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Before We Begin...

- Have questions?

Type your question into the Q&A box at the bottom left of your
console or tweet your questions using #LPGasWebinar

* Experiencing technical difficulties?
Ask for help via the Q&A box.

- Want to view this webinar again?
An on-demand version will be available tomorrow at
Ipgas.com/webinars
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Presenter

Gregg Lounsbury
Software Application Specialist
ADD Systems
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Webinar Goals

» Learn about the latest in mobile delivery and service technology
» Learn how to gain the most operational efficiency

» Learn how to leverage mobile to improve customer experience and increase loyalty
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Agenda

Evolution of mobile products
Delivery benefits

Service benefits

Challenges

Back office integration

-
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Why Mobile?

Mobile solutions have changed the
way we do business by:

— Providing instant access

— Providing more data

— Allowing for dynamic changes
— Keeping others informed

— Providing help when needed
— Making us more efficient

Mobile solutions continue to change, and we must change too.
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History of Mobile
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What Does Mobile Look Like Today?

From tablets to cell phones, today’s mobile solutions offer us greater
flexibility to perform our delivery and service functions while increasing
our efficiency and customer satisfaction.
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Types of Mobile Products

Delivery Service
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Mobile Delivery History

 First deployed in 1995 in this industry

* No real-time communication

- Efficiency gained through
— Automatic upload/download through docking station
— Accurately priced ticket on site improved time to payment
— Driver efficiency reporting — Stops per mile, etc.
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Mobile Delivery Today

* Wireless / cellular

« Passive and active venhicle tracking

- Tablet and phone benefits

« Multiple types of deliveries — retail, wholesale, meter reading, cylinder exchange
* Real time efficiency analysis
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Why Mobile for Delivery?

Efficiency gains in key areas

1. Truck / \
2. Office KEEYFI;IRCEIéﬁCFSR

3. Management Qly
4. Customer
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Benefits — Truck/Driver

— Auto-pricing the delivery — less work for the driver

— Easy driver communication with the office

— Route optimization for reduction in miles driven

— Increase the number of deliveries per driver

— Flexibility of scheduling (e ANEAS FOR

— Reduced on-site time EFQﬁ,‘,ﬁ'gy
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Turn-by-Turn Directions
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Delivery Location Validation
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Leverage Street View
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Two-Way Communication Between Driver & Office

Outbox
@RVDISPATCH

LSS
Taking Lunch 12:00-1

Y

Here’s a new phone I’'m taking a
order | lunch break now




View & Print Invoice with Signature Capture

FEY MRAS YO0
[
AL

Print Preview

Invoice No

Account. No

Date Delivered 33 3/2
Gallons Delivered
Percent Tank Full

HOT HOME

Previcous Balance

Propane

<112.0 Gallons 8 $3.105>
Transporvation

Image Improv

Off Route Chg

D Signature Not Entered




Benefits of Mobile Delivery — Back Office

— Tracking the truck with GPS

 Dispatcher and CSR know where trucks are
now and where they will be

— Two-way communication between the driver and
dispatcher KEY AREAS FOR

-FFICIENCY
— Ability to handle more “same day” phone orders \FGE'I:‘EC
— Reduced posting effort with automation
— Faster billing reduces AR
— Real-time information for easier customer support
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Wireless Dispatch
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Monitor Truck Locations & Inventory Levels

Current Truck
Inventory |
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3500 q%
1950
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Two-Way Communication Between Office & Driver

I Dispatch Manitor
v
lI:I Disable Auto Refresh “ Refresh Interval (sec.): 60 -;Z-] RavenWireless License: 2
[~ Current Status: oty s 1o
‘ O Loggedin (3 Loggedout (O Both ] \,\
Driver Summary I Stop Details I Truck Inventory ~ Messages (0)
 Driver Selection —Current Messages
— Drivers |Anila911 dont touch - Browse |
912 - Anita%12 dont touch (@) . =
~Message List 11 Message Text
Mark as : G
Read Urgent Driver Message Date Message Time
4 I il Mave ta His
A v A
[~ Message History
r 2 = —Message Type Message Date: [~ Today
UL (= IT&I= ] | | incoming ¢ Ougoing © Both | From [oa0172018 =] T [0773172078
— Selection Criteria o
—Message Actions —— Drivers:  |&nita912 dont touch Py Transmit message up to date/time: Tio cispateher anka
Move Matk a2 Aig [o7/31/2018 x| | 7:4313PM |
) ) ~  Browse |
Lutgol
“* Please call the office after the nest delivery!!!

