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Background
The Webtracker system is a web-based system which provides end-to-end functionality for organizations who manage a mobile workforce and are engaged in field services.  In particular, the system offers a fully-automated solution coupled with comprehensive business analytics to companies who deploy skilled technicians for installation and servicing work.
The Webtracker system was developed over the past ten years by Cancable Inc. DBA Dependable HomeTech as a means of gaining a competitive advantage in its own market segments.  Dependable HomeTech operates in Canada and the USA and is engaged in field services, technical support and call centres.
In 2008, Dependable HomeTech spun-out the Webtracker system to its subsidiary company called OSS-IM View Inc. (Operations Support System – Information Management) with the mandate to deploy the system to external customers.  Webtracker is currently being utilized by over 600 technicians and is supporting approximately 750,000 work orders per year. 

Technology Platform
The Webtracker system is a web-based solution which can be accessed by external clients through the internet under a service bureau arrangement with OSS-IM View.  There is no need for the client to download or install software – all Webtracker functionality is available through the internet and the client’s data is fully protected through SSL (secure socket layer) technology.

All data resides in a Microsoft SQL Server database.  The Webtracker system has extensive business analytics and reporting capabilities, including the ability to export data into excel spreadsheets which can be imported into the client’s internal systems.

Under the service bureau arrangement, the client can assign an unlimited number of individual user id’s and passwords to their employees.  The system supports both internal (employee) work forces as well as external subcontractors (or a combination of both).
The system has been stress-tested and can support over 3 million work orders per year in its current configuration.  The system is fully scalable and can be expanded to support an unlimited number of transactions.

Webtracker Functionality
The main functionality of the Webtracker system is as follows:

· Field Services / Work Orders
· electronic work orders

· remote technician connectivity via laptop or PDA
· technician scheduling and dispatch
· technician routing (including GPS tracking)
· jeopardy management

· customer escalations
· electronic technician timesheets

· quality inspections (including pictures)
· Billing Rates and Technician Pay

· regional rate sheets

· piece rates or hourly rates

· multiple technician pay tiers

· technician advances and retainers

· manual pay adjustments

· online pay details

· Inventory

· warehouse scanning
· assignment of units to technicians

· automatic inventory updating from closed work orders
· online inventory reporting

· Materials (small parts)
· electronic materials catalogue

· online ordering
· warehouse inventory (real time)

· assignment of materials to technicians

· automatic pay deductions (for subcontractor technicians)

· online materials reporting

· Purchase Orders

· online generation and approval of purchase orders
· handles capital expenditures and expenses

· Asset Management

· internal tracking and reporting of all assets types
· assets assigned to individuals or branches
· also includes fleet management tools (including fuel card program)

· Human Resources

· system maintains the position levels and reporting structure for all employees

· the organizational hierarchy is used for automated processing/approvals

· each employee is assigned specific security levels for Webtracker access
· the employee database also includes employee skills (used for dispatch)

· system also has generic HR management tools such as job postings, performance reviews, employee communications/broadcast messages, etc)

· Billing Validation

· validates the service organization’s payment remittances

· compares all payments received to the original work order amounts

· produces an accounting adjustments files for all discrepancies

· where a difference exists, produces a “dispute” list for all unpaid items

· in addition, processes all chargeback items and automatically backcharges the technician’s pay where applicable (subcontractor technicians)
· Accounting

· used to “close” an accounting period and produce a Webtracker accounting file

· handles billing amounts (revenue recognition) and technician pay

· also includes repayments on technician advances and withdrawals of retainers 

· the Webtracker accounting file can be exported into an Excel file so that it can easily be imported into the company’s internal accounting system
· Customer Surveys

· customers can complete online surveys (satisfaction/quality)

· often used in association with “drop cards” left behind by technicians

· survey results are available online to the service organization
· Reporting

· system contains extensive online reporting

· includes canned reports and ad-hoc reports (reports “on the fly”)
· many reports can easily be exported into excel files

· also see the Business Analytics section below
· Business Analytics

· includes web-based dashboards and scorecards

· data is “pulled” by the user in real-time

· includes summary data and drill-downs

· see full details below


Webtracker Features and Benefits
The features and benefits of the Webtracker system are as follows:
Field Services / Work Orders
Webtracker has an extensive array of work order management features which are designed to maximize the productivity of a mobile workforce.

