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1. Solution Overview 

When it comes to managing the field work force, service organizations of all sizes clearly understand 

the advantages of optimized scheduling and real-time mobile communications with technicians. The 

ClickIMRS solution is an Enterprise Software for the small and medium service business market, 

responding to an industry need for workforce management, when the work conducted by the 

workforce is Installation, Maintenance and Repair work. 

Based on our industry-leading ServiceOptimization Suite, ClickIMRS leverages our extensive 

experience in the home appliance, computer and office equipment, industrial equipment and other 

industries to deliver tangible benefits and insightful operational information to service organizations. 

The ClickIMRS solution provides world-class optimization and automation processes, incorporated 

with industry best practices. The solution can be implemented as a stand alone solution or as an add-

on to existing CRM/ERP/Order Management applications - adapters to Microsoft Dynamics AX and 

Microsoft Dynamics CRM are provided. With ClickIMRS service organizations are able to deliver 

higher service levels, while easing the call centre efforts, reducing training requirements of call centre 

staff, and reducing overall operational costs.  This allows service operations to do more while reducing 

their operation costs. 

ClickIMRS enables Service Operations to manage the lifecycle of a service call from initial customer 

contact through optimized resource allocation, including dispatching real-time updates from the field 

via mobility solutions and real-time reporting. The result is a number of critical benefits for the service 

operation. 

Key Benefits: 

o An end-to-end solution that takes advantage of the most advanced scheduling and optimization 

capabilities 

o A fully documented and configured solution to address the specific workforce needs of small and 

medium service businesses 

o Improve Service Management - the ready-to-use reports and KPIs provide insight about service 

operations and streamline decision-making on the part of both service management and 

dispatchers 

o ClickIMRS can be deployed quickly with minimal risk, rapidly gaining the business benefits 

This document describes the ClickIMRS solution offering and presents the typical benefits provided 

within the solution. 
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2. Key Benefits Summary 

ClickIMRS provides quick access to a ready made scheduling solution for companies providing field 

service for installation, maintenance and repair.  The solutionôs key benefits are relative to each type of 

user, addressing each need according to the different service operation roles and responsibilities.  

The Dispatcher 

1. Absolute Visibility - Complete visibility where one can assess the business, adjust operations, and 

report on current activity. 

2. Manage by Exception ï Full support of automated process, allowing the dispatcher to concentrate on 

handling the exceptions  

3. Proactive problem solving - The Schedule Monitor and Reporting capabilities ensure the business is 

given advanced warning on potential problems such as service level compliance, utilization, and 

travel issues, providing the opportunity to react quickly and often proactively adjusting the operation 

before suffering costly problems. 

4. Intuitive Decision Support Tools ï Alerts, Real-time operational reports, and Real-time KPIôs are a few 

of the ClickIMRS decision support tools which provide the Dispatchers with accurate real-time 

knowledge to support them through the decision making process. 

5. Higher performance ï ClickIMRS minimizes the need for the dispatcherôs manual intervention. The 

solution is intended to build, adjust and optimize the schedule for the business and thus consistently 

adheres to the business rules while best meeting the operational and service goals.  

The Field Resource 

1. Realistic Schedule - Takes into account all business constraints, with the flexibility to add more when 

needed (e.g. Travel, lunch breaks, skills, availability, tools, certifications, etc). Resources are assured 

they get work they can do with logical travel. 

2. Strict Adherence to Business Constraints ï ClickIMRS enables flexibility by allowing tuning of the 

optimization process according to the business policy, aligned with easy and specific configuration, 

thus complying with the defined business constraints and business processes.   

3. Focus on Completing the Work ï Field resources are delivered work in a form specific to their needs 

and aligned with the work type.  The interfaces provide features to help drive the resource through the 

defined process while minimizing the inputs required.  This alignment of user interfaces and process 

help reduce the efforts and time of the resource on administration activities, providing more focus and 

time on the intended work. 

4. Reduced Paperwork ï When using the mobile components provided with ClickIMRS, field resources 

are delivered their schedule and provided with the means to collect information at the point of service 

delivery, allowing them to focus on service, cutting down on the need for non-productive and 

unwanted administrative work. 



ClickSoftware ï ClickIMRS Solution Outline 

Copyright ClickSoftware, Inc.  Page 5 

The Manager (any management level)  

1. Visibility 

o Centralized Visibility ï Providing the business with a single source of information 

o Absolute Visibility ï Enabling view of real-time service KPIôs and access to real-time reports 

o Operational Excellence ï Providing state of the art work force optimization and scheduling 

services, ClickIMRS enables the organization to Improve Productivity and reduce costs. 

