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ABSTRACT

Companies providing services for customers on-site require appropriate scheduling of employees and technicians. The
availability, skills and experience of employees and travel times need to be considered. In addition, the required information should
be made available as efficiently as possible. As a result of an increasing rate of digitalization, companies are changing from manual
planning in Microsoft Excel or on planning boards and printed documents to integrated workforce management tools that automate
planning steps and provide relevant documents. The market for these software tools is growing rapidly. In addition to established
software providers such as SAP and Oracle, there are also small vendors on the market. Companies that decide to deploy their field
service planning with an appropriate tool are faced the challenge of choosing a suitable method for the evaluating and analyzing the
market. The paper is devoted to development of the model for the evaluation of software tools in the context of field service
management in the oil and gas industry. The first step of proposed methodology involved market screening to identify suitable
software tools. In the next step, criteria were defined that needed to be tested to compare the tools. Finally, the outcome of the
evaluation and additional requirements allowed for a benefit analysis. After the evaluation model was developed, it was applied on
five selected software tools. SAP Field Service Management was ranked as the best product for a defined use case. The tools from
Odyssee and Salesforce ranked similarly in the categories that refer to the functional aspects. The field service management tools
from Fergus and ReachOut are both available for free with very limited functionalities, and reached rank four and five, respectively.
The result of this work can be used by companies providing services in the oil and gas industry to evaluate field service management
tools. Following the model, a structured process is provided to reduce the time needed for software evaluation. Future studies can
build on this work and focus either on different software tools or a different industry.
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INTRODUCTION

Workforce Management Systems have faced
significant changes as a result of the ongoing
digitalization affecting all sectors and disciplines in
industry. This has led to the new, long-term
challenges for employee relations that could affect
the oil and gas industry for 20 years and longer.
Work schedules have shifted from the classic nine-
to-five office routine to more flexible working
hours. The freedom of employees to independently
structure their working hours increased and
nowadays staff can work from home, arrive earlier at
work or leave later. Furthermore, the number of
part-time employees doubled between 1994 and
2018.

These changes also affect Workforce
Management systems in that staff need to be
scheduled according to  productivity and
qualification requirements, ensuring that workers are
present and available in sufficient numbers. This is

no simple task because the availability and
requirement of workforce can vary seasonally or
fluctuate short-term.

One of the challenges employers face in the
current economic environment is managing
workforce availability and assigning staff to tasks
matching their skills and experience. In light of the
lockdown measures enforced as a consequence of
the global SARS-COVID-19 pandemic, many
employees have to work from home, which affects
workplace availability, particularly in case of
emergencies. Even organizing meetings can
represent a challenge if employees are not fully
equipped with the required hard- and software or
broadband internet infrastructure. A variety of
Workforce Management tools is available on the
market with the aim of helping the responsible
managers to schedule their employees. The origin of
such professional tools is the simple manual
planning function in an excel sheet or on a
whiteboard. Often, planning with such methods

© Pretterhofer M., Mezhuyev V., Welsh D., 2020 cannot meet the target of covering all aspects
’ ' ' needed. The required information and planning
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parameters can vary between enterprises or even
from one manager to another, but generally, an
overview of the available workforce according to
their respective schedules and skills is the basic
requirement of such a system. When implementing
such a tool, first, the company must make the
decision which one to choose. The challenge starts
with criteria of selecting a software tool and
continues with the evaluation if the defined tool

represents a significant improvement to the
company’s existing processes and software
landscape.

The purpose of this paper is to provide a model
that can be wused to evaluate field service
management tools. The evaluation model will focus
the needs from companies providing field service to
the oil and gas industry.

