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Abstract

This work presents a decision support system to address a practical attended home ser-
vices problem faced by Gruppo Iren, an Italian distributor of electricity, gas and water.
The company operates in several regions across Italy and must optimize the dispatch of
technicians to customer locations where they carry out installation or maintenance activi-
ties within time slots chosen by the customers. The system uses historical data and helps
managers to divide regions into clusters based on the minimum travel time among towns,
to create weekly time slot tables for each cluster and evaluate them dynamically within a
rolling horizon approach, and to simulate and visualize optimal technician routing plans in
order to analyze results under different scenarios. The system uses a previously developed
integer linear programming tool to specify the amount of resources allocated to each region
in each time slot and to route technicians in a cost-effective way. This tool has been modified
to fit new quality of service constraints and to design an automated instrument for solving
multiple-tasks problems. Computational experiments carried out on data provided by the
company confirm the efficiency of the proposed methodology.
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