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It's never been more important to keep track of your field service workforce — which is why global positioning systems (GPS),

cell tower identification and cellular triangulation have become commonplace tools in managing field service engineers.

The benefit of location-based services are that they provide organizations with the real-time data needed to track the
locations of field service workers, vehicles and parts. This data enables more accurate planning of the field workforce as well
as providing the opportunity for service organizations to quickly respond to emergency or short service level agreement
calls, as well as calls about missed appointments. This data can also be used to ensure the safety of the field force when they

service customers in remote areas, and to guarantee that vehicle use policies are being observed.

But forward-thinking service organizations also understand that location-based services can provide new opportunities to
improve operations — particularly when they are integrated with service optimization technology. These optimized service
organizations are able to move beyond the basics of location technology to employ information in new, more actionable
ways. When coupled with optimized scheduling, for example, location-based services can help dispatchers anticipate and
prevent late arrivals. The results are improved customer service, minimal unnecessary travel, and compliance with the strict

dispatching lead-time regulations required by some industries.

What Is ClickLocate?

ClickLocate is a ClickSoftware application that optimizes scheduling
by capturing the location of field service engineers and/or service
vehicles and integrating it with ClickSchedule. With ClickLocate,
service managers are able to “see” the current location of the entire
mobile workforce at one time, and can make decisions and take

actions based on this precise information.

ClickLocate provides time-stamped information on an engineer's
travel direction, average speed and whether or not the engineer is
currently moving or stationary. The data can be transmitted via GPS,
cell-tower ID, cellular triangulation, assisted GPS and other services to
a mobile device carried by field engineers or mounted in

service vehicles.

ClickLocate then integrates location information into ClickSchedule
via Web Services, which enables dispatchers to effectively take actions
based on that information. For example: dispatching of a short (less

than an hour) service call.
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The world’s leading service organizations recognize that knowing

Fea t u reS where field service engineers are and where they're going can provide

Location-based system integration through Web Services critical information for actions taken in the call center. Location-based
Detailed location information, including whether engineers are services optimize service scheduling, ensure customer satisfaction and
stationary or moving, their travel direction, speed, and the time help maintain high levels of productivity.

the information was captured

Periodic or per-request updates of location information ———

Visual mapping of current engineer locations

A scheduling service that uses location data to support
dispatcher scheduling decisions

Retention of historical location information for
analytical purposes

Periodic purges of historical data
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Benefits

H Improved service levels, due to the
availability of accurate location information
in near real time, as well as the ability to
visualize this information and take
appropriate scheduling actions
when required
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Real-time insight into the daily activities and
productivity of field service engineers

Service vehicle “black box" functionality
that can be used to monitor and analyze
service vehicle use (both on and off duty),
as well as the driving habits of the

field workforce

Accurate location information that can be
used to ensure field service engineer safety
and security when working in large, remote
service areas

Ability to track vehicles in case of theft

Better forecasting and planning based on
accurate time tracking




About ClickSoftware

ClickSoftware (NasdagCM:CKSW) is the leading provider of workforce
and service optimisation solutions that maximise workforce productivity
and customer satisfaction while minimising operation costs.
ClickSoftware’s ServiceOptimization Suite provides an integrated,
intelligent solution for automatic, efficient, and effective decisions over

the entire service decision making chain. The suite enables reliable

ClickSoftware customers represent a cross-section of industry leaders in
the utilities, telecommunications, computer and office equipment,
industrial equipment, medical equipment, building automation, and
home service sectors. Close to 100 customers around the world have
implemented ClickSoftware service optimisation solutions to achieve an

optimal level of field service.

customer demand and workload forecasting; strategic and tactical

capacity planning; optimised shift planning; daily service scheduling;

troubleshooting and repair support; wireless workforce management;

location based services; and business analytics that connect all

organisational levels and functions.
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