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Successful field service operations are attained through effective scheduling of 
field service engineers who have the experience and resources necessary to 
complete the job at hand. This is a critical necessity to ensure and maintain high 
first-time-fix rate and customer satisfaction ratings. While whiteboards and 
spreadsheets may still be effective for the mom-and-pop shop serving their small 
community, most companies today employ multiple field service engineers. 
Monitoring the multiple variables associated with their time, routes, tools, and 
equipment requires more advanced tools and technologies.  

Fortunately, the demands and challenges of field service organizations can be fully 
accommodated by dynamic scheduling software. These automated systems track 
field service workers proficiency levels and skill sets against customer 
requirements, and quickly respond to staff, routes or schedule changes. They also 
use artificial intelligence to analyze the data it collects to predict even greater 
efficiencies, which leads to more productive operations and cost savings.  

To determine if a dynamic scheduling system is a fitting option for your company, 
this report identifies trends in the industry and challenges companies face with 
scheduling and dispatching. An overview of scheduling system attributes and 
functions are provided to serve as a guide to determine your potential uses and 
needs. Finally, the results of an industry-wide survey are provided as another 
benchmark for your evaluation process.  

Industry Trends Impacting Field Service   
 

Customer demand for an Uber-like Service experience 
 
Services such as Uber and Airbnb have created an On-Demand Economy by 
offering people what they want, when they want it. This has changed expectations 
and the way people do business with 42% of the adult population in the United 
States - more than 86 million people - having used a call-on-demand service.1  In 
field services the demand for responsiveness is even higher: 89% of survey 
respondents indicated that they favor an “Uber-like” tool that enables them to 
identify the technician’s location and track arrival times.2 With a growing emphasis 
on customer service, this demand will become the standard for service calls and 
FSO’s who are unable or unwilling to accommodate customer expectations will risk 
losing their loyalty.  

 
 
1 Burson-Marsteller, The Aspen Institute, and Time. (2015). The on-demand economy survey.  
2 CSG. (2014). Developing a differentiated customer experience in the home: Survey results report.  
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Centralization of Functions  
 
To centralize or not to centralize has been the challenge of business decisions 
since Ford centralized auto manufacturing and revolutionized the industry, to only 
to be upended by General Motor’s decentralized process that quickly dominated 
the market. To help determine what’s best for your organization, McKinsey 
recommends asking three questions to determine if centralizing scheduling and 
dispatch functions are the right choice for your organization: is it mandated? Does 
it add value of at least ten percent? Are the risks low?  If the answer to even one 
of these is “yes”, centralization may be a good option.  

 

Centralization offers flexibility and can help improve a wide range of functions.  
Policies and procedures are more consistently followed, efficiency and 

responsiveness increase, and 
costs can be reduced through 
economies of scale and 
efficiencies in operations. 
Beyond coordinating and 
optimizing scheduled repairs 
and maintenance, FSO’s can 
experience even greater 
benefits. Managing all service-
related activities from a single 

point improves schedule adherence and allows for identification of appropriate 
technicians and vehicles, increasing first-time fix solutions. It also provides greater 
organizational responsiveness to safety and liability issues and reduces wasted 
time. This can result in cost savings as employees who do not have a structured 
schedule admit that they waste up to fifty-percent of their time at work.  

Perhaps more importantly, when all data is centrally stored it can be used to 
influence informed decision-making. Analytics on service calls, length of time per 
call, distance traveled, missed appointments allows FSO’s to adjust schedules, 
routes, number of jobs, and technicians which can result in cost savings by 
reducing travel and overtime through optimization. This greater efficiency and 
productivity leads to enhanced customer service and the ability to better serve 
their needs. 

Service as a Profit Center  
 
More and more businesses are moving away from a traditional cost center model 
to position themselves as profit centers. Service industries exist to provide service 

Managing all service-related activities from a 
single point improves schedule adherence 
and allows for identification of appropriate 
technicians and vehicles, increasing first-time 
fix solutions. 
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to their customers and research indicates that seventy-five percent of leaders want 
to make the customer experience their unique selling proposition. The ability to 
collect data to conduct analytics make it possible to create this competitive 
advantage. Offering service level agreements, monitoring operations, predicting 
maintenance needs, providing training, and attending to any other service that 
simultaneously maximizes product efficiency and customer satisfaction while 
monetizing and enhancing the customer experience. Best-in-class field service 
organizations who use such technology have seen service profits increase by 18 
percent and customer retention rates by 42 percent.  

