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Abstract

Dispatchers, of the Building Technologies division at Siemens NL, are still manually assigning service
engineers to service calls. Sending the right service engineer to each defect or problem is imperative to
customer satisfaction, by means of the rate of successful service at first attempt or visit (First Time Right). So
how do dispatcher choose? Which criteria are weighed consciously and subconsciously? This paper focuses
on building a model that recommends per situation, in real-time, the best service engineer to send based on
multiple criteria optimisation; a model using a modified desirability function approach is implemented and

the recommendations visualised on a dashboard, for ease-of-use of the dispatchers.
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Chapter 1

Introduction

At Siemens NL, the business unit Customer Services (Building Technologies division) handles customer
calls for corrective maintenance on Siemens products (e.g. systems, hardware, software, etc.). Customer
calls first reach the Customer Service Center (CSC) via e-mail, telephone, or the service portal after which
operating dispatchers at Customer Services follow up and send the right service engineer to perform corrective
maintenance. Sometimes they send service engineers who are close by, in case of an emergency, or the most

experienced veteran in highly complex situations.

Currently on average, 56% of the performed maintenance is First Time Right. First Time Right is a KPI (Key
Performance Indicator) that calculates the rate of successful service at the first attempt/visit. Siemens aims to
achieve higher customer satisfaction, thus wants to maximise the First Time Right metric. To do this, firstly, the
right service engineer should be sent out on every service call. Optimising the process of choosing the right

service engineer to handle each service call, is the focus of this paper.

Briefly speaking, the goal is to develop a model that takes the set of available service engineers and outputs the
optimal assignment of engineers to unassigned service calls. This formed the basis for the following research

question.

How to best implement and design a model for real-time assignment of service engineers based on multiple

criteria optimisation?

Since the model is intended as an aid to dispatchers, model output (best assignment recommendations) is to
be presented on a dashboard. Before the project started, a mock dashboard was created, as a possible end

result (See Appendix A, Figure A.1).



Thesis Overview

Choosing the right service engineer can be done using many criteria also called objectives; optimising such
situations with multiple, possibly contradictory objectives is called multiobjective optimisation (MOO) also
called multicriteria optimisation (MCO), which is an area of multicriteria decision analysis (MCDA) concerning
mathematical optimisation of not one but multiple objective functions. The discipline of MCDA supports
decision makers in situations involving uncertainty regarding optimal solutions (e.g. planning, choosing
between product/material alternatives, etc.) using the decision makers preference, explicitly or otherwise

implicitly stated.

Theories from the field of MCDA will provide the theoretical background for this thesis. First, the basic
concepts will be introduced in Chapter 2. These concepts provide the foundation for the related work detailed
in Chapter 3. Chapter 4 aims to unite abstract theory with the applied setting at Siemens. Chapter 5 then
describes the methodology used in the implementation, found in the next chapter, Chapter 6. Following
concluding statements on this thesis, set forth in Chapter 7, some recommendations on furthering development

and research are discussed in Chapter 8.

I would like to thank Michael and Robin first and foremost for their time, supervision, and invaluable insights.
Thank you Yali, for your help and feedback! Lastly, thank you Mike for your assistance. I am grateful to have
been given the opportunity to write my bachelor thesis at Siemens NL and LIACS.



Chapter 2

Basic concepts

This chapter aims to explain the general approach of solving multiobjective optimisation problems. This
approach forms the basis of the structured approach used in this thesis, detailed in the methodology chapter,
Chapter 5.

Decision space

First, let X be the set of all possible decisions at a given moment, called decision space. Every item in X is a
real object, item, material, product or other entity which is to be the subject of MCDA. For example, in this
project the set of all available service engineers. Every single option (here: a service engineer) in this space can

be represented by a decision vector X € X [JRFEo5].

Objective space

Secondly, to evaluate for every identified decision alternative ¥ € X, an objective function f , to the objective
space IR™, is used where m is equal to the number of objectives/criteria/attributes (from now on objectives) in
the objective space. Objective functions can be written as such: f : X — R™ or fi, fa, ..., fm with f; : X = R
and i = 1,2,...,m. This does not mean that every objective vector i € R™ necessarily has a preimage in X,
i.e. is or can be represented by a decision vector X¥. Of R the feasible objective region Z comprises the range
of objective vectors, i € Z, all objective functions f can map to: Z C R™ [Mieg8]. Figure 2.1 visualises the

mapping using objective functions from X to Z.

As dealing with multiple objective functions is complex and is usually avoided, Haftka states that there are two
ways that can be used for reducing the number of objective functions. One way is an aggregation approach,
that summarises all objective functions in a single aggregated objective function. The second, is to select only

one main objective function and limit the others [HG12].
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Figure 2.1: Visualisation of f : X = R™. NOTE: y3 has no preimage in X, i.e. y3 ¢ Z.

Ranking and comparing

One must realise that the value ranges of objective functions can differ: they may also be incommensurable (i.e.
in different units) [Mieg8]. In many cases it is advantageous to transform the original objective functions; in
most applications the most robust approach is normalisation [MAo4]. So, if necessary, normalisation, of the

objective function or the values of all objective vectors ¥/, after mapping from x — Z, is applied.

Viewing a decision as an objective vector with all its attributes xy, ..., x;; is convenient when comparing
alternatives in MCDA. To illustrate this point, suppose one has two objective vectors (decision alternatives), as
shown in example 1, and information that all objectives are subject to maximisation. With this information,

ranking these alternatives can be done manually.

Example 1: two objective vectors comparison

Vector V; scores higher on attributes one and two, and slightly lower on the third attribute. Intuitively, without

preferences indicating that attribute three is extremely important, vector V; would be the better choice.

