
New features & functions

WINTER 

RELEASE

2023

YOU 
NEED TO
KNOW.



GOOD, BETTER, SERVICE1
DIS COVER THE WINTER RELEASE 2023

WHAT TO EXPECT IN THIS RELEASE
HIGHLIGHTS 2023 AT A GLANCE

FEATURES AND IMPROVEMENTS 
S O THAT YOU HAVE EVEN MORE SUCCESS

CONTACT
WE LO OK FORWARD TO HEARING FROM YOU

2

CONTENT



DIS COVER THE  
WINTER RELEASE 2023 

The Winter Release 2023 is all about “Making good 

things even better!” This time, we have intensively 

put a total of five features to the test and sub-

sequently optimized them, and created another 

new one. For example, we have made deployment 

planning more flexible and transparent, expanded 

the transport mode, developed additional offline 

options, improved the price forecast, and focused 

on 3rd level support.

As a result, Service1 now offers even more digi-

tized processes, flexibility, user-friendliness, cla- 

rity and a better overview for everyone. And that 

means this release once again brings about a  

noticeable change for service technicians, call  

center employees, dispatchers and administrators 

– in short, for everyone who gives their best every 

day in field service.

Join us for the innovative new features of Service1.
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Resource planning is at the heart of every service organiza-

tion. For this reason, we have once again dedicated ourselves 

intensively to optimizing this feature in this release. As a  

result, it is now easier for everyone involved to identify  

related service orders and plan them accordingly.

In addition, there is a helpful change in the mapping of travel 

options for technicians: From now on, the means of trans-

port used can be flexibly selected in the system. This allows 

technicians to plan their assignments much more realistically 

– even if they are traveling from more distant regions.

Another highlight this winter is the expansion of Service1’s 

price prediction. Here we have added further options that 

are much more appropriate for the individual requirements 

in everyday service.

We also made the order acceptance process more intui-

tive, improved error management, and introduced a special  

Planning Board for users who do not use Service1 Mobile.

You can look forward to helpful functions that will make 

the processes in field service that little bit better again.
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01
More efficient deployment planning thanks to merging of related orders

One of the biggest challenges for service organizations is the 

economic planning of service orders – especially when they are 

interrelated. It is not uncommon for jobs that could actually be 

completed in one visit to be split up among several visits to the 

customer.

Up to now, two things have often been problematic in this con-

text. First, the service orders are usually transmitted to the tech-

nician via different channels. This makes it difficult to identify 

related work. Secondly, it has been very difficult to determine 

which service technician has the necessary skills and sufficient 

capacity to perform all the required services at the customer’s 

site with just one on-site visit.

The winter release of Service1 addresses this issue in several 

areas and significantly improves the scheduling of these orders. 

Service orders that belong together are now displayed more 

transparently in the system for the dispatcher and are thus ea-

sier to identify. In addition, characteristics can be defined that 

identify different jobs as belonging together, for example if they 

involve the same device, the same customer or the same location. 

The system automatically filters out those technicians who have 

the required skills and capacities. Once the right service emp-

loyee has been identified, Service1 proposes an appointment.  

As soon as the scheduler confirms this, the system books the  

appointment.

This makes de-

ployment plan-

ning easier and 

more efficient 

for everyone in-

volved.

Scheduling

•      More transparent representation 

of related service orders 

•     Filtering of technicians  

according to required skills  

and capacities

GUT ZU WISSEN
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02
Select different means of transport

Service organizations today often rely on additional support from 

service technicians who come from more distant regions. Plan-

ning these assignments has not always been straightforward due 

to the distances involved.

In most deployment planning, it is implicitly assumed that a field 

service technician will travel to the site by car. Even if there is a  

willingness to fly by air, this usually cannot be adequately planned 

in many service organizations. As a result, service technicians from 

more distant regions – especially for urgent assignments – are not 

even considered. As a result, these jobs are often completed with 

considerable delays. If technicians are booked despite the dis- 

tance, the assumed travel time and reality often do not match.

With the winter release 2023, different means of transport are 

taken into account in the planning tool in Service1. For example, it 

is possible to specify whether a field service technician travels to 

the site by car or by plane. This works for manual planning as well 

as for automatic planning.