¥ Urgent Send I

Powered by Microsoft NET




Dynamically Assign Phone Orders
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Current inventory
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Reduce “Order to Cash”

Invoice Timeline without Mobile

DAY DAY
1 3

DELIVER & INVOICE Pt ' A 7277

Invoice Timeline with Mobile

DAY
1
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Benefits of Mobile Delivery — End Customer

— Enhanced communication with customers

 Delivery confirmation via text message or
email

* Non-Delivery Notice (and why) via text \
message or emalil KEY AREAS FOR
+ Real-time information on web portal g

 Real-time information through CSR

— Invoices are available upon completion of
delivery

— Improved customer relationship through delivery

of last minute orders
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Phone Order Confirmation X
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{ Messages ADD Energy Co. Details
~ Order Confirmation:

Phone order received.
' Delivery scheduled for 8/10.

Order Confirmation:

Phone order received.
Delivery scheduled for 8/10.



Delivery Confirmation
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¢ Messages ADD Energy Co.  Datails
Delivery Alert.

50 gallons were successfully
delivered to 1 Main Street.
Thank you for your business!

_ % s Delivery Alert:

2
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Text Non- Dellvery Notlflcatlon
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Real-Time Information Via Web Portal
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Invoices Available Upon Completion of Delivery [
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Benefits of Mobile Delivery — Management /
Ownership

— Tracking the truck with GPS
* Routing
» Risk Management
— Improved cash flow with faster invoicing f’
— Fewer miles driven — savings per mile KEY AREAS FOR
— Increased production from same fleet GAINS
— Increased customer satisfaction
— Easier onboarding for new drivers
— Driver productivity reporting
— QOvertime management
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Electronic

Monitor Truck Locations & Inventory Levels
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Reduce “Order to Cash”

Invoice Timeline without Mobile

DELIVER & INVOICE

Invoice Timeline with Mobile

DAY
1
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river Productivity Reporting
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Driver Productivity Reporting
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Planned vs. Actual Route
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What the Right Mob

ile Solution Should Offer
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Advanced Features

« Asset / Tank Verification with QR code scanning
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Advanced Features

 Signature Capture
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Advanced Features

Inv0|ce copy IS stored electronlcally iIncluding signature
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Cylinder Exchange

Price/Cylindar
22500

Cwlivered Full
[22

Ratumed Empty

22

Retumed Full
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Wholesale Deliveries




Rugged / Non-Rugged
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Mobile Service

DISPATCHING

SCHEDULING TECHS

ADD

—SYSTEMS



Service Management

- Work order scheduling
— Manpower availability .
— Technician skill set J
— Geography

- Work-in-Progress tracking

— Tied to Job ID
* Profitability

Installation profiles

Gas Check

— Marketing data

TYYTYYYYLY
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Why Mobile for Service?

Efficiency gains In key areas:

1. Van

2. Office // \
KEY AREAS FOR

3. Customer Eng:ﬁgcv

4. Management \/
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Benefits of Mobile Service — Van/Technician

— Auto pricing the job — less work for the tech
— Tech communication to the office
— Reduce miles driven with improved scheduling
— Flexibility of schedule

. KEY AREAS FOR
— Tracking of parts used EFFICIENCY
— Access to service history J
— Digital Gas Check record keeping
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Auto Pricing the Job

Workioast Call Dernd Malbox 2ocmt Tl

Sumonary Generad Work Perform
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Print Preview & Create Email Document

-
-

@) prlfjt PI‘QV'@\/\’ OVZI/20%

W23 AM

SYSTEMS

Date: 01/21/2016
Acct#: 11-555-1
Tech: Gregg Invoice: 6984

Name: Dr, Richard Crabb BB Customer Gt mot segn?
Service Address:

157 Wigglns Mill Rd . Technuoan S Not s’
Middle

Reason For Call: Priet

CHECK COMBUSTION CHAMBER
Contract: D
Efficiency: 68%

Work Performed:
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Signature Capture
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mail Document(s)
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Gas Check — Ready for Emailing

© Capture Gas Check Document =]
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as Check — Email Completed Document
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Benefits of Mobile Service — Back Office