Optimization ensures the best use of your field resources by minimizing travel, sharing 

resources as needed and simplifying the allocation process. Dynamic Optimization will 

continually look to optimize field resources and adjust accordingly based on the inevitable 

changes that occur in any service operation. 

2. Improved Service  - With increased visibility comes the ability to increase service levels with a 

solution that ensures compliance by making commitments at the atomic level and dynamically 

optimizing resource allocation 

3. Streamlined Process and Consistent Adherence to Business Policy - The solution enables the 

organization to define and adhere to business goals by implementing unified work-processes.  

Process definition spans from fully automated through any manual interventions, where workflows 

and validations support the process while also informing users when they may wish to contradict the 

business rules. 

4. Focus on Business Goals ï The monitoring tools that are included within ClickIMRS provide absolute 

visibility to management, and enables monitor and control by defining service KPIôs, real-time 

operational reports and schedule alerts that set targets and inform when targets are at risk. 

The Customer 

1. Immediate Booking ï ClickIMRS provides dynamic access to availability of the field resources and 

enables an improved and immediate appointment booking process by taking into account each field 

resource, detailed task requirements, and all travel considerations. As a result, when a customer calls 

they get immediate access to service commitments that the business is confident they can meet. 

2. Firm Commitments Based on Reality ï The dynamic access to availability draws on every detail of 

each field resource, including all outstanding commitments, every aspect of the required service and 

travel considerations.  This approach assesses the atomic details within the service operation while 

complying with the defined service policy to deliver true availability and commitments the business 

can deliver on. 

3. Improved Service ï With all details being assessed on the most atomic level, ClickIMRS can deliver 

variable commitments with absolute insight into availability that results in better customer service. 

 



ClickSoftware ï ClickIMRS Solution Outline 

Copyright ClickSoftware, Inc.  Page 6 

ClickIMRS Solution with Mobility ï Added Key Benefits 

o Real time monitoring and optimization of field resources and activities  

o Reduces operational costs associated with excessive travel time, repeat visits and idle time 

o Shortens service lead times yielding improved customer satisfaction and loyalty 

o Low total cost of ownership due to full integrated solution with ClickIMRS 

o Automatic rescheduling to meet customer commitments  

o Enables real-time optimization for better utilization in a dynamic service environment 

o Reduces administrative costs associated with time-consuming paperwork and phone calls 

o Flexibility to accommodate different end user needs and variable service types 

o Adaptability to adjust the mobile interfaces, functionality and process to meet changing business 

needs through simple configuration changes. 
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3. Work Process and User Definition 

3.1 Key Roles 

The following roles are typically involved in the scheduling process, and will be either direct or indirect 

users of the ClickIMRS solution: 

1. Dispatcher ï Typically responsible for maintaining and monitor the schedule, for one 

business line within the service operation. 

2. Field Resource - Execute the assigned tasks, deliver activity updates and collect field data.  

3. Manager: 

Å Dispatchers Manager / Service Manager - Review the schedule and help dispatchers 

in resolving conflicts and resource sharing between regions/districts.  Define and 

monitor adherence to service policies. 

Å Field Manager ï Monitor and review field activity, ensuring the service policies are 

being adhered from the field. 

4. CSR ï Customer Service Representative. In general, point of customer contact for service 

and support ï the first contact person with the customer to initiate service requests. 

3.2 Basic Work Processes 

ClickIMRS supports 3 different work processes according to the following task categories: 

o With Appointment Booking ï A service request is opened; there is a need to book 

appointment with customer. 

o Without Appointment Booking ï A service request is opened, no need to book appointment 

with customer. 

o Maintenance Tasks ï Automatic process which handles the backlog of maintenance tasks 

and makes sure to include these tasks within the schedule. 
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3.2.1 Service Request with Appointment Booking  

 

 

 

 

 

 

 

 

 

 

3.2.2 Service Request without Appointment Booking  
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4. Solution Components 

The ClickIMRS Solution provides for complete management of the task lifecycle from the initial creation 

of a task, management of the schedule as inevitable changes to business demand and resource 

availability occur, and delivery of the schedule to the field and ultimately for reporting on operational 

efficiencies.  Capabilities are specifically targeted at each stage in the business workflow to provide a 

solution that addresses all the dynamic operational needs of a service business to deliver the benefits 

of dynamic optimized scheduling.  Service operation personnel (Field Resources, CSRôs, Dispatchers, 

and Managers) all have key challenges they need to address to ensure service delivery meets the 

operational goals. ClickIMRS provides each with tools to enhance the operation while focusing the 

entire service team on a single centralized view of the business.  The following are the key components 

of the ClickIMRS solution and how each addresses the operational needs of the various service 

personnel. 

