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SERVICEPOWER PROVIDES INNOVATIVE
SOLUTIONS FOR THE INSURANCE INDUSTRY 

Hurricanes, house fires, and 20 car pileups on Route 66….

By virtue of its nature, insurance interactions usually include policyholders unhappy with paying for 
something that might never be used, and in a less than positive state of mind when it is needed.  What 
can insurance companies do to increase sales and retention?  They cannot differentiate on price alone 
in this competitive market. 

Globally, all field service organizations face an ever changing consumer environment.  
There is increased competition in providing services, evolving customer dynamics, and 
reduced margins. Gartner notes in its Life and P&C Insurance CIOs Need to Boost 
Their Digital IT Capabilities report from January, 2014, by Juergen Weiss, that 
customer retention and other business challenges have led insurance IT departments 
to invest in digitalization to leverage data in real time in order to improve operations 
and promote the efficiency and effectiveness of the field, among other goals.  Insurers 
can rely on software solutions to provide improvements across the field organization 
enabling that organization to compete successfully, increase acquisition and retention 
rates, improve customer satisfaction, and meet expectations that are based on the 
latest in consumer oriented technologies. Additionally, the solution selected must 
provide strong, repeatable ROI for the organization.

The ServicePower field management platform is used by most of the major North 
American insurance companies to ensure execution of the least costly and most timely 
business process from the first notice of loss (FNOL) to estimates, repairs and claim 
payments, while also boosting customer satisfaction. 

Our field management platform provides smart, connected technology used to schedule 
and continually re-optimize insurance related appointments booked to employed loss 
adjusters and inspectors. It also provides cutting edge mobile technologies that support 
a variety of commercial and consumer oriented devices, as well as full mobilization of 
onsite work flow, such as customized process, flexible forms and photo capture, which 
is important for the documentation of damage to covered property and automobiles.  
The platform likewise supports utilization of other supply chain members by enabling 
insurers to send work and issue payments to 3rd party contractors such as loss 
adjusters during catastrophic events, vendors such as windshield replacement 
companies, or tow truck operators. A fully integrated business intelligence tool 
provides the real time data necessary, across the field organization, to further fine 
tune the delivery of insurance services, to ensure and improve customer satisfaction.

Let’s look at a typical day in the life of an insurance claim… 
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DAY IN 
THE LIFE

In a typical insurance organization, especially those that offer property, casualty and third party service 
contracts or home warranties, a variety of field based services are offered.

Those services tend to include:

• Sales appointments
• Field based or office based inspections,  adjustments or estimates
• Third party services such as towing, repairs, independent estimates/reports, windshield 
 replacements, loss/damage recovery, replacement
• Claim payments, to policyholders and third parties contractor vendors

Since sales are handled by licensed independent agents or employed call center personnel, those 
generally do not require scheduling of onsite resources, although optimization of desk work may be 
applicable.  Other types of work mentioned above, however, do require scheduling of field based events.
In a decentralized, non-mechanized field environment, insurers working from their entitlement or claims 
system will assign a field adjustor or inspector at first notice of loss (FNOL), based on knowledge of 
local team member’s skills and geographical knowledge. 

These jobs were sent usually via fax or email, such that the field resource shows up with a paper list of 
jobs, and forms to fill out, which then must be scanned or faxed back to the local office for next steps.

Many insurers thus relied on non-automated, manual, decision making processes to determine the best 
matched inspector/adjuster to send the job to, or the closest field team member, without an intelligent 
software solution. Appraisers sent to a repair facility to inspect insured vehicle damage, for instance, 
are sent without a true scheduled appointment, meaning the 
policyholder or the appraiser potentially waste time waiting on each 
other to arrive. Without scheduling software, the appointments are 
not likely to be ordered in a way that eliminates ‘wind shield time,’ 
reduces fuel costs or adapt to changing customer needs. 

The lack of a deployed mobile technology in the traditional
model also eliminates the most efficient way to send new 
jobs – especially those that occur on the same 
day, address emergencies, or adapt because an adjuster 
or inspector is already in the area. Without deployed mobile 
technology, managers cannot track the field employee or the 
status of the appointment, automate forms, and facilitate the 
exchange of other information like photos of wrecked vehicles or 
hail damaged roofs.
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Lack of real time field based data reduces the ability to drive improvement into the field organization.
Insurers require technology, as stated by Gartner, to meet policyholder’s requirements, improve customer 
satisfaction, and the overall field service process, which results in increased retention, policy and ancillary 
product sales. 