To achieve high profits, customer service should be the responsibility of every 
employee. Customers want and expect top-level customer service and service 
organizations must recognize and respond to this demand if they are to 
successfully make the transition from cost center to profit center. A Microsoft 
report states that 97% of consumers say customer service is important in their 
choice of and loyalty to a brand, and 60% have higher customer service 
expectations than just one year ago. As such, FSO’s that don’t provide superior 
customer service through their dispatch and scheduling capabilities will struggle 
to remain competitive regardless which model they follow. 

 

Internet of Things (IoT)  

 

It seems as though every day there is something else that can be connected to the 
Internet: babysitter cameras, washing machines, car starters, home security 
systems – whatever you want, there’s an app for that! Currently there are over 

eleven billion devices connected to the 
Internet of Things (IoT) – not including 
computers and phones – and estimates 
suggest that will increase to 25 billion 
“things” by 2020. The possibilities are 
virtually unlimited.   

Among FSO’s, eighty-one percent 
of companies believe smart 
products and IoT technologies will 
be the norm in five to ten years.  
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In field services, the IoT offers multiple benefits because it can monitor systems 
and alert FSO’s to preventive maintenance or repair needs. This benefits FSO’s 
and customers because scheduling becomes conveniently planned instead of a 
panic-driven plea by the customer. It also provides further economies because the 
system performs the diagnostics which helps determine necessary parts and saves 
time on call.  

Among FSO’s, eighty-one percent of companies believe smart products and IoT 
technologies will be the norm in five to ten years. This is good news as it offers new 
and innovative opportunities to service customers. Since FSO’s benefit from 
efficiencies and better customer service, it can translate to greater financial 
success.  

Servitization Journey  
 
Customers have high expectations and are not afraid to demand service to support 
them.  A recent survey found that twenty-six percent of consumers would stop 
purchasing from a company after a single bad experience, and that number jumps 
to 92% after three (or fewer) poor customer service experiences.  To maintain 
footing in this highly competitive market, service providers are turning to 
servitization. In fact, companies using service-based models grew from 9% to 23 
% in 2016. 

Servitization, the bundling of goods, services, support, and knowledge about a 
product, is critical to field service organizations whose goal is to generate a return 
on revenue while maintaining impeccable customer service standards. A 
servitization model moves an organization from selling products to selling 
outcomes. In this model product sales and maintenance remain foundational but 
represent only a part of the big picture. For example, field technicians integrate 
preventive tasks into repair visits to ward off future problems and use diagnostics 
to monitor system and avoid potential issues. Customers appreciate these 
initiatives as they want more personalization and responsiveness from their 
providers. 

Further, this more dynamic, interactive approach creates new revenue streams 
and increases profits. A study by Aston Business School (2013) found that 
servitization resulted in sustained annual business growth of five to ten percent. 
Similarly, an Accenture study found that $9 billion in after-sales revenue produced 
$2 billion in profits for General Motors, an even higher profit than they produced in 
car sales over the same period!  

Beyond generating a return on revenue, servitization offers ongoing opportunities 
to build customer relationship, and since satisfied customers are more loyal to their 
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service providers, they are more likely to spend additional monies. Among US 
online adults, 73% say the most important thing a company can do to provide good 
service is to value the customer’s time and organizations that have customer 
satisfaction rates of 90 percent or higher have seen their service revenue increase 
by over six percent and overall revenue growth increase by nearly four percent.  
Additionally, the customers themselves benefit through a cost reduction of twenty-
five to thirty percent.  

Impact on Key Performance Indicators  

 

Tracking key performance indicators (KPIs) is critical not only to monitor costs and 
productivity but also to drive behavior.  KPIs offer quantifiable measures that gauge 
performance to improve: customer demand for quicker response time and 
improved asset availability, workforce utilization, and service process efficiencies. 
While there are several performance indicators businesses can use to most 
efficiently allocate resources and analyze performance, the KPIs most essential to 
track in field services are first time fix, service level agreement (SLA), compliance 
or onsite response time (ORT), and mean time to repair (MTTR).  

Research indicates that the average first-time fix (FTF) rate in field services is 
near seventy-seven percent. Not surprisingly, FTF is linked to customer satisfaction 
levels: a higher FTF leads to greater satisfaction, whereas a lower FTF can be 
disastrous.   Although this in line with other industries, it nonetheless means twenty-
three percent of service calls require a follow-up action. This costs additional 
money and resources and affects not only customer satisfaction, but loyalty and 
retention as well.  

