
 

 

 

 

 

 

 

 

The Bottom Line Financial Impact of WorkPlace to a 
Repair and Maintenance Company 

 

 
 

Executive Summary 
 

A Repair and Maintenance Company completed a 3-week trial of WorkPlace in August 2002.  
The trial resulted in productivity improvements of 7 – 10% for in-field service and maintenance 
activities.  In addition, because WorkPlace helped to reduce customer wait time and customers 
were serviced more quickly, customer satisfaction was also improved.  The bottom line financial 
benefit of these improvements to the Repair and Maintenance Company’s service operations are 
conservatively estimated to be more than HK$22,000 per month.  The costs of WorkPlace were 
around HK$46,500 for set up and activation and HK$3,000 per month thereafter.  Therefore, 
investing in WorkPlace for the Repair and Maintenance Company had a return on investment of 2 
– 3 months.  After 12 months of usage, the bottom line financial benefits delivered by WorkPlace 
are conservatively estimated to be 4 times the total costs of deploying and using the service, 
constituting a clear and justified business case for deploying WorkPlace. 
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Table 2 WorkPlace Fee's for The Repair and Maintenance Company Service Technicians 

Item Per field worker Total for a 15 person team 

Set up, installation, activation and 
training HK$3,100 HK$46,500 

Monthly usage fees HK$2223 HK$3,300 

 

Since WorkPlace is offered as an application service, there is no need to buy any additional 
hardware, or devices and since the software is located on The Pinpoint Company’s application 
servers there is no maintenance overhead for Repair and Maintenance Company. 

The chart below takes into account the costs of deploying and using WorkPlace against the 
productivity benefits WorkPlace generates and thus illustrates the cost benefit analysis for 
WorkPlace. 
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Figure 1 WorkPlace Cost Benefit Analysis (Productivity Improvements) 

 

As one can see, - taking into account productivity improvements only - after 4 months, the 
investment in WorkPlace pays for itself and after 11 months cost saving will double the total 
investment in costs. 

It’s also important that the scenario above can be regarded as a ‘low-case’ scenario with 
conservative assumptions with regard to the monthly cost of employing a service technician and 
the productivity improvements generated.  If one also considers a mid and high case scenario as 
detailed in the table and chart below, the financial benefits are further increased as illustrated in 
the table and figure below. 

 

 
                                                   
3 Includes 150 location requests or 450 tasks or combination thereof.  Based on the usage of WorkPlace in 
the pilot this is plan will be sufficient. 
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Table 3 Productivity Benefit Scenarios 

Monthly values Cost of Employing 
a Service 
Technician 

Productivity 
Improvement 

Productivity 
improvement of one 
worker 

productivity 
improvement of a 
15 person team 

Low case HK$15,000 7% HK$990 HK$14,850 

Mid case HK$17,500 15% HK$2,650 HK$39,375 

High case HK$20,000 20% HK$4,000 HK$60,000 

 

WorkPlace’s costs remain unchanged by the scenarios above.  Hence taking into account the 3 
cases, the Repair and Maintenance Company will obtain a contribution to the bottom line (after 
monthly usage fees) of between HK$11,000 and HK$57,000 per month by deploying WorkPlace. 

The figure below illustrates the effect on break-even point and contribution to the bottom line for 
each of the 3 cases. 

0
100000
200000
300000
400000
500000
600000
700000
800000

1 2 3 4 5 6 7 8 9 10 11 12

Month

H
K

$

Cummulative Costs

Cummulative Benefits
(Low Case)

Cummulative Benefits
(Mid Case)

Cummulative Benefits
(High Case)

 

Figure 2 Productivity Benefit Scenarios 

The low-case scenario is unchanged at a 4-month breakeven point.  The mid-case scenario breaks 
even on a cumulative cost/benefit basis after the second month.  The high-case will deliver a 
break-even after the first month of deployment. 

The above provides a clear and justified business case for deploying WorkPlace to the Service 
Technicians of the Repair and Maintenance Company in Hong Kong based purely on the 
productivity improvements that WorkPlace helps to generate. 

However, WorkPlace’s benefits are not limited to productivity alone; during the trial many 
customers commented favorably on the timeliness of the arrival of the service technician.  The 
following section estimates the additional financial benefits to the Repair and Maintenance 
Company based on the increase in customer satisfaction that WorkPlace helps to generate. 
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Financial Value of Customer Satisfaction Improvements 
During the WorkPlace trial, customers commented favorably on the quicker than normal arrival 
of the service technician to their location.  Intuitively, one can see that if customers were happier 
with the service provided by they would likely do one or more of the following 3 things: 

 

1. Continue buying products from the Repair and Maintenance Company. 

2. Buy a greater proportion of their products from the Repair and Maintenance Company. 

3. Refer friends and associates to become customers of the Repair and Maintenance 
Company. 

 

But how does one measure the effect of these business improvements on the bottom line?   

