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Sage 300 Construction and Real
Estate and Sage Service Operations 
drive companywide efficiency

Niagara 
Group 
heats up 
its service 
operations

Named one of Canada’s Best Managed Companies every 
year since 2002, Modern Niagara Group Inc. delivers skilled 
planning, budgeting, execution, and management of mechanical 
construction projects and building services. The company is 
known for its quick, responsive service delivered on time and 
on budget by experienced professionals. Modern Niagara Group 
is enjoying sustained growth spurred by a series of strategic 
acquisitions that have increased its footprint across seven 
provinces. To ensure that it continues to maintain the high-

quality service that built its reputation, Modern Niagara Group 
relies on Sage 300 Construction and Real Estate and Sage  
Service Operations.

Streamline dispatching
“We’ve used Sage 300 for many years,” says Ken Fleck, vice 
president of Modern Niagara Group. “It is the industry standard, 
and it’s always served us well. As we grew and expanded, we 
looked for a way to streamline dispatch and field service tasks 
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and found Sage Service Operations. Sage 300 and Sage Service 
Operations have transformed how we dispatch our technicians 
and how our technicians handle their work orders. We’ve moved 
from a completely manual process to a completely electronic 
process, and it has positively impacted every aspect of our 
operation. Scheduling, dispatch, and invoicing are more accurate 
and quicker than ever.”

Instead of managing a stack of paper work orders, technicians are 
now dispatched through Sage Service Operations, receiving the 
details of each new work order on their mobile devices. Back at 
the office, dispatchers can view and monitor the status of each 
service call from an intuitive, informative dashboard.

Empower field technicians
Modern Niagara Group’s field technicians each travel with a 
tablet PC, accessing Sage Service Operations through an Internet 
connection wherever they travel.

Technicians have access to information about the customer, 
the building site, and the installed equipment. The software 
even allows the technician to capture a customer’s signature 
on the completed work order and email a copy to the customer 
right from the site. “They record the parts they use and the time 
spent along with any notes,” says Fleck. “They can snap photos 
and associate them with the work order for additional clarity, or 
generate a purchase order for a part we need to order.”

Full site history along with equipment detail is available to 
the technicians, enabling them to more quickly and accurately 
complete the necessary service. “They can view past work orders, 
warranty information, equipment manuals, and drawings,” says 
Fleck. “We’ve equipped them with all the information they need 
to deliver efficient, consistent, and professional service.”

Data collected is updated to Sage 300 and Sage Service 
Operations in real time, supplying Modern Niagara Group’s 
dispatchers with an accurate, up-to-the-minute look at where 
each technician is and the status of each visit.

Over 100 technicians use Sage Service Operations, and the 
company is currently expanding its use to other divisions. “Our 
technicians and dispatchers love it, our customers appreciate it, 
and management can clearly see the business value,” says Fleck.

Minimize administrative workload
Previously, technicians often placed several calls back to the 
office to get details about the customer, the building, the service 
request, or the equipment or to receive a new assignment. Sage 
Service Operations puts all the information in their hands, in the 
field. As a result, the company has reduced its administrative 
burden and enabled everyone to be more productive.

“It is accurate to say that without Sage Service Operations, we 
would have to hire additional administrative staff to keep up with 
our workload,” adds Fleck. “It allows the data entry to be done 
only once, by the individual who’s actually performing the work.

Boost customer service
Modern Niagara Group’s customers access the Sage Service 
Operations self-service portal to create, monitor, and review 
service requests, invoices, and installed equipment. “They can 
research what they’ve spent on a particular piece of equipment, 
for example,” says Fleck. “They tell us the portal is a valuable tool 
they use to make decisions regarding their equipment.”

The overall customer experience has also been improved, Fleck 
notes. “Just seeing our technicians using state-of-the-art tools 
makes a professional, positive impression on our customers.”
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Reduce paperwork. Speed invoicing.
Tight integration with Sage 300 speeds the creation of customer 
invoices and eliminates the need for duplicate data entry. 
Information flows from Sage 300 to Sage Service Operations 
and back again. Customer details, special pricing, and contract 
details flow to the Sage 300 Service Management application, 
and the work order details flow back to create an invoice in Sage 
300. There’s no additional data entry required, and as a result 
invoicing can be completed much more quickly and accurately.
Fleck says that the overall accuracy and efficiency of Modern 
Niagara Group’s service operation has improved because it is 
collecting parts and labor data right in the field as the service 
is completed. “It saves time and ensures nothing gets forgotten. 
We’ve eliminated virtually all of the paperwork associated 
with work order handling. That leads to huge improvements in 
productivity, efficiency, and accuracy.”

Strategic planning tool
The company is leveraging Sage Service Operations to monitor 
and measure the productivity of its field staff. “We are now 
able to track a technician’s productivity over time,” explains 
Fleck. “We can see how many calls each completes in a week, the 
average length of a service call, and how many hours they bill. 
This is invaluable data as we grow and expand and budget to hire 
additional technicians.”

Thanks to Sage 300 and Sage Service Operations, the company 
has access to real-time information about where its technicians 
are, how much time they’ve spent, what calls are next, how many 
calls are open, and the workload for the coming days and weeks—
all integrated with its back-office accounting software. Fleck 
concludes, “Sage 300 and Sage Service Operations provide us 
with a broad, comprehensive, and valuable view of our operation 
that we simply didn’t have before.”

About The Sage Group, plc
We provide small and medium-sized organizations and mid-
market companies with a range of easy-to-use, secure, and 
efficient business management software and services --from 
accounting, HR, and payroll to payments, enterprise resource 
planning, and customer relationship management. Our customers 
receive continuous advice and support through our global 
network of local experts to help them solve their business 
problems, giving them the confidence to achieve their business 
ambitions. Formed in 1981, Sage was floated on the London Stock 
Exchange in 1989 and entered the FTSE 100 in 1999. Sage has 
millions of customers and circa 13,000 employees in 23 countries 
covering the UK & Ireland, mainland Europe, North America, 
South Africa, Australia, Asia, and Brazil. 

Challenge
Modern Niagara Group’s 100 technicians relied on paper work 
orders, handwriting the details of their service calls and 
returning the work orders to the office for data entry and billing. 
The process was extremely labor and paperwork intensive, and the 
opportunity for errors and oversight was real.

Solution
A longtime user of Sage 300 Accounting, Service Management, 
and Job Costing applications, the company implemented Sage 
Service Operations to further empower its field staff.

Results
Paperwork related to work orders has been eliminated, overall 
administrative workload greatly minimized, and service to billing 
time reduced. Technicians have instant, real-time access to work 
order data along with customer, site, and equipment details from 
the job site using a tablet PC. Electronic dispatching optimizes 
the efficiency of each technician. Management has full visibility 
into the service operation, including open work orders, length of 
visits, and technician productivity.

We’ve eliminated virtually all of 
the paperwork associated with 
work order handling. That leads to 
huge improvements in productivity, 
efficiency, and accuracy.”

— Ken Fleck, vice president Modern Niagara Group Inc.
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A Sage partner

https://www.practicalsoftwaresolutions.com

Practical Software Solutions, in partnership with Sage, offers 
solutions to bring your Job Cost and Accounting Systems 
together, and give you visibility across your business. Speak to 
one of our experts and we'll show you what you could achieve.