To achieve this goal, methodology will follow
the following steps:

1. Define a use case that can be the basis for the
development of an evaluation model.

2. Make a market overview of potential
software tools that can be evaluated.

3. Study existing software evaluation models
from the literature.

4. Based on software evaluation models,
develop the specific for a defined use case
evaluation model.

5. Apply the developed evaluation model for
the selection of a software tools.

1. USE CASE DEFINITION

From the perspective of a company that
provides field services in the oil and gas industry, it
is assumed that a standard use case is the planned
maintenance of an industrial compressor.
Compressors provide machines with energy in the
form of compressed air for chemical processing, gas
storage or transportation. They can be differentiated
between continuous flow compressors, e.g.
centrifugal or axial compressors, or intermittent flow
compressors such as reciprocators. These machines
require regular maintenance either after a set
operating time or in the pre-defined intervals. The
degree of service can vary depending on the
maintenance plan of the manufacturer. In the case of
reciprocating compressors, piston rods, rings, and
valves need to be checked or replaced according to
the set maintenance schedule. Since industrial
compressors are uneconomical to transport due
totheir size, the equipment has to be checked and
fitted on-site by contractually obliged and qualified
technicians directly in the field.

The scheduling of maintenance and servicing need
to be planned as far ahead as possible, as a shutdown
of the equipment may lead to a complete halt in
operations. Additionally, in the case of failure or
outage, such machines need to be repaired as quickly
as logistically and feasibly possible. Since the
criteria these two scenarios imply, enormous
demands are placed on field service management
systems. Depending on the operator, the
compressors are frequently in use on sites in remote
locations, meaning that travel management should
also be covered by the field service tool. Other
assignments such as servicing and maintenance
contracting in urban areas, servicing technical oil
and gas production equipment in countries like
Russia, Canada or Saudi Arabia entail air travel to
remote areas. This means that spare parts cannot be
carried by the technician and need to be shipped in
advance so that they are already available on-site
upon arrival of the maintenance staff. This
functionality must be covered by shipment tracking
and material management in the management tool,
besides travel and expense monitoring for the
respective employee. When it comes to the work
itself, such services may take up to several
days/weeks to make a long travelling feasible.
Furthermore, in the oil and gas industry the whole
plant is shut down for a certain period to do all the
maintenance and repairs on all machines. Therefore,
the software must be able to record working hours
over a prolonged period and the transfer of this data
must be ensured for a monthly payroll and accounts
statements.

2. MARKET OVERVIEW OF FIELD
SERVICE MANAGEMENT TOOLS

The market for field service management tools
can be allocated between the customer service and
support software tools. The aim of such tools is to
support processes for dispatching service employees
to remote locations to provide service like repairs,
maintenance, upgrades or monitoring. Typical tasks
of a dispatcher involve managing the demands of the
duties for field service work, planning the workforce
accordingly, informing and supporting technicians,
debriefing work orders and conducting performance
analysis. In the Gartner Magic Quadrant for Field
Service Management [1], some of the major vendors
are categorized according to their strengths and
potentials. Fig. 1 shows the report of 2019, which
allocates the considered vendors.
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Fig. 1. Gartner Magic Quadrant for Field

Service Management
Source: compiled by the author

The allocation to “Niche Players” means that
they offer strong field service management products,
but may not incorporate functional components or a
customer service and support structure on a global
level with more than 1,000 field service employees.
“Visionaries” have a great advantage when it comes
to technology. They have a significant influence of
the way a technology is used and what
functionalities are considered as gold standard. The
categorization “Leader” means that these vendors
have a market-defining vision of the technology they
offer and are well established in the market
compared to the visionaries. In addition to these
categorizations the Gartner Report also briefly
describes the strengths and potentials according to
customer surveys. Since the report only considers
vendors that fulfill certain inclusion criteria, a total
market overview is not provided. The inclusion
criteria consist of reference customers in certain
regions, revenue with field service management
tools, a functional breadth, etc. Vendors not
fulfilling these criteria would also be categorized as
niche players. A brief research via several
commercial search engines and social networks (like
LinkedIn) shows that there are many more vendors
to consider than those mentioned in the Gartner
report.

This first market overview demonstrates the
challenge of picking one of these vendors.
Therefore, an evaluation model needs to be applied
to structure the selection and bring the right
functionalities and most useful process advantages
for an enterprise.

