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Toronto

* Home to some of North America’s most
successful sports teams...

...and the Maple Leafs

 TORONTO
MAPLE



Toronto — Fun Facts

* Largest city in Canada

e 4th |argest city in North America |
* Population of 2.8 million (~ the same as Chicago) "‘“"’g- =
* Ranked as the safest major city in North America

* Home to:

* Tallest free-standing structure in the Western
Hemisphere — CN Tower

e The World’s best food market — St. Lawrence Market
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SAP-Centric (] ToRoNTO
The City of Toronto

Largest municipal employer in
Canada

— Over 33,000 full-time staff

Yearly operating budget over
$10.5 billion CAD (S8 billion USD)

44 Divisions, each performing
distinct functions
— Like 44 unique businesses!

— Each Division fighting for a ‘slice of
the pie’
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SAP-Centric EAM (] ToRoNTO
A little bit about my team

& Me * Manager, Business Process Solutions (BPS)

e 17 years with Facilities Management

e SAP functional analysts (PM and RE)
m My Team » Focus on process improvement and strategic
application of technology
e Business team, not IT!

a™  Our Clients * Facilities Operations

“ * Real Estate Services

* Parks, Forestry and Recreation
eventfu
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SAP-Centric EAM 0l ToRoNTO

Facilities Operations

40,000 i %}

80+

Client \
T SO 6 Gug®
30+ Million

x of
i‘c ntr Ittw rk Work Order Costs Annually

EEEEEEEEEEE



SAP-Centric EAM 0] ToRoNTO

— Business identified a need for a new Work Management
System

— Went live with SAP Plant Maintenance (PM)

v/ Proven, stable system

V' Excellent Integration (HR, S, MM)
v/ Reduced duplicate data entry

v/ One version of truth!

EEEEEEEEEEE



SAP-Centric EAM il ToRoNTO
The hard truth...

2008 — Post Implementation Review by SAP

* ‘Win’” was not as big as we hoped for
* Delivered a system but not a solution

X Few automated processes

X Significant staff time savings (some)

X Better work management processes (same)
X Improved accountability

So nhow what??

eventiu
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SAP-Centric (il ToroNTO
Where do we go from here?

O, = MY~ 415

Assessment Vision Roadmap
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SAP-Centric EAM 0] ToRoNTO

« SAP is the system of record
« SAP standard first, but only if it makes sense (TTM + ROI)

* Get creative — think outside of the box but inside the
corporation!!

EEEEEEEEEEE



SAP-Centric EAM
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So what did we do?

-

338-FRED

338-FRED

-

Online Service
Request System

Phone Call / Email

\Service Requests

X
\ N
c

%

Intake

SAP

Notifications, Work
Orders, Purchasing, HR etc

Guiding principles
* Fast, easy!

Look to SAP standard first
* No off-the-shelf solution

Answer: custom build
* Leverage existing
tools/infrastructure..

eventiu
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| ) https://we.toronto.ca/intra/fmd/338fredprod.nsf/nrfmfopenform D~-8cx

2 Login ‘ I Login ‘ ‘ ok

File Edit View Favorites Tools Help

il ToRONTO Facilties Operations IsideTO | Eacil

t | 338-FRED Senvices

Create a Service Request 338FRED.Toronto.ca

Movell Username:  mleee

Simply sign in to this site and you will be able to
create a senvice request within minutes.

Novell Password: eeesssssene|

S — Your senvice request will
qot vour p. 7

-
oper ations be routed to the
appropriate Facilities

Custoy, Management
| have an emergency reguest \ L representative.

m

Sign In

Having trouble signing in?

Click here for help.

Hotice of Collection: Facilties Operations collects personal infermation on this form under autherity of the City of Toronto Municipal Code, Chapter 189, Article |,
£g. 169-1 and 169-4 and the City of Toronto Act, 2008, s. 138(c). Information will be used to verify and service your work order request and for program

accounting and administration. Questions about this collection can be directed to the Director, Facilties Operations, Room 203, 2nd Fleor, Metro Hall, 55 Jehn
Street, Toronto, ON M5V 3C6.

eventful
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SAP-Centric EAM (] ToRoNTO
Online Service Request | =i

a | i) https://we.toronto.ca/intra/fmd/338fredprod.nsf/0/0A7AB362D997B60C85257DD90059 O ~ & & X || = Login | il Facilities Man... | |
File Edit View Favorites Tools Help

System

1| TORONTO Facilities Operations 338FRED.Toronto.ca

Focus on user experience .

