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One of the primary duties of the Service Manager is to organize and assign a full day’s work, every day,
to every Team Member under their supervision. The Service Manager should organize their own
schedule to allow for daily review, rescheduling and fine-tuning of service routes. The goal is to
maximize every Team Member’s productivity.

All Team Members should be assigned their next day’s work during the afternoon check-in session in
accordance with minimum company productivity standards. This daily assignment process will ensure
that all customers are serviced on time and that the individual Team Member’s level of productivity will
meet or exceed the minimal level.

There are three steps to organizing and scheduling work. They are:
1. Geocoding Accounts
2. Route Organization

3. Scheduling the Route

GEOCODING ACCOUNTS

Geocoding is the process of assigning global positioning satellite coordinates to accounts. Geocodes are

represented as latitude and longitude coordinates that belong to the account location. These latitudes and
longitudes are located in Service Pro in the “Site Details” screen. Visual Route, which is our scheduling

software, uses these geocodes to accurately plot the services on a map. In order for Visual Route to plot

every scheduled service, you must ensure that all accounts are assigned geocodes.

Visual Route will identify those accounts without assigned or incorrect geocodes and correct missing
geocodes when the search data is accessed. Visual Route will then identify all accounts that Google was
not able to locate to rooftop accuracy. A prompt will load noting the number of addresses corrected using
the Visual Route database. Once in Visual Route, the system will identify individual addresses that are
not automatically corrected. At this point they can be corrected by opening the service way point and
clicking fix address to the right of the zip code in the address line. Save all newly geocoded accounts by
selecting the Save button before exiting the program. At this time, run the Ungeocoded Accounts to
verify all account have correct geocodes.
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Route Organization

Route organization is the process by which accounts are grouped into individual service routes. This
software is used to:

e  Create a new route from the existing routes.
e  Clean up an existing route.

Fully productive service routes are created by taking into account topographic and man-made boundaries.
The system used to define these routes is the Visual Route software accessed from Service Pro.

To start the routing process:

1. Log into ServicePro and from the top tool bar select Routing (Fig. /)

4

S |

Qo

<f Routing Add New Account Log Out

m

Home Support Office Reports

Figure 1.

2. Click Service/Routes by Date
3. Click Assign routes

S =YaY; i cePro™ Service/Routes by date View Help
Assign routes
Arrange svcs by date
Figure 2
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Figure 3

4. Select Get WOs by date range.

5. Enter the start and end dates.

6. Select IN WP =no and Financial Hold=No.

7. Select the Service Center.

8. Select the routes you want to evaluate. They are listed as Service Center number — route number.
For example, Route 30 in GreenUP Orange (02) will be listed as 002-30.

9. To select the categories to work with, click on “Category.”

10. Click to checkmark (Fig. 4) each service type that is appropriate for the routes you are evaluating,
monitoring for bait monitoring, or the recurring option which will load all recurring services.
After the desired services have been selected, click the x or off screen to proceed. Additionally,
you may filter for specific event by only selecting the checkbox by the desired event(s).

11. If you want to be able to adjust confirmed appointments, check the box at the bottom of the page
“Allow confirmed service route change”. If you do not want to change confirmed appointments,
leave unchecked.

12. Click “Get Services” button at the bottom. This will bring up a map that contains the accounts for
the selected services. The map will load with the way points numbered and colored. Each route
will be denoted by different colored way points.
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To zoom in or out of an area on the map, use the scroll function on the mouse.

Figure 4

1. To change an account(s) from one route to another, select the route you want to move the services to
on the “Route List” (Fig. 6) located on the left of the screen.

/] Update future services

Save

Change: ‘@ Routes Workpool
Route Dur{m) Svcs Meas Equiv
1 001-02 90 $2518.65 33 6800.00 6800.00
1 001-03 200 $5781.40 98 271.00 271.00
B co1-04 2340 $5374.25 93 348.00 348.00
= Jj ) {o
Figure 6

2. Select a range of way points to change the route: Hold down the Shift key and drag the mouse around the
area to remap. This draws a box around the way points you wish to change. The points inside the box will
automatically change to the selected route and the points change color. If you wish to change a single
service, tap the waypoint to open and click the colored waypoint in the bottom of the box to change it to
the new route.