The amount of time it takes to complete a repair also contributes to the fix rate. To 
maximize technical productivity on site and improve FTF rates technicians must be 
clearly informed on the problem and have the knowledge and appropriate 
resources to address the issue.  Having the proper tools to diagnosis the problem 
at dispatch and assigning a well-trained technician with access to necessary parts 
will further improve productivity, revenue, and customer satisfaction. 
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Service level agreements (SLA) benefit both customers and service providers by 
forming a mutual understanding about the services to be provided, including 
response time, speed of repair, quality of work, warranty conditions, and contract 
limitations. Three types of SLA’s are customer-based which covers all services 
required for a specific customer group; service-based which use the services of an 
identified provider; and multi-level which address corporate, customer, and service 
level agreements.  

Workforce management technology is a critical component to track preventive 
maintenance tasks and SLA compliance and organizations who use technology 
analytics attained an SLA performance increase of 44 percent. SLA’s provide a 
clear guideline for customers and providers which can improve ROI by promoting 
efficient service and minimizing downtime.  

Because all customers desire rapid service and recognition of the value of their 
time, onsite response time (ORT) can be a distinguishing factor between 
providers. As a matter of function, FSO’s make a commitment to sending 
technicians to provide service; however, the speed with which they arrive can vary 
widely, from hours to days. To guarantee compliance, customers with an SLA pay 
a premium to ensure that a technician will arrive within a specified timeframe. Still, 
response time addresses only part of the issue. The mean time to repair (MTTR) 
impacts both the organization’s and customer’s bottom line. If the closest 
technician is only a mile away but lacks the knowledge or ability to address the 
targeted issue, resources are wasted by the downtime of the onsite technician and 
rerouting other technicians, which ultimately leads to fewer jobs being completed. 
This adversely affects the customer’s operations through system downtime which 
impedes their ability to address their own customers’ demands.  Sending the right 
technician with the proper tools and parts to complete the job during the initial visit 
is critical to maintain a successful first-time fix rate, productivity, and customer 
satisfaction.  

To optimize KPIs, agile and flexible scheduling that monitors the nearly limitless 
components involved in  managing field service operations, including technicians, 
skill sets, fleet, equipment, parts, and other critical details is at the core of a 
successful business.  

Challenges to Dispatch and Scheduling 
 

Smaller businesses using five or fewer technicians may be able to manage 
scheduling effectively enough to operate a successful business. However, an 
increase in the number of employees, the number of customers, or the number of 
service requests can quickly disrupt the flow of business. With each new addition, 
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the complexity of scheduling grows exponentially. This is because each addition 
brings a host of related attributes. For example, a new technician means identifying 
a new skill set, adding another vehicle, identifying a different route, stocking more 

parts, and redistributing service 
calls. Multiply times two - or 
twenty and a logistical 
nightmare quickly ensues.  

Customers purchase products 
with the understanding and 
expectation that they will be 
maintained and serviced to 

maximize its functioning life. To that end they want access to and responsiveness 
by the FSO who has committed to providing service. Using manual scheduling, 
whether it is pen-and-paper, a whiteboard, or computer spreadsheet, likely will 
result in technician downtime and fewer completed jobs as the scheduling 
manager expends time that could be used on other tasks instead adjusting 
schedules or arranging for an exchange of parts.  

Not surprisingly, businesses are making the move towards technology-based 
solutions. Based on the demand for field service management software, the 
forecast is that the market, valued at $1.2 billion in 2017, will more than double by 
2022. The decision to move to a field scheduling software is an important one that 
should be weighed against the value it brings to the company.  

Identifying and Evaluating Selection Criteria Options  
As noted, it is virtually impossible to remain competitive in the field services 
environment using manual scheduling and spreadsheets, which can cost mangers 
20% of their workday. Further, incorporating even a single change, such as 
adjusting for a driver who calls out, can have a domino effect on the overall 
schedule, wasting additional time by the scheduler and downtime as other 
technicians wait for reassignment.  

Dynamic Scheduling software offers a host of benefits and there are several factors 
should be considered when evaluating scheduling software options. Some core 
functions include resource scheduling, dispatching, route planning, work order 
management, SLA compliance tracking, parts inventory management, forecasting, 
integration with other systems, and reporting just to name a few. The following are 
outcomes typical for organizations that use dynamic scheduling applications:  

Based on the demand for field service 
management software, the forecast is that the 
market, valued at $1.2 billion in 2017, will more 
than double by 2022. 
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While the most common reason for not replacing an existing field service 
management system is cost, efficiencies gained from a technology-based system 
often negate that argument. Further, companies using dynamic scheduling can 
gain a 20% - 25% improvement in operating efficiency, field service productivity, 
and utilization. Other reasons to consider a change are opportunities for growth, 
more accurate and reliable data, flexible and scalable scheduling, and positive 
impact on KPIs.  

