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CENTRALIZED DISPATCH AND VOICEBANK

ABSTRACT

This brief presents a discussion of centralized dispatch with a new product offering -
Voicebank - providing an example of a new centralized dispatch service. Voicebank,
an offering from a subsidiary of Exxon Enterprises, includes a central, high-reliability
computer with procedures for handling dispatch, and producing management reports.
Voicebank is presented as an alternative available to field service management in the

area of dispatch techniques.
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I INTRODUCTION






INTRODUCTION

RELEVANCE TO MANAGEMENT

In the course of conducting research for the Field Service Program, INPUT
identifies products and services that may be of interest to field service
management. However, INPUT's presentation of this information does not
imply an endorsement of that product or service. Evaluations of products and
services must obviously be made based on an individual company's require-

ments.

One prime focal point for research is the issue of productivity; one aspect of

field engineer productivity is the dispatching function.

- The difficulty in providing fast response while at the same time

achieving minimum field engineer idle time is well understood.

- What to do about it is not well understood.

- A semi-avtomated dispatch service such as VoiceBank is a new tool

whose use is a timely and appropriate subject of analysis.

The key aspect of centralized dispatch is that it may remove the local manager
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The ideal client, in the view of VoiceBank, is a high-technology company with:
- A high requirement for responsiveness.
- Typically, 50-100 servicepeople in an area, or more nationwide.

- A desire to get all or some of the advantages of a central dispatching

function.
The key attributes of the system are:
- Reliability through a special redundant computer system.
- Twenty-four hour, seven-day availability.
- Management reports.

- The fact that the information is entered into a computer system and

"never forgets."
- In some instances, a cost advantage.
Current users of the system include:
- A word processing vendor.
- A third-party maintenance company.
- A microfilm equipment manufacturer.

- A major minicomputer company.
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- It has the potential to provide a data capture capability and control tool
as part of an inventory control system. (INPUT is completing a Field
Service Brief on the subject of inventory control concurrent with this
brief.)

- It is representative of the kind of new offering becoming avaiiable
which field service management must consider as a potential tool in the

task of "asset management."

ALTERNATE SOLUTIONS TO FIELD SERVICE DISPATCH

Several methods of implementing centralized field service dispatch are

currently employed. Field Service organizations may choose to:

- Use a traditional manual system.

- Use an automated in-house system or systems located at headquarters,
regions or districts. This approach is being implemented on a large
scale by IBM with its announcement of the installation of over 100 in-

house computer dispatch systems in the U.S. and overseas.

- Supplement the in-house system with an assortment of locally available

telephone answering services.

- Employ an automated dispatch service such as VoiceBank, either

exclusively or in combination with in-house systems.

The latter alternative of a shared dispatch service became available from
VoiceBank Communications Center, San Francisco, in 1979. It is an automated

porates the following attributes:
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VOICEBANK SERVICE DISPATCH

The service offered by VoiceBank Communications Center for field service

dispatch was designed to provide field service managers with the following:

- Monitoring and control of service-call activity.

- A reporting facility for busy mobile technicians.

- On-line escalation instructions for handling problem situations.

- One hundred percent system up-time reliability.

A. CONCEPTS AND OBJECTIVES
°

- Immediate response to service requests.

- Dispatch of customer engineers.

- On-line status information.

- Reports for management audit and review.
°

[t is an automated service implementing an advanced communications com-

rofessional operators.
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JOB SUSPEND

There are occasions when a fransaction cannot be completed because a part is
required or the FE effected a temporary solution to get the customer back on-

line. In either case, a return call is required.

A "tickler" may be entered in the VoiceBank center based upon the expected
arrival of the part or the agreed-upon time the equipment will again be

available for service.

REPORTING

The Delta system captures all information acquired during a service tran-
saction with the date and time of each incident in a file unique to that
transaction. A printed copy of all such files can be provided on a periodic
basis. Such information can be a powerful tool both in resolving disputes with

customers and for managing field personnel.