Why do Policyholders Complain?
According to Aberdeen, the top customer complaints across field service organizations are:

• Field personnel did not resolve the issue the first time;
• The customer had to wait too long to receive and appointment;
• Field personnel didn’t arrive on time;
• The customer waited too long for a follow up appointment; and
• Inflexible/inconvenient appointment availability.

All of these issues are nearly impossible to improve without technology that mechanises and centralizes 
dispatching functions, as well as provides intelligence, which can be used to improve service delivery. 

How does an Insurer Achieve Best in Class Status?
To achieve best in class service delivery, service organizations must address the root cause of 
policyholder dissatisfaction, while also addressing corporate KPIs.

Key Performance Indicators
The following key performance indicators are used by most field service organizations to measure and 
improve operations: 

• Total service/schedule cost
• Utilization
• Efficiency
• Productivity
• Cycle time (mean time to service)
• Fuel costs/travel time
• Customer satisfaction/retention
• Catastrophic response time
• Time to process claim payments

DAY IN 
THE LIFE
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ServicePower’s end-to-end field management platform provides insurers 
with best in class scheduling and mobile solutions, industry leading 3rd 
party dispatch and claims technology and proven business intelligence 
solutions that facilitate best in class service organizations. ServicePower 
provides insurers the technology to centralize and automate scheduling 
of field resources, deploy mobile dispatch, and perform analysis such that 
the top policyholder complaints can be eliminated and corporate KPIs can 
be met.

     ServiceScheduling
ServiceScheduling, through patented, continuous optimization technology, and utilization of innovative, 
pre-calculated, in-memory travel times, enables insurers to dynamically create schedules, reduce the 
overall all cost of claim inspections and adjustments, and improve efficiency, productivity, and utilization.

Scheduling ensures the most optimal field adjusters, inspectors or appraisers are scheduled, based 
on their skill set, knowledge of the geography, and inspection location access hours, as well as other 
schedule and cost parameters.  It enables insurers to commit to a specific date and time, decreasing 
the amount of time policyholders wait for an appointment confirmation. It also facilitates drip feeding 
additional jobs to inspectors and adjustors, in cases where emergency situations require immediate 
response or where existing jobs are close to incoming jobs, utilizing shift duration as completely as 
possible. It ensures SLA compliance in instances where B2B or disaster claims must be handed as 
expediently as possible.

Scheduling also allows service managers to 
view and manipulate jobs on a Gantt interface, 
ensuring that field teams show up when 
promised, and policyholders are made aware of 
impending tardiness if further changes are 
required once a job is dispatched. It also provides 
job status reported from mobile devices, as well 
as GPS location data, to ensure appointments 
are kept as promised, and field staff location can 
be monitored during catastrophic events.

HOW SERVICEPOWER CREATES BEST IN 
CLASS INSURANCE ORGANIZATIONS 
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ServiceScheduling features:

• Proven technology supports large field service organizations, including most North American 
 Insurance organizations, exceeding 321,000 global platform users
• CRM agnostic- ServiceScheduling has been integrated to numerous claims and entitlement CRM  
 and ERP packages such as CCCIS, Guidewire, Accenture Claims Components, SAP, 
 Siebel/Oracle, IBM Maximo
• Enhanced communication: integrated mobile dispatching, real time job status acquisition and 
 real time GPS location including native navigation
• Intelligent business analytics

 ServiceMobility
ServiceMobility, a cutting edge HTML browser based technology, can be deployed like a traditional ‘app’, 
on any web connected device.  It was designed to take advantage of native app elements to ensure a user 
experience consistent with consumer centric devices like iPhones and Android devices.  

Mobility is used to send adjusters and inspectors scheduled jobs, well as new and changed jobs, collect 
status updates, while also facilitating all of the custom processes and custom forms needed to service 
policyholders, the first time onsite. 

Additionally, using native functionality such as cameras, 
chat and GPS, and taking advantage of its ability to be 
used simultaneously across devices when process 
dictates a bigger device for specific forms, 
ServiceMobility provides your field teams the ability to 
collect the images, information and data they need on 
one trip, to expedite claim processing for your 
policyholders.

