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WI L KI N S O N 
FACILITIES SERVICES 

 

Wilkinson Facilities Services is a leading provider of planned and 
reactive maintenance services in the North East and Yorkshire, 

operating from offices in Blyth, Hexham and Ripon. 
 
 

  

  

Wilkinson has grown significantly since the mid 1990s and 
enjoys a reputation for delivering a quality, professional service 
to a client list which includes Barclays, Lloyds TSB, Boots and 
North Yorkshire Police. Customers are offered a full reactive 
and planned maintenance service, encompassing building 
fabric and M&E. Wilkinson operates a round the clock help desk 
and call out service 365 days of the year, staffed mainly by its 
own employees, supplemented by specialist 3

rd
 party partners. 

 

 
 

In 2008, the company was bought by the Esh Group, the largest 
indigenous construction group operating in the North East of 
England. With around 1,000 staff and a turnover exceeding 
£150 million, Esh sees construction as a dynamic, exciting, 
rewarding industry and is passionate about commitment to 
customers and service excellence. 
 

Access at the Limit 
Before JobFlow was installed Wilkinson was using a Microsoft Access 
based work management system, which was at the limit of its capacity 
to hold data and often taking two or three minutes to refresh screens. 
 
The integration of Bartram Walker into the business in early 2009 and 
a move to new purpose-built premises later in the year, prompted 
Wilkinson to refresh its IT infrastructure and to consider a Service 
Management system to further streamline its service delivery.  
 

Specific Shopping List  
Wilkinson’s Andy Blick was tasked to be the key business sponsor and 
had a long list of requirements for the ideal Service Management 
system, which he put before several potential providers. These 
requirements included: 
 

Á PDA or similar for data feedback from site 
Á Full job tracking 
Á Reporting facility, with as near live data as possible 
Á Facility to measure jobs with industry rate schedules 
Á Job integration with current vehicle tracking system 
Á Integrated quoting system  
Á Remote facility for satellite offices and home workers 
Á Facility for client access, to reduce phone calls 
Á Integrated stock control 
Á Scalable for growth 

 
JobFlow PLUS made it to the shortlist. Andy was impressed by its 
streamline operation, the control it offered and the delivery of live 
reports to help manage the business. The digital pen provided a 
robust and more practical alternative to a PDA for fast data feedback 
and TomTom WORK offered a more powerful solution than the 
company’s existing tracking system (which could be transferred to 
another fleet within the group).  

 

DMS Appointed Prime Contractor 
In the final analysis, JobFlow PLUS came closest of the contenders to 
matching Wilkinson’s criteria and could be adapted to deliver it in full. 
After close scrutiny by management consultants Waterstones, 
Dartford based Design and Management Systems Ltd (DMS), was 
appointed as the prime contractor and technical centre of excellence 
for the design and delivery of the system.  
 

Trouble Free Development and Installation 
The development and implementation schedule was followed to 
deliver a version of JobFlow PLUS to meet ALL Wilkinson’s criteria. 
During 12 weeks of development, staff became familiar with JobFlow 
PLUS on a trial system. When the tailored system was signed off, 
installation and training in all 3 offices was completed in just 4 days. 
 

The implementation project ran smoothly and DMS’ appreciation of 
Wilkinson’s requirements meant that the required tailoring was fully 
understood and put in place without further consultation, to give the 
company exactly the system it was looking for. 
 

JobFlow PLUS - A Positive Impact 
There were several ways in which Wilkinson expected JobFlow to 
positively impact on the business; most related to working efficiency 
and management reporting. Benefits were seen almost immediately 
in several key areas, and these are outlined below. 
 

Data Feedback to Office 
The PDA route was a consideration for the data capture at Wilkinson 
but taking the digital pens proved a masterstroke. The operatives took 
to them straight away as they are so easy to use, office staff 
appreciate getting data straight away and are able to raise queries 
while issues are fresh. Importantly, Wilkinson’s customers love them 
because they get to keep a copy of the worksheet for their files! 
 

Cash Flow Improved 
Because the digital pens get job information back from the client site 
immediately, queries are dealt with straight away and invoices raised 
days or weeks sooner than before. So, there are far fewer active jobs 
(jobs not invoiced) on the system and cash flow is smoother. 
 

Full Job Tracking 
JobFlow PLUS tracks each job from receipt to invoice and there’s 
nothing that is job related that isn’t included in the job record. 
Because all information is in one place and easily accessible and 
because screens are populated directly from site with the digital pen 
and paper with no re-keying, office staff can spend less time on each 
job, so more jobs can be administered. 
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Up to the Minute Reporting 
Wilkinson used to have to wait for the accounts department to 
provide any kind of meaningful reports. Now they are available live 
from JobFlow PLUS and can be specified from multiple parameters, a 
great benefit to Wilkinson, both operationally and financially. MD 
Conor McKernan comments; “JobFlow offers more than powerful 
work management, its reporting facility provides a financial planning 
tool, giving me the data I need to make business critical decisions.” 
 

