Case Study
Heppelthwaite get ahead of the game with Pro Pal
Heppelthwaite The Red Van Plumbers are
part of the RG Evans group, a family run
company providing the complete plumbing
and heating service for over 50 years.
The Group has a turnover in excess of
£12 million and over 100 installers and staff.

The Requirement
Heppelthwaite built a job management system based upon MS Access in 2008. It
output jobs to printed pages, was reliable and had served them well. So with an
existing system in place why did MD Gary Evans feel the
need to move on?
“We had to move away from paper. Chasing people to
return their sheets, typing them all up, miscommunication
and disagreements about where sheets had got to; it was
becoming a bigger problem as we grew.”
Gary Evans, MD, Heppelthwaite

The Partner
Heppelthwaite knew that a specialist partner could
provide a more modern, complete solution than anything
they could create in-house. They took an extensive look
at the market and drew up a long list of 10 potential
suppliers which was whittled down to just 4 from which
Pro Pal from Field Force Solutions really stood out.

“Pro Pal was the right balance for us. It had almost all of the most expensive
products’ functionality but at a mid-range price. The pricier systems’ extra
functionality was often just rigid logic telling staff exactly what to do. We didn’t
want that; we need our people to be able to apply their skills.”
With its subscription model, Pro Pal presented a much lower initial cost than its
competitors. This meant Heppelthwaite weren’t risking a large amount of capital to
deploy an as yet unproven system.

“It’s added 10% to the productivity of our engineers”
– Gary Evans, MD, Heppelthwaite

The Experience
Now Pro Pal is implemented, what improvements has Gary seen?
“It’s added 10% to the productivity of our engineers, they don’t have to return to the
office to drop off and collect sheets. They are spending less time responding to
queries from the office because we see their status in detail. We can also see who’s
likely to finish early so we can plan to get them to another job before end of day.”
Is that 10% reflected on the office side? “At very least” says Gary “There’s less
incoming and outgoing calls because Pro Pal provides the information we used to be
calling each other for. We’re getting invoices out faster and sending information
electronically rather than via the post. “

Has Pro Pal enabled improved scheduling?
“Pro Pal gives an immediate view of where everyone is, what job they are on, who’s
ahead, who’s falling behind. It suggests people who have the right skill sets when
booking jobs. We’ve got a lot of experience that helps us make good scheduling
decisions, having that live information in front of us makes us even better. We can
schedule not only in advance but also actively as the day progresses to get the most
from everyone.”

“At least 5% of our previous parts cost is going back onto the bottom line”
– Gary Evans, MD, Heppelthwaite

“There’s also a big improvement in purchasing, we need engineers to be able to buy
what they need independently. Before Pro Pal this meant we had a weak purchase
control system out of necessity but it was open to abuse. With Pro Pal we’ve got
more control while allowing the engineers to still raise purchase orders. We can
check that each item is being used on a job, rather than just chucked in the back of
the van. It’s at least 5% of our previous parts cost going back onto the bottom line.”
How are their engineers finding it? “There was a bit of a learning curve but they
were soon very positive. The system gives us the
control to ensure they’ve got what they need and
Pro Pal is an easier way for them to demonstrate
their excellent work.”

How is Pro Pal helping management? “We can very clearly see the performance of
engineers. In the cases where we’ve gone back to the job multiple times we can
easily collate the info on what went wrong and take action to prevent it happening
again.”
“We’ll be running P&L via Pro Pal this financial year; it will automatically give me the
costs including labour for each job. That view of the business enables us to improve
efficiency and it was a struggle to get from our old system.”

“We’re catching problems
before they happen”
– Gary Evans, MD, Heppelthwaite

The Result
How has the character of the company changed since moving to Pro Pal?
“We’re in a completely different environment now. We operated in a reactive way
before; we were chasing our tails, chasing information. Now we’ve got what we
need to be proactive. We’re catching problems before they happen, working around
them and saving a lot of time. “
“We’re ahead of the game.”
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