With a seemingly infinite choice of features, identifying a workforce and scheduling 
management platform that is cost-effective and offers what you need without 
unnecessary add-ons that don’t add value can be a challenge. Most systems offer 
a customizable range of features and benefits appropriate to your industry, size, 
and business objectives.  

Here are some key features to consider when determining a best fit for your 
organization: 

§ Operating platform: Most systems offer Apple or Windows compatibility 
and several are available for Linux operating systems. 
 

§ Dynamic scheduling vs. static scheduling: Companies using fixed shifts, 
such as restaurants, can use a static system which rotates employees into 
each shift. Dynamic scheduling is designed for businesses with shifting work 
periods, or those what work with different clients in different locations, such 
telecommunications contractors.  
 

§ Cloud-based vs. on-premise system: On-premise software is hosted on 
company computers at their physical location; cloud-based software is 
hosted on the vendor’s server and is accessible from any location through 
a web browser. On-premise systems put the implementation and 
customization of the system in the buyer’s hands which offers flexibility, but 
often results in a longer implementation process. Cloud-based systems offer 
greater mobile accessibility and are updated continually by the vendor. 



©Blumberg Advisory Group, Inc. 

Cloud-based systems are typically subscription-based with lower up-front 
and predictable annual costs. On-premise systems have a greater initial cost 
and may require additional hardware and IT costs, though without monthly 
fees. Support, training, and updates are additional for both systems.  
 

§ Best-of-breed vs. integrated systems:  Best-in-breed systems address a 
specific function, for example inventory tracking, and require separate 
modules to handle different functionalities. These may be purchased from 
different vendors and while this offers specialized customization, it also 
requires separate training and maintenance for each application. This type 
of system is useful for niche requirements. As the name indicates, integrated 
systems link data across multiple functions in a single database using 
standardized technology in a single implementation. 
 

§ Machine learning vs. enterprise software: Traditional enterprise software 
provides tools necessary for businesses to achieve their goals based on 
human inputs. As such if there is an error in the data, the system slows or 
stops until the problem is resolved. Machine learning, or artificial intelligence 
(AI) collects and analyzes data quickly and with a low rate of error and uses 
algorithms that are continually iterated and improved to allow predictive 
analyses that identifies patterns and highlights important details that might 
otherwise go unnoticed.  
 

§ Centralized scheduling vs. employee scheduling: Employee self-
scheduling allows technicians to identify gaps where they can identify work 
shifts, and schedule job locations that are geographically proximate. 
Centralized scheduling systems maintain a full storehouse of all employee 
attributes to allow assignment of the best worker for each job. It provides a 
single point-of-contact that is nimbler and can backfill cancellations and call-
outs to minimize downtime and costs.   

Benchmark Evaluations: Survey Results 
 

A survey was conducted to identify usage, level of satisfaction and effectiveness, 
and best practices associated with automated appointment booking and dynamic 
scheduling software. The results presented are based on responses by one-
hundred and five (105) participants from a wide-range of industries and functions 
including electronics, in-home improvements, retail, food services, insurance, 
home health care, automotive, plumbing and other maintenance, installation and 
delivery-related services. Almost half (49%) of respondents represent businesses 
whose primary function is home appliances or home goods and services.   
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Most (63%) of the companies represented in the survey had annual revenues 
between $1 - $50 million, 30% had annual revenues between $51 - $500 million, 
and 7% had annual revenues over $500 million. Most (41%) companies employed 
100-499 employees, though 42% of companies had fewer employees (10-99), and 
7% had more than 500 employees.  

Service calls: Across companies, forty-one percent receive 100-499 field service 
appointment requests per day, and forty-two percent receive more calls, most 
typically in the range of 500-999. The primary factors that influence the 
appointment time offered include type of service requested (89%), type of problem 
(77%), type of equipment required for service (74%), time of request (73%), skill 
set of service worker (52%), and service level agreement obligations (51%).  Most 
(81%) companies schedule six or more call per day, per field service worker. Field 
service workers at most companies (83%) complete at least four calls per day and 
have an efficiency rate of 75% or higher at most (82%) companies.  