In MCDA, all feasible alternatives are not always explicitly known in advance. A possibly infinite number of
them exists and one has to generate the alternatives before they can be evaluated. To evaluate every decision
alternative X € X, the alternatives have to be ranked. The problem of ranking could be reduced to finding the
‘maximum’ in a given set. This is easily possible if one alternative clearly dominates every other alternative.

The concept of domination has a formal definition.

Given two objective vectors i1, € R™ described by the same properties Y;(if), i = 1,...,m, it is



said, that ij; dominates ¥ (i1 >> ¥2), if Y1 > Yjp Vi =1,2,...,m and Yj; > Y}, for at least one
1<j<m.

Domination has an important drawback, because there may not be a single best solution dominating all others.
And worse, as |Z| increases, it becomes more and more unlikely for an object to dominate any other [Mieg8].
Moreover, when dealing with a large number of objective functions it is not often the case that one solution
dominates the others. Example 1 shows that even with only two vectors described by three attributes, it is not
probable that one vector completely dominates the other(s). Vector 1 is practically better but does not meet the

strict definition of domination (1 : x3 # 2 : x3).
To deal with this, a less strict concept of Pareto-optimality can be used. It is defined as follows [Mieg8]:

Given a set X C R™ of objects, an object P € X is called Pareto-optimum, if there is no object

Qe XwithQ>>P

Pareto-optimality can be defined as a property for a solution to make one objective function value better would
imply that another objective function value gets worse. On the other hand, at a non-Pareto-optimal point, the

solution can still be improved in at least objective, without getting worse in any other objectives.

Scalarisation

Evaluating for higher-dimensional spaces (i.e. an objective space with m > 3) is more difficult and complex
than for two or three dimensions; as stated, the chances of domination dwindle and there are more Pareto-
optimal solutions. Therefore, thirdly, for evaluating decision alternatives, a utility function is used to map
from objective space to a single scalar. This is called scalarisation, which means converting a problem into a
single or a family of single objective optimization problems with a real-valued objective function, termed the
scalarising function, depending possibly on some parameters [Mieg8]. A scalarising utility function is formally
written as such: U : R” — RR. To illustrate the simplicity, consider the following two-objective scenario, using

weighted sum approach [JRFEos5]:
U(Z) = 03 x f1(X) +0.7 x fo(X)

Example 2: a scalarising utility function

There are many types of scalarising utility functions; most revolve around products or sums of the objective

functions, including weights and means.

Evaluation

Lastly, ranking can be done by sorting on the basis of either minimising or maximising the real-valued output

of the utility function, for every alternative in the Pareto-optimal set.



Maximising Minimising
Rank Service engineer Value: U(x) Service engineer Value: U(x)
1 Mr. 12 9.6 Mr. 45 3.3
2 Mr. 67 7.9 Mr. 34 6.2
3 Mr. 89 7.7 Mr. 89 7.7
4 Mr. 34 6.2 Mr. 67 7.9
5 Mr. 45 3.3 Mr. 12 9.6

Example 3: ranking based on maximising and minimising




Chapter 3

Preliminaries & related Work

This chapter will focus on MCO approaches and methods, which can be classified in many ways according to
different criteria. In 1979 Hwang and Masud presented a classification of methods according to the participation

of the decision maker in the solution process [Mieg8]. The classes are:
1. No-preference methods: preference information is not utilised.

2. A posteriori methods: articulation of preferences is used after optimisation. A typical a posteriori method

is to compute a Pareto-optimal set.

3. A priori methods: the optimal solution is found by the search method after the DM has already stated all

preferences.

4. Interactive methods: is an iterative process where in each iteration the DM can change or add preference

information.

Overlapping and combinations of classes are possible and some methods can be considered to belong to more
than one class. In the context of the research question, the ‘a priori” approach is of interest, further detailed in
the following section. No-preference, interactive, and a posteriori methods are not relevant, thus will not be

featured.

3.1 A priori

In the case of a priori methods, the DM must specify his or her preferences, hopes and opinions before the
solution process; this is often difficult, as a DM does not necessarily know beforehand what is possible to
attain and how realistic his or her expectations are. A priori articulation of preference information by the DM
starts with designing a function and then finding a single optimum with respect to the function. This means

that the DM is involved before optimisation [Mieg8].



A common approach to imposing constraints is to develop an aggregate or utility function [MAo4]. The second

a priori method featured in this overview is lexicographic ordering and lastly, goal programming is introduced.

3.1.1  Utility functions

Within MCO, utility /value functions are classified under Multiattribute Utility Theory (MAUT). The purpose of
MAUT is to represent the preferences of the DM on a set of alternatives, X, by an overall utility function [GEF1o0].
As U : R™ — R, the utility function problem

maximise or minimise

-

U(f(x))
subject to
¥eX

can be solved by some method for single objective optimisation. This function computes a value for every

decision alternative and allows for every pair to be ordered, based on this value [Mieg8].

Utility functions have two main classes; additive and multiplicative forms. If m > 3, and for some x; € X, then

U(%) = ) w; x Ui(Xy), (3.1)
i=1
or
T+wxUR) =]][14+wxw; x Ui(%)], (3.2)
i=1

where U and the U; are utility functions scaled from zero to one, the w; are scaling constants with 0 < w; < 1,

and w > —1 is a nonzero scaling constant [Kee74].

If a DM’s preference structure is additive, for example, for two objectives x; and x, and given U(x1,xp) =
U; (¥) + Uy (X), the utility function is of additive form as well [KRWRyg]. Consequently, for multiplicative

preferences, the utility functions form is multiplicative.

