








W ")H* )$&*  +% ,))-

Scottish Borders Building Services is a companyetas Hawick in the Scottish Borders that is cocted to maintaining
local authority housing stock and Housing Assoorafiroperty in the area.

As part of a restructuring programme in 2003, thimgany decided to move from a paper based workatitin system
where craftsmen reported each morning to one efjibnal depots to collect their job allocationstfoe day, to a
centralised system that would support work allasafrom a single management control centre.

Prior to the introduction of TextWork, SBBS crafesmreported to their respective regional depoth eaarning, collected
their job sheets, carried out their day’s allocatezks and then reported to the depot again arttief the day to submit
paper reports. These paper reports were thenafeklib to the system over the following days.

This system presented a number of managementuiffis in area such as:

1. Lack of up-to-date daily information orethrogress of work.

Lack of up-to date information on who ispensible for specific jobs.

Lack of accessible job tracking capabilitsoughout job life cycle.

Reporting/Feedback latency approximatelyegk.

Rising administration costs.

Fixed cost of management from 4 regionpaote

Communication costs associated with lanahabile phone calls.

AIthough there are a great many potential solutiorthiese problems SBBS felt that a text messdggasgd system best

fitted their requirements in that it overcame thea difficulties associated with the legacy system
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How did Textwork overcome SBBS's work allocation difficulties?

Work is allocated to field based personnel by segdin SMS with Job details to the mobile phonénef t
craftsmen that the work has been allocated to. Mieithod enables the company is able to address the
administration and labour costs of managing armtating work using a paper based system as wétleas
communication cost of using a land-to-mobile vaie# for on-going communications between field persl
and base.

Crucially, asTextWork is a bi-directional SMS system
SBBS maintenance craftsmen are able to submit tep
by returning a formatted or coded SMS,

e.g. “job completed”, “could not gain access”,
“required to réurn to complete work”, etc.

These reports are fed back into the system |

n real-time thus providing up-to-date management
information on the status of all work at any givane.
As each allocated job has a reference number,

this reference number can be used to quickly and
simply track work, retrieve historical records, or

to review work in progress. The system will aligo t
the reference number to the device (person) tleat th
work was allocated to including time and date SMS
delivery confirmation which can assist in resolvary
disputes that may arise in terms of what work heenlallocated and to whom.

As well as effectively dealing with these immediestgues SBBS viewed Textwork as having crucial athges
in other areas:

Lower cost in comparison to other mobilekforce management systems.

Ease of implementation and integration weitisting IT infrastructure.

Does not require upgrading to more soptatgd end user hardware devices such as PDAs.

System can use existing GSM phones of raofidrkforce

SMS or text messaging system had high ajppad maintenance staff.
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Bain, Sevice Manager at Scottish Borders Building Servisaisl, “We are extremely satisfied and are
reliant on this system as a work allocation managgrnool. For example the availability of job list and real
time status reports mean that we can redpormediately to customer enquiries. We do al#@000 jobs pt
year which is the same as before, only now we dmthuicker and at lower cos