3. Check update future services and click “save” to save these changes (under file or above the route list
on the left hand side below the orange bar) (Fig. 6).
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The assigned revenue to each route updates in real time as you change the assignments to the routes in
the route list. This allows the user to determine if the changes made to the routes meet company
productivity standards. If the assignment has not been saved *NOT SAVED* will show to the right of the

Route List header (Fig. 7).

& & http://uatapp0l.masseyservices.com:90/office/tsprouting/routing.aspx® £

File Edit View Favorites Tools Help

M) v B v @& v Pagev Safetyv Toolsv @~ [ OB %

o P -

ServicePro™ Fie Service/Routes by date View 7He(p

Map Sate
Forest City o,
(M update open workorders  save
.’.E;) Change: ® Routes "Workpool
s Route Dur(m)  Prodval  Sves  Meas Equiv 1 4
I 1 00228 26510  $66720.50 975 3406905 4432523
1 002-29 0 $0 0 [ 0
0o2-30 4830 $9403.00 159 500435 553422
Figure 7
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Scheduling the Route

Scheduling is the process of efficiently organizing each day’s work for a route by minimizing drive time
between stops. The Service Manager must organize each day to achieve the maximum productivity for
each Team Member.

The first step in scheduling is to print the current “Production to do in detail by route by schedule date
with price” report from the Web reports. This will be used as a reference to compare any changes made
during the process of scheduling.

To start the routing process:

1. Log into ServicePro and from the top tool bar select Routing.

e 4

e —

Le]

Home Support Office Reports B oy Routing Add New Account Log Out

Figure 8

2. Click Service/Routes by Date
3. Click Arrange svcs by date

S erv | ce P rom Service/Routes by date View
Assign routes
Arrange svcs by date
Figure 9
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Figure 10

Select the start date.

Select the end date.

Select IN WP =no and Financial Hold=No.

Select the Service Center.

Select the route you want to evaluate. They are listed as Service Center number — route number.
For example, Route 30 in GreenUP Orange (02) will be listed as 02-30. You may only select one
route at a time.

9. To select the categories to work with, click on “Category.”

10. Click to checkmark (Fig. 11) each service type that is appropriate for the routes you are
evaluating, monitoring for bait monitoring, or the recurring option which will load all recurring or
the recurring option which will load all recurring services. After the desired services have been
selected, click the x or off screen to proceed. Additionally, you may filter for a specific event by
only selecting the checkbox by the desired event(s).

© NNk
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11. Click “Get Services.” This will bring up a map that contains the accounts for the selected
services in the route. The map will load with the way points numbered and colored. Each
scheduled day will be denoted by different colored way points and corresponding dates. Accounts
scheduled for the same day or multiple accounts Geocoded for the same address will be

ServicePro™ fe  SevcelRatestydaste  View Help : ;

I
o
&

=

Figure 12

represented as a way point with a black and red outline (Fig. 13).
Click on the way point to verify that the services are for the same
account, and therefore the same address. Verify the services are
scheduled to be done on the same day by checking the workorder
date in the information box. If the way point shows different
accounts, the addresses need to be corrected. This is done by
opening the individual service way point and clicking fix address
to the right of the zip code in the address line. Confirmed
appointments are designated by an orange border. The dates for

confirmed appointments cannot be changed through Visual Route.

To zoom in or out of an area on the map, use the scroll
function on the mouse.

oL

Route start

Route end

L

Route start/end

D Service marker

Confirmed service

Lead marker

Multiple markers on same
location

Figure 13
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Once the map and way points are loaded:

e  Use this map to group individual accounts on the same day to maximize productivity and minimize
drive time between services.

e Do not move an account more than 5 days beyond its current date. However, an account can be
moved more than 5 days forward if the customer is made aware and has given permission to do so.

e Bait monitoring services can only be moved +/- 5 days from their previous schedule date according
to current label requirements.