Desirability functions

Theoretically still utility functions, but a special mention should be made for desirability functions. Desirability
functions were first introduced by Edwin C. Harrington Jr. in 1965 [Har6s]. Their aim is to factor in what other
MCO methods try to ignore, i.e. incommensurability of targets. In the formal description of MCO problem:s,
we find m different targets, from x1,x7,...,x, € X, to be optimised. Translated to real world problems it
means that up to m different scales of measurement (e.g. times, lengths, weights, etc.), have to be transformed

to be commensurable [Stegg].



The transformation is done by designing a specific desirability function for each objective mapping to [0, 1].

Any function mapping from domain R — [0, 1] can be called a desirability function d, under the following

conditions [Steg9]:
1. d should be flexible and accommodate for different problem formulations

2. It approaches zero as the objective function value goes to —co or co. The highest value is obtained at the

target value T. It decreases to zero monotonically

After scaling all targets individually to a desirability scale, they have to be combined to a single number,
the overall desirability index of a decision alternative can be used to evaluate. A desirability index is a
function D with D: [0,1]m — [0,1]. Notice that desirability functions are utility functions U : R” — R.
Harrington used the following exponentials for target value problems: d"(Y) := e~IY'I", where Y’ is an
appropriate transformation of Y. Appropriate in the sense of Harrington is to choose Y’ in a way that
dH(LSL) = dH(USL) = 1/e. As a possible transformation he gives Y’ = (2Y — (USL + LSL))/(USL — LSL),
where LSL is the lower specification limit and USL defines the upper specification limit [MTo6]. Harrington-

type desirability functions are designed to be symmetric around the centre between the LSL and USL.

Desirability functions of Harrington-type

desirability

0.0
\

LsSL usL

specification

Figure 3.1: Desirability functions of Harrington-type for two different values of n(m) [Stegg]

Interpretation of Harrington’s desirability index is done using desirability function value ranges. This effectively

provides a grading scale for ranking (the items below are stated exactly as in the original reference [Har65]):



— desirability 1: “ultimate satisfaction” or “improvement beyond this point has no value”
— desirability 0.8 - 1: “excellent” or “well beyond anything available”

— desirability 0.63 - 0.8: “good” or “slight improvement over industrial quality”

— desirability 0.4 - 0.63: “acceptable, but poor”

— desirability 0.3 - 0.4: “borderline”

— desirability o - 0.3: “unacceptable to completely unacceptable”

In literature about applications of desirability functions the most common forms of desirability functions
are those of Harrington and Derringer-Suich [Stegg]. These desirability functions are also two-sided, but

additionally feature one-sided transformations [DS80o].

0 if f; < LSL;

(f=mr)”  #LSLi<fi<T;

(4=mer)™ if LSL; < f; < USL;
0 if f; > USL;

Two-sided d; =

One-sided Larger-The-Best (LTB) transformations [CLP11] are desirability functions with beneficial objectives

subject to maximisation [KGC13]:

0 if f; < LSL;
One-sided beneficial d; = (;1 :igli{ )si if LSL; < f;i < T;
1 if fi Z Ti

For one-sided Smaller-The-Best (STB) transformations, for non-beneficial objectives, the desirability function

be rewritten as below:

1 if f; <Ti
One-sided beneficial d; = ({’:ﬁéﬁl])s’ if LSL; < f; < USL;
0 if f; > USL;

T; is a target value representing the highest value for a criterion to be maximised (beneficial) and represents the
lowest value for criteria to be minimised (non-beneficial), unless other specific target value is defined [KGC13].
The shape of the curve, defined by s, has implicit risk preference information; showing whether the DM is
risk averse, risk prone, or risk neutral. Thus, risk preference is applied by choosing a shape of the desirability

transformation and value for s [KMo4]. Visualised in Figure 3.2, are two examples of one-sided transformations.

10
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Figure 3.2: One-sided desirability functions. Left: LTB transformation. Right: STB transformation [K]J19]

3.1.2 Lexicographic ordering

In lexicographic ordering the objectives are sorted by priority and first it is checked if the highest priority
objective gives a difference in the objective function value. If there is a difference one would choose based on
the highest priority objective function. If not, the second highest priority objective function is chosen. This

process goes on as above [JRFEo5].

3.1.3 Goal programming

Goal programming is on of the first methods expressly created for MCO. The basic idea in goal programming
is that the DM specifies (optimistic) aspiration levels for each objective function f; and any deviations d; from
these aspiration levels are minimised. An objective function combined with an aspiration level forms a goal,
where goals and constraints are effectively of the same form. This is why the constraints may be regarded as a

subset of the goals [JRFEo5].

Then, the total deviation from the goals of all objective functions } /", |d;| is minimised by choosing the

decision alternative ¥ with the lowest overall deviation [MAo4].

3.2 Summary

Multiple a priori methods are introduced above. Each method approaches ranking in a different way and uses

specific value types and output ranges. In this context, desirability functions are the most suitable method

11



Chapter 4

Evaluation

In order to determine the best approach for designing and implementing a model for real-time assignment
of service engineers, a thorough assessment/analysis of the system context is necessary. Combining the
theoretical framework in Chapter 3 with the following contextual analysis, some key considerations follow,

which influenced design choices in methodology 5.1 and implementation in Chapter 6.

4.1 Context

Management of Customer Services, within Building Technologies (BT) division, Siemens NL, has divided
the map of the Netherlands into three geographical regions named Y1, Y2, and Y3. Service engineers are
currently assigned tasks based on their respective working region, in turn determined by their home address.
By assigning work, exclusively within the bounds of ’their’ region, Siemens aims to cut down on average
traveling distance to customers. Thus reducing travel time (time not spent ‘working’ and effectively the
response time), fuel related and other car related costs, and the collective carbon footprint (One of Siemens’

global sustainability strategy goals is to operate carbon neutrally by 2030 [Sie19a]).