3. DEFINITION OF THE EVALUATION
MODEL

In general, the market potential for software
solutions can range from a single product to
hundreds of products. The first step is to define the
precise needs the software has to meet before
compiling a broad outline of the available software.
In order to identify relevant products, suitable search
terms (keywords) must be defined and combined.
These keywords then are used at the second step of
the search in specific technical reports, published
books, journals and conference proceedings.
Important source are the reports from consulting
companies. Furthermore, a search in search engines
like Google can result in a set of potential software
tools.

In addition to secondary information, primary
information sources can be found in attending
specific fairs and other events to become acquainted
with potential products and vendors [2]. Depending
on the outcome of this step, it is necessary to filter
the results by doing a rough examination of the
software in terms of suitability for the end user and
the defined use case. Knock-out criteria can be
defined that automatically exclude a wvendor if
certain criteria do not meet the customer’s
requirements.

A follow-up procedure involves a benefit
analysis. This analysis compares the aims of a
software product and the processes it should support
and then identifies functionalities that are conducive
to achieving the defined objectives. The first phase
of the benefit analysis involves listing all important
criteria and then weighting them according to their
potential benefit against the aims of the software.
After that, each criterion is rated for each individual
decision option [3].

The first step of the evaluation is a market
screening. Market screening is originally a technique
that comes from sales management to define and
delineate potential new markets [4]. However, it is
also a highly effective technique for identifying new
suppliers and supplier markets for procurement [6].

Once a pool of potential software vendors has
been found, a use-case is developed along with
definition of the main purpose that the software
needs to fulfill. Many vendors are only specialized
on specific industries and should be excluded from
the search [3]. In the next step, must-have criteria
are defined, which is completed by analyzing the
existing software solutions. The next stage includes
a test to check how well the software tool manages
the most important functionalities, key requirements
and identified criteria. To maintain a consistent
degree of comparability, measurement procedure has
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to be defined in advance and must be the consistent
for all testing modalities.

The criteria used for measuring software
efficacy and functionality have been incorporated in
a benefit analysis. They define the rating of each
criterion in advance to create transparency and
traceability of the decision-making process. As
procurement decisions can be subject to bias, it is
important to systematically find and weight criteria
that support the selection [7]. How the criteria are
weighted and ranked is the responsibility of the
company which requires the software tool, and also
depends on the use-case. Once the criteria have been
rated, a ranking is compiled, containing the scores
for each option.

» Definition of the Use-Case

« Identification of Must-Have criteria

« |dentification of Software in different
Sources (Online, Literature, Events)

Market
Screening

« Definition of Test Criteria
Testing « Clearifying Measurement Process

« Definition of standard Workflow

« Testing and measurement

« Definition of additional
Criteria and Scoring method

* Merging Test Criteria and
Benefit- other Criteria
f * Weighting according to use-
Analysis case
« Ranking according to

Scoring method

Fig. 2. Proposed Evaluation Model

Source: compiled by the author

4. APPLICATION OF THE EVALUATION
MODEL

Once the results of the market screening have
been collated and the use case is defined, the
evaluation model can be applied. Vendors that were
taken into consideration are SAP Field Service
Management [8], Salesforce Lightning [9], and
Odyssee Field Service [10] (listed in the Gartner
Magic Quadrant of Field Service Management [1]).
An additional online search was performed to
consider smaller vendors. The search strings “field
service management tool”, “field service
management software” were used, which resulted in
selection of two additional vendors — Fergus [11]
and ReachOut Suite [12].

Considered use case assumes that the main
benefit of a tool should be the reduction of working
hours spent on operative processes. Therefore, a
standard workflow was developed an applied for
every software tool.

The workflow includes the steps:

1. Creating customer master data.
2. Creating equipment master data.

3. Creating the service job.
4. Dispatching of the service job.

Next, the time to complete the workflow was
measured. The Table 1 gives an overview of the
measured times.