· Electronic Work Orders
· work orders are usually created from electronic data feeds from the service organizations 

· work orders can also be created from uploaded PDF files (the daily PDF work orders are uploaded into Webtracker and a custom program “scrapes” the data from the image and loads it into the database)
· in addition, one-off work orders can be manually created by call centre and/or dispatch personnel
· The Electronic Work Order feature is the foundation of all automated processing and business analytics.  The benefits are reduced administration costs, increased management control, less revenue leakage and increased technician productivity (more closed jobs per day).
· Remote Technician Connectivity

· field technicians usually work with laptops or PDA hand held devices

· technicians receive their work orders online throughout the day

· all work orders are updated/closed online through Webtracker (either by the technician or by office admin/dispatch personnel)  

· in certain cases, technicians will work with a PDA hand-held device issued or mandated by the service organization - Webtracker automatically captures data from this device and updates its own database accordingly
· The benefits of remote technician connectivity is the ability to update/close work orders online which improves accuracy, reduces administration costs and allows for real-time monitoring/reporting.
· Technician Scheduling and Dispatch

· the scheduling and availability of field technicians is maintained online
· technicians are assigned a regular shift (schedule) within the system
· all vacation/other time is scheduled and updated accordingly

· work orders can be dispatched to technicians using the following factors

a) technician’s schedule/availability

b) technician’s region/territory
c) technician’s skills/certification

d) technician’s current location (using GPS)

e) technician’s assigned equipment (in truck)
· The benefits of the Technician Scheduling and Dispatch feature is improved customer satisfaction through better on-time performance and increased profitability by maximizing and balancing work loads.
· Technician Routing
· technicians plan their daily routes based on the assigned work orders

· the system has a GPS tracking capability which has real-time information on the technician’s current location and their daily travel/activity log
· the technician’s laptop (or PDA device) can link this GPS data with Google Maps which can be used by the technician to determine their most efficient route 

· The benefits of GPS-assisted routing is improved technician productivity and reduced vehicle operating costs.
· Jeopardy Management

· the Jeopardy Management feature allows office admin/dispatch personnel to monitor each technician’s progress throughout the day

· work orders are updated with “en route” and “on site” status codes as technicians move from job to job

· any work orders where the technician is “in jeopardy” of not arriving on time are highlighted accordingly
· the admin/dispatch person can resolve jeopardy situations by re-assigning work orders between technicians or calling in assistance from another technician

· The benefits of the Jeopardy Management feature is improved customer satisfaction through better on-time performance and increased company profitability through reduced chargebacks/penalties form the service organization.
· Customer Escalations

· the Escalations feature allows management to resolve specific customer complaints (“escalations”)
· the system opens a “ticket” for each escalation and the manager works online through the entire resolution process
· once the problem is resolved (which may involve the payment of a damage claim), the manager closes the escalation ticket

· the system provides reporting on all escalations and tracks the performance of each technician
· The benefits of the Escalations feature are improved customer satisfaction through the timely and reliable resolution of complaints.
· Electronic Technician Timesheets
· the system has an electronic timesheet feature which can be used by company technicians to track their daily work hours

· each timesheet includes various work categories such as administrative time, travel time and the completion of work orders
· each timesheet also specifies personal time such as lunch breaks
· the timesheets can be populated by work order times (onsite and closed)
· where the technician has a GPS unit, the GPS data can also be used to pre-populate the technician’s daily timesheet