Appointment bookings: Most respondents (59%) suggest the first available 
appointment to customers and schedule customers in the order in which their 
request is received, while 40% ask customers for their preference of day and time. 
There is an almost equal breakdown for the type of appointment assigned: 56% 
assign an appointment window, typically one to two hours, and 43% assign a 
specific time.  Just over half (51%) of companies’ book appointments one to four 
days in advance, 13% book five to six days ahead, 20% book seven to ten days 
ahead and 17% book eleven or more days in advance.  
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Responsibility for assignment of routes is closely divided between the dispatcher 
using optimization tools (53%) and field worker defined route assignment (47%). 
The ratio of field workers to schedulers is low with most companies (86%) having 
at least six field service workers for each scheduler. When workers are delayed or 
routes are changed most respondents (84%) indicated that route assignments are 
updated, most frequently by scheduling a new run (91%). 

Missed appointments or failure to meet a service commitment results in penalties, 
such as customer rebates, for companies.  Virtually all respondents acknowledged 
incurring some type of penalty, and most were penalized between five and fourteen 
times in the past year (45%). One-fifth of respondents paid less than $100 for each 
penalty and more than two-thirds (69%) of respondents paid under $200 per 
incident. 

 

Missed calls and other scheduling challenges likewise impact customer satisfaction 
and half (50%) of respondents said the impact was “great” or “considerable, while 
40% indicated it has a “slight” impact. The impact on operating costs was more 
evenly distributed with 45% of respondents indicating there was “great” or 
“considerable” impact and 47% saying the impact was “slight”. 
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Use of scheduling technology: Two-thirds (66%) of respondents use advanced 
tools or technology, primarily a scheduling module within the CRM/ERP software 
program that they use (73%). Respondents also favor an automated (67%) over 
manual (33%) process and a SaaS model (65%) over an on-premise system. About 
half (51%) of the automated systems uses algorithms to optimize scheduling versus 
a rules-based system (31) or artificial intelligence (17%).  
 

 

 

Algorithms used consider travel time (86%), SLA response time (81%), and cost-
per-call (72%) as the primary scheduling considerations. Machine-learning and AI 
systems consider the estimate job duration (100%), field technician skills (92%), 
driving conditions and routes (83%), travel time (68%), and weather (42%). 

When considering vendors, 62% of respondents rely on recommendations from 
consultants. Other top factors include analyst reports (52%), and 
recommendations from colleagues in other companies (53%) or their own 
companies (51%).  
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When evaluating scheduling systems, customers identify several features as “very” 
or “extremely” important including the ability to revise schedules based on real-
time conditions, providing an ETA up to 24-hours in advance and again within a 
30-minute window, and utilizing machine-learning or AI to optimize scheduling and 
improve performance.  

 

Respondents also indicated that they expected a new scheduling system to 
improve all key performance indicators by at least 1%-19%.  

 

Online portal: Most respondents (79%) indicated that they provided customers an 
online portal, and that the primary feature was appointment scheduling (88%). 
Other tools and functions include the ability to reschedule appointments (78%), 



©Blumberg Advisory Group, Inc. 

provide instructions to field workers (75%), obtain updates on the field workers 
route and arrival time (60%), evaluate the field workers’ performance (55%), and 
view the field workers’ route (55%).  

 

Satisfaction/Effectiveness  
 
The majority of respondents indicated that they are “extremely” or “very” satisfied 
with their companies’ tools for a variety of scheduling factors and their ability of 
those tools to optimize the scheduling process. 

 

There was consistency in responses across features regarding levels of 
satisfaction. Respondents were most satisfied with their appointment booking 
process (93%), and also very satisfied with their ability to provide a precise ETA 
(87%), schedule their field workers (86%), create same-day schedules (85%), and 
provide an ETA within a 1-2-hour window (85%). The two features respondents 
were least satisfied with were online portals (30%) and system maintenance costs 
at 30% and 27% of respondents reporting Not Very or Not at All Satisfied. Since 
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79% of respondents indicated that they used an online portal, it is important that 
this feature is responsive and user-friendly. Current systems should be evaluated 
to make sure they meet your demands and that you can use it in a manner that is 
most effective and efficient for your needs.  