Table 1. Measurement of the time to
complete the workflow

Process
Tool Steps
Sap FSM

Creating Cus-
tomer (+ Saving)

01:01 (00:09)

Creating Equip-
ment (+Saving)
01:13 (00:10)

Creating Service
Job (+Saving)

01:18 (00:07)

Dispatching Total Process
(+Saving) Time

04:05 (00:00) 08:04

Salesforce 04:58
ning
Odyssee Field Ser-
vice

Light- | 01:28 (00:03) 01:27 (00:02) 01:07 (00:02) 00:49 (00:00)

00:37 (00:00) 01:22 {00:00) 01:55 (00:04) 00:26 (00:00) ‘ 04:24

Fergus 0057 (00:071} NA 03:31

00:54 (00:03) NA

01:47 (00:07)
01:16 (00:05)

00:35 (00:04)

ReachQut Suite 00:00 (00:00) ‘ 02:18

Source: compiled by the author

In the next steps, additional criteria were
defined, and rating conditions were described. After
that, the individual criteria were weighted according
to their importance and fed into a benefit analysis.

1. Recordings: Software tools that support
recording time, material consumption expenses and
mileage receive 10 points. Software tools that
support recording of at least time receive 5 points.
All other tools receive zero points.

2. Analytics: Software tools that offer analytics
and charts that can be customized receive 10 points.
Software tools that offer at least pre-configured
reports receive 5 points. All others receive zero
points.

3. Asset Management: Software tools that offer
maintenance of assets or equipment, fields for
service history or possibilities to attach documents
receive 10 points. If assets can be maintained
without relevant service information, the software
tool is rated with 5 points. If none such
functionalities are available, the tool is rated with
zero points.

4. Attachments: If attachments can be added to
different master data levels (at least for a customer,
equipment, or service order or service job) the tool is
rated with 10 points. If an attachment can be added
to at least one of these, the software tool is rated
with 5 points. Otherwise, the tool receives zero
points.

5. E-Signature: If the customer can sign
documents at different stages of the workflow, the
software tool will receive 10 points. If a signature
can be added at least in one step of the workflow, 5
points are given. If no signature options are
provided, the software tool receives zero points.

6. APIs: If the Field Service Management
Tools offers APIs that can be individually
configured to extract master and transaction data, the
software tool receives 10 points. If the data
extraction is provided but limited, the tool receives 5
points. If no APIs are configurable, the software tool
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is rated with zero points.

7. GPS Integration: If technicians, service jobs
and their locations can be tracked on a map the
software tool receives 10 points. If one of these can
be viewed on a map, the software tool receives 5
points. If none of these options are available, the tool
is rated with zero points.

8. Estimations: If there is an integrated
functionality to estimate service jobs with time
efforts and costs, the tool is rated with 10 points. If
this estimation is limited, the tool receives 5 points.
If no such functionality is available, the tool is rated
with zero points.

Table 2 shows the results of the benefit analysis
according to the described rating procedure.

The tool with highest score and the highest
weighted score is SAP Field Service Management
with 6,85 weighted points followed by Odyssee with
5,75 weighted points. The tool with the lowest score
is the product from Fergus with 3,7 weighted points.
When looking at the software tools in ranked order
the weighting made no difference in this specific
case. So, if the weighting for all criteria would be
0,1 (concerning all 10 criteria, each 10 %
importance) the ranking would not change. An
individual analysis of the tools shows that SAP has
the highest possible ratings in six categories, which
are combined weighted at 60 % overall. In three
categories — that are weighted with 35 % — SAP
achieved the lowest possible score. The second
ranked tool, Odyssee, had two categories where it
scored the highest. These categories made up 10 %
of the total score according to the weighting criteria,
which in turn counted against Odyssee. In all the
other categories Odyssee had a medium rating.

An almost identical pattern shows the result for
Salesforce, scored in two categories worse than
Odyssee, and having identical ratings in others. In
the category with the highest weighting (the total
process time), two free-to-use software tools scored

the highest, but nevertheless they only achieved the
fourth (ReachOut) and the fifth (Fergus) rank. Both
had the worst rating in four criteria (Recordings,
Asset Management, APIs, and GPS Integration).
This shows that the tools are still efficient within
their functionalities. Note that this evaluation is
focused on the oil and gas industry, so the well-
established vendors scored highly, because they
offer the advanced functionalities.