Siemens NL employs a large variable group of service engineers, who are primarily tasked with maintenance
for Customer Services (BT). There are two types of maintenance service calls: for preventive maintenance and
corrective maintenance. Service calls come in as notifications for the dispatchers at BT, they then have to assign
the notification to a service engineer. All service engineers employed by Siemens NL are trained and certified
to work on virtually all of Siemens customer installations. Although, maintenance practices for certain (very)
old installations are not part of the standard training anymore. Meaning that those old installations, a type
within Siemens classified as “old techniques”, can only be serviced by a select group of service engineers that

have many years of experience.

12



Preventive maintenance

Preventive maintenance is pre-planned work, previously planned and scheduled manually by schedulers, but,
currently assigned to engineers based on multiple criteria by an automated scheduler. A KNIME workflow is
used to implement this automated scheduler. KNIME is an open-source data analytics platform, well suited
for handling multiple data sources [AG19]. The frequency and extent of maintenance is determined by the
service level agreement between Siemens and each customer. The workflow also takes into account holidays,
weekends, stand-by days, contractual working hours, all working schedules of available service engineers,
and lastly it minds per task, to be scheduled, which service engineers are qualified to perform maintenance
on all particular installation types. When scheduling, each day a sub-group of ten service engineers are kept
"free’ for corrective maintenance, when assigning tasks. All schedules and relevant information are saved in
Siemens ERP systems and local databases (e.g. SAP and Microsoft SQL servers). Even though scheduling
is now automated, Customer Services (BT) still employs dispatchers for preventive maintenance, tasked
with customer services, service engineer management, and rescheduling due to unforeseen circumstances.
Dispatchers utilise SAP for oversight on daily /weekly schedules, customer contracts, and customer relations
(e.g. contact history, service history, etc.). In addition to SAP a Qlik Sense dashboard was built, providing an

overview and visualisation of the KNIME workflow output.

Corrective maintenance

Corrective maintenance is similar to preventive maintenance: both involve the same customers, installations,
and the same pool of service engineers that perform maintenance. However, customer service contracts
significantly change the role of dispatchers for corrective maintenance service calls: contracts may contain a
clause stating an agreed time span within which Customer Services have to respond (effectively meaning
to start communication) and an on-site due time, which can even differ between specific defects: on-site
times generally are four, eight, or twenty-four hours, whereas defects involving electrical power supplies and

accumulators usually require on-site assistance within twelve hours.

Due to contractual obligations and the nature of the service calls, dispatchers for corrective maintenance have
to send service engineers with more urgency and immediacy. Currently, dispatchers for corrective maintenance
use SAP and maintain a physical list of available service engineers (again, ten service engineers each day).
Using this list and the schedules viewed using SAP, service calls are manually assigned to one of the six service
engineers on-call, two service engineers per region, and just for cases of emergency, four service engineers are

scheduled stand-by (meaning, within Siemens, having free time at home, but remaining available as backup).

13



4.2 Key considerations

With regards to the scope of this thesis: an efficient system is already implemented for preventive maintenance,
moreover, scheduling is not real-time assignment, thus, corrective maintenance will be the focus of the model.
Importantly, the scheduler can assign tasks autonomously whereas the model will not assign but merely
score as to provide a recommendatory list of service engineers to assign that notification. Since corrective
maintenance is assigned to a small group of at most ten service engineers, combinatorial optimisation is
not necessary. The possibility of conflicts or suboptimal assignments of service engineers to service calls is
low in pairing these small sets (at most ten service engineers to, on average, few service calls at the same
time). Additionally, due to the small set of decision alternatives, only calculating based on the Pareto-optimal
set is not saving a lot of time and will not be part of the methodology: it might exclude too many decision

alternatives.

A KNIME workflow is used for preventive maintenance scheduling; implementing the model by developing a
second KNIME workflow is expected to aid maintainability from Siemens’ congruent expertise, transparency
of the data transformation and overall process inherent to KNIME workflows, and incur zero additional
system costs by sharing space on an existing KNIME server (no costs involved with alternative software/server
package licensing). For development of the model in KNIME, a priori elicitation of the DM’s preferences could
prove a good starting point; the shape of both individual objective functions and relationship between the
objectives are unknown. Preferences have to be elicitated as prior projects at Siemens NL have not featured a
similar objective and explicit preference articulation is inherently impossible. Determining function weights or
ratios could, reflectively, provide alternative insights into the nature of the objective functions. Preferences
will be elicited from the DM, from hereon collectively representing all dispatchers and involved management
within Customer Services (BT), using an interview and questionnaire pertaining objective importance and

objective function bounds. After preference elicitation, a modelling approach has to be chosen.

Management of Siemens NL has decided to primarily use Tableau software for visualisation and dashboarding
across all divisions. Building Technologies division however, has opted to use Qlik Sense. Since preventive
maintenance has an existing dashboard in Qlik Sense, having two similar dashboards, would help interop-
erability. In addition, dispatchers from preventive maintenance could more easily substitute for corrective
maintenance dispatchers in case of absences/sick leave. In light of this, output of the model would be best
featured in Qlik Sense for the dispatchers. Unfortunately, getting permission, from the time it was requested,
to access the data, in Qlik Sense, required to build the dashboard, would exceed the alloted time; thus, Tableau

software will be used to implement the dashboard.

14



Chapter 5

Methodology

The methodology used for implementation, in Chapter 6, derives from the following structured approach
to the scoring of service engineers, based on basic concepts of designing and using a multiattribute utility

function for scoring, Chapter 2.
1. Define decision space and objective space
2. Define objective functions and their value range
3. Define a scoring function for each objective
4. Normalise to a unified grading scale
5. Determine relative importance of each objective
6. Scalarise
7. Evaluate

This approach is further detailed in Section 5.1. The resulting formulae are summarised at the end of this

chapter, in Section 5.2.

