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FME PLATFORM Al FOR INDUSTRY

Ramon Hendriks — Boon Edam:
Optimalisatie field service management processen bij Boon Edam

Jason Enti — SAP:
De praktische toepassing van Al in SAP Field Service Management
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OVER KONINKLIJKE BOON EDAM
INTERNATIONAL

TROTS OP ONS WERK

Sinds 1873 houdt Boon Edam zich bezig met het ontwerpen
en vervaardigen van hoogwaardige toegangsproducten die
speciaal zijn gebouwd om mensenstromen in verschillende
soorten gebouwen binnen allerlei industrieén te beheren.
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Wat in 1873 begon als een kleine Amsterdamse
timmerfabriek, is uitgegroeid tot een modern, innovatief
bedrijf dat het gevoel voor vakmanschap en familiegeest
nooit heeft verloren. Onze eerste draaideur werd in 1903 in
die werkplaats geproduceerd. De waarden en het erfgoed
die toen de kern van ons merk vormden, blijven doorschijnen

in de manier waarop we tot op de dag van vandaag hand in
hand met onze klanten samenwerken.
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Factories located in in
Netherlands, US en China

16 International
Subsidiaries

Exclusive distributors
in more than 55 countries
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Challenges to Field service management SAP

Change management

* Local support needed, key users teams to be available
* New solution Full training needed for end users

Local challenges

* Legal requirements
e Small Differences in way of working
e Accurate Time recording

System challenges

 Workmanager not supported
* FSM implemetation phasing needed due to time pressure, phasing out workmanger



BOON EDAM

Change to Field Service Management

Workmanager not sustainable for future

* Not supported

* Onlyin English language

* Not fool proof and lacking user friendliness
Planning optimization

* No Optimization in MRS possible

* Inefficient / manual planning (non-productive hours)
 Workarounds in place via Excel with additional work involved

Prepare for Future technological developments



BOON EDAM

Boon Edam FSM Web-service

Full service call details available, also available on I-pad for engineers.

= Good Afternoon erickok@boonedam.com - Royal Boon Edam International B.V. Sign out
FSM Planner

Planning Information

7—13 Oct 2024 week list month

Resources Mon 07/10 Tue 08/10 Wed 09/10 Thu 10/10 Fri 11/10 Sat 12/10 Sun 13/10

. Madde och David till GBG 07:00 - 16:00 Madde och David i Skane 00:00 - |
Service Kontor B

Portpartner Johan | |

Portpartner Per | |

Underentreprendr 5

Projekt Kontor
& External

Mikael Olsen
Uppsala Stadshus - Stadshusgatan (Uppsala Stadshus - Stadshusgatan (Uppsala Stadshus - Stadshusgatan |Uppsala Stadshus - Stadshusgatan (Uppsala Stadshus - Stadshusgatan
2-75321 - Uppsala 2 -753 21 - Uppsala 2-753 21 - Uppsala 2-753 21 - Uppsala 2 -753 21 - Uppsala

Start at: 11:00 | Order: 4403811
Centralstationen - 3044 -
Centralplan 15 - 111 &4 - Stockholm

Start at: 12:00 | Order: 4409637
Westinghouse Vasteras -
Brénslegatan 1 -721 36 -

‘Communicated




Links, integrations, partners




Al in SAP Field Service Management




PUBLIC

SAP Field Service Management

Al Enabled Services in SAP Field Service Management

Unlock value for field service organizations
using Al

Intelligent Filtering
Enhance efficiency by enabling natural language processing for
intuitive and accurate job search.

Equipment Insights
Optimize operations through proactive maintenance and real-time
insights into equipment performance based on past jobs.

Activity Summary
Quickly access past resolutions for similar issues, enhancing repair
planning and efficiency.

Predictive Routing
Reduce travel times and find most optimal routes.

Job Prediction Duration
Predict job duration using Machine Learning.

Al Policy Designer
Design company specific policies for Al auto-scheduling.

o @ ¢ @ B Il

‘eeo0e0 *

Link to Documentation

Best Option D revew

@ Raul Johns
@ Fully available

08/19/2024 9:00 pm - 08/19/2024 11:15 pm

e Ea

P aA Duration: Va

=== 1h45min V Predicted Value
e Travel

Emﬁ & 28 min, 33.6 km Show More

Best Alternative ) revew

e‘ Craig Bishtek
¥ @ Fully available

08/19/2024 8:19 pm - 08/19/2024 10:29 pm

Duration: 7
" 2h10min  Predicted Value
““““““ Travel:

& 40 min, 47.0 km Show More

Insights

Activity Equipment

1 Activity 1959 was executed on the Bth of August
B 2024 between 15:30 and 17:30. The responsible

rechnician was Raul Johns. The activity involved
g maintenance on transfarmers for Smart