CONCLUSIONS

This paper considered a use case of a field
service job, performed for a service of an industrial
compressors in the oil and gas industry. This type of
services is specific and needs more planning,
because e.g. the duration of a service takes up to
several days depending on the complexity of the
equipment.

For the market overview the Gartner Magic
Quadrant of Field Service Management was the
starting point to identify major providers. Also, the
Gartner Report provides first results for strengths
and potentials for the listed tools. A disadvantage of
the Report itself is that it considers tool only from
well-established vendors that already have a vivid
customer structure. Therefore, smaller vendors were
described to extend the range of considered software
tools.

Based on the requirements that come with the
defined use case a new evaluation model was
created.

The evaluation model defines a process that
consists of three steps:

1. Market Screening: Depending on the use
case of the company, the software tools to be
selected and included in the evaluation process [2],
[4].

2. Testing: Key criteria that represent the most
important functionalities of software tools need to be
defined and measured during a test process [4].

Table 2. Outcome of the rating

Weigh- Alternatives

ting | SAP Score | Sales- Score QOdys- Score Fergus @ Score Reach- | Score
Criteria I force see Out
Total Process Time | 0,25 |2 05 [ 4 1 6 [ 15 |8 |2 [ 10 125
Loading Time 0,05 | 2 0.1 | 8 0.4 10 0,5 4 0.2 6 0,3
Recordings 0,15 10 1,5 5 0,75 5 0,75 0 0 0 a
Analytics 01 | 10 [ |5 ‘05 [5 (05 ['5 (05 5 (05
Asset Mgmt. 0,15 10 1.5 5 0,75 5 0,75 0 0 0 0
Attachments 0,05 | 10 05 ' 5 0,25 5 0.25 5 0.25 |5 0,25
E-Signature'? 0,05 |5 0,25 5 0,25 5 025 5 0,25 10 0,5
APIs128 01 | 10 1 | 5 05 5 0.5 0 a 0 0
GPS Integration™ 0,05 10 0.5 10 05 10 0.5 0 a 0 0
Estimations 2! 0,05 | 0 0 | 5 0,25 5 0,25 10 05 10 0,5

6,85 57 515 61 5,75 a7 3,7 46 4,55

Total 1 | 69

Source: compiled by the author
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3. Benefit Analysis: The outcome of the testing
phase is used together with additional criteria. The
potential software tools are compared and the one
with the highest rating is selected [3], [5].

The model can be used by industrial companies

specialized  discipline  with  highly  specific
requirements that differ greatly from other service
and maintenance work, other industries and areas of
the petroleum industry should be investigated
separately. The outcome of such an investigation

that intend to find a suitable field service might lead to another approach for the evaluation of
management tool. Additional research would lead to  software products being more suitable than the
elaborating key differences to other field service model presented in this paper.
areas. Since servicing compressors is a very

REFERENCES

1. ,,Gartner, Magic Quadrant for Field Service Management”. — Available from: https://www.gms-
online.de/servicel/gartner_magic_quadrant/. — [Accessed: 07.12.2020].

2. Koppelmann, U. “Beschaffungsmarketing”. [2-nd. Edition]. Publ. Springer. Berlin: Germany. 1995. 151 p.
DOI: https://doi.org/10.1007/978-3-642-97659-9_4.

3. Kienegger, H. “Kritische Erfolgsfaktoren und Herausforderungen von Software-as-a-Service
basierten Enterprise Resource Planning Einfithrungsprojekten — Eine explorative Studie am Beispiel von
SAP Business By Design”. [Dissertation]. TU-Miinchen. 2015. p. 17-21.

4. Gould, R. “International Market Selection — Screening Technique: Replacing intuition with a
multidimensional framework to select a short-list of countries”. [A doctoral dissertation]. RMIT University,
Melbourne. 2002. p.2-12.

5. Yoe, C. “Primer on Risk Analysis: Decision Making Under Uncertainty”. Taylor-Francis. Boca
Raton. 2012. p. 1-5. DOI: https://doi.org/10.1201/b11015.

6. Koppelmann, U. “Internet und Beschaffung”. In: BRENNER, W., WENGER, R. (Eds.):
“Elektronische Beschaffung: Stand und Entwicklungstendenzen”. Publ. Springer. 2007. p. 23-28. ISBN 978-
3-540-34018-8.

