Environmental

Kevin Tingey explains the issues
surrounding the environmental
impact of aftermarket service

Life plan

hile the environmental debate is
consumed with end-of-life (EOL)
disposal, other business areas are

continuing to make their mark away from
the spotlight. From initial manufacture to
aftermarket service provision, the high-tech
sector is leaving an increasingly visible envi-
ronmental footprint.

At the drawing board, designers are doing
their best to deliver cleaner, leaner products
for effective disassembly. But those theoreti-
cal advances only translate into real benefits
if smartly executed. Failure to plan appro-
priately for service requirements means that
excessive inventory levels will continue to
impact on the environment (and the bottom
line), long after products have been with-
drawn. So what if EOL disposal itself could
become almost as obsolete as the items it
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addresses?

Replacement hard drives have to be
supplied to the field on a regular basis, as
manufacturers seek to minimise service
inventory without compromising safety
stock levels. However, if not done correctly,
this can expose them to expedite shipments,
which hit both profits and the environment
(especially when air freight is involved).

By optimising deliveries, service levels can
be enhanced at the same time as profits.
Furthermore, as product lifecycles (PLC)
continue to shrink, landfill sites fill up with
industrial waste that only a few months prior
filled high street shelves. PLC tools can help
you plan your service requirements from
launch to withdrawal, reducing waste - both
financial and environmental - and harness-
ing profitability.

Field services also have a significant impact
on the environment - and therefore the
potential for improvement. Here is what
Gartner had to say on the matter:

* “Through optimisation of field service
technicians, organisations have reported
reductions in miles or kilometres driven per
technician from four per cent to 12 per cent
in the first full year of a project, and ongoing
yearly reductions thereafter of three per cent
to seven per cent;

* Organisations can expect their carbon
emissions to be a matter of public record
within five years”*.

Gartner’s report identified the following
as “the eight most significant initiatives you
need to take,”* stating that “few organisa-
tions can claim to fully use all eight of the
core applications and technologies that we
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Environmental

recommend, but no

organisation can afford to
ignore any of these tools if
they are appropriate to a greenhouse gas
reduction initiative”:

1. Field technician scheduling optimisa-
tion;

2. Parts optimisation;

3. Mapping and navigation technology

4. Vehicle location services;

5. Intelligent device management (IDM),
for remote monitoring, diagnostics and
repair;

6. Call center and shift-management
(workforce optimisation);

7. IP telephony and presence technology
for work-at-home (WAH) customer service
agents; and

8. Web collaboration and advanced prob-
lem resolution.

Change
As we embrace our environmental respon-
sibilities, it is only a matter of time before
consumers make choices based on green
credentials. In this context, businesses that
do not take action will risk being ostracised,
whilst those who evolve will be best placed to
compete for business.
Intelligence that enables businesses to
reduce the amount of waste must be the
key to reducing the environmental footprint,
saving money and meeting the legislative
requirements of WEEE and RoHS. So, is
it fair to say that there is an element of
ignorance in the ability for manufacturers
to reduce waste in the aftermarket? There
are, after all, tools available to provide vision,
transparency and intelligence. Or is this issue
still perceived as a financial burden, rather
than an opportunity for a positive outcome?
While helping high-tech industries to tread
more lightly on the environment and provide
fodder for the CSR lobby, better visibility of
the aftermarket process will improve process
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efficiencies and enable cost savings.
This, in many cases, is a more cogent driver
for change.

A well-planned, efficiently-run service busi-
ness may deliver profit, regardless of green
credentials. But minimising waste secures
opportunities for cost savings, and a better
way of doing business, for the environment
and for your bottom line. Given that the
tools to achieve this are available, would you
not seek to optimise your products’ EOL

requirements - whilst
you continue to grow and
flourish?

Kevin Tingey is general manager at EMEA,
Servigistics

* “.T. Organisations Will Need Eight
Technologies to Provide ‘Greener’ Services”
- Gartner, 2007

www.servigistics.com

Sun shine

As one of the world’s most recognisable IT organisations, Sun Microsystems has
set itself a challenging target: to solve complex network computing problems for
governments, enterprises and service providers. Operating in a number of fields,
the company has aimed to establish its reputation not just through its technology
but also through a high standard of customer service and support.

The provision of service parts plays a key role in keeping customers happy: when
helping customers streamline their processes and raise productivity, the last thing
a company wants is to keep them waiting for service parts. To minimise the risk of
costly customer downtime, a company must ensure that they have the right parts
available in the right place at the right time.

If not planned effectively, enterprises can be susceptible to overstocking inven-
tory to ensure that customers’ demands are met. With constant product develop-
ment and parts succession, surplus parts quickly become obsolete, creating both
a financial and environmental burden.

After a comprehensive review of its operations, the company determined that its
first-generation service parts planning system had outlived its usefulness and was
no longer capable of meeting the company’s needs. The executive management
team at the company recognised a need to improve operational efficiency globally.
While the ultimate challenge was to meet its strict service level agreements, the
company also identified opportunities to minimise waste by reducing parts obso-
lescence.

To address this issue, the organisation evaluated a number of vendors and ulti-
mately selected Servigistics to deliver a single, global solution that would enable
the company to exploit economies of scale in the provisioning of service parts.

By implementing Servigistics, the company was able to gain a ‘bird’s eye view’
of its service business, as well as global visibility of its aftermarket network. The
company identified inefficiencies and streamlined its service parts network to
improve performance, therefore continuing to deliver high standards of service to
its customers. In terms of its environmental footprint, the company was able to
identify where inefficiencies and wastage were occurring; thanks to Servigistics, it
can now forecast, plan and optimise the service parts operation across the world,
reducing service parts obsolescence and optimising logistics.

www.sun.com
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