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ABOUT INSTRON LIMITED:

Instron Limited manufactures, markets and services materials testing instruments,
systems and accessories. Instron products are used to evaluate the mechanical and
physical properties and performance of materials, structures and components.

Instron is a company with total sales of over $200 million worldwide.

REQUIREMENT UNDERSTANDING:

Instron has a company-developed software called tessaract that helped them to create and
assign calls. These calls are meant for service engineer in the field. Instron supplies
heavy machines to companies. Every time customer support is required the Head Office
receives the calls and assigns it to a Service Engineer giving the customer details and a
job no and the engineer by whom the call is to be attended. Tessaract creates a job no for
each customer support call. The Co-coordinator sitting at the Head Office then manually
calls each person to inform him of the assignment. The customer details and the job code
are then sent by mail to the engineer. The engineer then attends the call and fills in a
report which contains details of the problems and the rectification done, the time he
arrived at the site and the time taken for fixing the problem, the parts used or replaced,
the charges for the parts replaced or renewed and this report called the service report is
posted/couriered to the Co-coordinator who then updates the tessaract system and closes
the call, if the call is closed.

Only the call creation was computerized. The passing of the call to the service engineer
was through a manual operation because of which tracking of the call was difficult and
also the service report was done manually and many important entries were missed and
all the details of service and support done were not entered. Moreover the service report
was sent through courier and hence there was a day delay in the report reaching the co-
coordinator.

Where we fitted in

Our system removed completely the manual operation of sending the calls to the service
engineer and getting his report with an automatic computer program. The call was
automatically forwarded to the service engineer by mail and the service report was also
sent to the co-coordinator by mail. The screen provided was so designed that the service
engineer had to enter all-important entries as required by Instron.

Our software

We built a tier over the tessaract system. We interfaced with tessaract. The call report
created by the tessaract system was captured in a excel sheet. The excel sheet was read
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by our software and a mail was automatically generated based on the engineer code to the
corresponding engineer giving him all the call details. Then our software installed in the
service engineer’s laptop scans his mail box, reads the relevant mail containing the call
details, allowing him to view the detail of the call assigned to him. On completing every
day’s work the engineer records his work and generates a service report using our
software which then automatically sends it to the co-coordinator who using his system
can view the engineer’s details and call status.
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Instron Process Flow

Tessaract System (Company developed software to create a call)

Excel sheet

Our software at Head Office reads the excel sheet and updates our files

Send a mail to the respective engineer with an attached excel sheet containing call details
and specific subject

Our software with the service engineer checks the inbox for messages with the specific
subject, save the excel sheet, read and update files

v
Updates report

v
Sends to Co-coordinator
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A FEW SCREEN SHOTS OF OUR SOFWARE AT THE HEAD OFFICE:

%Service Coordinator )
Attach Mew Calls  Wiew Open Calls  Download Attended Calls  Wiew Updated Calls  Master  Exit  Help

=121

CALL HANDLING

Download Attended Calls

|
‘ View Open Calls
|
‘ View Updated Calls

UTILITIES

Activity Code | Technology Code

Product Code | Repair Code ‘

Engineer Code

Defect Code ‘

‘ Control Tahle ‘

‘ AddChange User ‘

User Manual | Exit ‘

iﬂStart”J ] & =3 |J ahutchp...l 8%Project...l E&Excelc...l @Service...l %Service...”%Servic... |@(ﬂ§@%%¢ 10:59 &M

Clicking the Attach new calls option reads the excel file stored in a specified location
fixed in the Control Table.
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&‘:EService Coordinator _ =] |
Attach Mew Calls  Wiew Open Calls  Download Attended Calls Wiew Updated Calls - Master  Exit  Help

CALL HANDLING
@ - )
| AvachNewcans |
‘ View Open Calls ‘
‘ Dovwnload Attended Calls ‘
x
‘ WWUp(l&tell Calls ‘ & A program is trying bo automatically send e-mail on your
behalf,
Do ol want ko allow this?
S IF this is unexpected, it may be a virus and you should
choose "Mo", ™
Activity Code | Technology Code
2 5/ ‘ ([T

E— | Repair Code ‘ Yes | Mo I Help VI c E 5

Engineer Code

Defect Code ‘

‘ Control Tahle ‘

‘ AddChange User ‘

User Manual | Exit ‘

start ||| ) @ <1

| Sne | e | mE | By %5' &Es, | D...“Micro... BB ES 1osam

Send a mail automatically to the Engineer specified in the call
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&‘:EService Coordinator ;Iilll