Considering Point 1, one can calculate the effect on the bottom line by an increase in customer 
retention due to timely delivery of service.  Every customer that would have considered switching 
to another supplier and is retained by the Repair and Maintenance Company due better service 
contributes directly to the bottom line through retention of future revenues, profits and cash 
flows. 

We can calculate the new present value of future customer cash flows to the Repair and 
Maintenance Company as by evaluating the net present value of future cash flows as follows: 

 
Net present value of 

customer4 
= Annual 

revenue 
x Average customer 

lifespan5 
x Net profit margin 

 

We can likely safely assume the following for the Repair and Maintenance Company:  

§ Average spend per customer per year = HK$3000 (or HK$250 per month) 

§ Customer lifespan = 3 years 

§ Profit margin = 10% 

The net present value of the future profits and bottom line cash flow generated of each customer 
is therefore estimated at HK$9006. 

Let us now estimate the value created by WorkPlace’s effect on customer satisfaction through an 
increase in customer retention.  Consider how many customers would consider switching on an 
annual basis and of those that consider switching how many would be retained due the positive 
experience of consistently receiving service on a timely basis as enabled by WorkPlace. 

Each year the Repair and Maintenance Company’s service technicians complete just over 50,000 
repair and maintenance tasks7.  These opportunities for customer interaction are classed as 

                                                   
4 No discount rate has been applied, due to the conservative nature of the calculation. 
5 The number of years a customer is retained by Repair and Maintenance Company and continues buying 
Product in the same or increased quantities. 
6 HK$3000 (revenue per year) x 3 years (customer lifespan) x 10% (profit margin) = HK$900 of cash flow. 
7 Calculated based on 15 technicians doing 15 service and maintenance tasks per day, 250 days per year. 
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moments of truth when customers have an opportunity to evaluate their relationship with the 
Repair and Maintenance Company.   

Let’s assume that after experiencing a fault 20% of customers might consider switching to 
another supplier.  Of those that consider switching, only 20% actually do switch to another 
supplier of product due to less than timely delivery of service.  So every year, around 2000 
customers (or 4% of those that receive untimely service) may make a decision to switch suppliers 
due to untimely delivery of service.  If by consistently responding more quickly to customers, we 
can help to retain just 150 additional customers (0.3% of all those receive maintenance service), 
the value created to the Repair and Maintenance Company is calculated as follows: 

 
Net present value of increased 

customer retention 
= Net present value of one customer x Number of additional 

customers retained 

 = HK$900 x 150 

 = HK$135,000 per year, or   

 = HK$11,250 per month   

 

The figure below represents the combined effects of adding the monthly value of increased 
customer retention to the ‘low-case’ productivity benefits as described earlier. 
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Figure 3 Financial Benefits of Customer Satisfaction and Productivity Improvements 

 

Summary 
When we add the financial impact of an increase in productivity to that of customer satisfaction, 
this conservative estimate indicates that the following financial improvements will be achieved: 

§ The break-even point for the investment in WorkPlace occurs in month 2 or 3.   

§ Following the initial outlay for set up of WorkPlace, the monthly contribution to the bottom-
line (total monthly benefits – total monthly costs) is around HK$22,000 per month.  

§ At the end of year one, the total financial benefits attributable to WorkPlace equate to around 
400% of the total costs of WorkPlace. 
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As this is a conservative estimate, we believe it constitutes a strong and reliable business case to 
deploy WorkPlace for the Repair and Maintenance Company service technicians in Hong Kong.   

The case is further highlighted when one considers the intangible benefits that WorkPlace helps 
to deliver to the Repair and Maintenance Company in terms of company reputation, 
reinforcement of the Repair and Maintenance Company’s premium brand status, and increased 
employee and customer satisfaction. 
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Appendix A – The WorkPlace location-based workforce management service 

WorkPlace is the leading location-based workforce management service enabling companies to 
increase control of field operations.  WorkPlace uses the signal strength from a standard GSM 
phone to allow companies to quickly locate and effectively communication with field workers. 

A screen shot of the WorkPlace application is shown below: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 4 WorkPlace screen shot 

The primary benefits to companies using WorkPlace are as follows: 

§ WorkPlace boosts productivity by 15% or more – companies using WorkPlace to 
manage their field operations are able better allocate and deploy resources and reduce 
travel time between jobs.  This generally results in a productivity increase of 15% or 
more when measured by the number of jobs completed per day. 