Schedule of Rates 
DMS recommended Qudos software to interface with JobFlow via its 
Schedule of Rates module. “This perfect fit allows Wilkinson to 
measure jobs in the most efficient way, whilst staying in the JobFlow 
PLUS system” says Derek Murdie, Wilkinson’s Contract Director 
 

Schedule of Works 
“JobFlow PLUS handles our complex large contracts in a simple way, 
with everything on the system in one place for easy reference”. says 
Derek,  “Jobs can be created for each task in a contract or tasks are 
grouped and assigned to a single job. The system covers notifications 
(eg ‘asbestos on site’), resource allocation and all tasks, plus it 
provides a full audit trail with all documentation, photos etc, linked to 
the job record. It is easy to raise invoices for interim payments so cash 
flow is helped and we can monitor WIP live in the reports section” 

 
Quotes 
Derek also enthuses about the way JobFlow handles quotes, 
something that is often a disparate process for contractors. “In 
JobFlow it is straightforward to issue a quote and convert it to a live 
job with a couple of mouse clicks once accepted. It is a simple process 
for our admin team who take client instructions to head office plus 
operatives can take quotes for work while they are out on jobs”. 
 

Remote Working 
DMS met Wilkinson’s requirement to accommodate three offices, plus 
several home workers, with the ability to add more as the business 
grows.  JobFlow PLUS is on an application server in the main office 
with a separate TS Gateway Server for secure and fast remote access.  
 

 
 

Stock Management 
Wilkinson’s stock management is now tighter than ever. JobFlow PLUS 
tracks stock at all storage locations, including each vehicle and adjusts 
records as stock is issued or used. It has already helped Wilkinson to 
tackle some jobs more quickly and has meant they have not run out of 
the standard items they want to keep on each van at all times. 
 

Instant Updates for Customers  
Customers get a fast service when they phone to track job progress; 
anyone in the office can provide an update, reading from a single 
screen. Calls are fewer too, as the Web Access module means 
customers can log in remotely to view progress themselves, printing 
copies of job documentation and freeing staff to process more jobs. 
 

 

 
 

In addition to the benefits mentioned earlier, the Wilkinson team was 
particularly impressed with the features of the Vehicle Navigation and 
Tracking that JobFlow PLUS offered via integration with market leader 
¢ƻƳ¢ƻƳ ²hwY ŀƴŘ ǘƘŜ ŎƻƳǇŀƴȅΩǎ ²9.C[99¢ ŦƭŜŜǘ ƳŀƴŀƎŜƳŜƴǘΦ  
 

 
 

Winning with WEBFLEET  
In order to accommodate the full JobFlow PLUS solution, with the 
benefit of integrated vehicle tracking and navigation, Wilkinson 
removed their existing stand-alone tracking system and installed 
TomTom WORK with WEBFLEET fleet management.  
 

Each vehicle was equipped with the TomTom LINK 300 tracking device 
with integrated GPRS modem and built-in SIM card which is Bluetooth 
compatible and a TomTom GO navigation device.  
 

Faster Response, Quicker Arrival 
By displaying the location of all vehicles on screens in head office, 
TomTom WORK enables the efficient despatch of operatives to 
reactive jobs and gets them there by the quickest route.  
 

Improved Communication 
TomTom WORK Connected Navigation links with JobFlow PLUS 
software to provide reliable two-way-messaging over GPRS. JobFlow 
PLUS allocates work to the operative via the TomTom. Jobs can be 
accepted and status reports made over a handy touch screen. 
 

Accurate Information for Customers 
Integration is seamless, with the JobFlow screen reflecting the 
operative’s responses to the job instructions and showing the 
TomTom calculated arrival time, including traffic considerations, so 
the client can be kept updated.    
 

A More Relaxed Workforce! 
Because drivers simply follow the TomTom’s directions, the pressure 
of finding their way to site is lifted, so they arrive on site relaxed and 
ready for the job at hand. This is especially true if the work is in a 
location that is totally unfamiliar to the driver. The efficiency of 
TomTom also means Wilkinson knows the routes are the best 
possible, so they can expect to see fuel savings in the long run too. 
 

Easier to be Less Taxing and More Compliant 
TomTom WORK also helps Wilkinson with the Inland Revenue! It is 
easy to show that vans are not being used for private mileage, so 
employer and staff don’t pay tax unnecessarily. Plus, WEBFLEET 
monitors driver activity ensuring compliance with the working time 
directive so there is no risk of invalidating driver insurance. 
 

Comprehensive Reporting 
As the JobFlow software provides comprehensive work management 
reporting, WEBFLEET puts fleet management at the fingertips of the 
Wilkinson team. Overall, JobFlow PLUS gives complete visibility of the 
business, putting managers in a much better position of control.  