4.1 Scheduling 

ClickIMRS centralizes the scheduling, while allowing for backend systems to interactively access 

availability.  CSRôs can immediately deliver service options to customers that absolutely comply with 

the service policy.  This streamlines the process of providing commitments to customers (minimizes 

administration activities) while also increasing consistency with the business objectives.  Dispatchers 

are presented with an optimized schedule created and continually adjusted based on management 

directives.  Therefore the dispatchers now intervene with decision support tools only when necessary.  

Field resources are delivered a consistent schedule while considering the job details and travel 

demand on the business.  This provides a schedule built from a holistic view of the business while 

considering each resource and job as an individual, resulting in a more precise schedule that takes 

advantage of all that is available.  The result is the ability to increase service levels and do more with 

the resources at hand. 

4.1.1 Centralized Scheduler/Dispatcher Interface 

The dispatcherôs client provides an interface for dispatchers/schedulers to monitor the work and 

workforce on a daily basis.  It is important to note that the ClickIMRS capabilities allow the schedule 

to be produced and optimized automatically, thus focusing the dispatch personnelôs efforts on 

exception handling.  The provided interface is very mature and includes a wide range of capabilities 

to ease user interaction with the schedule.  The client comprises the following main components: 

o Resource Gantt Chart ï Provides a facility to enter field resource data in configurable forms, 

defining resource capabilities and availability to use during the scheduling process.  The 

Gantt centralizes the schedule displaying the work allocated to each engineer to easily 

assess the disposition of the business.  Tool tips, search features and drag & drop 

capabilities allow the user to quickly find tasks as well as intuitively interact with the schedule.  
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o Navigation Tree ï The organization structure is broken down by two different levels, either 

geographically or according to business lines. 

o Task List ï Contains a list of the tasks that are relevant for scheduling during a chosen time 

period for a specific segment of the navigation tree.  Sorting, Search and Filter features can 

be configured by the end user and applied to the Task List to quickly access data of interest. 

o Scheduling Tools ï In addition to the automated scheduling process there are scheduling 

tools for manually and semi-manually allocating resources as well as the basic ñdrag and 

dropò option.  

o Scheduling Monitor ï A display panel of various KPI measurements (e.g. total travel time, 

missed service levels, and resource utilization per territory) 

o Mapping Facilities ï Displays resource and job location on maps as well as geocoding and 

routing facilities that use roadways and travel speeds to produce and assess the schedule.  

o Reporting ï From the Scheduling Client the authorized dispatcher can generate reports on 

demand, relating to various business KPIôs (see Reports section below). 

Several Screen Captures are shown below to provide a flavour of the application interfaces.  

Administrative features allow a high degree of configurability to adjust interfaces as desired: 

Centralized Visibility of Resources & Jobs: 

 

Configurable Filtering Functionality: 

 

 Intuitive Search Functionality: 

 

Advanced Sorting Features: 
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Task Explorer Functionality: 

 

Mapping Capabilities: 

 

4.1.2 Scheduling the Work 

ClickIMRS provides for a range of scheduling facilities including fully automatic, semi-automatic, and 

completely manual that ensures the proper capability is available to ease user interaction and provide 

business benefits.  The act of scheduling work is vastly eased as ClickIMRS automatically builds and 

adjusts the schedule to reflect the precise availability of field resources against the exact demand on 

the business.  Since ClickIMRS builds and interactively adjusts the schedule to reflect inevitable 

changes, dispatchers are now focused on intervening only when necessary.  The result is optimal use 

of service resources with consistent adherence to the defined service policy.  The following is a 

representation of the key facilities provided within the ClickIMRS solution to produce and maintain the 

service schedule. 

4.1.2.1 Dispatcher Manual Intervention 

The following 3 modes of interactive scheduling are provided to assist dispatcher intervention in the 

schedule as needed to manage exception cases. 

Drag and Drop ï The user can select a task and drag it onto the Engineerôs Gantt, dropping it into 

the schedule. If the action violates any business rules (e.g. the resource does not have the required 

skills, the assignment is created in non working time, etc) then a warning will be presented to the user 

who will decide whether to create the assignment despite the rule violation or to try a different 

resource/time combination. Additional intelligence is provided to automatically include travel time to 

and from adjacent assignments as the user manually allocates work.  This greatly eases user efforts 

while ensuring proper travel considerations when assigning work. 