Attach Mew Calls  Wiew Open Calls  Download Attended Calls  Wiew Updated Calls  Master  Exit  Help

CALL HANDLING

| AvachNewcans |

| ViewOpen Calls

| Dowalosd Attended Calls ‘

| ViewUpdated Calls ‘ -
UTILITIES E= =

@ Uploading Completed

Activity Code | Technology Code ‘

TRA

' SERVICES

Product Code | Repair Code ‘

Engineer Code

Defect Code ‘

‘ Control Tahle ‘

‘ AddChange User ‘

User Manual | Exit ‘

start| | 1] @ <

| Sne | e | mE | Bys. | s |I$5 in...| BB ES 1oram

A pop-up is displayed to inform the service coordinator of the status of update process.
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Service Coordinator _ =] |
Attach Mew Calls  Wiew Open Calls  Download Attended Calls Wiew Updated Calls - Master  Exit  Help

CALL HANDLING
Attach New Job Listing - Service Coordinator k = |
Wi Exit
| Vi ﬁp Job Code |Times of Yisit |Custumer Name |Report Date
ew LRen | 937 1 GE INDIA TECHNOLOGY C 25/03/2004
22014 1 Indian Institute of Techn 2570372004
Dovwnload Attex 3|2134 1 ¥ikrant Tyres Limited, 25/03/2004
42135 1 Composite Product Devel 250372004
5|2156 1 Dept. of Mech. Engineerit 250372004
‘ View Update | —1,,, . 1 Hindustan Aeronautics Li 25/03/2004
72209 1 ExxonMobil Company Inc 2570372004
UT]LIT] 8|2228 1 IPCL Plastics Applicat. Ce 257032004
92229 1 IPCL CF Plant R & D Centi 2570372004

™

Activity Code | Tec

Product Code E S

Engineer Code I

Control T

AddChangs

User Manual | Exit ‘

start| | 1] @ <

| Sh | e BE | GBS | Ay | s | B, BB ES 1ean

Once the uploading is completed the uploaded calls can be viewed
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& Dutbox - Microsoft Dutlook

- File Edit

e + & D% X | BoRenly iReplyto Al 48 Forward | = SendfReceive | ZoFind & Type a contact tofind = |

e

Favarites  Toaols

Actions

Help

;’@:ngack = | [E] Bl £ SentTo
€ Outbox

-BEw.

==l

Tvpe a guestion for help (=

.

Outlook Shorteuts

[ ]

Folder List x|t 0% |8|Ta | Subsect
=&t outlook Today - JE =TT This 371 2/2005 11:07 ... 16 £0
@ AT Calendar = 0 abrahamindia?7@.. XXYYZZ Fho 37172005 11:07 ... 16 K8
5 Conkacts = ( abrahamindia77@.. XXYYZZ Fhu 3122005 11:07 ... 16£8
Outlook Today (3 DeletedIte| 1=  § abrahamindia?7@.. XXYYZZ Thu 3/12/7005 11:07 ... 168
48 Drafts = 0 abrahamindia??@.. XXYYZZ Thi 371 2/2005 15:06 ... 16 £
&Gt Inbox = 0 abrahamindia?7@.. XXYYZZ Thu 3/17/2005 11:06 ... 1648
ik | RS & ERT = @ abrahamindia?7@.. XXYYZZ Thit 371 7/2005 11:06 ... 16 E8
:JDutma = 0 Thitra_vishwanat.. XXYYZZ Fhu 3/17/2005 11:06 ... 16 K8
okes . _
% @ Dutbox (3) = 0 Thitra vishwanat.. XXYYZZ Fhu 3172005 11:06... T6E8
= @ Sent Ikems
Contacts @ Tasks
Tasks
Mokes
‘A =l
Iy Shorkcuts
Other Shortcuts <| | _.I
|9 Ikems, 9 Unread
dhstart|| 1) @ 1 & || Sah | e | BE | Gyse | Bys. | %5 | @ [[Fo- B35 woean

The customer calls with the specifics are attached as an excel sheet to a mail with the
engineer’s name specified in the engineer master.