ServiceMobility also supports BYOD (Bring-
Your-Own-Device) deployments, facilitating 
dispatch to third party contractor networks in 
cases where some skills, such as home 
inspections or repairs, or catastrophes dictate the 
use of supplemental contracted resources.

HOW SERVICEPOWER CREATES BEST IN 
CLASS INSURANCE ORGANIZATIONS 
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Features:

• Provides Complete Field Mobilization
• Configurable, customizable &  extensible, so 
 can support your unique business 
 requirements
• Fully localized, supporting the globe 
• HTML5 technology 
   • Works on any web connected devices
• OS centric user experience
• Supports disconnected data
• Supports BYOD and 3rd party networks
• Privately Hosted, True SaaS  or on premise 
 deployments
• Custom or standard implementation
• AT&T Certified

The mobile application includes:

• Work order management, including job schedules, intra-day changes and 
 real time status updates
• Turn by Turn directions
• Photo capture of damage
• Record and update tasks
• Native Chat
• Capture remarks
• Signature capture
• Time card/activity entry
• Customer surveys
• ServiceGPS integration

 

HOW SERVICEPOWER CREATES BEST IN 
CLASS INSURANCE ORGANIZATIONS 
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 ServiceOperations
Using ServiceOperations, insurers can provide a seamless customer experience, managing 3rd party 
contractors and vendors like automotive repair shops, windshield replacement companies, contracted 
inspectors, adjusters or surveyors, in much the same way employed field resources are managed.

ServiceOperations enables insurers to see who their contractors and vendors are, what skills they have 
and where they can provide services. Insurers dispatch work on behalf of its contractors, committing 
specific dates & time slots to policyholders, via the SaaS hosted application. ServiceOperations requires 
acknowledgement of the job, and status updates, similar to those reported by an employed team member.  
ServiceOperations also enables insurers to set rates and configure payment validation and adjudication 
logic such that vendor requests for payments are processed against its specific business claims logic and 
payments are issue for only validated requests. Policyholder claims can also be processed through the 
platform.

ServiceOperations features:

• Proven, performance tested technology which can be integrated to any entitlement/claims 
 CRM/ERP
• Exact match job dispatching based on 
 key attributes 
• Booking to real time capacity
• Integration to ServiceMobility 
• Real time field status updates 
 on in-pogress jobs
• Configurable validation rules and 
 audits, tailored to specific business  
 requirements
• Customizable, multi-lingual, 
 online  vendor payment request form
• Online adjustment and reversal 
 maintenance
• Real time claim processing, status 
 and correction for contractors
• Electronic claim payments

HOW SERVICEPOWER CREATES BEST IN 
CLASS INSURANCE ORGANIZATIONS 
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 ServiceStats
ServiceStats facilitates the analysis that insurers need to regularly undertake to monitor and adjust the field 
service operation to improve policyholder satisfaction and achieve corporate KPIs. It also supports the 
growing “Big Data” trend, as it ‘crunches’ the vast amount of data collected from every facet of the field 
service process, enabling insurers to 
make real time decisions and 
implement changes to the field 
service process. 

ServiceStats Features:

• Full integration to both 
 ServiceScheduling and 
 ServiceOperations
• Deployed on premise, 
 hosted or SaaS 
• Robust platform based on 
 Qlikview BI software
• In-memory database provides 
 quick retrieval and manipula 
 tion of real time data

Available metrics include:

• Workforce metrics such as 
 capacity, utilization, 
 productivity, SLA 
 compliance, cycle time,  
 first time resolution
• Business metrics include 
 margin, schedule cost, 
 customer satisfaction

 

HOW SERVICEPOWER CREATES BEST IN 
CLASS INSURANCE ORGANIZATIONS 
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 SmartScheduling 

SmartScheduling Broker is the glue that ties it all together!

Broker a proprietary, Enterprise Service Bus (ESB), designed to enable insurers to streamline the 
interaction and communications between their CRM, ERP, web site, IVR or consumer mobile applications 
and the ServicePower field management platform, through a single integration point. It drives productivity 
through mixing labor resources to gain more jobs per day, higher policyholder attendance and shorter 
appointment cycle times, higher claim resolution and improved policyholder experience.