Semi-manual Scheduling ï Allows a user to select a single or multiple tasks and invoke a 

scheduling process that will use the defined service policy to schedule the most appropriate field 

resource(s). Different service policies can be configured and exposed on a user level to allow 

different policy options to select from.  The process assumes the current schedule is static, looking at 

current open time to allocate the tasks. 
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Schedule and Reshuffle ï A user can select a single or multiple tasks and have ClickIMRS 

automatically assess the overall schedule when allocating work.  Assigned work can be reshuffled to 

not only allocate the selected tasks but also optimize the schedule by shifting already allocated work 

as needed.  This provides a more complete assessment of the schedule by reducing the efforts of 

dispatch resources to manipulate the schedule as problems arise.  This ensures a consistent 

adherence to the service policy with absolute visibility of all aspects of the schedule. 

Since ClickIMRS produces and adjusts the schedule to resolve problems, manual interventions are 

greatly reduced.  In general, these interventions are only necessary when changes occur to the 

schedule within the period of time that a task has been dispatched to the field and the work has yet to 

begin.  Even within this time frame, ClickIMRS provides the convenience to automatically update the 

schedule for jobs taking longer/shorter than anticipated.  

4.1.2.2 Appointment Booking 

ClickIMRS allows dynamic access to view and book availability while interacting with an end customer.  

This availability is based on a macroscopic view of all field resources, travel considerations, work 

requirements, priority, business constraints (e.g. skill/tool requirements, availability, travel, etc.), and 

the business commitment levels.  The result is dynamic access to availability based on a holistic view 

of the business, considering resources and work items on the most atomic level.  From within a host 

system(s) (e.g. customers existing CRM, ERP, EAM, or legacy system), Appointment Booking 

capabilities are exposed.  This allows CSRôs to work within a single system to get immediate access to 

availability based on the desired service levels.  Service levels are configured within ClickIMRS to 

define the appointment windows the business is willing to commit to (For example, a 2 hour 

commitment window may be provided for platinum customer and an AM/PM window for gold).  These 

commitment levels are configured within the ClickIMRS administrative tool allowing adjustment and use 

of varying appointment booking intervals via configuration.  From within the facility used by the CSR, 

appointment intervals can be exposed for selection and delivered to the ClickIMRS solution so the 

appropriate options are returned without a CSR making the decision.  This increases the speed and 

consistency of CSR resources while ensuring consistent adherence to the business policies.  With the 

policies defined in ClickIMRS, CSRôs do not need to be trained on the policies and can focus more on 

customer interaction.  

Included in the administrative capabilities is an ability to manage property relationships as 

appointments are requested.  Properties can be tied to the task type, allowing automatic derivation of 

other identifying values (e.g. priority, duration, earliest start and due date periods) as indicated in the 

screen capture below.  This provides an automated feature to ease definition and adjustment of typical 

task type values, and also allows adjustment to reflect business changes and/or increased information.   

Screen captures of the interfaces used to define appointment intervals and association of those task 

types is provided below. 
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Administrator Definition of Task Type Values: 

 

Configuration of Appointment Windows: 

 

Configuration of Scheduling Constraints: 

 

4.1.2.3 Priority Based Scheduling 

As tasks are scheduled into the ClickIMRS solution, the entire timetable is considered when providing 

potential options, with the ability to insert tasks into the schedule where tasks may already be allocated.  

All existing commitments, requirements of the task, priorities, capabilities and availability of the 

resource, as well as the travel requirements are taken into account when delivering appointment 

options.  This capability ensures an optimal allocation of work with complete visibility of availability no 

matter what tasks are already allocated to resources.  Dynamic consideration of the schedule and all 

commitments and requirements enables a business to offer up appropriate commitments with complete 

visibility into resource availability.  Abstractions of resource availability are not used, but the individual 

capabilities, availability, and location of each resource as well as each individual task is taken into 

account when allocating the work.  The power to make such holistic decisions results in better 

utilization of field resources and firmer commitments to customers. 
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Dynamic Scheduling Considering the Highest Level of Precision: 

 

4.1.2.4 Service Policy & Optimization Methods 

As inevitable changes occur to the schedule, such as changes to the availability of resources or an 

influx of new tasks, the ClickIMRS solution automatically adjusts the schedule to best reflect the 

business goals.  This feature reduces effort to adjust and produce a schedule, while ensuring 

adherence to the defined schedule policies and optimizing the allocation of field resources based on 

the business desires.  The in-day optimization service further refines the schedule by continually re-

evaluating the schedule throughout the day.  This enables the service policy to achieve the best 

schedule possible, strictly adhering to the defined constraints while increasing adherence to the 

business objectives.   