5.1 Motivation and design choices
Within the scope, design choices were motivated by practical considerations, from Siemens’ defect maintenance
context outlined in Chapter 4, and the following principles of scoring [KRg3] [MTo6].

I Score different aspects individually

IT Scores should be easy to interpret and normalised

II Scoring function shapes should be simple if a complex shape is not necessary

15



Step 1: Define decision space and objective space

As stated in Chapter 4, the decision space will be limited to the available service engineers for defect
maintenance. In effect, the set X changes every day, generally it has ten unique service engineers: X =

{ID4,ID3,...,1Dy,ID1y} where ID is a personal identifier.

The number of individual objectives m, thus equal to the number of objective functions, have to be determined;
the number of objectives involved have a direct impact on complexity. Complexity reduces the ease of
interpretation and intuitiveness which is in conflict with principle II; thus, lower-dimensionality is preferred
in most cases. In this case, a more accessible two-dimensional objective space R? (ergo, m = 2) was chosen,
based on the bipartition of a distance or time-to-customer objective and an experience objective. The bounds of

objective space are drawn from the value ranges of the two objective functions, defined in Step 2.

Experience

Time-to-customer

Figure 5.1: Chosen objective space IR?

Step 2: Define objective functions and their value range
Time-to-customer calculation

Every service engineer has a car equipped with a GPS-enabled tracking device from TomTom. In addition to
real-time location tracking, WEBFLEET.connect (TomTom API and web-interface) supports route time and
distance calculations, for every registered object in a group, to a specified destination. Using this APIL, time

calculations are highly accurate as all route calculations take traffic and diversions into account.

Route times to customer are returned with second accuracy. Intuitively, route times will vary from zero
seconds, when a service engineer is already on-site for a preceding defect, to a maximum of arguably five
hours to get from the absolute northernmost area in the Netherlands to the southernmost location, or vice

versa. Meaning, time-to-customer f,.(X) € [0,18000] seconds.

16



Experience matrix

Experience can be construed as a subjective measure: to say that a service engineer is experienced or not, and
categorising how experienced, is subjective. However, using Siemens NL historical data on all service calls of
the last thirteen years, experience can be quantified: from this data the type of installation, specific customer
installation, and service engineer who performed maintenance, can be extracted. After counting the number
of service calls per installation type (in total) and the number of times per specific customer installation, an
experience matrix can be constructed to indicate how suited an engineer could be for handling a specific
service call. This experience matrix was combined with an existing document that states which installation
types each service engineer is allowed to service; this operation added a column "Certified (0/1)" to be used as

a feasibility check before function calculations, assignment, and optimisation.

ID | Installation type | Customer | Certified (0/1) | Service on type (#) | Service for customer (#)

1563 NL5:65347 808906 1 12 3
1563 NL5:65347 808907 1 12 8
1563 NL5:65347 808912 1 12 1

Example 2: obfuscated view of the experience matrix table

Above example shows an excerpt of the experience matrix. The rows show the experience of one service
engineer, denoted by the identifier (ID) '1563’, regarding installation type 'NL5:65347’. It shows that for this
installation type, the service engineer has worked on three different specific installations and performed

service a total of twelve times.

Experience, quantified by the experience matrix, is thus mapped to by a hierarchical objective function
comprised of two attributes: experience per installation type and specific customer installation, f;xlmimce =
[ ﬁypg, f;peci fic]~ Defining the bounds of f;xperieme can be done using the experience matrix and determining the

ranges of values for f:we and f;pgciﬁc.

At most, currently, a single service engineer has serviced a particular installation type 295 times. The highest
number of times a single service engineer has performed on a specific customer installation is equal to 45
times. Therefore, extracted minimal and maximal values from the experience matrix result in ﬁype(fc') € [0,295]

and fspecific(f) € [0,45].

Step 3: Define a scoring function for each objective

The objective functions f;xpm-gm and ﬁime both map to non-negative, rounded real values, in R. Thus,

commensurability is not an issue in the feasible region Z.

For scoring, the desirability function method is most attractive because it is intuitive, once visualised, and
simple, thus, in line with Principle II and III. Desirability also adheres to Principle I, for each objective a
specific desirability function should be designed. Moreover, desirability approaches can better balance the

optimisation of multiple quality characteristics and provide flexibility in weighing each of them [CLP11]. Lastly,

17



considerating the implementation, desirability functions are suitable for this MCO model as the approach is

easily implemented or coded and features a high degree of modularity [KMog4].

Desirability functions approach scoring in the following abstract manner: X — Z — [0,1]" — [0,1].
But, Principle II states that scores should be easily interpretable; for the practical application and fur-
ther development, of this MCO model, at Siemens NL the Dutch grading system will be used for the
desirability functions and aggregate, the desirability index. Meaning desirability functions dj;,,( ﬁime),
dexperience( f;xpgrimcg), and Dogerati (Atimes dexperience) Will map to values in the range of zero to ten [Nuf18],
summarising: dsipe A dexperience N Doveral € [0,10] by X — Z — [0,10]™ — [0,10]. Altering desirability func-

tions to equate to ten-fold the normal output, requires simple modifications.

Modified desirability function forms

Since Siemens NL wants to reduce travel-time and response times, the objective Time-to-customer is subject to

minimisation; modifying the one-sided desirability functions of the non-beneficial objective form yields:

10 if ftime < Ti
Time-to-customer (dyjpme) = ¢ 10 x (%)s if T; < fime < USL;
0 if ftime > USL;

Scoring for experience is less straightforward; service engineers at Siemens NL are trained and certified before
they are employed (Section 4.1), meaning all feasible service engineers are technically equally qualified. During
the designing and developing phase, it was deemed unfair to start scoring experience at zero, by fully adhering
to the Dutch grading convention. Combining Harrington’s desirability index interpretations, see Section 3.1.1,
with Dutch grading resulted in the decision to start scoring experience at five, deyperience € [5,10]; in the range
of 0.4 to 0.63 (in the context of this thesis these values equate to 4.0 and 6.3) interpretation of a desirability

index is “acceptable but poor” and sufficient marks are greater or equal to 5.5, within Dutch grading practices.