Smart Scheduling delivers a consistent experience to policyholders, at the local level by seamlessly, and 
smartly dispatching and managing jobs sent to any employed loss adjusters and inspectors, or to 3rd 
party contractors and vendors in ServiceOperations.
 
Smart Scheduling Benefits:

• Provide timely appointment options, including 
 follow ups, to policyholders 
• Manage seasonal or catastrophic demand  
 spike through utilization of all 
 possible resources
• Manage policy commitments
• Control cost 
• Increase Margin

HOW SERVICEPOWER CREATES BEST IN 
CLASS INSURANCE ORGANIZATIONS 
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Now, let’s look at some real world ServicePower customer examples.

US Property and Casualty Insurer 
Meets Commitments

The US arm of a global property and 
casualty insurer has used ServiceScheduling 
for many years to route inspection and 
adjustment field personnel. 

Using Scheduling, they were able to meet 
appointment commitments 87% of the time 
over the last 12 months.  

They were able to maintain 94% or higher 
efficiency in their field deployed resources 
in the last 12 months.  

They were also able to plan their 
geographic coverage such that 71% of 
the time, job were scheduled to field 
personnel automatically through 
ServiceScheduling. 

The 29% that were scheduled to field 
resource’s ‘don’t go areas’ must be 
manually allocated, indicating 
opportunities for this insurer to use a BI 
tool, like ServiceStats to review coverage 
and reallocated resources to ensure that 
a) all jobs are automatically scheduled and 
b) customers aren’t left waiting for 
appointments to be scheduled. 

CUSTOMER 
EXAMPLES
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As a matter of fact, we took a 1 month of this client’s data and through our consulting experts determined 
the ROI on ServiceStats was almost $600,000.

The client purchased and deployed ServiceStats in addition to ServiceScheduling and uses both in its 
field service operations today.

Auto Appointment Duration Corrected

In an analysis of insurance industry scheduling data, specifically, auto damage claims, ServicePower 
was able to identify variation in actual versus estimated job durations which adversely affected execution 
and customer satisfaction.

The actual average duration of 
specific types of auto appointments, 
versus the estimated durations used 
during the scheduling of appointments, 
shows that these job types were 
underestimated by 12 minutes, on 
average, affecting the schedule accuracy 
and customer satisfaction.

Using actual travel times from 
ServiceScheduling, and analysis performed 
in ServiceStats, estimated duration can be 
adjusted upon the scheduling of the 
appointment, providing more accurate 
times to policyholders and providing a more 
realistic view of adjustor/inspector 
efficiency.

CUSTOMER 
EXAMPLES



Effectively Manage your Insurance Field Adjuster Team to Increase Efficiency and Customer Satisfaction   13.

Home Insurance Company sees ROI Almost Immediately

A home insurance company implemented ServiceScheduling in the UK. 

Work Order ROI 

The customer previously completed 14,000 work orders per month, including 7,000 reactive 
appointments, totally roughly 3-5 jobs per day, per field technician.

Dynamic Scheduling with ServiceScheduling increased the jobs allocated to field technicians 50% to 7-8 
jobs per day, resulting in a subsequent increase in completed jobs of 40%, at 5-6 completed per day.

The increased utilization enabled the client to reallocated 12% (17 FTEs) of its current field staff 
elsewhere, saving $1,088,000 in field technician labor costs.  It subsequently reduced its dispatch labor 
75% (9 FTEs), saving $374,400.

Total Utilization ROI was $1,462,000

Fleet Management ROI

This customer’s 150 vehicle fleet drove an average of 17,900 miles per year based on 48 weeks of 
actual scheduled time. Each vehicle averaged 30 MPG at an average cost of $3.495 per gallon of fuel. 
Implementation of dynamic scheduling through ServiceScheduling, a noted best in class practice in the 
Aberdeen Field Service Workforce Management Guide 2013, decreased mileage 5% overall, 
providing a cost savings of $15,640.
  
The fleet was also reduced to 133 vehicles, saving an additional $35,451 in fuel costs. Additional 
insurance premiums were also saved.

The total fleet ROI was $51,090 in total.