The ClickIMRS optimization process is configured to use a defined service policy (business rules, 

business objectives and business values) for the generation of proposed schedule changes.  The 

service policy is easily defined and adjusted within the ClickIMRS administrator interface (see screen 

capture below), allowing the business to adjust its focus and the schedule to reflect that business 

policy.  The quality of the schedule is defined based on 5 key criteria: 

o Scheduling Value ï Measure of work revenue 

o Travel Time Cost ï Costs for resource travel 

o Delivery Cost ï Use of resource regular/overtime/idle time in the schedule 

o Time Utilization ï Comparison of total available time to total work time 

o Service Quality ï Compliance with service date/time commitments 

A configuration tool is provided within the ClickIMRS offering to help establish and test the settings, 

validating them based on actual customer data.  This facility allows the business to tune the 

optimization settings to meet the particular needs of the business, balancing between the key criteria 

used when producing the schedule to establish an appropriate service policy.  The intent is to expose 

the details of possible schedules and allow the business owners to select the most appropriate 

direction as a result of having visibility into the expenses, revenues, and other key measures. 
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Administrator Interface to Adjust Service Policy: 

 

In addition to the in-day service optimization that runs throughout the work day, a nightly service 

optimization is provided.  The purpose of the night process is to optimize a broader range of the 

schedule, (e.g. looking at a time frame of the next 5 days including all types of work). The 

combination of the two services allows an optimization of the broader schedule in preparation for 

optimization on the daily activity. 

Additional settings are provided within the administrator interfaces to address policies that effect 

resource availability.  These include: 

o Definition of Lunch Breaks ï Allows global or individual definition of lunch breaks ny 

assigning a lunch period and duration for each resource so that ClickIMRS can allocate time 

within the schedule for the appropriate break 

o Capacity Reservation ï Ability to define booking capacity based on job types, time frames 

and business unit 

o Allow use of Optional Time ï Provides a means for allowing use of potential overtime hours 

when offering schedule options and optimizing the schedule 

o Soften Territory Boundaries ï Allowing field resources to cross over typical territory 

boundaries to complete work to make better use of field resource availability 

o Coverage Area Definition ï Allows field resource coverage to be defined as individual 

properties of the resource 

o Define Policy for Use of Contracted Resources ï Allows configuration of how contracted 

resources are considered when producing the schedule 

4.1.3 Dispatch 

ClickIMRS automates the process of dispatch to ease administrative activity and ensure a consistent 

policy for delivery of work to the field.  Dispatchers do not have to manually trigger work to be sent to 

the field.  Work is automatically delivered to the field based on the start time of the work (or start of 

travel to the worksite).  Three dispatch modes are provided within the ClickIMRS solution: 

o Full dayôs schedule to be dispatched at the beginning of the day ï For businesses that 

do not have a mobile component and release the schedule of work at the beginning of each 

day. 
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o Drip feeding tasks ï Provides a way to hold back the field schedule until the last moment to 

further optimize resource utilization taking into account the changes that occur during a day.  

After dispatching the first task of the day, subsequent tasks are delivered to the field resource 

as their current task is completed.  This mode of dispatch requires a field mobile component. 

o Dispatch of work within a window of the ñNow timeò ï Allows multiple tasks to be sent to 

the field resource based on the current time and the start of travel for each task.  This is 

especially effective for operations where mobile connectivity is sporadic, allowing the field 

resource to access a number of tasks on the mobile unit, work off-line and update as needed.   

Dispatchers can also send out work manually by a simple adjustment to a job status.  The automatic 

dispatch feature (as well as manual adjustment) triggers an integration message to a host system 

and/or delivery to a mobile device.  Integration messages are configured within the provided 

administrator interface to allow easy definition of what properties are delivered within the message.  

This eases integration to other systems including mobile applications.  An optional component, 

ClickMobile, is completely integrated with the ClickIMRS solution, taking advantage of the ClickIMRS 

infrastructure to draw on the set workflows and integration capabilities. 