Please submit an individual service request for each work item.

EMERGENCY / URGENT
a S a n ea S ! The use of this senvice request form is for NON-EMERGEMNCY work only. For emergency / urgent work requests requiring immediate

response, please call 416-338-FRED (3733), 24 hours a day, 7 days a week.

Requester Information Submit Date:

Only 2 questions:

Primary Phone #: 416-397-5634
Alternate Phone #:

1. Where are you? R
2. How can we help?

Status: New

Work Request Location

Location Name*: METRO HALL [€ Search
N .
Location Address: 55 JOHN ST or
Internal and External clients [ s o
Room #:

Can't find your location?

Work Request Details

But how do we change client behaviour??

R

t Type™: Doors / Locks / Rekey -

eventful
CONF%SRUENCES



SAP-Centric i ToRONTO
Getting the message out T

Solution: advertising campaign
— Memos and broadcast messages

— Stickers in washrooms and by sinks, flyers on
bulletin boards

— Same number/branding (338-FRED)

Result:
— 50% \ in calls!

— Saved ~200 person days / year

eventful
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il ToroNTO

-

338-FRED

338-FRED

Online Service
Request System

Phone Call / Email

\Service Requests

Intake

Notifications, Work

Orders, Purchasing, HR etc

Work Execution

eventiu
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SAP-Centric 0l ToRoNTO
Work Breakdown

Internal vs. External Demand Work ($)

* Paper based

* Delayed data entry
* Misplaced WQOs

* Manually intensive

EEEEEEEEEEE



SAP-Centric EAM il ToRoNTO

-

SAP Work Manager

(Mobile Work Orders)
338-FRED
Online Service
Request System

Notifications, Work
K Orders, Purchasing, HR etc

338-FRED
Phone Call / Email /

\Service Requests

Intake Work Execution eventfu
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Why Go Mobile?

Sort
Assignments

Create
Work/Service
Request
@ &5
Assign
Work/Service

Print
Work/Service
Request

Mobile Workflow

)

Paper Workflow ]

Distribute
Assignments

Enter Data Into
Application

AN

Return to Complete Collect Review File
Office Paperwork Paperwork Paperwork Paperwork

\,\/
Perform g’/)‘)

Work/Service

eventiu
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SAP-Centric (il ToroNTO
Mobile Work Orders Project scope

Key processes mobilized:

®
N

¥ T &

Work Order Purchasing Credit Card Asset Data
Management Transactions Collection

EEEEEEEEEEE



SAP-Centric 0l ToRoNTO

Mobile Work Order Management
Supervisor Work Order Dispatch (iPad)

esee0 TELUS LTE 2117 PM @ < Not Charging !

SAP Work Manager

Work Order 61000132 - Received Standard functional Ity

4 Total Y;
— e Work Orders

Description D3 No Heat

61000132 2015-01-15 o o .
Dispatche i Work Cent - ici

40 WABASH AVE ispatcher  Julie Chandler ork Center  South - Electrician Mech/Elec Fo... ® N Ot | fl Cat | 0 n S
[z] SORAUREN PARK - FUTURE COMMUNITY SORAUREN PARK - FUTURE Type Fac. Ops - Demand Order

e HSLNAME T COMMUNITY CE

Activity Type  Demand Work
D01 Pool temp too cold G Street 40 WABASH AVE Creation Date  2015-01-15
61000101 2015-01-15

Funcloc 001875-B01

o SORAURENPARK FUTLRE (D) Custom-built functionality

JIMMIE SIMPSON RECREATION CENTRE Ao st T ArnTae
A e Equipment Notification 1000000093 D .
e Dispatch
D01 Check thermostat in meeting 6 History Web Request p
61000094 2015-01-15
Work Order Notes ° Se a FC h
1369 ST CLAIR AVE W
Main Floor Y Assets
P04 STACEY MONTANO (SMONTANO) Phone 416-392-2627
while creating the work order
([