7. Michel, A. “Behavioral Supply Management: A Review of Human Judgment and Decision Making
Theory and its Integration into the Field of Supply Management”. EMP. Norderstedt. 2008. p. 53-61. ISBN-
13: 978-3938877173.

8. “Coresystems: SAP  Field Service Management (FSM)”. — Available from:
https://coresystems.ch/en/field-service-management. — [Accessed: 07.12.2020].
9. Rouse, Margaret. “Salesforce Lightning”. - Available from:

https:/iwww.computerweekly.com/de/definition/Salesforcecom. — [Accessed: 30.08.2020].

10. “Odyssee Field Service Innovative Field Service software to manage work orders”. — Available
from: https://www.odysseefieldservice.com/. — [Accessed: 07.12.2020].

11. “Fergus: Our Story”. — Available from: https://fergus.com/about/. — [Accessed: 07.12.2020].

12. “Reachout: About Us”. — Available from: https://www.reachoutsuite.com/about-us/. — [Accessed:
07.12.2020].

Conflicts of Interest: the authors declare no conflict of interest

Received 21.10.2020
Received after revision  09.11.2020
Accepted 18.11.2020

ISSN 2617-4316 (Print)
ISSN 2663-7723 (Online)

293


https://www.gms-online.de/service1/gartner_magic_quadrant/
https://www.gms-online.de/service1/gartner_magic_quadrant/
https://doi.org/10.1007/978-3-642-97659-9_4
https://doi.org/10.1201/b11015
https://www.computerweekly.com/de/definition/Salesforcecom
https://www.odysseefieldservice.com/

Applied Aspects of Information Technology 2020; Vol.3 No.4: 288-295

DOI:https://doi.org/10.15276/aait.04.2020.6
Y]IK 004.931

MOJEJIb JJIs1 OONIHKU IHCTPYMEHTIB CEPBICHOT'O YIIPABJITHHS
Y HA®TOI'A30BOI I'AJIY31

Mapko IIperTepxodep?

ORCID: https://orcid.org/ 0000-0001-6057-4258, marco.pretterhofer@edu.fh-joanneum.at
Bitauniii IBanoBu4 Me:xyeBY

ORCID: https://orcid.org/0000-0002-9335-6131, vitaliy.mezhuyev@fh-joanneum.at
Hominix Besur?

ORCID: https://orcid.org/0000-0003-1750-219X, dominic.welsh@fh-joanneum.at
D Vrisepcuter npuknaauux Hayk FH Joanneum. Kanden6epr, Apctpis