— Tracking the tech with GPS

 Dispatcher and CSR know where techs are
and are going to be

— Two-way communication with the technician
— More techs handled by less dispatchers

— Ability to handle more same day calls

— Call Create feature for “after hours”

— Reduced posting effort with automation
— Faster billing reduces AR — GET PAID on-site
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Create & Assign Calls

B
7% File Edit View Favorites Company T Zf?‘?“t\ﬁi.‘;r,r
2D S = A — ————————— ——— E——
> | | | | Customer #: 688 Name: | Mr Joe Demaio Service Location: 1 - /471 High St/./Odessa DE | Zone: 189 - Augusta
T y e . o B o - o
EWig Contact | Call Infformation
Name:  |Mr Joe Demaio RN Do Call Today Created On: Created By: |
Address: {3724 Kircwood Hwy Call Reason — - Service Technician S
| Primary Call Reason: 1 | No Heat & Prefeed Tech: | <Any> ~]
\Wilmington, DE 21598-0013 S — z i :
e e e e Priority: | Critical Assigned Tech: |
(Ml Summary Additional Call Reason 1: g @
&1 Billing Additional Call Reason 2: g @
u Delivery E 5 -
@ | Jaz# Service [] Phone First {201)555-5324 | Send to Pegasus
g oy - [ Bill In Office ] After Hours [ Cleaning Ticket 1 Print Print To: ‘
o 2 Log Call Note: lThis is where you can type notes| § l ]
= .
= #3 Transactions Day Of Week Date Tvpe Achdc Lmkech No Zone Match Count Rl - -
(o] D ount ount
= 1 {Thurscay 03012016
§3 Documents 2 \wednesday 03/30/2016 | None 0 0 12
——— 3 Friday | 04/01/2016 | None 0| ) 12|
4 Monday | 04/04/2016 | None o 0| 12| =
Delvery: — 5 Tuesday | 04/05/2016 | None 0| 0| 12| )
ichpnne oy ¥l & \ednesday 04/06/2016 | None 0| 0 12 [~
T =A i -ﬂ Arrival End Home Zone Zone al: Linked Zone Linked Order Unassign -
Rick Liebert 13:4 14:45 007 Linked 014 2 - -
Ryan Lounsbu EE::-EIE::- 003 Linked h::ﬁ_
frroes s 3 10 Bruce Bott 10:20 11:20 007 None 0 [T
Q 1. 471 High St . Odessa DE [Service instruction: Cs » | Assigned Technician
‘3" |
<] > L}
- ,
J <] T — " Job ID: | | Attach Job ~ancel Cz [ Insert Component J egasus Details Select Slot [ oK ” Cancel ] l
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Tech Tracking

r

g

File Edit Customer Call Technician System Company Help

=l
Status Ar. & Service Address Technician Customer Name Service Center
106558 Unassigned Y N N |45 Holly Dr/ Earville MD Mr John Bayalis
106557 Due |22 |Med. Unassigned 6:49 7:04 Y 1:00|1028 L N N |63 Scott Rd/ Warwick MD George Bailey Main 3
106995 15 |[Med. Unassigned 6:45 7:04 Y 1:00|1210 L N N |46 Cabot Ct/ Warwick MD Mr Hamy Black Main &
106959 67 |Med. Unassigned 6:4S5 7:04 Y 1:00(1140 L N N |236 Church Rd/ Warwick M Mr Joe Brown Main ]
106582 36 |Med. Unassigned 5:49 6:04 Y 1:00(1014 L N N 105 N.E. 2ND St/ Miford D Mr Sam Colvin Main (800) 522-05%
107000 09 |Med. Unassigned 6:49 7:04 ¥ 1:00|1021 E N N [425 Mill Ln/ Eardville MD Mr Sam Cook Main {201) 555-1202
107001 38 |Med. Unassigned 6:49 7:04 Y 1:00|1056 L N N [556 Mil Ln/ Galena MD Dr Richard Crabb Main (0O00) 000-0000|555-1 Greagg
107002 03 [Med. Unassigned 6:49 7:04 Y: 1:00|118S L N N |471 High St/ Odessa DE Mr Joe Demaio Main {201) 555-3324|688-1 Gregg
106594 Due |32 |Med. Unassigned 6:49 7:04 Y 1:00|10 L N Y 113 Main St/ Warwick MD Mrs Laben Benton Main (201) 555-6806|216-2
106556 Due |01 |Crit. Unassigned 6:49 7:04 ¢ 0:45|1035 E N N |14S Fulton Ct/ Warwick M) Mrs Jack Adam Main {201) 542-7181|42-1 Gregg