Purchasing

TST No hot water in whole building ) n Makim by Supervisor 02, Student ON 01/20/2015 12:07:41

61000086 2015-01-14
86 BLAKE ST ‘ ) rfi"i‘ihobile by Field Staff 06, Student ON 01/20/2015 14:05:59
EASTVIEW NEIGHBOURHOOD

eventfu
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SAP-Centric EAM 0l ToRoNTO

Mobile Work Order Management
Supervisor Work Order Dispatch (iPad)

1 Total Description Lights by door are blinking Order Desc Lights by door are blinking
Lights by door are blinking
0010 Work Center  Down. - Bldg. Operators Responsible
PMO1 , .
Control Key Plant maintenance - internal Sort Key 0010
Clean up mess on floor
0020 D_CUST Time Confirmation Status INIT

PMO1

Repaint south-facing wall
0030 D_PAINT

PMO1

Work Order Notes

Lights by door are blinking
08/29/2014 11:40:49 SYSTEM ID FRE-BATCH (FREBATCH)

WPMO0000099999 - Lights immediately above the door inside room 313 are @
flickering on and off. Please replace immediately as it's causing
headaches.

D& eventfu
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SAP-Centric il ToRoNTO

Mobile Work Order Management
Supervisor Work Order Dispatch (iPad)

Work Order 61272483 - Assign Operation

Lights by door are blinking

WorkCenter

Choose how to dispatch
outh - Handy Workers 2
Responsible

* Internal: City staff
e External: External vendor

John Smith

eventful
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SAP-Centric il ToRoNTO

Mobile Work Order Management
Supervisor Work Order Dispatch (iPad)

Work Order 61272483 - Assign Operation

Type

Description

Lights by door are blinking

WorkCenter

South - Handy Workers 2

Responsible

John Smith



SAP-Centric 0l ToRoNTO

Mobile Work Order Management
Internal Work Received & Started (iPhone)

ese00 TELUS ITE  11:30 AM 89% ) # eee00 TELUS ITE  11:31 AM 89% ) # eseco TELUS ITE  11:31 AM 89% M) # eecoo TELUS LTE  3:31PM
Menu Work Orders 61272494 Operation
18 Total
P ota Y: Work Order Details Description Calverley estimat... @
Work Orders | Q_ Search
el p A Description  Lights by door a... @ Order Desc Hand washing fau... @
Lights by door are blinking 3
61272494 2014-1028% Dispatcher  MH/255 Spadina Work Center  Plumbers @
o 55 JOHN ST o Work Center  Down. - BId... ) Responsible  JOHN SMITH
Notifications 3rd Floor
2nd fIr northwest office to... Type Fac. Ops - Dema... (i) Control Key
61272457 2014-10-20 Activity Type Demand Work So
55 JOHN ST
B Assets 11th Floor Web Request  WPMO000099999 Statu§
Poor air quality 2 Recovery type Non-recovery Time Confirmations
61272456 2014-10-20
55 JOHN ST Creation Date 2014-10-29 Ca_lvte;Iey"estimate to
aint 1wa
g~ search 11th Floor P
10th floor Wall damage 3 Notes Mobile status set to @
61267053 2014-07-24 MOBI by user
- 55 JOHN ST

eventiul
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Mobile Work Order Management

Internal Work Closeout (iPhone)

Is your work complete?

Transfer work to other group?

eee00 TELUS LTE 15:32 100% [ #

Work Order 6100011...

inspect & service fan units
Equipment worked on
-NONE-

Add Repair Notes

Fan units inspected @
Damage

OPS Broken...amaged
Cause

OPS Wear / Tear

eee00 TELUS LTE 16:36 100% I #

Work Orders 6100011...