- "Exception" reporting by VoiceBank operators captures evidence of
operational problems for management review. Typically, this provides
information on various problems with service personnel and/or com-

plaining customers.

- The information items contained within a given event message, includ-

ing the date/time
analysis. This mc

equipment malfur

- Transmission of s
(or in-house MIS
LLocal managers

individual local of
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- The increased visibility to management of the customer engineers'
activities also affects the management-field engineer interface, with
the potential consequence that field engineers feel they are being

watched too closely.

The VoiceBank service also provides a "Message Service'" to all levels of a field
service organization. Personnel can contact others in the field or in the
various offices. Procedural changes can be disseminated via this mechanism,

which may be viewed as "Operator-Assisted Electronic Mail."

FC..TIC F RSER [CE CUSTOMERS

The use of VoiceBank dispatch operators introduces an additional interface

between field service personnel and their customers.

- This interface can serve as an informed buffer to unhappy callers.

- It can also be a "filter" in which some information may be lost.

The ¢ ;tem requires that the customer behave in a prescribed way. |t becomes
important for service customers to identify themselves, their particular
equipment and the nature o

service technician to be assic

Because of service contract
service to which they are n
service request, the service «

indicates service entitlement
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The availability of all events reported during the course of a service
transaction provides convenient and accurate information to satisfy customer
requests for current status. The audit trail of service activity can minimize
confusion as to the action taken and when it was taken. It also provides a tool

which management can use in developing a customer profile.

VoiceBank represents the kind of service which Field Service managements

must evaluate as it relates to basic factors such as:

- Increasing customer demands for up-time.

- Distributed data processing, with the result that equipment may be

more remote, and the problem involved located at more than one site.

C. OVERALL IMPLICATIONS
°
- Rising labor costs.
- Continued turnover of field engineers.
- Increased inventory-carrying costs.
- Optimization of the manager's time.
o

Often the final choice on whether or not to use a new service such as
VoiceBank is secondary in importance to the management process of eval-

vating the service. The evaluation of VoiceBank presented in this brief:

- Assists clients in gaining a quick knowledge of a new offering in the

gineering environment.

their own dispatching techniques in compar-

snefits from a mixed customer base.
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SUBSCRIPTION PROGRAMS: Designed for clients with a continuing need for
information about a range of subjects in a given area. All subscription programs are
fixed fee and run on a calendar year basis:

° Planning Service for Computer & Communications Users - Provides managers
of large computer/communications facilities with timely and accurate
information on developments which affect today's decisions and plans for the
future.

° Small Establishments Service - Analyzes and forecasts small establishments'
(<500 employees) use of office, communication, and computer services and
products. Applications requirements and economics are emphasized.

° Computer Services Market Analysis Service - Provides market forecasts and
business information to software and processing services companies to support
planning and product decisions.

° Computer Services Company Analysis and Monitoring Program - Provides
immediate access to detailed information on over 2,000 companies offering
software and processing services in the U.S. and Europe.

° Field Service Planning Information Program - Provides senior field service
managers with basic information and data to support their planning and
operational decisions.

MULTICLIENT STUDIES: Research shared by a group of sponsors on topics for
which there is a need for in-depth "one-time" information. A multiclient study
typically has a budget of over $100,000, yet the cost to an individual client is usually
less than $10,000. Recent studies specified by clients include:

° Maintenance Requirements For The Information Processing Industry
° Value Added Network Services
° IBM Series/| Analysis

CUSTOM STUDIES: Custom studies are proprietary to a client. Fees typically
range from $10,000 to over $50,000 and are a function of the extent of the research
work. Examples of recent assignments include:

° Survey Fortune 500/50 companies to determine plans for distributed data
processing.

° Compare the internal charges for EDP services in a large company to those of
commercially available services.

° Determine the market potential for an associative Relational Data Base
Management System Processor.

° Conduct the 1979 ADAPSO Survey of the Computer Services Industry.

° Analyze the opportunities and problems associated with packaging terminals
and/or minicomputers with remote computing services.