Administrator Interface to Define Dispatch Mode: 

 

4.1.4 Task Lifecycle Governance 

Maintaining adherence to the defined workflow without adding burden on the user helps to keep the 

service operation focused on delivering service while ClickIMRS ensures the flow of work follows the 

prescribed path.  Within the ClickIMRS Administrator Interface is the ability to select from a list of 

predefined Status Flow Diagrams.  These Status Flows control the business workflow, allowing a 

business to control the transition of a task from one status to the next, as well as easing user 

interaction by including automatic transitions.  Additionally, locks are applied on task status values to 

ensure compliance to the business flow, making sure certain mistakes are not made by dispatch 

personnel (e.g. cancelling jobs already being worked on or completed by the field force).  User input is 

eased by providing for automatic status transitions and schedule adjustments.   
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Users are informed of any inappropriate status transitions or actions contrary to workflow locks (e.g. 

trying to reschedule a task currently being worked on by a field resource) and simply kept from 

inadvertently contradicting the defined workflow.  The four Status Flow Diagrams provided within 

ClickIMRS are listed below.  A business can select from any of the workflows provided, adjusting the 

names of the status values via configuration to reflect those used by the service organization.  A range 

of workflows has been provided to help address the varying level of complexity different service 

businesses have in regard to the task lifecycle and feedback from the field (e.g. when using a mobile 

component, a more dynamic workflow allows collection of field data and automatic resolution of 

schedule impacts). 

Default Status Flow 

 

Order Dispatching 

 

Without Travel and On Site Report 

 

No Updates from Field 

 

4.1.5 Monitoring 

Dispatchers are provided warnings as they monitor the schedule for problems or potential problems 

that may need their intervention.  System Agents monitor tasks and update their display status along 

with scheduled times within the ClickIMRS Dispatcher interface. These updates provide a way to 

recognize schedule concerns, but also automate the update of the schedule to reflect reality.  A 

Schedule Monitor is included to expose key business measures and trigger popup notification to the 

user when KPI thresholds are crossed. 

Pre-configured Alerts in ClickIMRS: 

o Alert - Jeopardy Unscheduled Tasks ï Provided to catch tasks that have not been 

allocated to a field resource within an appropriate window of time.  E.g. Unscheduled tasks 

with Due Date or Appointment Start within the next 24 hours will be flagged by this alert. 
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o Alert ï Jeopardy not Acknowledged ï Intended to reveal tasks that have been dispatched 

to the field, but not acknowledged by the field resource within an acceptable time window. For 

example, tasks that were dispatched almost 30 minutes earlier but not yet 

acknowledged/accepted from the field. 

o Alert ï Jeopardy Late Start Travel ï Assesses the start of travel against the ñnow timeò and 

the current status of the job to ensure the field resources has started travel within an 

appropriate timeframe.  Therefore, if a task status is not set to indicate the resource is 

travelling when the start of travel is between now and now minus 15 minutes, the task will be 

flagged as in jeopardy and the assignment will be shifted in the schedule to have the start of 

travel set to the now time. 

o Alert ï Jeopardy Late Start Work ï Provides the ability to notify the user when a field 

resource has not started work within an appropriate threshold of the current time.  Id a 

dispatched task has been acknowledged but the resource has not yet started the work 

between now and now minus 15 minutes it will be marked as Jeopardy 

Alert ï Jeopardy Unscheduled Tasks: 

 

 

Alert ï Jeopardy not Acknowledged: 

 

Alert ï Jeopardy Late Start Travel: 

 

Alert ï Jeopardy Late Start Work: 

 

The Scheduling Monitor: 

The Schedule Monitor captures and assesses the current schedule against predefined measures 

(e.g. Utilization, Total Travel Time, Missed SLAs, Jeopardy Tasks) to help inform the dispatcher of the 

overall operation measures and compare against defined limits.  This tool allows the dispatcher to 

gauge the broader success of the business. 
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Schedule Monitor - Presents Operation Measures against the Schedule: 

 

4.2 Work Order Management 

ClickIMRS provides a wide range of facilities for interactive, automatic, and manual scheduling.  The 

intent is to provide immediate access to availability so a firm commitment can be made to the end 

customer, with absolute oversight of the business resources, outstanding commitments and the desired 

business scheduling policies.  Providing this capability from within a CSR system ensures ease of use 

and streamlines the process of providing availability and booking customer service requests.  Thus, 

ClickIMRS provides the means to access the dynamic scheduling capabilities from within disparate 

systems via a provided integration, through the use of certified adapters, and in the absence of a host 

system from within a light weight work order management module. 