Operation

Date

2015-04-28 15:00:51

overy Rate

ELECM REGULAR

eventdiul
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SAP-Centric il ToRoNTO

Mobile Work Order Management
Supervisor Work Order Dispatch (iPad)

Work Order 61272483 - Assign Operation

Lights by door are blinking

WorkCenter

Choose how to dispatch
outh - Handy Workers 2
Responsible

* Internal: City staff
e External: External vendor

John Smith

eventful
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SAP-Centric il ToRoNTO

Mobile Work Order Management
Supervisor Work Order Dispatch (iPad)

Work Order 61000081 - Assign Operation

Choose how to dispatch
* Internal: City staff

enaor
+ External: External vendor

Estimate ($)

eventful
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Mobile Work Order Management
Supervisor Work Order Dispatch (iPad)

Work Order 61000081 - Assign Operation

Dispatching to a contractor
automatically creates a Purchase Req

Desanipiion  Admin staff create Purchase Order

Lights by door are blinking
°

S Purchase Order gutomatlcally sent to

ranseerforevew and soprov

S_CONTR

Vendor —-—
PR PO N

sandll 2 1 sacdll 2 2

-

Admin Manager

eventful
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SAP-Centric EAM 0l ToRoNTO

Mobile Purchasing
Releasmg a Purchase Order (iPad)

SAP Work Manager

Purchase Orders Purchase Order 8000226
1 Total
PO Type
PO Number
irch 1

* Fast & easy

Contract Release PO GRsStatus Awaiting Invoice

8000226 PO Status Awaiting Release

* See only your purchase orders

AAAAAAA

 Release a PO with one touch

eventful
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SAP-Centric EAM il ToroNTO

Mobile Purchasing
View an Invoice and Approve Payment (iPad)

4:35 PM

SAP Work Manager

127 Total N

4

Contract Release PO

Contract Release PO GRStatu . ﬁéady for Approval
9018069 PO Stat Released
MD1 - John Smith

9018126
ABC INC.

110.73

ABC Inc.
Contract Release PO -
LS 126.04 PR Estimat 0.00

5018069
ABC INC.

126.04
Contract Release PO Approve Dispute

ontra’ elease Payment 'nvo|ce
9017883

ABC INC.

727.91
PurchaseOrder Notes
Contract Release PO

9017881

ABC INC.

107.40

Contract Release PO !
9017801

RONA INC

45,18

eventfu
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SAP-Centric EAM il ToroNTO

Mobile Purchasing
View an Invoice and Approve Payment (iPad)

3:07 PM

SAP Work Manager

127 Total 4

Contract Release PO

1 Total

9018126

Invoice.pdf Status Not Downloaded
ACTIVE MECHANICAL

-

110.73
-
Contract Release PO
9018069 ~J/
RONA INC
126.04
Contract Release PO

9017883

NEWPARK CONTRACTING INC

727.91 PurchaseOrder Notes
Contract Release PO

9017881

NEWPARK CONTRACTING INC
107.40

Contract Release PO

9017801

RONA INC

45.18

eventfu
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SAP-Centric EAM il ToroNTO

Mobile Purchasing
View an Invoice and Approve Payment (iPad)

w00 TELUS LTE

Mame: ABC Inc. - INV#2568 - SAPDOC#91058021 94, pdf

Type: application/pdf Size: 308644 bytes

SAPDOC #
9105802194

ABC Inc. ‘ﬂlﬂ,@,ﬂm E

1234 Main 5t.
Toronto, ON M5X 2KY

MY TESTZE ETOESEZ/ 1T oTgeiers sjuncssy

. Invoice

| BLLTO
b Sl Accress
| City of Toronbo - .
| Accounting Services Division | (_,- I{(:)# City af Toromn

Corporate Acogunls Payahlhe | Facalities. Maragesment |

£5 Jahm S1. 14 Floar, Metro Hall | qQe9g et - |
[ Toonio, N M5V 30 895251 677 Wellingaan St W I
| |
L

DATE PO, N TERMS DUE DATE PROPOSALS INVOICE &

I
|
| FIas 13007 Mot 3 days 122015 TEA%2S1 T2682 |
I 1
: DESCRIPTION ary RATE AMOUNT |

. -
CONFERENCES
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SAP-Centric EAM 0l ToRoNTO

Mobile Purchasing
V|ew an Invoice and Approve Payment (|Pad)

4:35 PM

SAP Work Manager

127 Total

Contract Release PO

Contract Release PO GRStatu Ready for Approval

9018126
1be 9018069 PO Stat Released

ABC INC.