 

Respondents were likewise consistent in evaluating their satisfaction with how well 
tools optimized the scheduling process. Field service worker skill set requirements 
and SLA response time commitments both were rated high (89%), as were weather 
conditions and field service workers’ actual onsite time (86%). Again, satisfaction 
was generally high across factors, though cost was, again, an issue for some 
respondents, with 29% indicating some level of dissatisfaction. Similarly, the 
shortest field service worker travel time was indicated to be somewhat of an issue 
(27%) for respondents.  
 

Impact on Performance  
 

Advanced tools allow companies to perform more efficiently and effectively by 
optimizing scheduling and associated functions. About half (49%) of the companies 
that use advanced tool to find appointment times are more likely to receive at least 
500 service request calls per day, and about half of those companies (26%) receive 
1,000 service calls per day. Similarly, companies that uses automated processes 
for their field service scheduling are more likely to receive at least 100 service 
requests per day. They also are more likely to have 8 or more field service workers 
for each scheduler.  

These companies also are more likely to have an SLA compliance rate of 90% or 
higher. Field service workers scheduled through an automated process are more 
likely to complete five or more calls per day, at a utilization rate of 85% or higher.  
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Conclusion  
 

Dynamic scheduling software offers clear advantages to field service organizations 
regardless of the industry, services, revenues, or number of field service workers. 
Automated technologies provide enhanced functions beyond the capabilities of the 
most adept schedulers and other manual approaches. Customers’ demand 
expediency and their loyalty is becoming more difficult to maintain as competition 
among providers grows. Being able to provide customers with what they need, 

whether it is a first-time repair 
or an SLA compliance visit, 
relies not only on identifying a 
knowledgeable technician, 
necessary parts, and 
appropriate equipment but 
getting them all to the same 
location within the allocated 
window.  

Using a scheduling software 
system designed for your needs can make this happen while simultaneously 
adjusting the calls, routes, and ETA’s of other field service workers to maintain 
responsiveness and avoiding downtime. The information collected and stored 
during each call allows companies to make data-driven decisions about what 
inventory and tools to carry, equipment to be repaired or replaced, routes that 
should be developed or changed, and other factors that influence the bottom line. 
More and more field services organizations recognize this need and adopting 
dynamic scheduling platforms, leaving businesses that do not provide these 
increasingly expected and desired services struggling to compete.  

Timing Software  
 

 
Timing is a technological start-up that is changing and improving how consumers interact 
with field services. Using an innovative technology, Timing created a Best of Breed 
scheduling platform that offers planning optimization solutions with real-time schedule 
adjustment and high-accuracy ETA predictions. As the name indicates, time is the critical 
component in their approach.  Through optimization and synchronization, they provide 
enhanced services across all industries by streamlining and automating the scheduling 
process though dynamic scheduling, AI, and schedule reshuffling. This offers improved 
efficiency through cut travel time, higher first-time fix rate, better customer communication 

Being able to provide customers with what 
they need, whether it is a first-time repair or 
an SLA compliance visit, relies not only on 
identifying a knowledgeable technician, 
necessary parts, and appropriate equipment 
but getting them all to the same location 
within the allocated window. 
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and satisfaction, headcount reduction, and greater employee satisfaction. Their 
proprietary algorithms and rapid implementation can start your business on its way to 
enhanced services and greater customer service today.  For more information visit 
www.timing.tech  

 

Blumberg Advisory Group, Inc.   
 

 

Blumberg Advisory Group, Inc. is a leading research & consulting firm to the Reverse 
Logistics and Field Service Industry and a pioneer in helping companies manage service 
as a strategic profit center. Through their relationships and expertise, Blumberg has 
consistently demonstrated its ability position its clients strategically to meet current 
challenges and new growth opportunities.  Blumberg strives to remain on the forward 
cutting edge of industry trends and technology developments. Its principals and consulting 
staff work diligently to improve client profits through strategic service, assisting in 
development and implementation of profitable business strategies. For more information 
visit www.blumberg-advisor.com 

  



©Blumberg Advisory Group, Inc. 

Table of Figures 
Figure 1  Business Area of Respondents 

Figure 2  Advance Appointment Booking 

Figure 3  Frequency of Customer Rebates and/or Financial Penalties 

Figure 4  Algorithm vs Machine Learning vs AI 

Figure 5 Factors Influencing Vendor Evaluation 

Figure 6 Features Desired in Scheduling Systems 

Figure 7 Expected Impact of a New Scheduling System on KPIs 

Figure 8 Online Customer Portal Features, Tools and Functions 

Figure 9 Satisfaction with Company Tools 

Figure 10 Satisfaction with Scheduling Tools Ability to Optimize the Process 


