
Managing Field Service Personnel

Case Study



Large UK Delivery Company

• Deliver >200 million parcels each year

• Network of >10,000 Couriers

• Managed by >400 Managers

• Managed Delivery solutions for many High Street names
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The Problem

Recruitment did not scale

– Long time-lag between needing a new courier and getting one

– Selection, Interview and Training took too long

Performance Management

– Arbitrary and non-transparent

– Difficult to see the detail and relate to PM process



The Problem

Unsuitable Hardware

– Every Manager needed a laptop

– Daily operations mostly ‘Offline’

– Information quickly out of date

– Inability to respond to problems in a timely manner

– Device management time consuming

– Hardware attrition very costly



The Solution

End-to-end Field Management System

– Integrated with Recruitment Process

– Integrated with Parcel Tracking Systems

– Service-wide Performance Management; Consistent & 

Transparent, 360° Process

– Real-time, Mobile App with Offline ‘Store & Sync’

– Replace Laptops with Managed iPad estate

– All Built on Force.com Platform



Built on Force.com Platform

• 75 Custom Objects

• 35 Apex Triggers

• 162 Apex Classes

• 51 Visualforce Pages

• 600,000 Characters of Code

• 1 Mobile App (iOS and Android)

– Offline Store & Sync



Field Management System

Courier Lifecycle

– Recruitment

– Selection

– Interview

– Training

– Performance Management

– Financial Incentives

– Discipline & Exit



Field Management System

Field Managers

– Search New Applications in their area

– Interview Candidates

– Real-time Alerts & Notifications

• Customer complaints

• Failed deliveries

• Exceptions, Prompts, etc.

– Real-time Performance Reports

• Theirs & their couriers



Field Management System

Senior Management

– Summary Reports

– Management Information & KPI Reports

– Ability to Drill-down into Root Cause
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Mobile App – Applicant Search



Mobile App – Applicant Search Results



Mobile App – Create New Application



Mobile App – View Applications



Mobile App – Conduct Interviews



Mobile App – Conduct Interviews



Mobile App – View Previous Interviews



Mobile App – Capture & Save Signatures



Mobile App – Offline Store & Sync



Mobile App – Offline Store & Sync



Mobile App – Offline Store & Sync



Mobile App – Offline Store & Sync


