
Critical Process Issues

Sample Deliverables & Output

Primary Factors Contributing 
to Unnecessary Dispatches

Implementation Approach
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          Firms typically estimate $400 to $500 per truck roll,
          but when all elements are included costs are usually $800 to $1000.

Utilities Strive to Eliminate or Optimize Truck Rolls

Actions in Each Process Stage Combine to Deliver Results

Truck Rolls Typically Cost Much More than Organizations 
Generally Estimate

Increase Data Analytics

–	 Increase analysis 
of inbound calls
–	Issue / Frequency / 

Urgency / Device

–	Work order creation 
consistency

–	Multi-channel information

–	Track evaluation errors

–	 Design a common 
assessment checklist to 
ensure a thorough and 
standard analysis to ensure 
proper technician deployment

–	 Employ visual remote 
assistance technology prior 
to planning a truck roll

Utilize Visual Assistance

–	 Compare scheduling of truck 
rolls to most efficient routine
–	Multiple rolls per 

customer issue

–	 Conduct point node analysis to 
ensure proper scheduling and 
most efficient plan
–	Limit windshield time

–	 Track data relating 
to truck rolls

–	 Use data to analyze 
then implement process 
improvements

Align Technique Skills

–	 Validate all service 
suspension rolls

–	 Link issues related to 
technician skills to training 
routines and communication 
with customer service

–	 Provide a system of visual 
assistance if a technician is 
unable to resolve the issue

–	 Monitor and reduce low value 
dispatch scenarios

Analyze Service 
Experience

–	 Document unnecessary rolls 
from technician’s viewpoint
–	Simple solution

–	 Understand customer 
satisfaction from a customer 
value perspective 
–	Develop tiered model

–	 Examine historical travel 
patterns to capitalize on 
any opportunities to reduce 
on-site servicing time
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Labor Cost
–	 Technician wages
–	 Travel time
–	 Overtime costs

–	 Hub to service 
location

–	 Emergency

Vehicle Costs 
–	 Fuel
–	 Insurance

–	 Maintenance
–	 Depreciation

Intangible Costs 
–	 Service misses
–	 Lost revenue

–	 Reputation risk
–	 Technician availability

Support Labor Cost 
–	 Routing
–	 Scheduling

–	 Work order 
prioritization

Material Cost 
–	 Repair supplies –	 Tool depletionTruck Rolls
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Inaccurate Routing 
of Trucks

Incorrect routing often results from outdated software and human 
error. This can lead to delays and extended repair times, as the 
inefficiencies in routing impact overall response effectiveness.

Low First Visit 
Fix Rate

Low first-time fix rates are typically due to incorrect troubleshooting 
and inaccurate issue diagnosis. Misidentifying problems can result 
in dispatching the wrong technicians, necessitating additional visits 
to resolve the issue properly.

No Fault Found 
(NFF) Dispatches

No-fault-found dispatches can arise from flawed monitoring 
systems that trigger unnecessary service calls or from agents 
lacking the knowledfe to accurately assess the need for a 
dispatch. This results in avoidable service calls and contributes 
to service backlog.

Poor Technician 
Interaction

When customers perceive that they received inadequate 
service or improper diagnosis, it can lead to dissatisfaction 
and requests for additional service. Effective technician 
interaction is crucial for resolving issues satisfactorily and 
minimizing repeat service requests.

Negative Customer 
Experience

Inadequate customer information often stems from service agents 
lacking proper training and knowledge to accurately assess issues. 
Misunderstandings between agents and customers can result in 
unnecessary dispatches and additional service requirements

Process Maps Highlight Existing Issues


