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An even cooler service 
from L&M Refrigeration 

 

Based in West Sussex, L&M Refrigeration Ltd offers domestic 
and commercial refrigeration and air conditioning users a 

professional support service. The company’s commitment to 
service and efficiency means management is always keen to 

embrace new and performance enhancing technology.  
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New Technology Embraced 
Steve McDonald and Shelley Will previously used an off the 
shelf MS Access based product to run L&M. “It provided some  
control” commented Shelley, but still required a lot of manual 
intervention. We had to call engineers every day to take visit 
notes and get information to create quotes for work. We didn’t 
see work sheets for up to 3 weeks after a job was finished, so 
queries were difficult to process and invoices weren’t raised 
until way after they could have been. When additional work 
needed to be done or another call by a different operative was 
required, we had to raise a new job for each visit. Linking visits 
together to cost the work was a laborious manual process. “ 
 

Digital Pens for Quick Data Feedback 
Steve was interested in digital pens and 
could see how they could revolutionise the 
speed of feedback from site but had no way 
of linking them to his current system and 
was not keen to introduce another process 
requiring more manual effort to tie the two 
together. When an engineer who had used 
JobFlow joined L&M, Steve was introduced 

to John Hooper of DMS. John demonstrated that JobFlow was 
fully integrated with Destiny’s digital pen and offered a lot 
more besides. 

 
Beyond Fridge Fixing 
Shelley’s view of where she wants to see the business is 
straightforward “Everyone can offer a service to fix a fridge” 
she says “we want to go beyond that with the fastest possible 
response, quick and reliable repairs and a service where clients 
can call and get a status report immediately. JobFlow PLUS has 
played a huge part in taking us towards this service aim.”    
 

One Job - One Record 
“A huge benefit of JobFlow over our previous system is being 
able to view everything from start to finish in one job record, 
no matter how many engineers have visited, what type of work 
was done or when. This makes managing work so much easier, 
and it’s straightforward to cost jobs once they are completed 
as everything relating to the job is filed in JobFlow with it” 
 

JobFlow - Assisting Growth 
The move to JobFlow came at a time when the company was 
increasing its engineers from two to nine over a short period. 

“I’m not sure we could have done it without JobFlow, unless 
we increased our office staff dramatically” said Shelley. As it is, 
JobFlow made it easy and offers the option to add and manage 
thousands more clients, jobs and engineers in the future. 

 
A Demanding Schedule    
Because Steve and Shelley knew what they wanted, several 
modifications had to be made to JobFlow to deliver a tailored 
version. Teething problems made the installation and training 
longer than normal. “Although the process was occasionally 
frustrating, the DMS team was great” remarked Steve “John 
Hooper and I share the same customer care values and I was 
impressed by the attention and commitment we were shown”. 

 
Gas Module   
With JobFlow’s gas module, L&M can track the gas they have 
used by client site and engineer, so everything is in one system 
rather than having separate gas monitoring software. 
 

TomTom for Fast Response    
 “We wanted a tracking system 
that would allow us to see which 
engineer was closest to site so we 
could respond in the shortest 
time. We knew TomTom had such 
a feature in its Webfleet product. 

When John Hooper told us that JobFlow could interface 
directly with Webfleet and would also alert engineers to jobs 
and navigate them to site, it was an easy purchase to make.” 
 

First Time Fix Goals   
One of L&M’s aims is to maximise their first time fix rate. To 
help this, each van has a stock of parts to fix most standard 
jobs. JobFlow’s ‘Vehicle Stock’ feature identifies low stock 
levels and prepares an appropriate order to the supplier. 
“Every week we issue top-up orders for engineers to collect 
from the local branch of our supplier” says Shelley.  
 

Delighted Customers 
 “I have one client who was constantly on the phone asking for 
status updates about the different jobs we were doing for 
them.” Said Shelley, “now I email him a full progress report the 
evening before his weekly management meeting; no more 
phone calls. Clients can also use the remote log in facility to 
see progress for themselves, at any time of day or night”. 
 