· The benefits of the Electronic Timesheet feature are improved accuracy of timesheets and better control over overtime costs
· QC Inspections
· the system has a QC Inspection feature which can be used to perform onsite inspections of completed work
· typically, a QC Inspector or Lead Technician completes a standard inspection report in the field and takes digital pictures of the work

· the inspection report and pictures are uploaded into Webtracker and appear online as part of the closed work order
· the system uses this QC Inspection data to track the performance of each technician 

· The benefits of the QC Inspection feature are improved customer satisfaction through fewer repeats (QC Inspections are used to identify technician weaknesses and remedy these areas by additional focus and training).  Additional benefits are increased company profitability through lower repeat rates and fewer chargebacks from the service organization.
Billing Rates and Technician Pay
Webtracker has a fully automated customer billing and technician payroll feature associated with closed work orders.  When a work order is closed online, the system automatically calculates the company’s billing amount (revenue) and technician payroll amount associated with each line item (job code) on that work order.  These amounts are reported in real-time (as the day progresses) and are posted to the accounting file on a daily basis.  There is no manual intervention required for calculating and posting these revenue and payroll amounts.

· Regional Rate Sheets
· rates are maintained within the system for each individual job code 

· each service region can have different rates within the same organization 

· as new rates are received, they are entered into the system and automatically become active on the specified effective date
· there are no limits to the number of different rate sheets within the system 

· Piece Rates or Hourly Rates

· the system can support both piece rates or hourly charges
· each job code specifies the flat amount (piece rate) or hourly rate

· Multiple Technician Pay Tiers

· for each job code/billing rate within a rate sheet, the also system maintains the technician pay associated with that job code
· currently, the system supports a 2-tier pay structure (Level 1 and Level 2) although additional pay tiers can be added without difficulty 

· the system automatically sets a technician’s pay level on a monthly basis depending on the technician’s performance in the previous month against the company’s performance targets (typically a completion rate measurement is used)

· if the technician exceeds the performance target, then the system will automatically set the technician to Pay Level 2, and vice versa

· at any time, an authorized manager can override the system setting and manually set the pay level for a technician as required
· Technician Advances
· the system has a Technician Advance feature which can automatically provide a payroll advance and/or a materials advance to a technician
· for each advance, an authorized user specifies the amount of the advance, the repayment period (in number of pay periods) and the maximum repayment amount per pay period (as a percentage of technician earnings)

· a payroll advance is automatically included in the technician’s next payroll and the periodic repayments are automatically deducted in subsequent pay periods

· for a materials advance to a subcontractor technician, the advance is automatically triggered when the technician is assigned the ordered materials through the Materials module (see below) 

· Technician Retainers

· the system has a Technician Retainer feature which can automatically deduct a retainer amount from a technician’s pay check
· for each retainer, an authorized user specifies the total amount of the retainer and the type of retainer (either a periodic withdrawal from each pay check or a single withdrawal from the technician’s final pay check)

· for a periodic retainer, the user specifies the withdrawal period (number of pay periods) and the maximum withdrawal amount per pay period (as a percentage of technician earnings)

· when a technician’s employment is terminated, the system automatically posts any subsequent chargebacks and adjustments to the technician’s retainer account and then refunds the balance (if any) after the company’s specified waiting period

· Manual Pay Adjustments
· in addition to the automated payroll calculations described above, the system also has a Manual Pay Adjustment feature which can be used by an authorized user to enter a one-off payroll amount or deduction

· all manual pay adjustments are automatically included in the technician’s next pay check and are included in the company’s accounting file 
· Online Pay Details

· the system has an Pay Details feature where a technician can review their own pay details online at any time
· the technician can see their pay amounts for each pay period and can drill-down to each work order

· in addition, any chargebacks, adjustments or other pay deductions are itemized
· The benefits of the automated Billing and Tech Pay features are lower administration costs, improved employee (technician) satisfaction and improved financial controls. The automated means for making technician advances and manual pay adjustments provides improved accuracy and a full audit trail.  The detailed billing and tech pay calculations behind each work order are also used for business analytics which lead to a better understanding of job profitability and technician performance.   
Inventory
Webtracker has an Inventory module which is primarily used to manage and control the consignment inventory assigned to the company by the service organization.  This feature typically applies to the receivers (set-top boxes) and consumables (satellite dishes) which are installed by the technicians when completing the work orders. 

