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Work Order Scheduling/Dispatch

 Best Practices from                                                             

Projection to Customer Satisfaction

Best-In-Class utilities use appropriate levels of 

automationand appropriate business process re-

engineeringto forecast workload, staff their 

workforce, tactically update their resource plans, 

schedule work, and manage work to completion. 
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information Background

Culmination of 20 plus years of ViryaNet experience  

in developing and implementing mobile workforce 

management solutions  including formal and 

informal benchmarking and best practice excercises

24 years of utility operational experience from field 

operations, project deployment, and customer 

service
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Best Practice S/D Group
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R.I.G.H.T. S.D.

éfocus on these characteristics of a best-

practice scheduling and dispatch group

ïResources

ïInteraction

ïGoals

ïHub

ïTraining

ïScope

ïDensity

ïResources
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ïTraining
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ïDensity
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RIGHT PLANNING PROCESS

 Strategic Plan

 Tactical Plan

 Schedule

 Manage Changes
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R.I.G.H.T. S.D.

 Resources

ïHire for the S/D Profile; teach the 

business process

ÅOrganized, Attention-to-Detail, 

Proactive

ïManager ïseat at the table

ïSchedulers ïManage the backlog

ïDispatchers ïManage exceptions

ïSupport ïapprentice

ïAppropriate tools and systems
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R.I.G.H.T. S.D.

 Interaction

ïClearly defined roles and 

responsibilities between S/D 

and other groups for S/D 

functions

ÅWorkforce support



E x p e r i e n c e   V a l u e C r e d i b i l i t y

R.I.G.H.T. S.D.

 Goals for S/D

ÅProductive time / resource / day

ÅFirst call resolution rate

Å% WO commitments missed

ÅEffectiveness of schedule

ÅEmergent work time-to-status

ÅBacklog trend by priority

ÅPercent of customer calls that 

require a truck roll 

ÅAverage number of follow-up 

dispatches when issue is not 

resolved on the first call
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R.I.G.H.T. S.D.

 Hub

ïLocation of S/D with respect to 

Initiation and Field

ïCentralized, Decentralized, or 

Virtual

ïBalance relationship with 

initiation staffs and execution 

staffs

ïBalance S/D access to 

organization and support
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R.I.G.H.T. S.D.

 Training

ïTeach the business process

ïTrain on the systems and tools

ïRenew all training

ïField ride-alongs

ïCertification
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R.I.G.H.T. S.D.

 Scope

ïOne view to all work and resources

ïManage the backlog

ïForecast and plan

ïManage Exceptions

ïCommunication to stakeholders of 

work and resource status and 

corporate/individual  performance 
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R.I.G.H.T. S.D.

 Density

ïCoverage by territory, work, time

ï24/7 support for day-to-day and 

outage events

ïFTEs

ÅSchedulers - 1 to 50->200           

(complex->routine)

ÅDispatchers - 1 to 25->75

(dynamic->static)

ÅSupport - ½ for each S or D
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R.I.G.H.T. S.D. Benchmark

 Resources ïmissing management

 Interaction ïlack of definition

 Goals ïfield focused, limited

 Hub - varied

 Training ïlimited to none

 Scope ïsilos focused, whatôs in the system

 Density ïlower ratios, varied
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Migration to RIGHT SD

Time

P
r
o

g
r
e

s
s
 
T
o

w
a

r
d

s
 
F

u
t
u

r
e

 
S

t
a

t
e

Current 

State



E x p e r i e n c e   V a l u e C r e d i b i l i t y

Best Practice S/D Group
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RIGHT PLANNING PROCESS

 Strategic Plan

ïWorkload projection

ïStaffing plans

ïAlign resources to projection

ïStrategic initiatives

ÅCross Training

ÅRetention Programs

ÅHiring Plans

ÅDepot Locations

ÅMaterial Processes

ïParticipate in corporate strategy
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RIGHT PLANNING PROCESS

 Tactical Plan

ïProjection vs Actual

ïVacation Planning

ïEquipment Maintenance

ïWhat if é.

ÅTune Strategic Plans

ÅCompensate for adversity

ÅHandle adverse environments

ïCoordinate Response
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RIGHT PLANNING PROCESS

 Schedule

ïPull from backlog

ïTune resource availability

ïAssign right resources

ïEnsure appropriate focus
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RIGHT PLANNING PROCESS

 Manage Changes

ïMonitor non-routine

ïMonitor ETAs

ïMonitor progress

ïFocus on exceptions

ïManage SLAs

ïManage backlog
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RIGHT PLANNING PROCESS Benchmark

 Strategic Plan ïone time, limited efforts, silos

 Tactical Plan ïsilos

 Schedule ïreactive to whatôs available

 Manage Changes - reactive
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Migration to RIGHT PLANNING PROCESS
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ViryaNet G4Product

General Field

Service
Solution

Telecom

Solution
Retail

Solution

Insurance

Solution

Execution Module

Dispatch Field Inventory Contracts

Planning Module

Strategic 

Planning

Tactical 

Planning
Optimization

Utility

Solution

Monitoring Module

Operational Dashboard Executive Dashboard Datamart

Infrastructure Module

Configure Integrate Platforms Model
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Best Practice S/D Group
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R.I.G.H.T. S.D.

éfocus on these characteristics of a best-

practice scheduling and dispatch group

ïResources

ïInteraction

ïGoals

ïHub

ïTraining

ïScope

ïDensity
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RIGHT PLANNING PROCESS

 Strategic Plan

 Tactical Plan

 Schedule

 Manage Changes



Thank You