§ WorkPlace reduces customer wait times and increases customer satisfaction – 
companies using WorkPlace are able to attend to customers more quickly and reduce late 
or missed appointments.  This faster and more consistent response and quicker delivery 
of service results in an increased level of customer satisfaction. 

§ WorkPlace delivers a fast payback and return on investment – WorkPlace runs of a 
standard PC and standard GSM mobile phones meaning that companies using WorkPlace 
don’t need to buy any new hardware or employ additional technical support resources.  
And because WorkPlace is offered as a service (on an application service provider 
model) there is no big software license to purchase – just a small set up fee and an on-
going monthly fee for usage.  The absence of major up front costs means that WorkPlace 
delivers a very fast return on investment; companies using WorkPlace typically recover 
their total investment in WorkPlace in one or two months following deployment.  After a 
year of usage, many companies report savings in productivity of several times the amount 
they pay to use WorkPlace. 
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Appendix B – About The Pinpoint Company 

The Pinpoint Company is Hong Kong’s leading Location Based Services Company and possesses a 
wide range of location-based solutions and services, which span the entire value chain. 

Founded in Hong Kong in 1995, the company has a client list which includes over 1000 
companies from all major industries. 

Services 
The company provides its clients with a growing range of Location-Based services such as 
WorkPlace, FleetWatch, LoJack and FreeWalker.  

§ WorkPlace increases the productivity of field workers.  WorkPlace enables companies to 
locate field workers in real-time and communicate job instructions and other work-related 
information to employees based in the field.  

§ FleetWatch increases the productivity of fleet vehicles.  FleetWatch enables companies 
to locate fleet vehicles in real-time and send and receive diagnostic information to/from 
the vehicle. 

§ LoJack G2 is Hong Kong’s leading vehicle protection system.  LoJack has recovered 
more than 100,000 vehicles worth US$2 billion worldwide.   

§ FreeWalker is a mobile communications and location-based safety service for the 
elderly. 

The Pinpoint Company also works with leading mobile service operators around the world to help 
them develop and offer services designed to attract new customers, increase average revenue per 
customer and reduce customer churn. 

For more information about The Pinpoint Company, please visit the company's website at 
www.thepinpointcompany.com. 
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Appendix C - Detailed Results of the WorkPlace trial 

The following is a summary of the results of the WorkPlace trial as documented by the Repair 
and Maintenance Company: 

PinPoint Workplace System Evaluation 
The purpose of this report is to summarize the trial of using PinPoint’s Workplace in field service. 
This report includes areas of communication, monitoring, productivity and income.  

• Study Period: 19/8/2002 to 6/9/2002 (3 weeks) 

• Objectives: apply Workplace to deliver prompt service  

• Total number on trial: 7 out of 15 technicians by receiving work orders in SMS format 
anytime during the day 

• Daily work orders targeted per technician: 14  (Based on an average of 30 minutes to 
complete an order including traveling time)  

• Daily work orders targeted per van driver: 9 (Average service time per order including 
traveling time is 45 minutes) 

 
Communication 
• Reducing Manual Effort 

The one of the key benefits of using Workplace system is found that it can reduce 
human errors and communication time as normally happened on phone. Details of orders, 
such as customer code, address, contact and dispenser information, can be quickly and 
accurately sent out to field technicians in message format, so that they can retrieve 
the information anytime conveniently and repeatedly. 

• Prompt Response to Request 

Technicians can respond any work requests via Workplace and do not have to return 
calls to service centre where CSRs are busy to serve customers on phone. 

• Customer Appreciation 

Satisfactions have often been reported that prompt delivery of service is what our 
customers need. 
 

Monitoring 
• Performance Monitoring 

PinPoint Workplace provides the functionality to view the real time location of technicians.  
It aids to arrange urgent order efficiently without calling them to confirm the locations. 

• Standard Report 

Standard report can be generated to review the performance of technicians such as message 
delivery time, number of orders added, time relevant to specific request, trip information, 
and messages of outgoing and incoming with details.   
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Productivity 
 Without PinPoint 

Workplace 
With PinPoint 
Workplace 

Daily average number of work orders per 
technician 

15 16 

Daily average number of work order per van 
driver 

10 11 

Daily average number of urgent order 
fulfillment per technician 

1 1 

Base on the above figures, the productivity shows 6% to 10% increase by using the 
Workplace system to deliver service orders.  

 

Ref: c:/kwk/PinPoint v2  

Time: 9/9/02 8:20:02 PM 
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Appendix D – WorkPlace Tariffs 

For the latest WorkPlace tariff information, please contact a sales representative of The Pinpoint 
Company at 2548 1177, or email workplace-info@tppco.com. 

 

 

 

 

 