MD1 - John Smith
110.73

ABC Inc.
Contract Release PO r~

5 126.04 PR Estimat 0.00
5018069
ABC INC.
126.04 .
Approve Dispute
Contract Release PO F’a’émﬂn‘.: Invoice
9017883
ABC INC.
727.91
PurchaseOrder Notes

Contract Release PO
9017881
ABC INC.
107.40

Contract Release PO !
9017801

RONA INC

45,18

eventful
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SAP-Centric EAM (il ToronTo
Mobility Project Outcomes

v Rolled out to all Supervisors, Managers, and Directors
— ~200 total users with iPhones/iPads

v" All new processes are paperless
v Up-to-date Work Order status
v' Standardized processes across the Division

— Data is aligned for metrics for common reporting
v Mobilized workforce — work any time, any place
v Modern workplace — more attractive to new talent..

EEEEEEEEEEE
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SAP-Centric
Work Breakdown

Internal vs. External Demand Work ($)

* No visibility

* Manually-intensive

processes

e Metrics data not
captured

Internal Work




SAP-Centric EAM il ToRoNTO
So what did we do?

g s

SAP Work Manager . 1. . .
(Mobile Work Orders) GU|d|ng pr|nC|p|eS

1.Has to be simple to use!
2. Few clicks!
3.Low administrative effort

k Notifications, Work 4. Applica ble to all

338-FRED
Online Service
Request System

Orders, Purchasing, HR etc contractors

5.Should work on both
desktops and mobile

devices
338-FRED Contractor Status
Phone Call / Email

Al
' Update Portal 6. Direct 2-way integration
\Service Requests \ / with SAP

Intake Work Execution eventfu
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SAP-Centric EAM 0l ToRoNTO

Contractor Status Update Portal
Dispatching Work to Contractors

Previously, admin staff manually sent new work to contractors

L oy 2 g -

PDF

SAPd &  —
Admin ) ‘ Admin E— ‘ Contractor E—

Work Order Work Order PDF'd or Work Order Received
Created in SAP Printed, then emailed (paper or email)
or faxed

XPO not mandatory x Manually intensive xNo status updates
eventfu

CONFERENCES
asu



SAP-Centric EAM 0l ToRoNTO

Contractor Status Update Portal
Dispatching Work to Contractors

Now, contractors automatically receive new work via CSU

2 - Q
A=6 Eé - & [

Work Order and WO and PO sent Work Order Viewed or
Purchase Order automatically to Portal; Printed Online / mobile.
Created in SAP Contractor notified by email

\/PO created w/ order /Automatic dispatch Real-time status

eventful
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ontractor Status Update Portal