4.2.1 Integration 

ClickIMRS includes ClickSoftwareôs Integration Manager to ease accessibility of the dynamic 

scheduling capabilities from within existing corporate systems.  The Integration Manager provides for 

bi-directional messaging with applications used by call centre personnel.  In this way, CSRs can work 

in one system while getting immediate access to availability within ClickIMRS.  With bi-directional 

messaging, ClickIMRS keeps the host system up to date on each individual call, while also allowing the 

host system to update each call as the entries are made.  Messages are accepted and delivered in 

XML format with a range of incoming and outgoing messages provided.  ClickSoftwareôs Integration 

Manager has been specifically designed to integrate to host CRM, ERP, and EAM systems as well as 

home grown applications (such as SAP CRM, SAP R/3, Clarify, Siebel, Maximo, Remedy, JD Edwards, 

and PeopleSoft).   
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4.2.2 Adapters 

ClickIMRS includes adapters for Microsoft Dynamics AX and Microsoft Dynamics CRM, allowing for 

very rapid deployment.  The adapters include bi-directional integration with interfaces established 

within MS AX and MS CRM for appointment booking and processing synchronous updates from 

ClickIMRS.  As a CSR works within MS AX or MS CRM, they have immediate access to availability, 

address validation and scheduling to make immediate and firm commitments to customers at the initial 

point of contact.  Additionally, resource details can be defined and adjusted within MS AX or CRM and 

control the resource availability within ClickIMRS used for allocating work and accessing dynamic 

availability.  The adapters are bi-directional and ensure both systems are kept informed of all work 

related activity.  CSR resources need only to work within MS AX or CRM to be fully informed of all 

activity.   

The following diagram indicates the high level capabilities of both adapters. Detailed documentation is 

available upon request, outlining the complete capabilities of each adapter. 

 

 

MS CRM/AX ï Create/Update Availability: 

 

 

It is important to note that use of the MS adapters is not a prerequisite for using ClickIMRS, but 

provides a ready made interface with the MS AX and CRM products to quicken the addition or initial 

deployment for customers currently deployed with or looking to deploy MS AX or CRM. 
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4.2.3 Work Order Management Module (WOMM) 

The WOMM is provided to facilitate ClickIMRS use for companies that do not have an ERP, CRM, EAM 

or legacy application to integrate with the ClickIMRS solution, or choose to use the ClickIMRS in a 

stand alone mode.  The WOMM acts as a call taking interface for customer service employees allowing 

the following workflow: 

1. Enter new customer details 

2. Access existing customer details, including recent service requests 

3. Dynamically Book Appointments based on absolute visibility of each field resource, travel 

considerations, priority and the work requirements 

4. Update service requests (e.g. cancel calls, reschedule, adjust status, etc) 

The intent is to provide a facility to create service requests and maintain customer details, having 

absolute access to availability in the absence of a front of house system. 

Work Order Management Module ï Maintain Customer Details & Access Availability: 

 

4.3 Resource Management 

ClickIMRS provides the ability to hold and use resource specific details needed for scheduling and/or 

for informational purposes.  This provides dispatchers the ability to easily define individual properties of 

the field resources, including calendars of availability, relocations and date/times of non-available to set 

the resource criteria used by ClickIMRS to assess availability, alert, manage and optimize the 

schedule.  Interfaces are provided to adjust the details against the field resources within the provided 

interfaces.  ClickIMRS has been tailored for service industry needs and as such has out of box 

resource properties pre-configured that are provide for the typical needs.  Additional properties can be 

configured within the ClickIMRS solution to address any other properties required by the business.  An 

additional flexibility is provided to adjust the resource forms using the provided administrative interface.  

This allows for drag and drop configuration of resource, task and assignment forms. 
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Configurable Resource Forms (e.g. Personal): 

 

Configurable Resource Forms (e.g. Location): 

 

Configurable Resource Forms (e.g. Skills): 

 

Resource Non-Availability Times: 

 

Resource Configurable Calendars:  

 

Resource Time Phased Relocations: 
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4.4 GIS & Mapping 

Travel distance and time are key considerations when making commitments to customers and 

producing an appropriate schedule for field resources.  ClickIMRS considers the travel from the initial 

customer interaction with a CSR throughout any of the manual, semi-manual and automated 

scheduling capabilities.  A number of options are provided within the ClickIMRS solution to address the 

location and travel of field resources: 

o Street Level Geocoding and Routing ï Provides automatic geocoding of address locations to 
longitude/latitude data (including address validation) as resource and task addresses are passed 
to ClickIMRS.  Travel distance and time are produced based on the exact travel routes and travel 
speeds on individual roadways.  This solution also provides for maps within the ClickIMRS 
interface with capabilities to select a task or resource and jump to its locations within the map 
view; plotting travel routes; accessing task and resource details; and interactively scheduling 
within the map view. 