CUSTOMER 
EXAMPLES

http://www.servicepower.com/knowledge-center/aberdeen-report-2013
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Delight Policyholders and Create a Best in Class Service Operation with 
ServicePower

ServicePower’s platform provides the technology to centralize and dynamically schedule field resources 
with an eye towards meeting customer commitments and corporate KPIs.
  
Eliminate the most common reasons for policyholder complaints with 
ServicePower: 

• ServiceScheduling and ServiceMobility ensure that field personnel have the information, devices  
 and processes to service policyholder claims the first time onsite. 
   • Dynamically create optimized appointments, and manage intra-day changes, in real  
   time, so policyholders don’t have to wait, while also providing the flexibility to offer  
   dates that are convenient for the policyholder.
   • Manage and fill capacity for appraisers required to review multiple policyholder   
   claims at repair facilities, eliminating lost time for both employees and policyholders
   • Ensure adjusters have access to forms, information and office based experts to 
   handle even the newest jobs on one visit. 
  • Display real time status of each job so managers can drive schedule compliance, 
   ensuring that field teams arrive on time and can take action to handle schedule 
   exceptions and notify policyholders of changes. 
  • Take and store photos of damage while onsite, shortening the time to complete 
   the claim.
  • Fully mobilize business process, enabling field adjusters to schedule follow up 
   appointments in real time, so that policyholders don’t wait too long for a 
   follow up appointment. 
• ServiceOperations manages and dispatches 3rd party contractors, supplementing field teams in  
 emergencies or simply standardizing process for vendors, such as wind shield replacement 
 companies, tow truck operators, auto repair facilities and roofing contractors so that each 
 policyholder is serviced quickly.
• ServiceStats continuously analyses data from the entire field service delivery organization, 
 enabling improvement across the business.

Achieve corporate business metrics with ServicePower:

• Reduce total service/schedule cost through offering optimized appointments, continuous, intraday  
 optimization and pre-calculated, in memory travel data.  When appropriate, supplement employed  

THE SERVICEPOWER 
DIFFERENCE
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 field resources with contractors to reduce schedule costs. 
• Improve utilization through continuous optimization and reduced ‘wind shield’ time.
• Improve efficiency up to 40% through intelligent scheduling which adjusts duration depending on  
 skill, and optimizes the total schedule accordingly.
• Increase productivity up to 50% through optimized schedules, full mobilization of business 
 process, and intelligent planning. 
• Reduce cycle time (mean time to service) by providing optimized appointment offers, and 
 supplementing with contracted resources.
• Reduce fuel costs/travel time through innovative, pre-calculated and stored travel matrix 
 data, based on actual point to point travel distances.
• Increase Customer satisfaction/retention through offering real time appointments, today, 
 ensuring adjusters arrive on time with the information and forms required to complete the job the  
 first time.

ServicePower helps improve policyholder satisfaction and eliminate common 
complaints thereby driving policyholder retention and new policy acquisition.

Through continuous innovation, ServicePower offers 
insurance organizations a proven work force man-
agement platform, including best in class 
Scheduling and Mobile Dispatch technologies, 
industry leading 3rd party claims and dispatch 
management, and improved business process 
management through business intelligence.

Contact ServicePower to find 
out how our Scheduling, Mobile, 
3rd party and Business 
Intelligence products help 
you delight policyholders.

WWW.SERVICEPOWER.COM

THE SERVICEPOWER 
DIFFERENCE



ABOUT SERVICE POWER

ServicePower Technologies Plc (AIM: SVR), is the only company that 
provides a complete global, mobile, field management platform 
enabling clients to mix labor channels, utilizing employed, contracted 
resources, and on demand  resources while controlling all elements 
of the field service lifecycle, from planning, to execution to analysis. 
We offer a range of integrated software products and services that are 
used by some of the leading manufacturers, third party administration, 
insurance, and telecommunications companies, worldwide.

US Offices:

    1650 Tyson’s Blvd., #925, McLean, VA 20190

    703.437.2610

    2961 W. MacArthur Blvd., Suite 212, Santa Ana, CA 92704
    714.428.0010

EU Office:
   Petersgate House, St Petersgate, Stockport. SK1 1HE
   011 44 161 476 2277

WWW.SERVICEPOWER.COM

info@servicepower.com


