38 State ONSITE (FMA)

O A 0812.202210:35 Ticket Info Delays when dealing with a ticket / Up to 30 min
Created 0812.202210:35
Message Up to 30 min
Type Delays when dealing with a ticket
User verena.wechsler.ext@fieldcode.com

— Workflow triggers
— History logs

— Communication
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Ticket info

E—
x
1.1.0
— Structured coms
CNI Pm;nct Sﬂ(‘-’l’!(SL,DpOf'. Status: PENDING WAIT ONSITE LSOT Counter: 305d 7h S6min

Contact: Client Contact Location: Marketing Company LSDT: 21.01.2024 01:00 CNE: E-88833Q | t t i h kl I t
uascemallcon Minchenor St 143 — Instructions & checklists
SLA Time zone: UTC+01:00
+4912345678 85051 Ingoistact
Germany Q Appointment: 17.03.2023 14:00 - 17:00

it e D roxnomED — Highlights & warning

Comment dispatcher

Cancel Write a Message Send
«CD XD
To Dispatcher To Customer
MESSAGE

I
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Ticket info

21:08 wl B
< Search
< Back Ticket information

CNI: 437 New

Installation, Move, Add, Change, and
Disposal / Standard

LSDT: 9. Jan 2024 at 01:00
START

Overview Parts Ticket Info History

REPORT DELAY WRITE MESSAGE

Ticket Info

Construction site - please bring helmet
and wear safety shoes. Thank you

19.3.2023, 21:05

() e ©

Home Parts More

13:35

< Search

< Home Appointment

Health Service Company
ParkackerstraBe 2, Unterhaching 82008

CNI: 437 O 3hrs | A
REPORT DELAY DRIVE

Contact Tickets Parts

Instructions_Project A
21. Mar at 13:35 = pdf

IMG_2157
21. Mar at 13:33 -« jpg

IMG_2152
21. Mar at 13:33 + jpg

() o

Home Parts

@)
u

10:00

CALL

Files

£ Gl

Q -

@ o

More

— Structured coms
— Instructions & checklists

— Highlights & warning
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Ticket info

«1] fieldcode

Acatytics wve v

Critical tickets

Tichet age in doys 903 046 @6

SErems _ s
G _ i

Progress \oday Critical tickets Tickets volume

N4 . A

— Structured coms
— Instructions & checklists

— Highlights & warning
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Dispatching

Schedule ticket - CNI #439

End user not reached
Callback required

Set proposed appointment

C O B ntips://demodemo.fieldcode.com

Assign engineer only

< March 2023
Mo Tu We ™ Fr Sa

1

. y ‘ 8
@ 22 23 2 25
27 28 29 30 3

Selected date () Engneer svalable @ LSOT dste

UPDATE LSDT

Time preference

@ rurcey 09:00-17:00 °

Q

We show you the quickest delivery with the closest engineer in green. Try to fix this timeframe

with your customer for your team's optimal time allocation

Client Contact
user@mail.com
SU 44912345678

Talked to

26

§ OverLsOT

Engineer preference v Engineer check is complete

[0 Lockengineer

A Amra, Anton A Cebotare, Vita
A Mauri, Myra NGrnberg, Verena

A Shamlou, Sonia

'Hollister. Hannah A Jonas, Jens

A Oister, Oliver A Partner, Vanessa

— Scheduling assistant
— Automated dispatching
— Route optimization

— PUDO optimization
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Dispatching

#. Optimization is running, 3 iterations have elapsed >

Time frame: 190ec-190ec  Started: 1minagoby VerenaNumbderg  Dispatch group: DE_Bavaria

Number of optimized Overall plannod time in Overall planned Total CO2 amount
tickets kilometers compensated in kg

— Scheduling assistant
( } (lss 39 1660.73 (28 8} — Automated dispatching

— Route optimization

> 1warnings
v Hde dotads
e o o mwama — PUDO optimization

00 0800 09.00 10-00 11:00 12:00

A Permanent (7)

& Amea, Anton 620 138km 384 385 [ 2]

- Cobotare. Vita 651 219km == 390

o Holster Hannsh 1010 602km = 403 T 404

J 749 132km 4

& Jones Jens 9 B2en 0F s memmm— el

& Mauri.Myra 538 SSkm = 409 ==

& Oister, Oliver 741 S4km 405 = 07 = 438

o Shamicu, Sonia 412 239km e 388 i
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Dispatching

