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Nowadays in the Internet broadband industry competition, the profitability
in after sales service comes from reducing the operating costs or shortening the
travel distance to provide service at customer’s home. This research aims to improve
the current operation of the company by analyzing the suitable routing of after sale
service to reduce costs in after sale service. Cost reduction can be achieved by
shortening the distance of the operation which requires the consideration of
customer location, the timetable of customer s appointment, and the travel distance
of the technician for comparing and analyzing the distance between the new service
routes and the current service route. The geographic information system (GIS)
network analysis is applied by using route function to simulate the existing routes
and using the Vehicle Routing Problem (VRP) function to solve the problems and
return the optimum routes. The result revealed that the number of service routes
can be reduced by 15 routes, or 6.12 percent. The total distance can be reduced by
1,730.83 kilometers, or 20.59 percent, while the punctuality of appointments (within

10 minutes delay) was increased 3.31 percent.
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