1. To change a service/services from one date to another, select
the date you want to move the services to on the “Date List” (Fig.
14) located on the left of the screen.

rogram  Dur(m) Prodval Svcs  Meas Equiv >

e oyeues

2. Select a range of way points to change the date: Hold down T
the Shift key and drag the mouse around the services to be e :
rescheduled. This draws a box around the way points you wish to 10

change. The points inside the box will automatically change to the -
selected date and the points change color. 13

3. A dialog box will pop up asking if you would like to change
the current service or future services. (Fig. 15) Selected service
will update only the earliest service on pushpin. Future services

ol

will update earliest service on pushpin and all future services. DO e @
Choose the appropriate option for the scheduling session. You will B (5] —
have to complete this step for each service that was moved. Figure 14

Border @
' Selected service will update only the earliest service on pushpin. 3 Bessmor Rd
Future services will update earliest service on pushpin and all future
services. 2}
#: 160190

Program: Landscape Monthly SvcPkg =
Service: Lawncare Application >
Date: 08/05/16

>

Figure 15
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4. To change Individual Service Dates Click on the way point you wish to change. On the Date List,
select the new date by selecting the row with the new date. Go back to the way point account information
and click the date field at the bottom. The user is prompted with the option to change only this service or
all future services.

5. Click “save” to save these changes (under file or above the date list on the left hand side below the
orange bar) (Fig. 16).

o/ Update future services
Change: ® Routes Workpool

Route Dur(m) Prod val

Figure 16

The assigned revenue, measurements, and measurement equivalents update to each date updates in real

time as you change the assignments to the routed dates in the date list. This allows the user to determine
if the changes made to the routes/dates meet company productivity standards. If the assignment has not

been saved *NOT SAVED* will show to the right of the Route List header (Fig. 7).

e 7 e - Eem—
Daily planner = Route 002-28 A

Save

Et t Change: ‘® Dates Workpool A

Program Dur(m) Prodval Svecs Meas Equiv -

i, 1 08/01/16 570 $1861.00 21 82709 101248 | ::
2 08/02/16 990 $2435.00 36 122167 142621 | ::
!os;'o;xm 630 $1728.00 24 100560 121779

08/04/16 540 $1653.00 23 105274 109166 | ::
5 08/05/16 390 $844.00 12 43181 55381 '
Bllosiosis 0 000 O 0 0
l 7 08/07/16 0 $0.00 0 0 0

8 08/08/16 1020 $1938.00 34 107820 120114
Wllosios/16 540 s1709.50 19 75671 122374

Figure 17
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Optimizing the Route

Once Services are mapped, you can then use the Daily Planner to view an appointment, fix an address, or
reschedule a service. The Daily Planner allows you to review the appointments on a day number
selected. You can optimize the routes and view confirmed appointments.

1. After the routing is complete select a date from the date list then click “Daily Planner” option next to
the save button in the “Date List” (Fig. 18).

ServicePro™ e servie/Routes by

Figure 18

2. The route for the selected date will pop up to the right of the date list box. (Fig. /9) The pop up will
give you four options Optimize route, Calculate route, Save, and Print.

ggdtgiummaw: 17.87 miles, 51m Optimize route Calculate route save Print | /] Times Date: 03/24/16
Route start time: 08:00AM ® prive O walk O Bike MIpirec
# Prod val WO#/Est Original time Duration Estimated time

5340715 1050 Terrace Blvd, Orlando, FL 32803 S65 24415759 08:06AM 0 08:06AM

5380558 3662 Upper Union Rd, Orlando, FL 32814 $55 24341168 01:00AM 30 08:14AM

5300814 1277 Fern Ave, Orlando, FL 32814 S79 24439153 01:00AM 30 08:47AM

5295533 4397 New Broad St, Orlando, FL 32814 $77.4 24472044 01:00AM 30 09:17AM

1351794 4424 New Broad St, Orlando, FL 32814 S65 24507500 01:00AM 30 09:49AM

7243321 1435 Nolan Ct, Orlando, FL 32814 S67 24485932 01:00AM 30 10:21AM

7551880 3650 Summer Wind Dr, Winter Park, FL 32792 $91.25 24871274 01:00AM 30 10:59AM