Work Status Updates Directly from Contractors

Desktop
"]_mmﬂﬂml] FaCilitieS Operatio NS - Contractor Status Update

Focus on user experience

ABC CONTRACTING INC. - Dashboard

° M u St be I nt u |t|Ve a n d fa St + Dashboard Status: | All Active v Sortby: | Order# Descending ¥ Refresh
« Find Order Displaying [ (101 - 200) ¥ | of total 215 Type: All v Previous Next
n User Settings Short
. . S Address Location Priority Type Dispatched
O n |y 2 q u eSt 1oNns: fyou have guestions Toilet In Rink | 120 ?fmf::ff& L2-
about a work order 61326196 | New 9004866 #‘:‘I d“ "‘d COMMANDER | (Al il U Demand | 05/31/2016
. . . contact the District stafl s Clogee: BLVD rgent
1. When did you first arrive on | meinbewo St
. I y u I I V contact details. TORYORK YARD
o Pressure 61 TORYORK |- ROAD L2-
H ? Fortechnicalissues | | 61326133 | New 9002163 | Washer Pipe is Demand | 05/31/2016
Sité res p onse please email Leakin DR OPERATION Urgent
CSUhelp@toronto.ca g GARAGE
2. W H 61326056 | New gootogs | MensUrinal | 321 REXDALE | pyo crurigy 14 |L2- Demand | 05/31/2016
. e n I yo u CO m p ete t e not working BLVD Urgent
. 61326055 | New oo010g7 | Waterbalancer | 321 REXDALE | p\c crurion 14 | L2 Demand | 05/31/2016
Job? ( resolve) Required BLVD Urgent
61326053 | New sopt11g |hosevalveis | 259 HORNER | ppc crurion 35 | L2- Demand | 05/31/2016
leaking AVE Urgent
61326049 | New 9000957 | Eve wash 259 HORNER | p\c sraTion 38 | L2 Demand | 05/31/2016
mixing valve AVE Urgent
Not Leaking pressue | 2054 POLICE STATION | L3 - ot
) f 69331280 | o vag | TB9219781 | asher pipe DAVENPORT RD | - DIVISION 11 | Necessary | =mand |03/23/2016
66 A) (@) Status u pd ates now w9331278 |Not 89919761 | Active operation | 2054 POLICE STATION |L3 - Demand | 0571972016
| Started 1 (West) DAVEMPORT RD | - DIVISION 11 MNecessary
e nte red d[rectl b 61350574 | Mot 9018416 Fall 2016 5PS |55 JoHNST | METRO HALL L2 - Urgent | Demand | 10/26/2016
Started TEst
Hold - Dom 9 Staging L3 -
I 61350565 | Awaiting | 9024500 Test - Active 55 JOHN ST 7th Floor Demand | 10/12/2016
. . R Necessary
Quote Mechanical
‘ ) CEDARBROOK
4 N
61350527 | MO gop4npy | RepairLeaking |91 EASTRARK ) ooy L3 Demand | 11/29/2016
Started Toilet BLVD CENTRE MNecessary

Mobile

Another Order

mmnﬂm Contractor Status Update

Order #: 61004015 [ |
Description: T hot El
District: South

Address: 20 BALMORAL AVE, M4V 1J4

FIRE HALL NO. 311
Last updated: Nov 20, 2014 -09:22:39

Step description:

20  Permanent fix required Not Started

Click a button from the toolbar below:

eventful
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SAP-Centric EAM 0l ToRoNTO
CSU Outcomes

v" Real-time work order status visibility

v Reduced administrative burden on staff
— Saved ~200 person days per year!

v Consistent data for metrics

— Standardized data capture whether work is internal or external

v Centralized dashboard for contractors

— Single view - easier than tracking individual WOs / emails

v Fully paperless processes

eventfu
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SAP-Centric EAM 0] ToRoNTO

SAP Work Manager
(Mobile Work Orders)
338-FRED
Online Service
Request System
Notifications, Work
Orders, Purchasing, HR etc
\
\
\ j—
N
\
\N/
338-FRED Contractor Status Automated Status Emails and
e Calll i Sl Update Portal Customer Satisfaction Survey
Qervice Requests / \ /

Intake Work Execution Reporting/Monitoring  Evenktiul
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SAP-Centric EAM il ToRoNTO

E2 @9 * 4 [d = Facilities work order 261312711 has been created - Message (HTML) ? H - 0O %X
MESSAGE

x |—‘('- Reply m ¥ Preventive Main... ¥ =7 | 5% Mark Unread a:i%.b % q
[l D -

2 Reply &ll & To Manager M 0 i Categorize -
> - Delete | ! E'@, 17 Ermail - Move Translate Zoom
¥ [ Forward eam Emal M - [P~ | ™ Follow Up~ . [y -
Delete Respond Quick Steps F} hMove Tags F} Editing Zoom -

Wed 10/14/2015 12:02 PM
Facilities - South FRED Building Repairs <facsouth@toronto.ca>
Facilities work order #61312711 has been created

To SAP Plant Maintenance; Richard McCracken

Order Status
b4

Received

A Facilities Operations work order has been created for action based on vour request.