Solutions Inc, with specific checklist items and
recommendations for future reference.
Supervisor Ryan Munoz oversaw the activity.
Reserved materials included bearing type 626
MICE THRST 8002-071-0013, breaker 3-Pole
ITE NO, BG3-BOSD 115 WOL, and gasket ring.
Additionally, there was a nonchargeable time
effort recorded between the 8th of August 2024
at 17:25 and the &th of August 2024 at 18:33,

Insights + Generate

Generated Activity Summary
Created on October 20, 2024 2:51 PM

]
Activity 1963 was performed by Raul Johns on the 22nd of October 2024 between 08:13
and 12:05. The project involved a visual inspection of the transformer DS1010: 1 Pole
Mount TRN for Smart Solutions Inc, where bearings and 2 breakers were replaced due to
observed vibration. There were 2 nonchargeable time efforts recorded: - One between
the 18th of October 2024 at 16:48 and the 18th of October 2024 at 18:08 - Another
between the 18th of October 2024 at 16:47 and the 16th of October 2024 at 17:00

This presentation and SAP‘s strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice. This document is provided without a 12

warranty of any kind, either express or implied, including but not limited to, the implied warranties of merchantability, fitness for a particular purpose, or non-infringement.


https://help.sap.com/docs/SAP_FIELD_SERVICE_MANAGEMENT/fsm_ai/predictive-routing.html?locale=en-US&q=predictive%20routing

SAP Field Service Management

Link to Documentation

Al-based Scheduling and Al Policy Designer

Optimize field service delivery with Al-
based scheduling and custom scheduling
policies

2024 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

CHALLENGE

Non optimized schedulers and lack of resources to efficiently schedule high
volumes of maintenance and service activities.

SOLUTION
SAP Field Service Management, supplemental services

e Create company specific policies to meet company scheduling objectives and
outcomes.

e Optimize schedule creation, and free up dispatchers to focus on high value added
tasks.

e Increase resource utilization and allocation by reducing travel times and
improving job-technician assignment.

e Define the best matching technician on demand.

OUTCOMES
Higher Utilization Optimized
Of resources Schedules and field service productivity

This presentation and SAP‘s strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice. This document is provided without a
warranty of any kind, either express or implied, including but not limited to, the implied warranties of merchantability, fitness for a particular purpose, or non-infringement.
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https://help.sap.com/docs/SAP_FIELD_SERVICE_MANAGEMENT/fsm_ai/predictive-routing.html?locale=en-US&q=predictive%20routing

SAP Field Service Management Link to Documentation

Prediction of Job Duration in Best Match Technician

Predict job duration using Machine CHALLENGE

Learning Inaccurate times planned for field activities leads to delays and under utilization.

NNNNNNNNN

Queued 0/0 ~ i
! l SOLUTION

e Implementing Al-based assignment duration prediction in auto-scheduling

Best Option

% Raul Johns
® Fully available

08/19/2024 9:00 pm - 08/19/2024 11:15 pm

e Supported by all semi and fully-automated scheduling use cases

e A machine learning model analyzes historical data to forecast future assignment

Duration: b 4

thasmin  Prdiced Vaue durations based on technician’s logged time efforts, equipment, skills, and other
g relevant factors.

Best Alternative m Preview

Q‘ Craig Bishtek
= @ Fully available

08/19/2024 8:19 pm - 08/19/2024 10:29 pm

OUTCOMES

.. F Improved scheduling accuracy and enhanced

customer satisfaction

by ensuring technicians arrive neither too early nor too late for appointments

This presentation and SAP‘s strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice. This document is provided without a 15
warranty of any kind, either express or implied, including but not limited to, the implied warranties of merchantability, fitness for a particular purpose, or non-infringement.

2024 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC


https://help.sap.com/docs/SAP_FIELD_SERVICE_MANAGEMENT/fsm_ai_functionalities/assignment-duration-prediction.html

SAP Field Service Management Link to Documentation

Predictive Traffic Routing from Service Map

Reduce travel times and find most CHALLENGE

0ptima| routes Field technicians have to drive from one customer appointment to the next during
their workday. In certain areas that means getting stuck in traffic during rush hours
if routes are not planned taking traffic into consideration.
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SAP Field Service Management, supplemental services

e Improve prediction of travel times during assignment of activities to technicians.

c
H

e Reduce travel times and find most optimal routes based on predictive traffic Al
patterns.