7219667 407 Peachtree Rd, Orlando, FL 32804 S11 24472799 Anytime 8a-5p 30 11:45AM

Total production value: $610.65, Total work duration: 03h 30m
Estimated route end time: 12:21PM

Figure 19

3. To optimize the route click the optimize route option (Fig. 19, in previous step) and the
appointments will arrange in the optimal driving order as determined by the closest way point to the
assigned service center. If there is a better way to run the route, the appointments can be clicked on and
dragged. Hit Calculate Route to estimate the drive time miles and time.
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4. Scrolling down displays a list of directions for each stop including estimated drive time and distance
(Fig. 20).

A
@ 312 6th St NW, Winter Haven, FL 33881, USA - route start
5.66 mi - about 12 minutes
1. Head south on US-17 S/6th St NW toward Avenue B NW 2.3 mi
Continue to follow US-17 S -
25 Turn left onto Co Rd 655/Snively Ave 1.5 mi
Continue to follow Co Rd 655 -
Turn left onto State Hwy 655/Eloise Loop Rd 1.3 mi
Continue to follow Eloise Loop Rd :
4. Turn left to stay on Eloise Loop Rd 0.6 mi
5. Turn left onto Skidmore Rd a3t
Restricted usage road
2 Skidmore Rd, Winter Haven, FL 33884 - #5306587 (servsuite address)
8.34 mi - about 19 minutes
- Head south on Skidmore Rd toward Eloise Loop Rd 431t
Restricted usage road = v
2. Turn left onto Eloise Loop Rd 0.5 mi
—— - - vawmer nana RS
Figure 20

5. Click to save the changes

6. Print the report for the specialist. The Daily Planner will display a list of stops and directions from
stop to stop for the day optimized. PLEASE NOTE: The appointments will be shown in stop order in
the handhelds when the handhelds are synced.

Optimizing a route with confirmed time appointments requires additional steps

1. Confirmed stops will show in red bold numbers on the daily planner route optimizer with a box
before the account number (Fig. 21).

(R)g\l':gzsummar;: 12.89 miles, 43m DENIE28, f0UeS NCRSL8 FOtRe: ~ave Frint V:Tvme—s Date: 03/23/16
Route start time: 08:00AM i® Drive walk Bike /| Direc
# Prod val WO#/Est Original time Duration Estimated time
7229996 1345 Westchester Ave, Winter Park, FL 32789 S77 : : 24457826 08:00AM 30 08:02AM
107439 1733 Reppard Rd, Orlando, FL 32803 $55 24523878 08:12AM 30 08:38AM
7778522 1114 Hampton Ave, Orlando, FL 32803 $55 24362923 08:44AM 30 09:10AM
150360 2411 Virginia Dr, Orlando, FL 32803 $60 24389335 09:17AM 30 09:42AM KA
7745823 2505 Lake Shore Dr, Orlando, FL 32803 $70 L) 24517886 09:30AM 30
7752080 2311 Randall Rd, Winter Park, FL 32789 $55 24522637 09:51AM 30 Sty
169598 1007 Wilkinson St, Orlando, FL 32803 $55 [J 24454449 10:06AM 3
7242306 2601 Rose Isle Cir, Orlando, FL 32803 $108 24404068 10:57AM 30
150248 920 Kentucky Ave, Winter Park, FL 32789 $55 24527409 12:34PM 30

Total production value: $590.00, Total work duration: 04h 30m
Estimated route end time: 01:15PM

Figure 21
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2. Ifyou click Optimize Route without checking the box, the services will route IGNORING the
confirmed appointment time. For example a 10:06AM confirmed time will still be there, but the

optimizer tells the user that for the route to be optimized, 8:34AM is the best time for this appointment
(Fig. 22).