This means it is now much easier to book experts even across  

regions. In addition, on-site assignments can be organized much 

more precisely in terms of time because planning is based on the 

actual means of transport used. As a result, the optimized trans-

port mode leads 

to significantly 

better capacity 

utilization.

Scheduling

•     Consideration of different means  

of transport in the planning tool

•      Easier cross-regional booking of 

experts

•     Better utilization of capacities

GUT ZU WISSEN
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03
Simplified service for moving products

Price determination

In field service, there are usually fixed customer contracts with 

clearly defined services. However, in the course of the customer 

relationship, work often arises that deviates from these.

The price prediction function usually covers these agreed stan-

dard situations at the customer. For services that go beyond 

these fixed conditions, prices usually have to be added manually 

in the back office with some effort. From now on, the price pre-

diction function can be flexibly supplemented with this work.

It is now also possible to define conditions – for example  

discounts for spare parts – per device. This works even if the  

devices are the same and only differ in terms of their serial  

number. The same applies to conditions that only apply to a  

specific order type. For example, a discount for spare parts that 

only applies to maintenance but not to repairs. Specific con- 

ditions can now also be defined for entire customer groups, such 

as a spare parts discount for all business customers.

The further digitization of price forecasting leads to more  

clarity for everyone and to significantly simplified workflows. 

This creates security both on the customer side and on the side 

of the service  

organization.

•    More flexible price forecasting  

through optimized digital processes

•      Definition of conditions per  

device or order type

•    Simplification of workflows and 

generation of security

GUT ZU WISSEN

€
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In service organizations, everyone involved must be 

able to view and update deployment plans transpa-

rently so that orders are processed efficiently. Until 

now, this was best done via Service1 Mobile. For all 

customers who do not use this function, Service1 has 

now been expanded to include a personal planning 

board that transparently presents all planning to 

both the dispatcher and the service technician.

Up to now, this group of users has in many cases in-

tegrated external calendar tools in order to keep as 

good an overview as possible of scheduled opera-

tions. Not infrequently, however, this led to incorrect 

or delayed updates between the systems. In addition,  

service technicians could only store sick days or  

vacation days in the system independently with some 

effort.

The new planning board eliminates the need to con-

nect external calendar applications. In addition, it 

is very easy for technicians as well as schedulers to  

enter and change appointments. The other party  

can view these schedule updates in real time. As a  

result, service calls can be planned and executed 

with the highest efficiency, even beyond the mobile  

features.

04
More planning overview for all

Service Console
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When customers call the call center to request an 

assignment, the agent responsible has to enter the 

information provided into the system in a matter of 

seconds – usually while the call is still in progress. In 

the process, relevant fields may be overlooked, resul-

ting in unnecessary delays, reduced service quality 

and dissatisfied customers.

With Winter Release 2023, we have focused on the 

usability of the Service Console in order to reduce 

such sources of error. For this purpose, a customized 

logic for the automatic determination of the respec-

tive job role has been implemented. Fields required 

for the process can be flexibly configured in advance. 

In practice, this means that the call center agent is 

better guided through the order acceptance process 

and has to make significantly fewer clicks. In this way, 

incorrect assignments are avoided and assignments 

are handled in the best possible way.

05
More intuitive through  

the order acceptance process

Support
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How smoothly a field service solution runs depends, 

among other things, on how well the error manage-

ment functions in the background. With this release, 

we have therefore extended the transmission of er-

ror sources to GMS 3rd level support.

A decisive advantage of Service1 is the offline ca-

pability of numerous features. This means that 

the system can be used extensively even without a 

functioning Internet connection. In this context, the 

transmission of complete error reports when a pro-

blem occurred used to be problematic. This was be-

cause the required data could not be retrieved from 

the technician’s mobile device if it was not online.

Technicians can now add the complete offline data-

base to the error report. This can then be transmit-

ted to 3rd level support via the mobile device. This 

also automatically guarantees the quality of the data 

and enables rapid troubleshooting.

06
Data transmission simply clever

Support



„SUPPORT IS NOT ONLY A 

SERVICE, BUT AN ATTITUDE THAT  

OUR TEAM HAS HAS INTERNALIZED.  

WE MEASURE OURSELVES BY  

YOUR SATISFACTION.“

Tobias Beisel, Senior Manager Operations, GMS
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