Work Order Details:

Fac. Ops. District: South

Order #: 61312711

Description: Floor Drains Mam Building sulpher smell

Location: CORONATION PARK YARD (TO) - PARKS YARD
711 LAKE SHORE BLVD M5V 1A7

Released on: October 14 2015, 11:18:50

Web Request #  WPMO000066835

eventiu
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SAP-Centric EAM

(] ToRoNTO

Fri 10/30/2015 1:02 PM
facsouth@toronto.ca
Facilities work order #61312711 has been completed

To Richard McCradken

Order Status
h 4

Received Greated In Progress

Your Facilities Operations work order has been marked as completed n SAP.

I (G Ei s Facilities work order #61312711 has been completed - Message (HTML) ? B -
MESSAGE
o ¥ I C i = Y
x |_ | H__@l | 3 [F2 Meeting Preventive Main... ¥ 7 Rules Mark Unread aa?_,b it q
- i . Ie S E3 To Manager - % _,TCIB OneNote | Categorize ~ T B - .
& Junk - elete leply \jezﬁl, orwar E‘@ Mare - E7 Team Email - E.e DJ P |' Follow Up - ran'_- ate l-j B 0o
Delete Respond Quick Steps ] Move Tags [ Editing Zoarm

Follow Up

Set a flag to remind you to
follow-up on this item later.

We value your feedback!

minute to complete and will help us continuously improve our service.

Fill out the Survey here!

If you believe that the work you requested is not yet complete and vou need us to keep working on it, click here to let us know.

If the requested work is complete, please fill out our short multiple-choice survey to let us know how we did. It takes less than a

‘Work Order Details:

Fac. Ops. District:  South

Order #: 61312711

Description: Floor Drains Main Building sulpher smell

Location: CORONATION PARK YARD (TO) - PARKS YARD
711 LAKE SHORE BLVD_ M3V 1A7

Created on: October 14 2015, 11:18:30

Completed on: Qctober 30 2015
Web Request #  WPMO0000066835
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E=E—
i) wetoronto.calintra/frnd/f X
€ C' A [} wetoronto.ca/intra/fmd/focssga.nsf/signofffopenform&pm=54329876&pg=E10 iy @ =
s Apps GaMClean f§ Home: Toronto Pu.. [ Mews [[] Tech [C] SAP lcons DB - free cust... [ Other bockmarks

ﬂ]ﬂ]]’ummﬂ Facilities Management Client Satisfaction Survey
]

Because your satisfaction matters to us.

Thank you for taking the time to fill out our client satisfaction survey.
Facilities Management strives to provide you with our best service. In order to know whether or not we're achieving that goal, we need to hear from you - our customers.

With regards to Order #54 329876

Please choose one of the following statements:

* | agree that my issue has been adequately resolved and that the work order can be closed.

My issue has not been adequately resolved, and | would like my work order to be re-opened.

© City of Toronto 1998-2014
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SAP Work Manager
(Mobile Work Orders)
Operational Data
338-FRED Warehouse
Online Service
Request System
Notifications, Work
Orders, Purchasing, HR etc
\
\
\ j—
N
\
v
338-FRED Contractor Status Automated Status Emails and
e Calll i Sl Update Portal Customer Satisfaction Survey
Qervice Requests / \ /

Intake Work Execution Reporting/Monitoring  Evenktiul
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0l ToRoNTO FviDVY

Facilities Management Data Warehouse

Username:

Password:
Ldg Vin : |

Forgot your password?

Having trouble signing in?
Click here for help.

This site works best with

@ Internet Explorer
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Facilities Management Data Warehouse

"‘ Home
2] Help
"] Logout

Report List
= Archive Reports

Admin Tools
System Jobs

= Job Schedule
Run Date Param
User Tracking
User Accounts

SAP Account

Home — Facilities Operations

/’

,

N

/

Open Work Orders

/’

-

N

q:‘\

Work Order Completion

//'

/

Contractor Status Update

-

N

Work Requests

/

Mobile Waork Orders

(] ToRoNTO
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Daily Open Work Orders: All Business Units
December 30, 2016 to January 29, 2017