AHOTAILIS

Kommanii, mo npaiorTth B obnacri field service, BUMararoTh BiAIMOBITHOTO TUIAHYBaHHS pOOOTH CIIBPOOITHUKIB Ta TEXHIYHUX
nmpaniBHUKIB. HeoOXigHO BpaxoBYBaTH HAsBHICTh, HABUYKH Ta JOCBiA CIIBPOOITHHKIB Ta Yac MOi3OK. B pesynprari 30iMbIIeHHS
TEMITB AuriTamizanii KoMNaHii mepexoisTh Bin pydHoro mwianyBanHs B Microsoft Excel Ta npykoBaHumx mSOKyMEHTIB 110
IHTETPOBAaHUX 1HCTPYMEHTIB YIpPaBIiHHA POOOUOI0 CHIIO0, SIKi MOXKYTh aBTOMAaTH3yBaTH KPOKHU IUIaHYBAaHHS Ta HAaJaTW BiAMOBigHI
IOKYMEHTH. PWHOK mmX mporpaMHHX 3aco0iB IBHAKO 3pocrac. Ha 10maTox 100 BIZOMHX IOCTAYalbHHKIB MPOTPAMHOTO
3abe3neyeHns, Takux sk SAP ta Oracle, Ha puHKY Takox € HeBenwKi ¢ipmu. Kommanii, sski BHpIIIMIN 3aCTOCYBATH IUIAHYBAHHS
BUI3HUX CIYX0 3a JOMOMOTOI0 BiANOBIZHOTO iHCTPYMEHTY, CTHKAIOTHCS 3 MPOOIEMOI0 BHOOPY BiIMOBITHOTO METOAY OLIHKH Ta
aHami3y puHKY. CTaTTs mpHCBSYeHa PO3poOli MOoAemi A OIIHKK NMPOTPaMHUX 3ac00iB y KOHTEKCTI YIPaBIiHHA MOIbOBHMHU
MOCITyTaMH KOMIIpecopiB y Ha@TOBii 1 ra3oBiii mpommcnoBocTi. [lepmmit kpok Meromonorii mepenbadaB MepeBipKy PHHKY IS
BUSIBJICHHS BiANOBIIHUX MpOTrpaMHUX 3aco0iB. Ha HacTynmHOMY Kpori Oyio BH3HaYeHO KpUTepii, AKi MOTPiOHO MPOTECTyBaTH AT
MOPiBHSHHS 1HCTpYMEHTIB. HapemTi, pe3ynpTaT OLiHKH Ta JOJATKOBI BUMOTH JO3BOJHJIM MPOBECTH aHai3 BUron. [licms Toro, sk
MOJIeNb OL[iHKH OyJ1a po3po0iieHa, BoHa OyJia 3aCTOCOBaHa JI0 I'sTH BUOpaHux mporpamuux 3aco6is. SAP Field Service Management
OyJI0 BU3HAHO HANKpAIIMM TIPOJYKTOM JUISl BUITAJIKy BUKOpHcTaHHs. [HcTpymenTr Big Odyssee ta Salesforce marors moniGHi ominku
Y KaTeropisix, o CTOCYThCs QYHKIIOHANTBHUX acrekTiB. [ncTpymenTn ynpasninns field service Big Fergus ta ReachOut nocrymui
OE3KOLITOBHO 3 AyXKe 0OMEKEHHMMHU (YHKIIOHATBHIMHU MOXKJIMBOCTSMH Ta Ta OTpHUManyd Micue 4 Ta 5 BinnosigHo. Pesynbrar miei
poboTH MoOxe OyTH BHUKOPHCTAaHWN KOMIIAHIsIMH, IO HANAIOTh TOCIYrH B HA(TOBiIi 1 Ta30Biif MPOMHCIOBOCTI, I OIIHKA
IHCTPYMEHTIB YNpPaBIiHHA IOJBOBUMH HOCIyramMu. Monenb mependadac CTPYKTYpOBaHMH IIpoliec IS 3MEHIICHHS dacy,
HEOOXiZTHOTO JUIs OLIHKM IporpaMHoro 3abesnedeHHs. OcHoBaHI Ha naHiil poOoTi MaiOyTHI HocHimKeHHS OyayTh CTOCYBAaTHCS
PI3HMX IPOrpaMHUX 3ac00IB Ta IHIIMX Tamy3e.

Ki104oBi c10Ba: iHCTpyMEHTH TUTaHYBaHHS; OLliHKA MTPOTPAMHOT0 3a0€3MeUeHHS; YIIPaBIiHHS TOCTYTaMH.
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AHHOTALIUS

