Current-State Service Delivery Workflow

Where scheduling and service control break down before the implementation.

Customer Ser*i~~

Receive request Enter CRM note
phone / web / email details vary
Dispatch
Review for scheduling Check skill / territory
clarify missing info separate references
Inventory
Check critical items
often after schedule
Technician

Operations / Reporting
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Customer follow-up

owner can be unclear

Build route Handle exception

capacity checked late free text / manual handoff

Complete service

closeout varies

Weekly report

manual reconciliation



Future-State Service Delivery Workflow

Readiness moves earlier; ownership and exception handling become visible in the normal workflow.

Customer

Structured intake Readiness check

required fields service-specific

Dispatch
Eligibility first Capacity status
skill / territory / availability before assignment
Inventory
Inventory readiness
critical items + freshness
Technician

Operations / Reporting
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Publish / dispatch

reason-coded changes

Field completion

required evidence

Assigned follow-up

SLA and escalation

Exception workflow

owner / due / disposition

Operations reporting

standard fields / extract