THE CASTRO |

REKA VALLEY

[
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OUTCOMES*

>
NOE VALLEY
1

PP2500 v w0 BE

40 metric tons reduction in CO: emissions

Per year due to better routing and reduced fuel usage

13 minutes saved per billed hour

of unbilled travel time freeing up time to provide care to more customers

(*) Outcomes based on customer success story Patterson

2024 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC This presentatlon'and §AP s strategy anfj pqsmblg futu{re developmer}ts are subjgct t9 change anfi may be changedl k?y SAP at any time fqr any reason without I’!Otl?e. This document is provided without a 17
warranty of any kind, either express or implied, including but not limited to, the implied warranties of merchantability, fitness for a particular purpose, or non-infringement.


https://www.sap.com/documents/2023/06/acacfa5c-7b7e-0010-bca6-c68f7e60039b.html
https://help.sap.com/docs/SAP_FIELD_SERVICE_MANAGEMENT/fsm_ai/predictive-routing.html?locale=en-US&q=predictive%20routing

SAP Field Service Management Link to Documentation

Intelligent order search with natural language filters

Boost dispatcher productivity with quick
access to most important work supported
by GenAl

CHALLENGE

Dispatchers struggle with time-consuming and error-prone service order search,
hindering efficient task assignment.

SOLUTION
SAP Business Al

e Dispatchers use natural language filters for intuitive and swift searches, beyond
traditional parameters, getting real-time feedback.

e Efficient order search, reduced errors, and enhanced user experience, leading to
quicker service planning and execution.

OUTCOMES

Save up to 1 hour Errors reduced by 15%
per dispatcher a day by reducing average leads to cost savings and improved customer
search time. satisfaction.

This presentation and SAP‘s strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice. This document is provided without a 19
warranty of any kind, either express or implied, including but not limited to, the implied warranties of merchantability, fitness for a particular purpose, or non-infringement.

2024 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC


https://help.sap.com/docs/SAP_FIELD_SERVICE_MANAGEMENT/fsm_ai_functionalities/ai-functionalities.html?locale=en-US

SAP Field Service Management Link to Documentation

Activity Summary

Quickly access past resolutions for similar issues,  CHALLENGE

enhancing repair planning and efficiency Field service teams often struggle with gaining quick access to contextualized
summaries of activities, requiring them to navigate through multiple documents,
checklists, and operations. This process is time-consuming and inefficient.

Service Call 305 / Activity 1152

Meter Swap

SOLUTION
SAP Business Al

General Information

. e Field service teams seamlessly integrate detailed service records into their
workflow providing insights into how similar activities were resolved.

e Dispatchers and technicians leverage the comprehensive service history and self-
diagnostic capabilities and use the info to plan more effectively the repair process
for the ongoing problem.

. Created with Al Consider verifying resuls.

OUTCOMES
Faster time to complete & close jobs

after providing easy access to activity summary.

This presentation and SAP‘s strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice. This document is provided without a 21

2024 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC warranty of any kind, either express or implied, including but not limited to, the implied warranties of merchantability, fitness for a particular purpose, or non-infringement.


https://help.sap.com/docs/SAP_FIELD_SERVICE_MANAGEMENT/fsm_ai_functionalities/equipment-insights.html

Artificial Intelligence in DSC Operate — Current and Planned Scenarios
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Insights

Aciity  Equipment

‘Generated Activity Summary a
0245290 2

SAP Field Service Management

Al-based scheduling
Predictive routing

Intelligent filtering and natural language
search

Job prediction duration

Equipment insights

Activity summary

Al based assistance for screen configurations*
Generative Al for Admin*

Simulate and compare changes in scheduling
policies*

< FIY explore Technical Objects v

Pump 00554

Risk Score  Criticality Status

n620® (w0 Prod. loss involved (A)  Allocated to superior equipment

m SAP Asset P rmance Management

Estimate time to failure and probability of
failure based on Weibull analysis

Detect anomalies and create alerts

Al enabled visual inspection for condition
monitoring (beta)

Custom Al models and algorithms*

Intelligent support for assessments
and smart recommendations*

» Schedule orders/operations
automatically

* Intelligent maintenance order
recommendation*

*  Smart work order completion
using text mining to propose
object part and damage codes*

* Predict schedule attainment*

@ SAP S/4HANA Cloud Asset
Management =

(FSM) Feature of SAP Field Service Manag
mobile app

*Roadmap item

Use Voice o Free Text

SAP Mobile Execution &
Dynamic Forms

Al driven maintenance execution: *

o Voice recognition and voice to text
functionality*

o Completion work screen*

Incorporating Joule Assistant* (M)

(FsM)

Al-assisted browsing of knowledge bases*

Voice recognition and voice to text
functionality*

Equipment & activity summary report* "

Incorporating Joule Assistant* "

Al generated report indicating state of
equipment W

Joule Assistant

This presentation and SAP's strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice.
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BEDANKT VOOR JE AANDACHT!

Meer informatie:

® Ramon Hendriks — Boon Edam: ramon.hendriks@boonedam.com

®* Jason Enti —SAP: jason.enti@sap.com

FME Platform Al for Industry:

Patrick Blommerde — FME: patrick.blommerde@fme.nl
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