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S U M M E R R E L E A S E 2022

D I S CO V E R T H E N E W F E AT U R E S

Sometimes it’s the changes to supposedly small things that 

add up to a big improvement. In Summer Release 2022, we 

have optimized a total of five features that really pack a punch. 

As a result, Service1 makes the everyday work of service tech-

nicians and call center employees even more productive, effi-

cient and simple. We have paid particular attention to making 

everyone involved in the service process even more indepen-

dent of various influences. For example, customers can now 

find a solution more easily on their own. Service staff will also 

benefit from improved functions as usual. In the future, they 

will be even less dependent on a stable Internet connection 

– because we have further optimized our already very good 

offline capabilities. We have also further improved route plan-

ning. And companies that frequently plan assignments lasting 

several days will find the right support for this with this release.

Join us in welcoming the clever new features of the Summer Release 2022 of Service1.
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01
Ready for action at any time thanks 

to ad hoc service orders 

A working day in the service department can be 

planned well, but rarely predicted precisely. It often 

happens, for example, that the engineer is asked to 

perform an additional service activity on the same 

or another device while on site. To do so, the en-

gineer previously had to rely on a stable Internet 

connection. Only then was it possible to access the 

backend of the system and thus the stored device 

information. 

From now on, service engineers can respond con-

fidently to spontaneous order requests at any time 

and carry out the work directly. This means that the 

engineer can also spontaneously create a new order 

and access all associated documents such as active 

contracts and view customer-specific conditions 

– even in offline situations. He can also post-pro-

cess the job immediately. For example, the time 

required and the material used can be documen-

ted. The back office can also transparently view the 

assignment at any time and, if necessary, rework 

things. +

Service Order
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02
With decision trees faster independently to the solution

Another very effective tool that we are focusing on with the 

Summer Release is helping people to help themselves. The 

basic prerequisite for this is that each target group always 

finds exactly the knowledge it needs. With Service1, service 

companies are now in a position to organize their in-house 

know-how in such a way that it can be better used by all 

target groups. 

With this Summer Release, all those involved in the service 

process can now better access knowledge that is specifically 

tailored to them. Service1 thus offers both call center staff 

and the customers themselves more options for finding the 

right solution to an existing problem and quickly getting the 

affected devices up and running again. This process is struc-

tured by decision trees, for example.

In the best case scenario, the customer will find the infor-

mation he needs in the customer portal and can resolve the 

problem directly himself. To do so, they are guided to a pos-

sible solution via a chatbot. If the problem cannot be solved 

in this way, the next step is to call the service center. Here, 

the call center employee has access to in-depth technical 

knowledge, through which he is navigated to the possible 

fault clearance process. Relevant contextual information is 

automatically taken into account. In many cases, the device 

can be made operational again with this second step at the 

latest. This avoids unnecessary service calls – and saves time 

and money. 

Knowledge Management
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Simplified service for moving products 
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Many devices that are processed in everyday service have a 

permanent location. However, there are also products who-

se location changes occasionally or even frequently, such 

as mobile equipment like excavators or those that are on a 

mobile base like a ship. Sometimes equipment is also trans-

ported to the workshop for service. Keeping track of these 

location changes and organizing deployment planning used 

to involve some effort for the dispatcher in charge. 

Service1 significantly simplifies operations on moving pro-

ducts. This is because, as of now, it is possible to optionally 

enter ad hoc locations for devices when their position chan-

ges. This means that the dispatcher no longer has to labori-

ously change the stored master data of the device, but can 

flexibly and easily specify where the product is located at the 

current time. If devices have an integrated GPS connection, 

as is often the case with ships or excavators, this process even 

runs automatically. When planning the job, distances, service 

engineer capacities and spare parts stocks are automatically 

taken into account and the best option is always determi-

ned. This works reliably even if the engineer is scheduled to 

work at the customer‘s site and in the workshop within a day. 

Scheduling
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Accurate planning for multi-day operations Planning large-scale service calls is an enormous 

challenge for service companies. This is because dif-

ferent service engineers often handle the job over 

several days. When planning, various parameters 

must always be taken into account, such as the skills 

and capacities of the engineers, but also travel times 

and possible overnight stays. 

The Summer Release of Service1 makes the planning 

of large orders much easier and more efficient. This 

is because the scheduling of multi-day assignments 

can now be automated to a high degree. Service1 

first presents a list of all service engineers who are 

suitable for the assignment. Skills and capacities are 

already taken into account in this selection. Shorter 

interruptions, such as for training, can also be inclu-

ded in the planning. As soon as the dispatcher selects 

a engineer from the list, an individual appointment is 

automatically created - even if it extends over several 

days. If rescheduling is necessary, the entire unit can 

be easily assigned to a different engineer or date. For 

remote locations, overnight stays are also automati-

cally scheduled. 
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Scheduling
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05
Improved routing performance 

Route planning is at the heart of every service organization. 

In addition to planned maintenance jobs, unplanned ope-

rations that cannot be postponed must also be taken into 

account time and again. In order to determine the best route 

option in each case despite these constantly changing con-

ditions, an enormous number of distance combinations must 

be continuously calculated.  With Service1, route planning is 

now even more efficient. This is because the routing engine 

was converted to a new generation of algorithms with the 

summer release and now impresses with significantly better 

performance. For example, the distance calculation is now 

even more accurate, which supports the dispatcher when 

planning operations. This is because greater accuracy means 

that the assignment of engineers to a particular job is much 

more accurate. In addition, the time it takes for a dispatcher 

to receive the necessary data has been significantly reduced 

with this release. 

Scheduling
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All rights reserved. No part of this document may be reproduced or transmitted in any form or by any means, electronic or mechanical,  

including photocopying, recording, or by any information storage and retrieval system, without written permission from GMS Development. 

 

CHANGE NOTIFICATION

All dialog functions, processes and internal data structures or picklist values described in this document are subject to change. GMS Development  

reserves the right to optimize and extend the application and processes without further notification. The release notes will contain  

a detailed description of all modifications and new features.
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