Dispatch View b \
a
Dispatch group Show me
US_HEM_Central_1 v Q CNiorengineer e
Date Time Duration
< 20032023 ) @& 08:00 v —.——— e @ . .
v & — 2h 4h 6h 10h 12h 16h h
= Engineers [ &= & |08:00 ‘ 09:00 10:00 ’ 1:00 ’ 12:00 | 13:00 ‘ 14:00 | 15
: ®F & Hnodeskar  ¥:dL 14/ KM =
-
= A Columbus (2)
h
! &) & AdermanC. 6:44 446km = ‘ ‘
v .
t D & nurAbdikar. 412 299km | ‘
A Detroit (2) Ti
V] o faR US/ 45804 / LIMA / 3499 Saint J.. NOI icket
Port Clinton b7 selected
iy eland 1Parts Not Visited
sasr;::sk);( ; o %am D estlake 7] b T Please clickon a
s ‘ermilion aint Johns A >
@ South — Huron ) = NBrth Olmsted —p ma g 45804 LIMA ekehinfbe Ticket
Elyria Pool to see details.
mont @ Opening hours: From: -
Clyde Milan Strongsville To
Bellevue ilo WU
Norwalk ~ {20) h = Sy f b
(1) 271 Hermitage Mercer
@ =3 Agartional
w Information: —— G
Medina w
Related ticket(s) CNI
Parts: 10f1 | & )
Willard 7
ﬁ Wadsworth @ Boardman
(3) ﬁ New Castle
pre
Alliance Salem = 5“5‘;
) Shelby Ashland B Columbiana e
= Orrville East Palestine
ada L7 :
Bucyrus Crastling @ Wooster. 20} Massillon @ Zelie
@ o Mansfield m Q1) Beaver Falls

— Scheduling assistant
— Automated dispatching
— Route optimization

— PUDO optimization
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Customer portal

Welcome!

No appointment has been set yet for ticket with Reference 356.
If you wish i witha ici
please select your pi and tir

Please select your preferred appointment date

— Book appointment

Oct 2022

— Reschedule appointment

— Engineer tracking

Tosay O
(@) LsoTdate

Engineer availability timeframe: Full work day

Our technician is expected to be with you on Oct 19, 2022 % R e p O rt d e | a y

lacknowledge that the selected preferred appointment is binding for
the ticket with ref 356. Any

will be cancelled. In case an appointment is selected outside the latest
service commitment date, | agree to adjust the service commitment
date accordingly.

CONFIRM APPOINTMENT ( CANCEL )
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Customer portal
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2 e
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TicketReceived  Ticket Scheduling

Vouir Infarmatinn

© 2020 Fieldcode GmbH

c—0C—0

Ticket Dispatched  On Route to You
Oct 18, 2022 1:52 PMOct 18, 2022 1:52PM Oct 18, 2022 2:05 Oct 18, 2022 2:07 PM
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Imprint - Privacy Policy
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e
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(©2009), Google . Terms of Use  Report a map error

<

— Book appointment
— Reschedule appointment
— Engineer tracking

— Report delay
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Customer portal

9)
o

< Home Appointment

Health Service Company 10:00
ParkackerstraBe 2, Unterhaching 82008

o437 | 93en | & — Book appointment

REPORT DELAY CALL .
— Reschedule appointment

Contact Tickets Parts Files

© @ — Engineer tracking

Instructions_Project A
21. Mar at 13:35 « pdf

IMG_2157 B s Rep0rt delay

21. Mar at 13:33 -« jpg
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Live demo
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KPlimprovements

Workflow automation, Customer portal, APl connector, Customer portal,
PUDO planning automated actions automated dispatching ticket info

First time fix rate T Customer satisfaction ']\ Administrative effort \l, Touchpoints \lf
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Automate your service and
, ’ DOOSt customer experience
through proactive field service
management.




Got more questions?
Great! Let’'s set up a meeting
to answer those!

Verena Wechsler

Software Trainer & Consultant

verena.wechsler.ext@fieldcode.com

Fieldcode Germany GmbH

Am Stadtpark 2
90409 Nuremberg
Germany

+49 91199099000
demo@fieldcode.com
fieldcode.com

3] fieldcode


mailto:verena.wechsler.ext@fieldcode.com
http://fieldcode.com/
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How does it work

S

O

L

— Pay-per-event, not per user

1] fieldcode

— Control your costs
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On-demand vs. Subscription -
a comparison by example

Common Fieldcode
subscription models pay-per-event model

Number of users 100 100

Total cost savings
with Fieldcode pay-

Cost per user $55 event $1 per-event pricing
model

g‘;/gilglrj\gbpeerrmonth 1400 1400 74, 5%

(number of users x cost per user) (number of events x cost per event)

Final monthly costs $5 500 $1 400
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Would you like to request a
personalized demo?

3] fieldcode sontts

Instant access

Transform your field service experience
in just three easy steps. If you already
have an account login here

@ Your account
2 Your profile

3 Your starting point

NEED ASSISTANCE
REQUEST DEMO

Welcome to Fieldcode

e

@ 1 Login REQUEST DEMO

Please prepare your account and personalized URL 0 0onot showthistome agan

Account fieldcode.com

Choose your industry

NEXT

— Get support & guidance through our
personalized demo

— demo@fieldcode.com


https://fieldcode.com/en/support/request-demo

1] fieldcode

Thank you!

The contents of this presentation are protected by copyright.

Reproduction, distribution, public performance, making available to the
public, broadcasting, cable retransmission, or communication by video or
audio recordings of these contents, whether in whole or in parts, is subject

to prior express written permission by Fieldcode Germany GmbH and
affiliated enterprises.



