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The new centralized system did not provide a mechanism for
helping dispatchers unfamiliar with an area easily schedule a service
call. Thus, if a caller happened to reach a dispatcher unfamiliar with
that customer’s location, VELUX often had to put the customer on
hold and pass him or her through to the “right” dispatcher. In many
cases, VELUX had to call the customer back.

The scheduling challenge became even more difficult during the
high-demand period of April through October, when most
customers request service. During this busy season, VELUX hires
temporary dispatchers to help with the extra call volume, and these
temporary dispatchers were at an even greater disadvantage with
regard to their ability to appropriately schedule appointments.
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The Solution

VELUX was looking for a planning and scheduling system to improve
planning performance. They checked several different systems and
chose ClickSoftware’s ClickSchedule to resolve their issues.

ClickSchedule incorporates a scheduling logic, pre-determined by
VELUX management, which dictates how scheduling decisions will
be made. When a dispatcher takes a customer call, the

ClickSoftware solution automatically applies this logic to the
customer’s location, as well as each technician’s location and

specialty skill set. The ClickSchedule optimizer utilizes digital street
maps to represent the local traffic knowledge, and the software is

then able to determine the best technician to schedule for the job
and precisely when VELUX can commit to having the job done.

“ClickSchedule does all the thinking for us,” Paschke said. “It identifies
the technician with the right skills who can help the customer in the
quickest time-frame possible. It no longer matters how familiar the
dispatcher is with the customer’ territory.”

“Before deploying ClickSchedule, it was almost
impossible for a dispatcher to schedule an
appointment outside of their territory. But now
this happens automatically — we make immediate,
firm commitments to our customers.”
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- Uwe Paschke, Service Manager, VELUX Germany

® For more information on VELUX
visit wwwyvelux.com

® For more information on ClickSoftware
visit www.clicksoftware.com
or email sales@clicksoftware.com
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