· Warehouse Scanning
· as inventory units are received by the branch, they are scanned into a customized Webtracker scansheet
· the scansheet is uploaded into Webtracker which automatically updates the branch inventory

· similarly, if units are returned to the service organization, they are scanned out of the branch inventory

· Assignment of Units to Technicians

· as inventory units are assigned to a technician, they are scanned out to the Tech ID and the system automatically adjusts the branch inventory accordingly and transfers the units to the technician’s truck inventory

· similarly, if units are returned by the technician to the branch warehouse, they are scanned back into the branch inventory

· Automatic Inventory Updating

· when a work order is closed, the technician is required to specify the serial number/access card number of all installed units

· each line item on the work order can be updated with the specific unit where applicable and consumables are assigned to the work order in general

· the system automatically adjusts the technician’s inventory accordingly for all closed work orders 

· Online Inventory Reporting

· the system provides real-time inventory reporting for all branch warehouse locations and all technicians

· the inventory reporting also includes the expiry date of all receivers

· the detailed reporting has a full history log for each individual unit - any lost units can automatically be backcharged to the technician, if applicable 
· The benefits of the Inventory feature are improved company profitability through the reduction of chargebacks from the service organizations and the ability to substantiate backcharges to technicians for lost equipment.
Materials (small parts)
Webtracker has a Materials module which is primarily used to manage and control the ordering and distribution of small parts.  This feature typically applies to the consumables used for installations (cabling, connectors, etc) and the specialized tools required by each technician (meters).  For companies with subcontractor technicians, the cost of these materials is automatically deducted from the technician’s next pay check or are treated as a materials advance if applicable.
· Electronic Materials Catalogue
· Webtracker maintains a materials catalogue for each parts vendor used by the company

· the catalogue consists of the part number, part description and pricing information supplied by each vendor
· each item can maintain the base cost charged to the company and the retail price which will be paid by the technician (some mark-up is typically added to cover the company’s administration and shipping costs)
· Online Ordering of Materials
· the vendor catalogues are available online within Webtracker

· each technician can order materials online by specifying the quality of items required

· each technician order is submitted online to the branch manager for approval

· once the branch manager reviews and approves the local orders, the orders are sent online to the national procurement manager for final review and approval

· once the national manager approves the submitted orders, the system automatically generates purchase orders to the vendors (one purchase order per branch per vendor) 
· Warehouse Deliveries

· as the ordered materials are delivered to the branch, the warehouse administrator logs the materials into the branch inventory
· all incoming materials are logged in by purchase order number and are tagged to the individual technicians who placed the original orders

· the branch warehouse manager has the ability to re-assign materials form one technician to another

· Assignment of Materials to Technicians

· as materials are picked up by a technician, the branch warehouse administrator assigns the specific items to the Tech ID within the Webtracker Materials module
· the system automatically adjusts the branch inventory accordingly and transfers the materials to the technician

· similarly, if materials are returned by the technician to the branch warehouse, they are added back into the branch inventory

· Automatic Pay Deductions
· for subcontractor technicians, the cost of the assigned materials will automatically be charged to the technician

· the system will first determine if the technician has a pre-authorized materials advance account and, if so, the materials cost will be posted to the materials account which will be repaid by the technician over time (in accordance with the terms of the materials advance account)

· if the technician does not have a pre-authorized materials account, or if there is no remaining balance on the account, the system will automatically deduct the materials cost form the technician’s next pay check
· Online Materials Reporting

· the system provides real-time materials inventory reporting for all branch warehouse locations and all technicians

· the cost of materials are available for analysis at a branch and technician level