The mail then reaches the respective service engineers
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A FEW SCREEN SHOTS OF OUR SOFTWARE FOR THE SERVICE
ENGINEER:

& ERP - Microsoft Outlook =181

- File Edt “ew Favorites Tools Actions  Help Tvpe a guestion for help (=
CHitew v & DY X BeReply fRiReply to Al W8 Forward | 5 SendiReceive | 23 Find Type a contact ko Find |+ | [z .
| Gk o |E[E[ER | o | Messages =1

Outlook Shorkcuts | | Folder List X

| Subject |Received © [ER
= Outlook Today - 1 i
@ - Calendar 5 I XXYYZZ Thu 3/17/2005 11:0... 1
- Contacts B 0 xRvvZZ Thu 3/17/2005 11:0... 1
Outlook Taday (3 Deleted Iterr B 0 REYYZZ Thu 3/17/2005 11:0... 1...
4B} Drafts ES T XRYYZZ Thu 3/17/2005 11:0... 1..
El@ Inbasx g 0 xXYYZZ Thu 3/17/2005 11:0... 1
...... B ER|p 8 B8 @ XXYYZZ Thu 3/17/2005 11:0... 1
:]°”tma e XAYYZZ Thu 3/17/2005 11:0... 1
otes
% &S Outhox N XXYYZZ Thu 3/17/2005 11:0... 1
- @ Sent Ikems
Contacts @ Tasks LI
|ﬂ This message has not been sent, |
Fron: To:  'Chitra vishwanathan@yshoo,com’
Tasks Subject: ZxYYZZ Cc:
Attachments: 58 Instron. s (14 KE)
© I
Mokes
W =l
Iy Shorkcuts J
-
Other Shortcuts | |4 | _’I
|9 Ikems, 9 Unread
Bstor | ) @ 5 [ || Sh | Syer| SE- | D5 | y5e | P | B[ BEDER

The mail reaches the service engineer with a specified subject “XXYYZZ” and is moved
into a Folder called ERP
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&‘:EService Engineer =] |
‘iews Open Calls  Check For Mew Calls  Print ControlTable  Exit Help

CALL HANDLING @ & @
| View Open Calls
‘ ATl T e (BT Processing Please wait

/

h X A 4

: Microsoft Dutiook
Cantral Table | Print Microsoft Dutlook x|

A program is trying to access e-mail addresses you have
stored in Qutlook, Do you want to allow this?

Quick Study | Exit e
IF this is unexpected, it may be a virus and you should
choose "Ma",

r
[ allow access for Il mmirke 'I I c E s
a5 | Mo I Help |

mINEI'FICIN

start| | 1] @ <

| Sne | e | mE | Byse | ®ne ] By | Bys | #¥s.., |[Micro..  |BI B e 1104am

On clicking the Check for new calls option the mails in the ERP folder will be
automatically read and the excel sheet attachment will be uploaded into our software.
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&‘:EService Engineer =] |
‘iews Open Calls  Check For hew Calls  Print ControlTable  Exit  Help

CALL HANDLING

| Viewopen cans

‘ Check For New Calls

Control Table | Print

Quick Study | i T x4

@ Daka From 'Service Coordinator' Uploaded Successfully

MINEI'FICIN

start ||| ) @ <1

| Sne | e | mE | Byse | ®ne ] By | Bys ||%5 BB team

Once the data is uploaded from the excel sheet in the mail the above message appears

11
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i Service Engineer ;Iilll

‘iews Open Calls  Check For Mew Calls  Print ControlTable  Exit Help

CALL HANDLING
| T o R oervice Engineer - Joblisting =
View  Exit
Job Code |Times of Yisit |Customer Name |Report Date
Check For Nev 11937 1 GE INDIA TECHNDLOGY C 2570372004
Z|2014 1 Indian Institute of Techn 25703 /2004
3| 2134 1 ¥Yikrant Tyres Limited, 2570372004
4|2135 1 Composite Product Devel 25/03 /2004
Control Tahle 52156 1 Dept. of Mech. Engineeril 25/03 /2004
= 6|2158 1 Hindustan Aeronautics Li 25/03 /2004
Qllil:k Study | 7| 2209 1 ExxonMobil Company Inc 25/03 /2004
_ | 8|z22a 1 IFCL Plastics Applicat. Ce 2570372004
QE2229 1 IPCL CF Plant R & D Cenh 25/03 /2004
EodinsT
KN i

|ServiceEngineer - Microsaft Visual Basic [run%i
st ||| 1 @ <9 @ || an | e | mE | Bys | B0 | Bys. | ST 5ER WIS S nisam

The data that has been uploaded can be seen on clicking the View Open Call button