001-02

Route summary: 8.51 miles, 32m SNSRI NS Calculato routo e Font :~/:T1mes Date: 03/23/16
Route start time: 08:00AM ®) Drive Walk Bike /| Direc
# Prod val WO#/Est Original time Duration Estimated time
7229996 1345 Westchester Ave, Winter Park, FL 32789 77 O 24457826 08:00AM 30 08:02AM
[169598 1007 Wilkinson St, Orlando, FL 32803 $55 r] 24454449 10:06AM 30 08:34AM
7242306 2601 Rose Isle Cir, Orlando, FL 32803 $108 24404068 10:57AM 30 09:06AM Vi
7745823 2505 Lake Shore Dr, Orlando, FL 32803 $70 [ 24517886 09:30AM 30 09:36AM
107439 1733 Reppard Rd, Orlando, FL 32803 $55 24523878 08:12AM 30 10:12AM
7778522 1114 Hampton Ave, Orlando, FL 32803 $55 24362923 08:44AM 30 10:44AM
150360 2411 Virginia Dr, Orlando, FL 32803 $60 24389335 09:17AM 30 11:17AM
7752080 2311 Randall Rd, Winter Park, FL 32789 $55 24522637 09:51AM 30 11:51AM
150248 920 Kentucky Ave, Winter Park, FL 32789 $55 24527409 12:34PM 30 12:28PM

Total production value: $590.00, Total work duration: 04h 30m
Estimated route end time: 01:04PM

Figure 22

3. If you wish to keep the new time, check the box next to the confirmed appointment and click Save.
This will un confirm the appointment and update the time to the optimized time.

If you need to move the appointment closer to the confirmed time, click and drag the appointment and
click Calculate (Fig. 23).

001-02 Optimize route Calculate route Save Print -J Times

Route summary: 11.13 miles, 38m — Date: 03/23/16 A
Route start time: 03:00AM ®) Drive walk Bike Wl pirec
# Prod val WO#/Est Original time Duration Estimated time
7229996 1345 Westchester Ave, Winter Park, FL 32789 S77 [ :24457826 08:00AM 30 08:02AM
7242306 2601 Rose Isle Cir, Orlando, FL 32803 $108 24404068 10:57AM 30 08:36AM
7745823 2505 Lake Shore Dr, Orlando, FL 32803 $70 (24517886 09:30AM 30 09:06AM
107439 1733 Reppard Rd, Orlando, FL 32803 $55 24523878 08:12AM 30 09:40AM
169598 1007 Wilkinson St, Orlando, FL 32803 | 555 [ 124454449 10:06AM 30 10:14AM |
7778522 1114 Hampton Ave, Orlando, FL 32803 $55 24362923 08:44AM 30 10:49AM
150360 2411 Virginia Dr, Orlando, FL 32803 $60 24389335 09:17AM 30 11:21AM
7752080 2311 Randall Rd, Winter Park, FL 32789 $55 24522637 09:51AM 30 11:55AM
150248 920 Kentucky Ave, Winter Park, FL 32789 $55 24527409 12:34PM 30 12:34PM

Total production value: $590.00, Total work duration: 04h 30m

Figure 23

e  This will recalculate and display the new stop times.
e  The user can continue to do this step until it’s in the desired confirmed appointment range. If the
appointment optimizes to the exact time scheduled, then the appointment will appear in green.

e C(Click save to save the changes. PLEASE NOTE: The appointments will be shown in stop order in the
handhelds when the handhelds are synced.
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Assigning Work

Work is to be assigned daily during check in. By completing the following steps, the Service Manager
will be able to efficiently organize and assign each day’s work.

For service centers that are not Mobile Printing:
Twice a week the Customer Service Specialist or Office Manager will print Service Reports in the

following manner:

Tuesday

Service Reports are printed for Wednesday, Thursday and Friday
Thursday

Service Reports are printed for Saturday, Sunday, Monday and Tuesday

The Service Reports will be given to the Service Manager.
For service centers that are Mobile Printing:

Service Reports do not need to be printed. The iPad/handheld carries the information needed to complete
the service and communicate the work order to the customer.

At approximately 3:00PM, after the previous day’s work has been posted, the Service Manager will log
into Service Pro and open Visual Route.