· The benefits of the Materials feature are improved company profitability through the reduction of materials costs (better overall controls which lead to the elimination of waste) and the availability of lower pricing and volume discounts through bulk ordering at a national level.
Purchase Orders
Webtracker has a generic purchase order capability which can be used for the generation and online approval of any capital expenditure or expense item.
· Purchase Order Authorities

· any employee with the necessary security level can generate an online purchase order request

· for control purposes, each purchase order requires two levels of approval – one person who recommends the purchase order and another person who approves the purchase order

· in addition to the recommendation/approval requirement, a third person can be assigned the Ordering authority level and is then responsible for issuing the purchase order to the vendor, where applicable

· the employee recommendation, approval and ordering levels for purchase orders are maintained within the Human Resources module

· Online Purchase Orders
· when a purchase order is initiated, the system automatically identifies those persons who must recommend and approve the purchase order

· using the reporting structures and authority levels contained within the HR module, the system moves up the organizational hierarchy until the first person with sufficient authority is located

· certain individuals can also hold “global” purchase order authority which gives them the ability to recommend and approve purchase orders outside of their own organization hierarchy (this is typically used for centralized Procurement Managers)

· the designated persons receive an email notifying them that a purchase order is awaiting their recommendation/approval 

· Purchase Order Queue

· any authorized user can review all pending purchase orders within the Purchase Order Queue

· the person designated to recommend or approve the purchase order would open the queue and update the purchase order accordingly

· if the designated person is not available to take action on the purchase order, then any other person with sufficient authority within the organizational hierarchy can enter the queue and take action on the purchase order in place of the designated individual (this is typically used for vacation or other absences)

· The benefits of the Purchase Order module are improved financial controls and the reduction of administration costs.

Asset Management
Webtracker has a comprehensive Asset Management module which is used to track and control company assets.  This is typically used for company vehicles and other assets/tools assigned to company technicians.
· Assets Types
· an unlimited number of different asset types can be established by the company (all table driven)

· for each asset type, the company specifies which individual data elements it wishes to track for that asset type (such as description, serial number, vendor, original cost, monthly depreciation, etc)
· when a new company asset is added to the database, it must be assigned to one of the approved asset types and must conform to the individual data requirements specified for that asset type

· Assignment of Assets
· each asset can be assigned to a branch location or to a specific employee

· assets can be transferred between locations and employees as necessary

· the system maintains a history (log) of all assets throughout their entire life cycle

· Fleet Management

· in additional to the typical asset management tracking capabilities, the system has additional fleet management capabilities for company owned vehicles

· for each vehicle in the company’s fleet, the system can track the vehicle maintenance/service history
· this information is used for analytical purposes (vehicle costs/replacement timing) and can be used for service reminders to technicians 
· Fuel Card Program
· the system has a Fuel Card feature which tracks and monitors fuel cards issued to company technicians under a company-sponsored field program

· the system can also receive electronic data feeds from the fuel card provider which is used to analyze the overall fleet fuel costs and the specific costs for individual branches and technicians
· exception reporting can also be produced  by the system relative to any unauthorized usage of the fuel card or off-hours usage
· The benefits of the Asset Management module are improved financial controls and decreased vehicle operating costs (service/maintenance and fuel programs).

Human Resources
Webtracker has an internal Human Resources module which is used to maintain the employee database and provide generic support tools to the HR Department.

· Employee Positions
· all of the various employee positions are maintained within the HR Module (all table driven)
· there can be an unlimited number of employee positions within Webtracker

· positions can only be added or modified by authorized users
· Employee Database
· each employee is entered into the Webtracker database and is assigned to a position and department
· each employee’s direct supervisor is identified within the system so that the system can build an overall organizational hierarchy for the entire organization

· all of the typical HR information is maintained for each employee (name, address, contact information, hire information, salary information, etc)

· each technician is identified as either an employee or a subcontractor

· each technician is also identified by their assigned Tech ID which is used for the assignment and closing of work orders
· Employee Skills Database