fo TS AER
File Edit View Tools
& A a

(40.7892-74.2627 ——
Technician: Gregg

Park
=3

Current Status: Idle Kora R
Date: 02/08/2016
17:30:01

East Hills Pock < > ¢ - ’ Jore

') bing

Calls 10 Unassigned: 10 Conflicts: 2 Techs: 1 Refresh in: @Last: 10:56 Size 100%
D B a - o B S B F S 5 Ea ‘= @ lIh % [ Refresh ][ Sort Order ][ Exit ]

=

Mode: Processing
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Dynamic Tech Scheduling
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Benefits of Mobile Service — Customer

— Text message or email notifications to
customers

 Tech is dispatched
 Tech is en route \
* Tech has arrived KEY AREAS FOR
- Job is complete GAINS

— Invoices can be available same day / on-site
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Customer Experience — Notification of Tech Status

eseco ADD ¥ 1:17 PM 186, ..

< Messages ADD Energy Co. Details

Service Call Update:

Technician has been dispatched.
| Service will be completed today.

Service Call Update:

Technician is en route to 1 Main

St.

Service Call Update:

~" Technician has arrived at 1 Main
St

Service Call Update:

" Service call #1234 has been
completed.

=3 Send




Benefits of Mobile Service — Management / Ownership

— Tracking the techs with GPS
* Routing
» Risk Management
— Improved cash flow with faster invoicing f’
— Fewer miles driven — savings per mile KEY AREAS FOR
— Increased production from same tech fleet GAINS

— Increased customer satisfaction with better
communication

— Technician productivity reporting
— Reduce shrink with tighter parts control
— Increase number of service calls
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Pre-assigned Workload

Workload EErss

Ve
,
#

P ks

Pl Mikos Wi Actialy

Cal 15029 Cunamer 255 Early Bogn 1116 AM
THERMOSTAT TROUEBLE 2015550214 228

Cul |psgsa Coslonvee 784 Larly Unsin Y00 AM
TOS MUDCH HEAT 211335555 2anme

Cull 10S839 Custenime 4300 Barly Hegin $100 PN
Crane Truck 2MSSSTIGH : 500 PM
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Tech Productivity Reporting

i Scrvice Prolitotdity Analysis Report - Speciicotion 1 /u/-;u.. "o
. Pegasus Analytical Reports - Selection Criteria | | Serace Mroat By /ona s Necod T
L Betazen UseUl 22 a%0 USCA 2
Version: 17.01.100 wisi £S5 08 K15 INEI0Y 2R SICH B 30015 0K B &L015 0K HEDRSICHE 6D VSIIHE
Report: TLAASOKE ARRISONT 20K SI04T 1 INEINNT 11 2RS0T 2L 0RE
1D
s i i) 2 L e $858 01122016 00 150 e
Activity Analysis by Date : - Buce Boe £812 12152010 $150 (11 <3000 s0.00 00 5150 3000 $150 313
Activity Analysis by Technician l 2D110 - Brce Boe £213 120272013 5175 (T 500 s000 000 1% 500 s815 8754
Arrival Analysis Detall — 110 - Brcs Bee £813 03042011 st 038 3000 s0.00 S0 st S0 5785 B
Arrival Target Analysis (Scheduled Calls) brkion B | Cwbonst | Hyo gy b W7 06 s 200 00 5000 34700 s5000 347,00 29700 8588
Arrival Target Analysis (Unscheduled Calls) i) JCAs 110 - Bruce Bee $85 0122016 $S000 200 30000 s2.00 a0 55000 S30400 SI5400 M55
Call Efficiency (Summary) SUbItI X3 0110 - Brucs Bee $60 012016 5000 200 30000 53500 12500 $8500 240520 SMI00 8000
Call Progression T AL) 110 - Bruce Bee B56 012016 sS000 200 30000 36000 24020 $190.00 54020 400 79E3
Canceled Calls I 110 - Bruce Bee §90 1AL SIS0 07 <3000 000 000 $1750 000 6250 713
Daily Variance Report | Sublotal (e 4 |10 -Brca Eoe e 870 210 L a9
First Call Efficiency = AWE {10 -Bnen B e 0 &3
Information Code Analysis e 10 -Gree Bea 85 . : n _ i )
Last Call Efficiency PR . ~ Average Profit Margin% 71.19 e
On-Site Analysis by Call Reason TR ek 7 = s a0
Service Department Productivity e |15 -Bab Broam e » ——
Serviceman Call Log Report S 120 -Cog ol : ‘ - . Ararage Prft n;: X M
Technician Daily Report — m |4 - Lourutary / e . : . s. 51317 . 750
Technician Productivity (Detail) Grandtotal |0 -Gogglowrstuny G5 12062013 @S 0es 3000 $0.00 00 E 3000 S35
Technician Productivity (Summary) |0 -G lordary 6841 BTS20 oce <3000 000 24300 $120 0100 $i1880 8801
o ) 2 -Cowgglocrsbry 6304 04202018 S0 0 500 000 000 507 500 s
Technician Work History |20 -GowggLovrabry 6308 04202018 3100 004 <0 00 $0.00 000 5100 <000 800 WS
Work Hours by Date |20 -Gowgg Lovrsbry 6885 12402013 3100 084 000 $0.00 000 $100 000 R0 WS
Work Hours by Technician |20 -Comgglowrsbry 6875 012016 3600 015 028 $0.00 P 3600 P S4EL00 8473
|20 -ComggLowrsbry 6821 10152018 5120 0 <3000 000 000 $120 000 EE M0
: |20 -Comgglowrsbry 6876 12912013 3% 015 000 000 20 5% 24320 $H45 N
120 - 11/26/2013 00
Print Preview Printer Setu
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PURCHASE