12



fulcrum

&‘:EService Engineer - Customer Details _ =l x|
Mew  Edit Send  Cancel  Exit

Customer Name |GE INDIA& TECHNOLOGY [| Model Serial No Customer Ord.No Date
| | | | | [25/0372004 |
Customer No |ING[ll g |
UPPER GROUND FLOOR|= Call Type Engineer Country Job Mo Revisit Required*
Address INNOVATOR BLDG., [~| [65cC | [FEolo | [N |[1e37 ] ’7 " tes ( No —‘
A
Arrival Date*  Arrival Time* OnSite Hrs
Contact | | .
177 B00s =] [oo:00.00 =
Ph
one | | Finished Date* Finished Time* Travel Hrs*

[Fees | | [imoszees =1 o000 = loo:00:00 =

| Repai Acti Total Labour C +
oo =] e e E—
Fault Code* l:r-lours* 00:00:00 j Code* | | Code* | |
e —
-
Fault |— Charges*
symptoms’ [ Total [ 0
-
[ Add Paris |
Repair
Details +| Submit Faulis |
Follow-up ;I Engineer's ;I
Actions* Notes*

= =
| ne | e | mE | Byse | Bne ] By | By | S5 |[B¥%s.. @B E S 1asam

Hstort|| 11 @ <

The data as received in from the service co-coordinator at Head Office and viewed by the
service engineer
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Service Engineer - Customer Details _ =l x|
Mew  Edit Send  Cancel  Exit

Customer Name |GE INDIA& TECHNOLOGY [| Model Serial No Customer Ord.No Date
| | | | | [25/0372004 |
Customer No |ING[ll g |
UPPER GROUND FLOOR|= Call Type Engineer Country Job Mo Revisit Required*
Address INNOVATOR BLDG., [~| [65cC | [FEolo | [N |[1e37 ] ’7 " tes ( No —‘
A
Arrival Date*  Arrival Time* OnSite Hrs
Contact | | .
{17032005 =] [o1:00.00 =
Ph
one | | Finished Date* Finished Time* Travel Hrs*
Fax | | [imoszoes =1 fozoe0e = Jor0000 =

— Repair Action Total Labhour Charges*
Foult Code [ Mours"[opooa0 = Code [ code" | |

Toil TexBoard Lodn
=

Charges*

Fault |—
symptoms’ +| Total 23947.00
-

[ AddParis |

Repair

Details ﬂ Submit Faulis

:l Fault Code | Fault Symptoms | Repair code | Repair Details | Action Code | Hours Take «
L B1mM Cable Breakdown 2 Replaced wire cables 63 01:00:00 _|
L -
1| I 4
Follow-up  (to call up after a week |~ | Engineer's [pecabled successfully =]
Actions® Notes*

[ [

| ne | e | mE | Byse | Bne ] By | By | s |[B%s.. (@B EE 11a7am

Hstort|| 11 @ <

The service engineer records his observations and on clicking the send button on the
menu bar generates a mail back to the co-coordinator
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SETEY

- File Edt “ew Favorites Tools Actions  Help Tvpe a guestion for help =

“Hlitew v & DY X BeReply fRiReply to Al W8 Forward | 5 SendiReceive | Z3Find &g Type acontacttafind = | [2) |

S hBack o ﬁ x| Messages o Ejﬂ.@'

[l Address

Outlook Shorkcuts | | Folder List X

t| 01 |% | @|From | Subject |Received
-4 outlook Today - JN5H
@ B Calendar
@ Conkacts
Outlonk Taday (3 Deleted Ite
5Jab Drafts
[—:I@ Inbaox
5 ERP
Calendar Qﬁ Journal
Mokes
% @ Outbosx
— -5 Sent Thems
Contacts @ Tasks LI
|ﬂ This message has not been sent, |
Fron: To:  'Chitra vishwanathan@yshoo,com’
Tasks Subject: ZxYYZZ Cc:
Attachments: 5 instron.s (14 KB}
© I
Mokes
& =
My Shorkcuts ﬂ
Other Shortcuts | | 4| | _)I
[1 Ttem
start| | 1] @ <1 D || S| By BE Gyse | B | 85| & [T B B 19 am

The service coordinator receives the mail and the process continues

Our software comprising of the service coordinator application at the Head Office and
the service engineer application at site has been developed in 5 languages (English,
Spanish, German, Polish and French) till date and is deployed in these countries. We
are on the anvil of developing the same for other countries too as well as procuring
more international projects from Instron.
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