· in addition to the typical HR information maintained for each employee, the system also has a employee skills database
· the specific skills and certifications for each employee can be recorded and maintained with the system

· this skills database can be used for the dispatching of work orders (ensure the assigned technician has the necessary skills/certifications to complete the work)

· Additional HR Management Tools

· the system also has several generic HR support tools which can be used by the company’s HR Department
· these additional features include job postings, performance evaluations, terminations, absences and reminders

· The major benefit of the HR Management module is the automated processing capabilities made possible by the employee database and organizational hierarchy.  In addition, the HR Management module reduces administration costs by providing online support tools to the HR Department.
Billing Validation
Webtracker has a fully automated Billing Validation feature which compares the service organization’s payment remittances to the original work order amounts and makes the appropriate accounting adjustments.  The system also produces a list of any “disputed” items related to unpaid amounts which should be raised with the service organization.  In addition, the system processes all chargeback items received from the service organization and automatically backcharges the original technician where applicable.

· Payments File

· each payment file received from the service organization is uploaded into Webtracker (any duplicate payment records are ignored)

· in  addition to uploading payments file, an authorized user would input any manual payments received from the service organization which are not listed on the master payments file

· the uploaded payments file (including any manual entries) is then processed and the system compares each payment item to the original work order amount

· where the payment amount is different than the original work order amount, the system compares each individual line item to identify the underlying cause of the difference

· Adjustments File

· where the service organization pays an amount which is different than the Webtracker work order amount, the system automatically makes an entry into an adjustments file 

· the system’s entry adjusts the billing amount (revenue recognition) to match the amount actually paid by the service organization

· where the amount paid is lower than the Webtracker work order amount, the system adds the item to a “dispute” file so that the company can follow-up with the service organization

· in addition to the billing adjustment, the system also automatically makes the corresponding adjustment to the technician pay amount, where applicable

· Chargebacks

· the system also processes all chargeback items which appear on the payments file received from the service organization (or entered manually by an authorized user)

· the system posts each chargeback as a reduction to earned revenue and also automatically makes the corresponding adjustment to the technician pay amount, where applicable 

· Unpaid Work Orders

· after all payments and chargebacks have been received and posted for a specific time period, the user launches a validation function so that the system can identify any Webtracker work orders which have not been paid by the service organization

· where a work order has not been paid by the service organization, the system makes an entry to the adjustments file to reverse the billing amount (revenue recognition) and also adds the item to the “dispute” file so that the company can follow-up with the service organization

· in addition to the billing adjustment, the system also automatically makes the corresponding adjustment to the technician pay amount, where applicable

Accounting
Webtracker has an Accounting module which produces accounting output files which can be imported into the company’s accounting system.
· Revenue Recognition
· an authorized user would periodically specify the accounting period for revenue recognition
· the system produces an accounting output file for the specified accounting period

· the Revenue accounting output information is exported to an Excel file so that it can easily be imported into the company’s internal accounting system

· Technician Pay

· an authorized user would periodically specify the accounting period for technician pay (typically a bi-weekly process)

· the technician pay cycle may (or not may not) match the revenue recognition period, depending o the company’s internal accounting requirements

· when the technician pay accounting file is produced, the system also calculates and posts the repayment amounts associated with any pay or materials advances and any withdrawals for retainers (all of which can limited depending on the technician’s earnings during the period)

· the Technician Pay accounting output information is exported to an Excel file so that it can easily be imported into the company’s internal accounting system

Customer Surveys
Webtracker has a customer survey feature which is used to gather customer feedback on the quality of completed work and the professionalism of the technician. 

