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Key Features Overview

Easy-to-use, customisable eService Web site

Designed with building owners and managers in mind, the eService Web site 
makes getting equipment information both simple and intuitive. After logging 
in, users immediately see the eService Performance Dashboard – a 
customisable overview of performance and service data.

From availability reports to service call and maintenance repair details, 
users can select from a variety of reports using the drop-down reports menu. 
Within reports, users can adjust the level of detail they wish to see, 
whether unit, building or contract levels. In addition, they can configure the 
report date range as needed and view data in bar chart, line graph or table 
format. 

Convenient access to equipment and service data

While users can access the eService site at any time to review key 
equipment information, they also have the opportunity to download this data 
and register for regular e-mail updates.

While logged into the eService site, users can customise service data and 
quickly download in their preferred format. The eService system also offers 
users the opportunity to receive automatic e-mail updates. Users simply 
select the performance and service reports they would like to receive and 
set the frequency from monthly to annually.

eService performance dashboard

A quick overview of performance and service 
data, easily customised to meet users' needs

Customisable reports 

Performance, availability, maintenance history 
reports and more – all available in the user's 
preferred format

Download service data

Quickly download critical service information 
for the date range and in the level of detail 
needed

Automatic updates 

Select performance and service reports to 
receive regularly via e-mail
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How to create an eService 
account

2. Click the eService hyperlink in the Building Managers section in the centre of 
the page.

3. Click the Register for eService hyperlink.

1. To create an eService account please visit www.otis.com and select the 
United Kingdom/English or Ireland/English site from the drop down box on the 
left hand side.
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4. Complete the registration form as 
appropriate, remembering to select the 
correct Country/Language and completing all
fields with an asterix *. 

Then click Submit.
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5. Select eService from the applications 
available and click Request Access.

6. After you have registered your details and selected 
the eService application you will be directed to the 
screen pictured to the left.

Please enter in here your Contract Number given to you 
by Otis and click Add. If you have more than one 
contract number, continue to add the additional contract 
numbers. 

If you do not know your contract number then you can 
enter your building name into the below section by 
selecting the Building button or you can click Note to 
leave a message if you are still having issues.

After you have completed adding Contract/Building/Note 
information click Submit to complete your registration. 

Please select Close and you will be notified by email when 
your access has been approved.
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After logging in, users immediately see the eService 
Performance Dashboard which is designed to provide a 
quick overview of performance and service data. Fully
customisable, you can adjust the dashboard to
best suit your needs.

By default the Performance Dashboard is set at 
Portfolio View however this can be changed by selecting 
the different options available in the drop-down menus 
and if required modifying the date range.

After selecting your preferences with regards to view 
and date range the Generate Report button will slowly 
flash blue. Click this button to activate the required 
view.

The above image shows the dashboard as Portfolio View
containing one contract. The image to the left shows 
the same contract but under Unit View.

Performance Dashboard
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The new eService system offers the following reports, designed to 
meet users’ needs for equipment performance and service history 
information. These can be selected from the drop-down menu in the 
top right hand corner of the screen and offer the following:

Availability Report

Availability is the percentage of time for which each unit in a 
building is available to transport passengers on a 24 hr/365 day-
basis and is calculated as follows:

% Availability = (Total Time – Total of Out-of-Service 
Intervals) / Total Time * 100

An Out-of-Service Interval is the period between the initiation of a 
service call by a customer or REM® and the unit being returned to 
service by an Otis engineer.

Service Call Report

A service call is a request from a customer or a request generated 
by REM® service for an unscheduled service visit to a customer 
building to investigate and/or correct a reported condition. The
service call is closed once the work is reported as completed by the 
Otis engineer.

Mean Time Between Service Calls Report

Mean Time Between Service Calls Report represents, in days, the 
average per-unit time between customer or REM® system 
generated service requests

Emergency Service Call Report

Represents the number of times during the reporting period that 
there has been an emergency service request such as a trapped 
passenger as the final disposition. 