o Travel Matrix ï Provides a tabulation of pre-processed travel times and distances based on 
predefined start and finish locations.  Start and finish locations are used within the table to look up 
the travel requirements. 

o Postcode Routing Tables ï Provides a tabulation of postcodes and longitude/latitude, with 
travel distance and time calculations based on the calculated difference between the longitudes 
and latitudes while also considering the individual travel speed of the considered resource. 

Map Views using Street Level Routing: 
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4.5 Reporting 

The ClickIMRS solution includes operational reports available on demand. Each report has a few 

different views ï data, list and graphs. The reports can be generated in real time, allowing the user to 

apply filters, view the report and save it in different file formats while also saving the query 

information. 

The operational reports and their various views empower the user by turning data into knowledge. 

Following is the list of reports provided within the ClickIMRS solution, with a brief explanation of each, 

followed by a few screen captures. 

Operational Excellence Reports: 

o Resource Utilization Report - Presents the near past or current utilization of specific Resources 
and territories, including additional information about the working time, idle time, over time, and 
so on.  

o Travel Time Report - Provides information about the near past or current travel time, including 
additional information about the average travel time and the number of Assignments per field 
resource and territory.  

o In Jeopardy Report - Helps the dispatcher or managers with in-day in-jeopardy management. It 
lists all the Tasks that are currently considered as in jeopardy, by territory, type, and in-jeopardy 
state. 

o Revenues and Expenses Report - Provides information about the revenues and expenses that 
your schedule generates. The report includes detailed information, such as the operational costs, 
labour costs, work revenues, and profits. 

Service Reports: 

o Obligation Violation Report - Provides information about obligation violations that exist in your 
schedule, such as missed SLA & missed appointments. This report includes Engineer level 
details.  

o Unscheduled Appointment Report - Helps track appointments that have not been scheduled 
within a threshold time of the commitment date/time. 

Task Statuses Reports: 

o Completed Tasks Reports - Provides information regarding all Tasks that are already 
completed, including specific Task details.  

o Uncompleted Tasks Reports - Presents details for all the Tasks that are not completed at this 
moment. This report includes Resource and Task level details. 

Schedule Report: 

o Resource Schedule Report - Includes details for each resourceôs schedule, including additional 
information about the driving directions between Tasks.  
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Reporting, Utilization: 

 

Reporting, Travel Time: 

 

4.6 Mobility 

ClickIMRS includes the option to include the ClickMobile module for connectivity with the field force.  

Field resources receive their schedule and updates are fed back to the centralized schedule for 

absolute visibility.  Adding ClickMobile enhances the benefits of the ClickIMRS solution with added 

visibility as well as increasing the access to the field force for near now time allocation of work and 

collection of valuable field data.  As field resources complete work early or fall behind, the added 

visibility is used by the optimization to dynamically adjust the schedule to reflect the most current 

information.  The data collected from ClickMobile is now readily available for reporting purposes putting 

to good use the valuable data collected directly from the field.   

Two versions of ClickMobile are provided.  ClickMobile WAP edition provides a light weight version of 

mobility where field resources can view their schedule and update job status from WAP enabled 

phones.  ClickMobile for PDAôs and Laptops is a full functioning mobility solution allowing field 

resources to work offline, collect detailed information against all field activities, and a range of 

additional features. 

ClickMobile has been designed and constructed on the same infrastructure as the ClickIMRS solution.  

The properties for field resources, jobs and assignments are all managed in one location, and drawn on 

when configuring the application to address the particular needs of the business.  Any property 

additions or changes are thus changed for both ClickIMRS and ClickMobile automatically.  This eases 

ongoing administration of the solution and just as important eases deployment, allowing focus on the 

important issues of workflow and user acceptance.  The solution has taken integration concerns out of 

consideration by providing a completely integrated system, with the flexibility to adjust workflows, 

display interfaces, and other key considerations. 

4.6.1 ClickMobile Key Features 

o Variety of job dispatching methods: smart push, drip feed, daily or weekly view, and more 

o Full support of work-order related activities: real-time updates, automatic acknowledgement, 

customer history, spare parts, work details, completion details, billing process, signature capture, 

printing invoices, and more 