· Online Surveys
· typically a “drop card” is left behind by the technician which encourages the customer to complete an online survey
· to encourage participation, each completed survey can automatically be entered in a monthly draw for a prize

· to complete a survey, the customer goes to the designated web site and enters the Tech ID and/or work order number which appears on the drop card

· the process is very user-friendly and only takes a couple of minutes to complete

· Survey Results
· the results of all surveys are tabulated by the system and summarized by technician and branch
· all survey results are available online – these results can also be accessed by other business partners, such as the service organization

Reporting
Webtracker has extensive online reporting capabilities which provides information to authorized users in real-time.  The following describes the main reports which are available in Webtracker.  
· Standard Reports
· Technician Pay Details Report
· Billing and Tech Pay Report

· WO Services Report

· Work Analysis Report

· WO Reasons Report

· Health and Safety Inspection Report

· Quality Inspection Report

· Inventory Report

· Lost Inventory Report

· Inventory Expiry Report

· Materials Report

· Purchase Order Report

· Asset Location Report

· Vehicle Service Report

· Fuel Usage Report
· Vehicle Incident Report
· HR Employee Report

· HR Insurance Report (subcontractor technicians)

· Absentee Report

· Exit Interview Report

· Manual Pay Adjustment Report

· Organization Chart

· Overdue performance Review Report

· Tech Pay Levels Report

· Skills Database Report

· Employee Termination Report

· Reports On-the-Fly

· in addition to standard reports, the system also has a report-on-the-fly feature 
· this feature allows an authorized user to write a custom query in order to create a report on-the-fly

· all custom queries are saved and can be re-run by an authorized user at any time

· Export to Excel

· many of the standard reports can automatically be exported to an Excel file

· this feature is a convenient method of transferring data from Webtracker into the company’s other internal system(s)
· Business Analytics

· in addition to the online reporting features described above, the system has an extensive Business Analytics capability which is described below
Webtracker Business Analytics
Webtracker has a Business Analytics (BA) module which allows authorized users to access various dashboards and scorecards.  

All of the BA reports are web-based reports which “pull” data directly from the Webtracker database when the user launches the report (the user must have a valid Webtracker login in order to access this data) and populates the data in an Excel template located on the user’s desktop.  Although other web-based reporting tools are also available, the Excel templates are typically requested by customers the since Excel is a common means for displaying and charting data and is also a convenient method of transferring data into other company reports.

The Excel reporting format also allows for the expansion (and collapse) of detail columns which provides further drill-down capabilities for the main data displayed on the report.  These details can either be displayed (by expanding the columns) or hidden (by collapsing the additional columns) based on the user’s preference.  The main report data is also displayed in a graph.

The BA reporting within Webtracker provides key operating and performance metrics grouped into four main reports as follows:

· Daily Revenue Report

· Ops Dashboard

· Technician Dashboard

· Balanced Scorecard

Each of the BA reports can be filtered by the user using the following selection criteria:

· Branch Location

· Date Range

· Service Organization (HSP)

· WO Type (Sales or Service)

· WO Sub-Type (New Install, Upgrade, etc)

 The BA reports are described below.
Daily Revenue Report
The Daily Revenue Report displays daily revenue and technician pay results.  This is a high-level report which is used by management to quickly review the key month-to-date financial metrics for each branch. The user can also select previous months for comparison purposes.

The results are displayed for each day of the month and are also displayed in a cumulative month-to-date format.  The report displays the following summary results for the selected month:

· Best Day

· Lowest Day

· Daily Average

· Monthly Projection

The following key metrics are included in the Daily Revenue Report: 
· Revenue
· Final Revenue

· Closed Revenue
· Chargebacks and Adjustments

- % of Closed Revenue
· Technician Pay

· Final Tech Pay

· Closed Tech Pay

· Chargebacks and Adjustments

- % of Closed Tech Pay
· Net Revenue

· Number of Closed Work Orders

Ops Dashboard
The Ops Dashboard displays the key operational metrics for each branch and for each technician.  This is a detailed report which is used by management to review the key performance indicators.