1. Log into ServicePro and from the top tool bar select Routing.

P 4

e

Q

Home Support Office Reports s oy Routing Add New Account Log Out

Figure 24

2. Click Service/Routes by Date
3. Click Arrange svcs by date

S erv | ce P rom Service/Routes by date View
Assign routes
Arrange svcs by date
Figure 25
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tart 09/01/2018 ‘ even
End 09/30/2018 ‘ Aeratior Scation /
P ® No ves O A Aeration Initia Audit /
T Yes ) All . e FollowUp
Acration Froactive Visit
Select A i Initial /
",',: Apopka Aeration Special Service Monitoring /
Aust Annual Aeration PhoneCall
01700 ¥} IRecurring
017-60 ¢ Annual Inside Tube Service
017-62 — renewal Debit - Bak Reinspection /
044-00
044-01 ‘ Annual Renewal Debit - Fume Roquest
ooy et renee Dot - srcemta| | NN
044-03 .
Route 044-04 Z AP Landscape Application Figure 27
044-20
044-21 v A¥La e A a
044-2 7 - e Se e
044-40
044-60 ¢ AP Pest Prevention
-:J""_ v Tree e e
04462 Mo
e '
Figure 26

4. Select the Start Date.

5. Select the End Date. This date range should be the 1st through the next Saturday’s date. This will
bring up all accounts scheduled and not completed through the next Saturday.

6. Select IN WP =no and Financial Hold=No.

7. Select the Service Center.

8. Select the route you want to evaluate. They are listed as Service Center number — route number.
For example, Route 30 in GreenUP Orange (02) will be listed as 002-30. You may only select one
route at a time.

. To select the categories to work with, click on “Category.”

10. Click to checkmark (Fig. 27) each service type that is appropriate for the routes you are
evaluating, monitoring for bait monitoring, or the recurring option which will load all recurring
services. After the desired services have been selected, click the x or off screen to proceed.
Additionally, you may filter for specific event by only selecting the desired events.
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POLICIES & PROCEDURES

NUMBER _ SPP-302

SECTION:

ROUTE ORGANIZATION

SUBJECT:
Routing, Scheduling, & Assigning Work

a. If you want to view all services regardless of category, click in the Event box at the top of
the event list. This will select all events at the same time. This is especially useful when
rescheduling services that were not completed on their regularly scheduled date.

11. Click “Get Services.” This will bring up a map that contains all of the accounts for the selected
services in the route. The map will load with the way points numbered and colored. Each
scheduled day will be denoted by different colored way points and corresponding dates. Accounts
scheduled for the same day or multiple accounts Geocoded for the same address will be
represented as a way point with a black and red outline. Correct this by opening the individual
service way point and clicking fix address to the right of the zip code in the address line.

EERVICEIRINY  Fe” - Service/Mostes by data ™ View™ = Help

L

AL L,

Any previously not serviced accounts should be rescheduled to the next day if it is logistically possible.
If not, assign the account to another day that week. No account should go more than five days beyond
the originally scheduled service day. This may require not serviced accounts to be caught up on
Saturday. When done, you should have no accounts scheduled prior to today’s date.
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SECTION: SUBJECT:
ROUTE ORGANIZATION Routing, Scheduling, & Assigning Work

e After you have evaluated and adjusted the next day’s work, optimize that day in the daily planner
feature for all assigned routes for each specialist.

e After the routes have been evaluated, adjusted and optimized, you can click “Save”.

e Print the report for the specialist. The Daily Planner will display a list of stops and directions from
stop to stop for the day optimized. PLEASE NOTE: The appointments will be shown in stop
order in the handhelds when the handhelds are synced.

e Print out the Coversheets/Daily Assigned Worksheets for the next day’s work. The optimization
process will ensure that the sequence of the stops will be in the best order to perform service.

e When assigning the work to the Specialist, match up the invoices with the “Daily Worksheet”, forms,
and the optimized route/maps. This is a complete work packet ready to be assigned during today’s
check in.

e The optimized route information is to be used during the afternoon check in session in comparison to
the order of the completed work. Identify any misses and address this with the specialist as needed to
maintain optimum routing efficiencies.
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