Komnanuu, mnpenocraBistomue yciayrd B obmactu field service, TpeOyroT COOTBETCTBYIOIIETO IUIAHUPOBaHMsSI PaOOTHI
COTPYAHUKOB U TEXHUYECKUX CIICIUATIMCTOB. HeOGXOJlI/IMO YUUTBHIBATh JOCTYIMHOCTDH, HABBIKU U OIBIT COTPYAHUKOB, a TAKXKXE BpEMsI
B myTH. B pe3ynbprare pacTylinx TEMIIOB JHIHTAIU3ALMH KOMIIAHHH MEPEXOAT OT IUIaHWpOBaHus BpyuHyro B Microsoft Excel u
NEYaTHBIX JOKYMEHTOB K HWHTCIpUPOBAHHBIM HWHCTPYMEHTAM YIIPABJIICHUSA IMEPCOHAIIOM, KOTOPBIC aBTOMATU3UPYIOT ITaIlbl
TUIAHAPOBAHUS ¥ TPEIOCTABIIOT COOTBETCTBYIONINE JOKYMEHTHI. PBHIHOK 3THX MPOTPAMMHBIX HHCTPYMEHTOB OBICTPO pAcTeT.
IToMrMO HM3BECTHBIX MOCTABIIMKOB TPOrPaMMHOTO obecredenus, Takux kak SAP u Oracle, Ha poiHKe ecTh Takke HeGOIbIIIE
¢bupmsl. KoMmaHu#, KOTOpbIE PEIIMIE Pa3BePHYTh CBOE TUIAHUPOBAaHHE OOCITY/KUBAHMS HA MECTax C MOMOIIBI0 COOTBETCTBYIOIIETO
MHCTPYMEHTA, CTAJIKMBAIOTCS € MPOOJIeMOii BbIOOpa MOIXOASIIET0 METO/Ia OLICHKH 1 aHajn3a peiHKa. CTaThs MOCBSIICHA pa3paboTKe
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MOJIENH IJIsl OLIEHKH MPOTPAMMHBIX CPEJICTB B KOHTEKCTE YIIPABJICHHS TIOJIEBBIMU YCIIyraMu B HedTerazoBoit orpaciu. [lepBeiii mar
TPEUIOKCHHON METOMONIOTHA BKJIIOYAN IPOBEPKY PHIHKA Ui ONPENENCHUs MOIXOMSIIIMX MPOrPaMMHBIX HHCTPYMEHTOB. Ha
CleIyIoleM 3Tane ObUIM ONpEAESCHbI KPUTEPHH, KOTOpble HEOOXOAMMO OLCHUTH I CPAaBHEHHS HMHCTpyMeHTOB. Hakower,
pe3yJIbTaT OLEHKH M JOMOJHUTEIbHbIE TPEOOBAHMS TO3BOJIMIN MPOBECTH aHANU3 BBIrOA. Ilociie TOro, Kak MOZAENb OLCHKH ObLIa
pa3paboraHa, oHa ObLia MPUMEHEHA K TIATH BBIOpAHHBIM MporpaMMHbIM HHCTpyMeHTam. SAP Field Service Management Gbin
OpU3HAH JIyYIIMM [POAYKTOM U JAHHOTO BapuaHta ucronb3oBanus. WHcrpymentsr or Odyssee u Salesforce ouenuBarotcs
OJIMHAKOBO B KATETOPHSAX, OTHOCAIINXCA K (DYHKIIMOHATBHBIM acriekTaM. MHCTPYMEHTBI YIIpaBJIeH s BHIE3IHBIM OOCTyKABAHHEM OT
Fergus u ReachOut moctymHbl GecIuiaTHO ¢ OYEHb OTPAHMYCHHBIMH (DYHKIMAMH W OKAa3aliCh HAa YETBEPTOM W IIITOM MECTE
COOTBETCTBEHHO. Pe3ynbrar paboThl MOXKET OBITh UCTIOIB30BAH KOMITAHUSIMH, OKa3bIBAIONINMHE YCIIYyTH B HE(TEra30BOM OTPACITH, s
OIIEHKH HHCTPYMEHTOB YIPABIEHUS MOJNEBBIMH YCIyraMu. B COOTBETCTBHH C MOJIENBIO TPENOCTABISETCS CTPYKTYPHUPOBAHHBIM
[POLECC, O3BOJSIIOLIMI COKPATUTh BpeMsl, HEOOXOAMMOE ISl OLICHKH HporpaMMHoro obecnedenus. OCHOBaHHBIC HA 3TO paboTe
Oyaylue uccieqoBatus MOTYT COCPEIOTOYNBATHCS HA PA3IIMYHBIX IPOTPAMMHBIX HHCTPYMEHTAX, JU00 Ha APYrol OTpaci.
KirroueBble cJ10Ba: IPOTPaMMHBIE CPEIICTBA; OIIEHKA TIPOrPAMMHOTO 00ECTICUEHHS; YIPABIECHHE YCITyTaMu.
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