The results are grouped in four separate worksheets:

· Ops Dashboard (main page)
· Completion Rate Detail
· Financial Detail
· Quality Detail
The following key metrics are included in the Ops Dashboard: 

1. Ops Dashboard (main page)

· Branch

· Technician Name

· Total Number of Workdays
· Revenue

· Final Revenue

· Closed Revenue
· Chargebacks and Adjustments

- % of Closed Revenue

· Technician Pay

· Final Tech Pay

· Closed Tech Pay

· Chargebacks and Adjustments

- % of Closed Tech Pay

· Net Revenue

· % Closed Revenue (margin)

· Total Closed Work Orders

· Revenue per Workday

· Revenue per Closed Work Order

· Completion Rate (%)
2. Completion Rate Detail

· Branch

· Technician Name

· Completion Rate (%)

· Closed Work Orders

· Closed Same Day

· Closed Late

· Exclude Quality Checks

· Assigned Work Orders
· Closed Work Orders
· Cancelled Work Orders

· Rescheduled Work Orders

· Hold Work Orders

· Open Work Orders

· Exclude OMS Cancelled Work Orders

· Exclude Deleted Work Orders

· Exclude Quality Checks

3. Financial Detail

· Branch

· Technician Name

· Total Number of Workdays

· Revenue

· Final Revenue

· Closed Revenue

· Initial Revenue

· Corrections

· Chargebacks
· % of Closed Revenue

· Adjustments

· % of Closed Revenue

· Technician Pay

· Final Tech Pay

· Closed Tech Pay

· Initial Tech Pay

· Corrections

· Chargebacks

· % of Closed Tech Pay

· Adjustments

- % of Closed Tech Pay

· Net Revenue

· % Closed Revenue (margin)

· Total Closed Work Orders

4. Quality Detail

· Completion Rate (%)
· Closed Work Orders
· Assigned Work Orders

· Return Path (%)
· Return Path (total)
· Return Path (land line available)

· Number IRD’s connected and tested

· Number of installed IRD’s (total

· Number of installed IRD’s (land line available)

· Number Install Work Orders
· QC Inspections
· QC Inspection Rate

· QC Inspection Pass Rate
· Number of Closed Work Orders

· Total Number of QC Inspections

· Number of Passed Inspections

· Repeats

· Repeat Service Calls

· Service in 7

· Service in 90

· On-Time Guarantee Chargebacks

Technician Dashboard
The Technician Dashboard is similar to the Ops Dashboard except that it is used by technicians to review their own key performance metrics.

The Technician Dashboard includes the same metrics as the Ops Dashboard except for the company revenue and technician pay results which are not displayed in the Technician Dashboard.

Balanced Scorecard
The Balanced Scorecard is a high-level report which is used by senior management to review the company’s overall performance using key performance metrics.  All of the performance metrics are available within the Webtracker database.
The Balanced Scorecard is designed using the Baldridge approach which groups performance metrics into the following distinct areas:
· People
· Process

· Quality

· Customer

· Financial
The Balanced Scorecard displays the individual results within each of the above groups and indicates trending (up/down) and/or achievement against budget (better/worse) by color coding the display (green, yellow and red).

Each Balanced Scorecard is customized for the company’s specific needs.  The following are sample metrics which are typically included on a Balanced Scorecard:

· People

· Number of Active Technicians

· Technician Attrition

· Number of Training Days
· Branch Staffing Levels

· Process

· Completion Rate
· Materials Utilization (cost versus revenue) 

· Average Travel Times (using GPS data)

· Lost Inventory

· Quality

· Chargebacks
· Repeats

· QC Inspections

· Customer

· Escalations
· On Time Percent

· Customer Survey Ratings

· Financial

· Total Revenue
· Total Tech Pay

· Gross Margin

· Average Daily Revenue per Technician

· Average Revenue per Closed Work Order

Ad-Hoc Reports
In addition to the above Dashboards and Scorecards, the system contains a number of ad-hoc reports and queries which are used to drill-down to the next level of detail.  

The Webtracker Business Analytics capabilities are very advanced and there is not limit to the amount of “slicing and dicing” that can be done on the data captured through Webtracker’s automated processing environment. 