It is best to send the most experienced service engineer in order to increase the likelihood of First-time-right;
rendering deyperience Subject to maximisation, in contrast with dy;,.. Additionally, experience is a hierarchical
objective, the ’specific experience’ a service engineer has with the particular customer installation of a
notification will be included as a bonus, using fyouus( f;pm- fic) € [0,10], as a remainder of a perfect score (i.e. a

score equal to ten). This design decision resulted in the following abstract equation for deyperience:

fbonus « D()

Modified overall experience(dexperience) = Ageneral + ((10 - Ageneral) X 10

Here, « is a variable that determines the weight of bonuses awarded, representing the percentage of the

remainder the DM is willing to give as bonus: a € [0, 1], where for example 0.3 awards, potentially, 30 per cent

of the remainder if fy,,,s = 10.
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Ensuring that overall dexpg,igm € [5,10], first the general experience desirability score Ageneral € [5,10] is

calculated. If dgeperg is equal to ten, no bonus needs to be awarded.

10 if ftype > T
General experience (dgeperal) = { 5+ (10 —5) x (%)S if LSL; < fiype < T;
5 if ftypg < LSLl

In light of Principle III a simple linear function was chosen for fp,;,s.

e ) 10
Speaﬁc experlence(fbonus) = F X fspecific

Where 8 € [1,00] is a value, specified by preference elicitation, indicating the number of service calls needed

to receive a maximum bonus.

Combining and substituting dgperq in the equation of deyperience gives the following overall experience

desirability function.

10 if ftype > Ti
General score: 5 + (10 — 5) x (%)s if LSL; < frype < T;
Experience(d, j = _LSL,
P (esperience) Bonus: (10 - (5 +(10 = 5) x (ff%;ngiff)S» x fogms ¢ o
5 if fiype < LSL;

Desirability function terms

As stated in Chapter 4, for this thesis, a priori preference elicitation is most suitable. A priori elicitation was
chosen due to the recommendatory nature of the output of the MCO model: a priori elicitation of preferences

would mean that the suggestions are more likely to be accurate from the beginning.

A priori preference elicitation was done via an interview and a questionnaire: the interview provided preference
information for the desirability function terms (e.g. T, LSL, USL, and s for convexity) whereas the questionnaire
featured questions pertaining the relative importance of the objective, used in Step 6. The resulting values,
used in the visualisations of the following section, were calculated using a simple weighted-average of the

number of responses.

Resulting desirability functions

The function terms for dy;,,, are found in the legend of Figure 5.2, after transforming f;;,,, from seconds to
hours. Continuing, the function form and values for dgeer, are thuswise seen in Figure 5.3. Lastly, the linear

representation of fy,,,s, using B = 5 is plotted and visualised in Figure 5.4.
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General experience score Time score
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s=2
T = 0.5 hours
USL = 3 hours
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Figure 5.2: dyjy,, visualised
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Figure 5.3: dgeperq visualised
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Figure 5.4: fyonus Visualised
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Step 4: Normalise to grading scale

By design, desirability functions need no transformation and are already commensurable: standard desirability

functions map to [0, 1] and the modified desirability functions dy;y,, and dexperience map to [0, 10], see Step 3.

Step 5: Determine importance of each objective

Following the interviews a short three-part questionnaire was used to determine the relative importance of

both objectives. The questionnaire consisted of three questions, regarding service engineer assignment by

dispatchers:

Strongly Somewhat Strongly
Question Disagree Agree

disagree agree agree
Travel time to customer is important. O O O O O
The amount of experience a service en- O O O O O
gineer has with a particular installation
is important.
How often a service engineer has per- O O O O O
formed a specific task is important.

Normally the weights computed are of the form w = [1,0]™. To compare two weights with numeric values of
that form, relative importance is not explicit and hard to interpret. Preference elicitation and communicating
back to the DM was deemed to be easier when the weights explicitly represent their relative importance by
fractions of their sum. This removes ambiguity by expressing preferences in the same way. In addition, the
weights are decidedly w; € [0,1] and }_/*; w; = 1 to ensure the desirability index remains within the stated

bounds, which the DM is familiar with. Extracting responses from the questionnaire, using

7esponse;
M GesDoTSe
Y i, Tesponse;

yielded Weyperience = 0.47 and wyjpe = 0.53.

Step 6: Scalarisation

Generally, scalarisation is achieved by computing the DI, desirability function approaches, after evaluating the

corresponding desirability functions:

DI = ’\’/ﬁd,»(fi(xl,xz,...,xm)))

i=1
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In this context, because of the design choices regarding the grading scale and weights, ensuring that the DI
stays within [0, 10], a modified surprisingly simplified formula was devised:

Desirability index(DI) = diime x g c<rerenee

time eperience

Step 7: Evaluation

Computing the overall desirability function for every available service engineer, regarding an unassigned
notification, allows for ranking based on the desirability index numeric. Recommended assignment is done
solely by sorting on the highest values and listing the information of the corresponding service engineers, see

example 3, Chapter 2.

In a practical sense a design choice was made to differentiate between generally sufficiently suitable and
insufficiently suitable: sufficient marks for both the desirability functions and desirability index are all greater
than or equal to five. Recommendations will only feature insufficient assignments if there are no sufficient
assignments (DI < 5). Additionally, infeasible assignments (DI = o) will only be shown if there are no feasible

assignments. Dispatchers will have to review the infeasible assignments and pick the best.