Displaying Order Types
Demand (ZF05)

ity Hall
Cimc Centres

= Downtown

=—fast & West

—FEmergency
Police

— South
Union/SLM

600
500 N_&
7
.-ll""-'".-'—_
_— //ﬁ
400 ~———
E &
S 300 —
.l Py - - \\ - B -
o _// o S ~ — —
- J—
T g _dﬂﬁhﬁziﬂ\\__-
100
ﬂ 1 1 1 1 1 L 1
N N N N N N N S N N L S S A L S Lol ol L A Vol o

Date
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Number of Work Orders

1400

1200

1000

800

600

400

200

Open Aged Work Orders: Facilities Operations

Displaying Order Types

Demand (ZF05)

.
[ __
| I
30-60 60-90 90+

Days Old

City Hall
B Downtown
Civc Centres
B East & West
B South
B Police
Emergency
B Union/SLM
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Vendor Response Time on CSU Updating

How quickly are contractors updating CSU?
Q4-2016

Data Selection

District: All Business Units
Vendor: All Vendors
Priority Type: All Priority Types
913
Same Day 2223 454%
1-2 Days 650 13.3%
3-4 Days 421 8.6%
B 5-7 Days 690 14.1%
B 7+ Days 913 18.6%
Total: 4 897 100.0%
421—— 2,223
o0 eventfu
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Work Order Operations

160

140

120

100

80

60

40

20

Work Order Operations Awaiting Dispatch
Facilities Operations

Displaying Service Level(s)
L1 - Emergency

L2 - Urgent

L3 - Necessary

Custom Schedule

B Union/SLM
South

M Police
Emergency

B East & West

B Dovwntown
B Civic Centres

City Hall

BN

0-2 2-10 10-20
Days Open

20+
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SAP Work Manager
(Mobile Work Orders)
Operational Data
338-FRED Warehouse
Online Service
Request System /
Notifications, Work
Orders, Purchasing, HR etc
\ SAP Business
Intelligence
\ j—
S
\
v
338-FRED Contractor Status éut;)matec; Stt.a';ust!imasils and
e e Update Portal ustomer Satisfaction Survey
\Service Requests \ /
Intake Work Execution Reporting/Monitoring !V!ntfu
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b Toronte Management Dashboards T W it

Fieé;aonse Time Resolve Time Open > 30 Days 450 &

Customer Satisfaction Agé of Unpaid Invoices Invoice Payment Time
P 4 < e 0 \ ‘y;_,.?:\\\ e N |
96% g
: 9, = @ .
30 Days |
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Operational

(] ToRonTo Response Time AOQL o

ervice Level @ = Business Units ast 30 Days @) [rend All Business Units
erviCce V¢

82%

Union/SLM 82% o Q“’/’\.\-Q\_.,,———‘.

Emergency

Al

Police
South 82%
East & West 86%

Chvic:Centies 91% SUPErVisors All Business Units Sottom 10 'Y

“ ainnnniini
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b Toronte Management Dashboards T W it

Fieé;aonse Time Resolve Time Open > 30 Days 450 &

Customer Satisfaction Agé of Unpaid Invoices Invoice Payment Time
P 4 < e 0 \ ‘y;_,.?:\\\ e N |
96% g
: 9, = @ .
30 Days |
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b Toronte Management Dashboards T W it

F‘{‘e’s"polnvse Time Resolve Time Open > 30 Days 450 &

Customer Satisfaction Agé of Unpaid Invoices Invoice Payment Time
96% )
(0) - @ -

30 Days
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bl Toroto INVoice Payment Time O

All
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After all this, how are we better off ?

Some savings, but process improvements are big wins
v Business processes streamlined and standardized
v Key work steps automated and made online/mobile
v Better communication with customers
v Timely data collection from all sources (internal/external)
v Improved accountability through visibility..




SAP-Centric 0l ToRoNTO

What's next for us...
m R m

=

Preventive Asset Data Business Intelligence
Maintenance Collection Expansion
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Where do we go from here?
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How to connect with me P

Fabio Biancolin, P. Eng

E: Fabio.Biancolin@Toronto.ca

P: +1 416-397-5259 . :

’@sapcentricenm #SAPEAM @@eventfulconferences #SAPEAM