ORDER ®

MATCHED
VS PARTS
RECEIVED
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Automatic Parts Replenishment

Typical Stock Room

— 30k — 200k Value Of Parts
— 5-20% Annual Shrinkage
— Some Parts 5+ Years Old
— Costly Counter Person

Typical Service Van

— Over / Under Stocked

— Critical Parts Not Stocked
— 5-20% Annual Shrinkage
— Hoarding Of Parts

** Based On Customer Survey **




Active Service Contracts

Ex ed Contract Renewals - Next 12 Months
(Annual) Dollars
Counts Dollars ActiE Contracls: 485 $122,523 $253
3/15 3/15 Contracts not Renewed in the last 12 Months: 680 $188,552 $277
4715 4/15 Contracts Renewing in the next 12 Months: 644 $129,383 $201
5/15 315
6/15 Active Contract Details Count % of Avg Days Service Avg Days Service
6/15 Total Since Cleaning Locations w/fo  Since Last  Locations w/Ho
815 8/15 Atlas 2 (2753)
A .80% ver:
9/15 A 33 6.80% Not Covered 33 246 5
5/15 S A0I 180 37.11% Not Covered 180 2,665 29
10/15 i GO1 266 54.85% 249 200 1,984 5
11/15 B GO03 1 0.21% No Cleanings 1 254 0
12/15 Jo1 5 1.03% 246 648 0

1/16
2/16

1/16
2/16




CHALLENGES




Implementation Challenges

UPFRONT HARDWARE INSTALLATION AND
COSTS TRAINING TIME

BUY-IN FROM
DRIVERS / TECHS
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Strategies to Overcome Challenges

« Start small
 “Train the trainers”

« Demonstrate the direct benefits to
drivers / techs
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BACK OFFICE INTEGRATION

Image by Markus Spiske temporausch.com



Why is Back Office Integration Important?

STREAMLINE OPERATIONS

auromare rime vrensive . K%
PROCESSES 152

KEEP ALL IMPORTANT INFO
IN ONE PLACE

MAKE DECISIONS BASED
sz ([

|' mmmmmu ,z:fa.e
~ FROM MANUAL EN.
- | fi
mages from canva.com



ADD Systems

« Provides back office and mobile solutions for propane and petroleum companies

» Learn more about us at addsys.com or call us at 800-922-0972

- Visit us at the NPGA Show Booth #649
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Contact Us

ADD Systems
sales@addsys.com
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Thank You

e Questions?
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Contact Us

GRACE RYBAK
GRYBAK@NORTHCOASTMEDIA.NET

GREGG LOUNSBURY
LOUNSBURYG@ADDSYS.COM

ADD SYSTEMS SALES
SALES@ADDSYS.COM
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