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Service/Dispatch

Service/Dispatch is a comprehensive service business system that is essential for tracking and managing every detail of your service organization. 

Managing field technicians efficiently can be a difficult task in service businesses. Information about your technicians’ profitability can sometimes be a mystery. And if this isn’t difficult enough, how about accurately tracking customer information, including account status and equipment and service history? Wouldn’t it be great if you could retrieve all this information from a single system with just a few mouse clicks?
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Service/Dispatch provides complete automation of service call processing, dispatching, and closing of sales and cost-related activities — efficiently and accurately. Moreover, this module will streamline business processes, reduce paperwork, eliminate duplicate data entry, and give you all the critical client historical information you need to operate your business more profitably. Your service department can help more customers more efficiently with Service/Dispatch. 

You’re in the business to service customers. So spend more time helping them and not managing multiple systems. With Service/Dispatch, customers can now rely not only on your service skills but also on your ability to manage their information.

Single Point of Entry

Whether you’re entering a new customer on-the-fly or performing look-ups, retrieving customer information has never been easier. From a single screen, you can enter existing or new customer information, service call details, and other information such as preferred technicians and credit card numbers.  To locate an existing customer, you can search by name, address, phone number, zip code, customer ID, or equipment serial number. 

To accelerate data entry, Service/Dispatch makes extensive use of default values for fields. These default values range from the current date and time to such items as call types, call status, and service technicians. Default information can be overridden anytime if the user has the proper access rights.

Proactive Message Alerting

Proactive message alerts notify you of delinquent accounts when the customer record is selected. From there, you can easily view the account information to remind your customer of an overdue invoice. Other user-defined messages can be set for Purchase Order Required, Any active Service Contracts, and if another service call has been assigned to the site.

Managing Multiple Locations

In the service business, it is common for a single customer to have multiple locations. Service/Dispatch was designed to keep accurate site-specific service information for each customer, including address, contact, phone number, and detailed notes.

Graphical Dispatch Board

Already more advanced than any other dispatch board, the new Graphical Dispatch Board manages service calls to the problem code level. On any one service call, three technicians could be assigned to the call, each on different days, different times of day, and for entirely different problem codes. For example, a copper re-pipe may require the installers for three days, electrician for half-day, and two plasterers for another day — all handled on the same service call. In addition, service calls can be simply rescheduled by dragging and dropping the specific timebar to a new slot on the dispatch board.  The dispatch board also allows both a summary or detail view with a simple toggle between a single-day view and a week-at-a-glance view. 
Microsoft MapPoint integration

The integration between Microsoft MapPoint and Service Series capabilities allows dispatchers to use MapPoint to map service call addresses more quickly and accurate and to plan technicians’ routes accordingly. The customer’s location can be plotted on a map by either selecting the customer’s site or by selecting the service call on the Graphical Dispatch Board and clicking the Map button.
Flexible Invoicing

There are many components involved after technicians have completed the actual service.  What inventory did they use? Did they purchase anything at a supply store? How many items were purchased and how many were actually used? Keeping these details in mind, Service/Dispatch has created an easy and efficient way to invoice many types of service calls. You can process invoices whether using flat rate or time and materials. Labor hours can be entered and sent into the Payroll module, eliminating redundant entry. And with progress billing capabilities, you can create an invoice while keeping a service call open. Service/Dispatch also allows you to bill third parties and retain site specific history of all services performed.

Wireless Communication

FieldCentrix, a leader in wireless, internet-based, mobile software enables your technicians to communicate with headquarters, receive work assignments, complete work orders, submit billing information to accounting, and even order parts. Invoice information, including time and materials, can be sent electronically by a technician in the field to the Solomon accounting system, greatly improving cash flow and enabling billing to be accomplished in hours or days rather than weeks.

	Business Issues
	How This Flexible Product Can Help

	You need the ability to rapidly search sites during work order entry for processing incoming service requests.
	With Service/Dispatch, you can reduce the number of steps for locating sites using advanced search criteria. You can search by name, address, attention, phone number, equipment ID, serial number, and more.

	Creation of unnecessary service calls wastes time and resources. You need to know right away whether or not incoming calls are legitimate.
	Service/Dispatch allows you to better manage incoming calls by alerting CSRs of credit issues, unauthorized tenant call requests, and existing open service calls (stack calls), and through prompting of CSR notes when entering fault codes.

	Dispatchers need more flexibility in managing service calls.
	Now dispatchers can sort/select service calls by branch (for two or more locations), technician (one or all technicians), geographic zone (“X” zip codes equal a region or geographic zone), call type (one dispatcher handles commercial vs. residential or plumbing vs. hvac), and status (view only unassigned calls, in progress calls, or completed calls separately).

	You need to improve efficiency of entering invoices.
	With Service/Dispatch, you have the flexibility to enter — on a single transaction — parts used vs. parts purchased, work hours vs. billable hours, billable vs. non-billable transactions, charge against a service contract vs. a billable part, and in-house warranty vs. manufacturer warranty parts.


Service/Dispatch delivers these additional features:

· Access customer information rapidly through different search criteria

· Invoice by either flat rate or time and materials

· Send service call information via alphanumeric pager or FieldCentrix wireless solution

· Send labor information directly to Payroll module

· Proactive message alerting
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Our graphical dispatch board allows you see both single-day and weekly views with an easy toggle.  With a simple drag-and-drop, service calls can be rescheduled or reassigned to a different technician.
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