JUNIPER VALE SERVICE OPERATIONS TRANSFORMATION

FIELD SERVICE
IMPLEMENTATION

Scheduling, Dispatch & Service-Readiness Transformation

DISCLOSURE

Independent implementation case study using a fictionalized organization and synthetic data modeled on realistic field-service
operations. It demonstrates implementation method and operating judgment; it is not presented as a paid client engagement.

48 26 + 2 4 16 weeks

base employees regular + seasonal technicians service territories implementation scenario

EXECUTIVE SNAPSHOT

Problem Intake, eligibility, capacity, route changes, inventory readiness, closeout, follow-up, and reporting were fragmented across
disconnected tools.

Release 1 Vendor-neutral FSM operating model with retained CRM, route planning, QuickBooks Online, notifications, analytics, and identity
where fit.

Delivery Discovery -> requirements -> configuration -> data -> UAT -> training -> cutover -> hypercare -> operational handoff.

Decision discipline Critical gates stayed closed when percentages looked good but the wrong errors remained.
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01 | BUSINESS PROBLEM JUNIPER VALE FIELD SERVICE IMPLEMENTATION

The operating problem drove the implementation -
not a list of features

Requests arrived through phone, web, and email, but the information needed for scheduling was inconsistent. Dispatchers
reconciled skill, territory, availability, capacity, service windows, inventory readiness, and route sequence across CRM notes, a
shared workbook, and a standalone route tool.

78.4% 4.7% 12.2% 4.6 hr

schedulable intake baseline invalid assignment baseline post-publish route-change baseline weekly reporting prep baseline
IMPLEMENTATION LIFECYCLE

Discover
stakeholders, current state,

Design
requirements, business rules,

Configure Validate Launch
fit-gap, permissions, migration review, UAT, defects training, cutover, launch,

future state interfaces

pain/root cause

WHAT MATTERED

The design targeted incomplete intake, invalid assignments, unstable routes, inventory-driven delays, incomplete closeout, follow-up
aging, and reporting reconciliation. It did not promise exception-free operations or autonomous dispatch.
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02 | DISCOVERY TO REQUIREMENTS JUNIPER VALE FIELD SERVICE IMPLEMENTATION

Every requirement retained a reason, owner,
design response, and acceptance path

8 18 11 39 +13

discovery sessions findings pain points functional + nonfunctional
requirements

TRACEABILITY CHAIN

Evidence Root cause Requirement Configuration Acceptance

observed / stated business why the operating failure verifiable behavior / rule field, state, role, exchange UAT / data / regression
need persists evidence

Missing schedulability data Complete intake before dispatch Required + service-specific fields Intake / readiness UAT

Fragmented eligibility and Reduce invalid assignments Skill + territory + availability + 420-min states Boundary / negative UAT

capacity

Late inventory risk Reduce service delays 14 critical classes + freshness states Inventory UAT

Weak exception ownership Improve route / quality / follow-up Structured owner, due, reason, disposition Exception + SLA UAT
control

Manual reporting Reduce reconciliation Governed event fields + repeatable extract Reporting reproducibility

TRACEABILITY CONTROL

No material orphan remained at UAT exit: requirements linked to source, owner, objective, design/configuration, acceptance, and
defect/final disposition where applicable.
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03 | SOLUTION DESIGN JUNIPER VALE FIELD SERVICE IMPLEMENTATION

Standard configuration and governed exchanges
were preferred over customization

31 23 8 10

configuration items fit-gap dispositions retained-system interfaces role / access groups

Analytics

RELEASE CAPE

CRM QuickBooks

eduling | dispatch

Routetool SMS # Email

Identity

Intake Readiness states, missing reasons, priority, duplicate warning Cannot bypass schedulability data
Scheduling Active/seasonal techs, skills, territories, 420-minute thresholds Eligibility before capacity

Dispatch Post-publish reasons, protected work, exception lifecycle Auditable change / override
Inventory 14 critical classes + READY / WARNING / HOLD / STALE_REVIEW Selective readiness + freshness
Security / interfaces Named roles; connector-first / governed-file fallback Least privilege; no custom API claim

CONFIGURATION VALIDATION

31/ 31 final configuration items passed before UAT. Two initial findings - a missing escalation reason and an over-broad dispatcher
override permission - were corrected before UAT entry.
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04 | DATA READINESS JUNIPER VALE FIELD SERVICE IMPLEMENTATION

A high aggregate success rate did not excuse
critical referential errors

16,162 99.845% 25 100%

eligible migration rows Cycle 1 row rate critical first-cycle rejections Cycle 2 reconciliation

WHY CYCLE 1 FAILED

99.845% 25 critical rows

aggregate row reconciliation still rejected -> gate stayed closed

Customer validation 8 Operational records rejected

Service-plan customer FK 11 Critical referential integrity unresolved

Work-order service aliases 6 Business-critical service references unresolved
CYCLE 2

Controlled normalization and mapping reconciled all 16,162 eligible rows and critical references. Forty-three SMS-eligibility records
remained UNKNOWN and five noncritical inventory records remained STALE_REVIEW - visible controls, not fabricated clean data.