If a service request was originally called in as a trapped passenger 
but Otisline® was later notified that the passenger was out but still 
required a service call, Otisline® would change the status to a 
regular service call and therefore would not appear in this report.

Response Time Report

Represents the time interval between receipt of a non-emergency 
customer or REM® system generated service request and the arrival 
of a engineer on site. 

Note: The time for deferred service requests are included in the
calculation (i.e. service request placed at 6:00pm Friday and deferred 
until 8:00am Monday includes the 62 hours of deferred time).

Preventative Maintenance & Procedures Report

Represents the time interval between receipt of a non-emergency 
customer or REM® system generated service request and the arrival of 
a engineer on site. 

Note: The time for deferred service requests are included in the
calculation (i.e. service request placed at 6:00pm Friday and deferred 
until 8:00am Monday includes the 62 hours of deferred time).

eService Reports
Types 
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After you have selected the type of eService report you require 
there are 3 different view types which you can select between 

Bar Chart view shows the total number of service calls received 
within the specified date range.

Line Graph view shows the total number of service calls received 
within the specified date range separated into the month the call was 
raised to show frequency.

Table Format view shows the details of the individual service calls 
within the specified date range.

Bar Chart.

Line Graph. Table Format.

eService Reports 
Views
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As a default, the new eService system automatically 
sends each customer a Performance Dashboard Report via 
e-mail on a monthly basis. Users can add additional 
reports, change the frequency of reports or unsubscribe 
to this service by logging into the eService..

To change preferences for the e-mailed reports, the user 
needs to follow the following steps:

1. Login to eService. 

2. Click on Automated Email Reports on the top menu.

3. Under Scheduled Email Reports, select the following 
details:

• Select Reports – which are required to be sent on 
selected frequency 

• Report View – report should show building or unit view

• Report should include – Contract / Building / Unit and 
also select appropriate information. Make sure you select 
the correct view to the type of search you are going to 
make. For example select Contract from the drop-down 
menu if you are going to search for a Contract No. 

• Select Report File Type – preferred file type 

4. Save the changes by clicking on Save Preferences
button

Automated Email Reports
Scheduled Email Reports
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If users prefer to use their own reporting format, the 
service data for their sites sent to them periodically. This 
data can used to integrate into their own reports or 
databases.

To set the frequency for service data to be e-mailed, the 
user needs to follow the following steps:

1. Login to eService. 

2. Click on Automated Email Reports on the top menu.

3. Under Service Data, select the following details:

• Attach Service Data to Email – Make sure the box is 
checked.

• Schedule Frequency – Select your frequency.

• Service Data Reporting Period – Select the date range 
which you require. 

• Reports should include - Contract / Building / Unit and 
also select appropriate information. Again make sure you 
select the correct view to the type of search you are 
going to make. 

• Select File Type – preferred file type. 

4. Save the changes by clicking on Save Preferences
button.

Automated Email Reports
Service Data
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Users also have the ability to download service data on an 
ad hoc basis. 

To download service data, the user needs to follow the 
following steps:

1. Login to eService. 

2. Click on Download Service Data on the top menu.

3. Complete the following details:

• Set Date Range.

• Reports should include - Contract / Building / Unit and 
also select appropriate information. Again make sure you 
select the correct view to the type of search you are 
going to make. 

• Select File Type – preferred file type. 

4. Click the Download button.

Download Service Data

Define Preferences

By default when the user is viewing the Performance 
Dashboard or any other report, Portfolio View is used. 
This can be changed if the user prefers another view 
mode.

To define the default View Mode, the user needs to follow 
the following steps:

1. Login to eService.

2. Click on Define Preferences on the top menu.

3. Select Default View Mode.

4. Click the Update button  
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Update Profile

Users are able to modify the details which was initially 
used during registration. To complete this:

1. Click Register to eService on the welcome page.

2. Click Update Profile on the registration page.

3. Enter your Email Address and your Password and click 
the Login button. You will then be directed back to the 
registration page which will be filled out with your current 
details. Modify these as required then select Submit to 
save the information.