5.2 Formulae summary

To reiterate, the following equations are used in the implementation. Note: T is the target value, LSL lower
specified limit, USL upper specified limit, f the objective function values., and a the maximum specified

percentage of the remainder to be alloted as bonus.

Time-to-customer is given by:

10 if frime < T;
Time-to-customer (dgipe) = < 10 X (%) if T; < fiime < USL;
o if ftime > USL;
Experience desirability function d,yperience is given by:
10 if f type > Ti
General score: 5+ (10 — 5) x (%)s if LSL; < frype < T
Experience(d, j = _LSL,
P (experience) Bonus: (10 — (5 + (10— 5) x (ft%f“_LéiiLl)s>> X f—b{’g‘s X
5 if fiype < LSL;
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Lastly, scalarisation with modified weights,while adhering to the Dutch grading scale, was done using:

Desirability index(DI) = d,me x (| experience

time eperience
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Chapter 6

Implementation

As stated in Section 4.2, the model is implemented via a KNIME workflow. In addition, a dashboard similar to

the existing dashboard for preventive maintenance, is implemented using Tableau.

6.1 Abstract workflow

Designing a system based on the structured approach of Section Chapter 5, started by drawing the perceived

data flow, for the KNIME workflow, in business process model notation (BPMN). See Appendix B.

6.2 KNIME workflow

Above abstract workflow was implemented in five steps. See Appendix C for bigger figures.

—STEP 0
New and unassigned notifications

Step o: Get all unassigned notifications

Microsoft SQL Server Database Reader Dubbed step zero because it is preprocessing of the model, not necessarily
Connector (legacy) (legacy) Chunk Loop Start
s m 02> »E> part of the model: the input data, all unassigned notification, is loaded and
! e . . (e .
Comnect to saL query Loop over every the loop (i.e. the model) over these notifications started.

Reporthouse for new and notification once
unassigned
notifications

Figure 6.1: Step o in KNIME
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—STEP 1
Feasibility

Get available
technicians

(Ol

Gets the available
technicians and
their corresponding
experience + feasibility

~STEP 2~
Experience DF

Experience
DF config

O 2N

\

Rule-based
Row Filter

> = >

L]
Only choose the
set of
feasible technicians

Set the
configuration of
the DF
Python Script (1=1) GroupBy
Q.

Calculate the
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from the material

—__
> 2 >

and task count

Distance DF

DF config

B

DF config for
DISTANCE

Get nearest
vehicles

Get nearest vehicles
for CURRENT GROUP:
"Servicemonteurs”

correct AP! response

Bottom path:
empty response

—sTEP 4~
Desicabily ndox:

DI config

[
Diconfig
Coumn Fitter Python ot 11
TS RN
e L]

emove Calculate the
unnecessary  desirabilty index (DI}
columns

1y
> ¥

Join with the.
nearest available

e e
¥
-
e S~
Group and ~—
remove unnecessary
columns
Joiner —Python Script (1=1)
~—e
>8>
i=3
Calculate the
Distance DF
from the routetime
Wrte to database  Loop End
B—G
Write to database .

End

Figure 6.2: Step 1-4 in KNIME

Step 1: Feasibility check

In this step in the first node, currently available service engineers data
rows are joined with their experience matrix. Secondly, their correspond-
ing feasibility, for the installation type of the current task in the loop,

is checked. Only feasible service engineers go through to the next step.

Step 2: Experience calculation

Using the function term values, calculated in Step 3 of Section 5.1, as
the desirability function configuration, in the middle node, using Python

3, the experience score deyperience is calculated for each service engineer.

Step 3: Time-to-customer calculation

This step features the second desirability function configuration node. Below
that, within a metanode, the distance from each available technician to a
customer location is calculated using the WEBFLEET.connect API. These
distances are then joined with the existing data rows and used in the
calculation of dj,;;,. WEBFLEET.connect sometimes returns error codes and

incorrect responses, in these cases the next step is skipped.

Step 4: Desirability index

As for the last step, the desirability index DI is calculated and written to
a database, where the loop ends and the next notification is run through

the loop.
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Lastly, to ensure that everything is set up properly for the main workflow, a secondary workflow was designed:
this workflow is run daily in the morning for removal of old recommendations in the database and loads that

day’s available service engineers in the virtual group via the WEBFLEET.connect APIL.

If there are technicians in the group

Start by wiping all notification data Database Reader
(legacy)
e GET Request Manipulation JSON to Table String Manipulation GET Request
=
H
Microsoft SQL Server > yibgib T 1| I 7 »
Connector (legacy) > 8 =
s m fi?rl;e(xjgnryd Manipulate the e ° °
: unassigned GET all technicians GET request Transfrom JSON Add the TomTom GET request
notifications in the group: so it can be viewed output URL request to remove them
! "Available to remove them
Connect to technicians”
Reporthouse
Database Delete
(legacy) Insert available technicians in the group "Available technicians”
E. Microsoft SQL Server Database Reader
Connector (legacy) (legacy) Joiner String Manipulation GET Request
L] —»
= H .- 3+ —]
Delete all notifications SShm Bithile > ¥ > g e
of yesterday
! L] o L]
Connect to SQL query-for Join Add the TomTom GET it
Reporthouse available URL request
technicians to add them

Excel Reader (XLS)
us

o!
Node 836

Figure 6.3: Left: removal of old recommendations. Right top/bottom: removal of old group and loading of that day’s
available service engineers

6.3 Tableau dashboard
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Figure 6.4: Obfuscated view of the dashboard (See Appendix D for a bigger view)
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Chapter 7

