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Company Overview

MAJOR FOCUS ON HOUSING REPAIRS 
SINCE 1985

DELIVERING COMPLEX 
ENTERPRISE 

SOFTWARE SOLUTIONS 
TO PRIVATE AND 
PUBLIC SECTORS

12O CUSTOMERS

LIVE ACROSS THE UK INTEGRATING TO ALL THE 
LEADING HOUSING MANAGEMENT SYSTEMS, 
FINANCE SYSTEMS AND ASSET MANAGEMENT 

SYSTEMS

1,000’s of 
Mobile 
Users

STEADY & PROFITABLE 
GROWTH



Core Solution Overview

TotalView

TotalRepairs TotalScheduling TotalMobile

Integration to Finance, Estimating, Asset Management, Asbestos and Housing Management

E‐Trading links with Trading Partners

Alerts and SMS Text Messaging
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Integration to Finance, Estimating, Asset Management, Asbestos and Housing Management

E‐Trading links with Trading Partners

Alerts and SMS Text Messaging



So, what is



TotalMobile is a mobile app





TotalMobile gets rid of 
paperwork



TotalMobile makes sure you 
always have the right 

information



Images

Person / Property / 
Location Records

Asset Information / Job 
History / Material 
Availability



TotalMobile works when 
you have no connectivity



TotalMobile runs on lots 
of devices















Rugged 
or Not?



Examples in Housing

Enterprise Users

Task Users

Inspection Users

Case Workers

Enforcement Workers

•Expenses, Leave, Absence, 
Vehicle Accident

•Building / Property Maintenance, 
Grounds Maintenance

•Surveyors, Pre & Post Inspections

•Housing Officers, Neighbourhood 
Officers

•Arrears Officers



So, who can use it?

•Paperless Environment
•Vehicle Stock Control
•More jobs completed
•Automated Timesheet Completion
•Receive Job at a Time (Responsive) or schedule of jobs (Planned)

Operatives

• Tablet PC or Handheld Device Options
•Real Time access to back office enquiries
• Electronic Forms Completion for immediate submission
•No duplicate data entry
•More time out of the office on visits

Housing Officers

• Pre‐inspection creation of jobs using mobile software
•Void specifications created with ease and submitted in real time
•Post Inspections / Satisfaction Surveys
•Access to property / tenant history details

Inspectors / Surveyors



TotalMobile manages lots of different mobile workers 
and complex processes with no development



So, how?
VISITS

– Manage where people need to go

– When they need to be there

– What they need to do when they get there

– Have workflow built in

FORMS
• Allows for an unlimited number of forms to be designed

• Huge amount of functionality supporting field types, signatures, pre‐populated fields, 
photos, calculated score fields

• Automatic PDF creation

• Automatic Email

• Data integrated to back office systems

FOLIO
• Extracts and send the right information for the right visit type

• User has access to the electronic information in the field they would usually visit the office 
to obtain

• Available off line and on line
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Click to edit Master title style

BUILDING SERVICES delivers

Approach and Benefits

• Managed journey 
through Corporate 
Improvement 
Programme (Mobile 
and Flexible)

• Dedicated 
programme, project 
and business change 
management

• Benefits were owned 
by the service 
(define, deliver and 
measure)

• Jobs scheduled per 
man per day. 
In some cases 
doubling from 6 to 12 
jobs per day.
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Starting Point – Paper Bound



Click to edit Master title style

• Click to edit Master text styles
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• Third level
– Fourth level

» Fifth level

BUILDING SERVICES delivers

People and Time Intensive

• Drowning in paperwork
• Double entry (at least!) in multiple 

systems
• Multiple checks, balances, 

rechecks at every layer (checking 
the checker)

• Focus of negating errors rather 
than customer

• Found a flaw, add a process!
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Building Services Improvement Journey
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Iterative Process

Planning

Job 
Management

Back Office
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Click to edit Master title style

• Click to edit Master text styles
– Second level

• Third level
– Fourth level

» Fifth level

BUILDING SERVICES delivers

Starting Point

• KPIs (focus on service performance 
rather than customer)

• Operative choice of when to do job 
(prioritisation)

• Layers of interpretation (of job 
elements)

• Based on where ‘job ticket’ was
• Management Information – two 

week lag minimum



Click to edit Master title style

• Click to edit Master text styles
– Second level

• Third level
– Fourth level

» Fifth level

BUILDING SERVICES delivers

Metrics - Start

• Business benefits baselined at 
beginning of project

• At start 33 Electricians
• 3 Supervisors 
• Staff handling 33,000 jobs per year
• Back office staff double keying into 

multiple systems
• Agency staff heavily utilised across 

service



Click to edit Master title style

• Click to edit Master text styles
– Second level

• Third level
– Fourth level

» Fifth level

BUILDING SERVICES delivers

Leadership and Change Focus

• Business Process Improvement
• Lean analysis
• The “human” computer - Tray based 

organisation
• Knowledge based workflow
• Visual management
• Not scalable or sustainable through manual 

processes
• “Pull” concept / Job at a time
• Engaging staff through stakeholder and 

business change
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Mid Point
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BUILDING SERVICES delivers

Metrics – Mid Point

• Business benefits measured at Mid-point of 
project

• Reduction of 9 to 24 Electricians
• Reduction of 1 to 2 Supervisors 
• Staff handling 31,150 jobs per year
• Back office staff still double keying into 

multiple systems but efficiencies being 
realised

• Agency staff reduced across service
• Redeployment of staff to other areas of 

business



Click to edit Master title style

• Click to edit Master text styles
– Second level

• Third level
– Fourth level

» Fifth level

BUILDING SERVICES delivers

Requirements and Procurement

• Requirements informed by process and 
people changes – to get the right tools 
for the job

• The prototype proved that by thorough 
leaning that a standard solution could 
be deployed

• Key objective – Enterprise Solution
• Provisioning a scalable solution 

framework to meet the needs of a 
changing council.
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New Way of Working
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BUILDING SERVICES delivers

Current Position

• New process has been refined and 
implemented

• The technology bolted in to support these 
processes and the operatives

• Delivered out of the box, integrating the core 
elements in to existing back office systems

• Automated check and balance
• Real-time management and billing information
• Proactive field/customer focused delivery
• Enabled delivery of our projected savings



Click to edit Master title style
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• Third level
– Fourth level

» Fifth level

BUILDING SERVICES delivers

Metrics – Current

• Continuing measurement of business 
benefits

• Further reduction of 10 to 14 Electricians 
(overall reduction of 19 – subject to seasonal 
fluctuation)

• Further reduction of Supervisors 
(overall reduction of 2)

• Individual Staff handling 30,000 jobs per year
• No more manual data entry or double keying
• Agency staff eliminated
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Building Services Improvement Journey
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Hub
Building Services Improvement Journey
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BUILDING SERVICES delivers

Lessons Learned

• Leadership supporting clear vision of the future 
• Shared ownership through project participation
• Influence journey and drive change
• Procurement methodology
• Resources dedicated to deliver
• Adopting programme and project approach and 

reporting enabled delivery on time and within 
budget

• Benefits baselines, tracked and being realised
• Benefits must be owned by the service (define, 

deliver and measure)
• People and process centric – not technology driven
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Conclusions
Performance 
Improved

Carbon 
Footprint 
Reduced

Satisfaction of 
Tenants and 

Staff Increased

Efficiency 
Increased Money Saved