REPRODUCIBILITY

Synthetic raw/staged CSVs, fixed seed, generation manifest, and SHA-256 hashes preserve an auditable data-generation record.
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05 | UAT AND RELEASE JUNIPER VALE FIELD SERVICE IMPLEMENTATION

The first 90% result still failed because Severity-2
defects remained open

60 54 /60 6 12

UAT cases initial pass initial failures targeted regression cases
Initial UAT Gate review Remediation Regression Final exit
90.0% pass 3 Sev-2 open DEF-001 to 005 fixed 12 targeted cases 59 PASS + 1 accepted
Sev-4

DEF-001 | Sev 2 420-minute capacity boundary off by one Fixed + capacity regression

DEF-002 | Sev 2 Bulk route change bypassed reason Fixed + single/bulk regression

DEF-003 | Sev 2 UNKNOWN consent could trigger SMS Fixed + consent regression

DEF-004 | Sev 3 Follow-up reassignment reset due time Fixed + SLA regression

DEF-005 | Sev 3 Stale inventory mislabeled WARNING Fixed + freshness regression

DEF-006 | Sev 4 Exception Queue first-load performance Accepted with workaround + maintenance target

FINAL UAT EXIT

59 PASS + 1 accepted Severity-4 exception; zero Severity-1/2 defects open. Release candidate JVH-FSM-R1-RC-001 was authorized
for training and cutover planning - not production.
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06 | ADOPTION, CUTOVER AND HYPERCARE JUNIPER VALE FIELD SERVICE IMPLEMENTATION

Readiness was earned through competency,
remediation, and controlled launch evidence

47 45 | 47 2 47 | 47

planned production users initially role-ready technicians remediated final role-ready

LAUNCH PATH

Training Rehearsal Recheck Sponsor Launch check Hypercare
role-based thresholds 3 gaps found 3 gaps closed CONDITIONAL GO 1 issue fixed support handoff

Rehearsal Finance role mapping missing Corrected + access validation

Rehearsal Notification status folder permission outdated Corrected + interface validation

Readiness 43 SMS records UNKNOWN Automation suppressed; fallback retained
Production validation Route-result watcher did not restart Restarted + validation within 22 min

Hypercare exit DEF-006 performance item remains Transferred to support with workaround / target

LAUNCH AUTHORITY

CONDITIONAL GO preserved known nonblocking conditions instead of relabeling them as resolved. Five early-life items closed or were
confirmed as expected controls; one lower-severity performance item moved to normal support.
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07 | OPERATIONS PROOF AND OUTCOME FRAMEWORK JUNIPER VALE FIELD SERVICE IMPLEMENTATION

The implementation stayed connected to dispatch
reality and a measurable value model

420 min 26 + 2 14 8

dispatchable / tech-day regular + peak seasonal techs critical inventory classes governed KPIs

Peak baseline Seasonal staffing preserves limited reserve Watch near-limit routes; protect commitments

Two absences + cycle inflation Modeled demand exceeds normal capacity Defer / rebalance; targeted override only where safe
Inventory HOLD with spare minutes = Capacity exists but work is not service-ready Capacity cannot override readiness failure

Stale noncritical item Quantity not reliable enough for silent readiness STALE_REVIEW + refresh; no automatic HOLD

Critical replenishment Usage x lead time + safety stock drives reorder point Order early; separate reorder trigger from schedule block

RELEASE 1 OUTCOME FRAMEWORK

Intake completeness 78.4% 95.0%
Invalid assignments 4.7% <=1.5%
Route changes 12.2% <=7.5%
Inventory delays 3.4% <=1.8%
Closeout completeness 84.1% 96.0%
Follow-up SLA 75.8% 90.0%
Reporting prep 4.6 hr/wk <=1.5
Capacity visibility 18.0% 95.0%

OUTCOME BOUNDARY

These are scenario baselines and targets, not achieved employment results. Simulated post-launch performance is measured separately
in the Operations Analytics case.
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