Results and conclusions

Concluding on the success of answering the research question

How to best implement and design a model for real-time assignment of service engineers based on multiple

criteria optimisation?
firstly, to summarise, the main results:
— An experience matrix was constructed
— Modified scoring functions were designed for the objectives Time-to-customer and Experience

— A KNIME workflow was developed, implementing the scoring functions. Scoring is done on real-time
data and the recommendatory scores, as output, written to a database, to be shown on a dashboard for

dispatchers
— Using Tableau, a dashboard was constructed visualising real-time data and the recommendations

Postive results were: model performance is promising for further development: during testing, recommenda-
tions, for a single notification, were computed in, on average, 35 seconds. In the future on a server, computation
will be significantly faster and continuous up-to-date recommendations can be served on the dashboard,
because of the low number of open notifications. Secondly, the model has a solid theoretical foundation for
incremental development; adding objectives and drawing new desirability functions is easy because of the

high modularity.

Results to improve: During an interview with a dispatcher it became apparent that many exceptions are not
incorporated in the model and in turn the recommended assignments. Ergo, the current solution is to approach

each notification in a too generalised fashion. However, adding objectives is possible and could remedy this.

Currently, full bonus to deyperience is awarded after five service calls on a particular customer installation. A full

bonus theoretically means a perfect assignment with regards to the experience objective. Conclusion is that
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at the moment, bonuses are awarded too freely and frequently. Additionaly, for general experience, dgeneral,

target value T is set at ten, which also frequently equates to a perfect assignment among all service engineers.

Lastly, for further development or trying a similar project, it is highly recommended to heed next Chapter’s

notions and conclusions above!
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Chapter 8

Further research & recommendations

As concluded, the model is too general, further development is recommended to account for exceptions and
irregularities which would result in a model, better fitting reality. It is supposed that computing a complexity
measure for each task or per notification, in combination with context variables such as the number of available

and feasible service engineers, will improve the model accuracy.

Scoring on experience can cause dispatchers to (unconciously) discriminate more on experience than necessary.
For more complex tasks it would be very tempting to repeatedly send the most experienced service engineer.
This would however pose a serious business risk: other service engineers would miss out on valuable
experience with a complex system which could prove troublesome in the future and most importantly, it
could create single points of knowledge (SPOK). If such service engineers were to leave it would lead to
a massive knowledge/experience loss for the whole division. Moreover, it is better to 'spread” experience
and know-how between all service engineers not only for SPOK elimination, but BT division benefits from
a more equally experienced pool of service engineers. Lastly, always sending a particular service engineer
familiar with a particular customer installation could overlook irregularities because of his familiarity. It could
prove to be more costly in the long-run, as the service engineer would be quick to fix the defect but glance
over peculiarities that an unfamiliar service engineer would question [Sie1gb] . Therefore, load balancing, in

addition possibly SPOK elimination, is beneficial to further research and ultimately incorporate.

Since every notification is treated in an equal and generalised way, the system foregoes on one particular
dimension of the nature of notifications for corrective maintenance: urgency. Further research is necessary to
incorporate a measure for urgency into the model; modelling urgency could be done in an interactive way by
allowing dispatcher input or via an extended version of perhaps the complexity feature proposed above. This

allows for extensive further research.

Full bonus marks are awarded to deyperience after five service calls on a particular customer installation, without
regarding what kind of maintenance was performed on the installation; there are a plethora of distinct
tasks and different defects possible. Current configuration of experience scoring can be extended by adding

a measure of specific task experience; this would effectively add another layer in the hierarchic objective.
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Additionally, experience is now calculated in the experience as an absolute value per individual. It could
prove better for dispatchers to distinguish on experience if the score is calculated taking only into account the

experience of the feasible set. Relative scoring could be implemented.

Currently all assignments are calculated using a greedy approach by computing the best assignment for
every notification individually. This is possible in this context with few notifications concurrently, however,
the approach yields lower overall accuracy in situations with large amounts of notifications to be assigned
at high velocities. It could prove beneficial to add simultaneous assignment of all unassigned notifications;
the capability to assign using batches will optimise not individual assignments but the overall assignments:
combinatorial optimisation could for example save fuel, load balancing could spread service calls over more
service engineers, ensuring that the most experienced service engineer is not always overly busy. The current
model already supports greedy simultaneous assignment, but not other forms and optimisations like simulated
annealing [VLAS87]. Ergo, there is merit in further research into simultaneous assignment and potential benefits

using more complex optimisation approaches.

As the model is further developed and confidence in the assignments grows, autonomous scheduling could
be implemented. As the scheduler for preventive maintenance has this functionality, both systems could be
combined, its functionality could be incorporated, or the model could delegate by sending scheduling orders
to the automated scheduler. It should be noted that experimental results do not always agree with practical
situations because of external unmodelled influences. Thus, for the foreseeable future, it is recommended
that dispatchers regularly inspect each recommended assignment and treat it as such, a recommendation.
Inspections will become even more important if or when the system ever becomes autonomous. Developing

tests, sample checks, and or inspections are viable subjects for research.
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Appendix B

Abstract workflow
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Appendix C

Experience
DF config
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KNIME workflow
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New and unassigned notifications
Microsoft SQL Server Database Reader Get available Rule-based the D
Connector (legacy) (legacy) Chunk Loop Start technicians Row Filter
HE oz » > = > >|:+7>-g> > 2>
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Connect to SQL query Loop over every technicians and Only choose the Calculate the Group and
Reporthouse for new and notification once their corresponding set of experience score remove unnecessary
unassigned experience + feasibility feasible technicians from the material columns
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—STEP 3-- —STEP 4--
Distance DF Desirability index
DF config DI config
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Top path:
correct API response
Bottom path:
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Figure C.1: The implemented KNIME workflow
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Appendix D

Dashboard
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