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Legacy System Modernization
DayBlink Consulting updated critical field service technology for a 
leading North American Communications Organization

Introduction
A major North American 
communications service provider faced 
mounting challenges in optimizing its 
legacy network and customer field work 
operations. Over time, the company’s 
infrastructure and operational processes 
had become outdated, particularly within 
its field service division. Technicians, who 
were essential for delivering both 
network maintenance and customer 
service, were bogged down by inefficient 

and antiquated systems. The company’s 
leadership recognized that its outdated 
processes, tools, and scheduling practices 
were no longer sustainable in an 
increasingly competitive and digital-first 
market environment. With a pressing 
need to modernize its operations and 
streamline technician management, the 
company sought a comprehensive 
solution to significantly improve its field 
operations and overall service delivery.
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Problem 
Our client needed a more efficient system for routing and 
scheduling its technicians across its network

The core problem stemmed from the 
company’s reliance on a labor-intensive 
and ineffective legacy system for routing 
and scheduling its field technicians. The 
existing processes were heavily manual, 
requiring supervisors to spend hours 
creating technician schedules, which 
often resulted in misaligned assignments 
and inefficient resource allocation. 
Technicians were assigned jobs based on 
outdated or inaccurate information, 
leading to unnecessary travel time and 
delays in service completion. This system 
bottleneck resulted in technicians 
completing an average of only five jobs 
per day—significantly below industry 
standards, which typically see upwards of 
seven to nine jobs per day.
 

In addition to operational inefficiencies, 
the company was contending with an 
oversized field workforce that was costly 
to maintain, especially given the 
shrinking margins in the 
communications industry. The lack of 
optimized scheduling tools, coupled with 
poor visibility into technician skills and job 
complexities, led to increased operational 
costs, high levels of customer 
dissatisfaction, and a general inability to 
scale service delivery. These inefficiencies 
became particularly glaring as customer 
expectations evolved toward faster, more 
reliable service. The company’s inability to 
address these issues with their legacy 
systems threatened not only their 
profitability but also their ability to retain 
customers in an increasingly competitive 
market.

The team identified many inefficient practices with current solution that resulted in lost 
productivity, unnecessary administrative spend and, at times,  a poor customer experience:
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Static Schedules: Static paper routes were given to technicians at the start of 
each day. There was very little room to adjust schedules or routing to account for 
changes or issues that arose as the day unfolded

Manual Lift: The administrative lift to create and manage schedules was 
significant and inefficient resulting in staffing bloat and unnecessary spend 

Limited Data-driven Decisions: Schedules were created based on historic 
completion rates only and did not take job complexity, traffic, or other real-time 
data into account

Unmeasured:  Very few metrics were tracked and leveraged as a result of the 
manual and static nature of the function

Customer Frustration: As technicians ran into challenges at early job sites, jobs 
scheduled for later in the day would be delayed resulting in frustrated customers
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Comprehensive current and future state technician journeys were developed to map the 
critical steps along the journey from installation request to customer payment

Solution
DayBlink Consulting led the delivery of a best-fit tool and 
seamless deployment to the client’s field working staff

To address these challenges, the 
company enlisted DayBlink Consulting to 
manage the development and delivery of 
a solution tailored to modernize its field 
operations. The engagement began with 
an in-depth analysis of the company’s 
existing systems, workflows and field 
operations processes. DayBlink 
Consulting identified significant gaps 
between current operations and industry 
best practices, particularly in the areas of 
job scheduling, technician routing and 
workforce management. These gaps 
were driven by the limitations of the 
legacy tools and the absence of real-time 
data integration.

After a rigorous evaluation process, the 
client selected a cutting-edge workforce 
management solution designed to 
optimize technician routing and 
scheduling. This new system leveraged 
advanced algorithms to match 
technicians to jobs based on real-time job 

requirements, technician skill sets, and 
geographic locations, while also 
integrating seamlessly into the 
company’s existing technology stack. The 
solution also ensured that technicians 
could access accurate, real-time 
information from their mobile devices, 
improving their ability to execute tasks 
efficiently.

DayBlink Consulting played a critical role 
in guiding the project from vendor 
selection through deployment. DayBlink 
consultants gathered detailed 
requirements from various business and 
technology stakeholders, mediated 
conflicts, and ensured alignment 
between different departments. 
Throughout the project, DayBlink 
Consulting also managed key risks and 
maintained a close watch on project 
progress, ensuring that the solution met 
the company’s specific needs.
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Work Requested Work Performed Work Completed

Customer orders 
services and requests / 

schedules an 
installation

1

Interconnected systems 
automatically verify 

customer information, 
create ticket, and 

schedule techs

2

Tech creates 
referral ticket for 

plant service

Agent contacted 
in real-time if 

material technical 
issue arises

List of required 
equipment 

generated based off 
Tech schedule

Truck roll conducted 
to complete service

Equipment 
configured, tested, 
demonstrated by 

tech

Invoice automatically 
generated and 

shipped to customer

The right tech is 
selected, scheduled, 
and routed based on 
skills and availability

3

4 5

6 7

8

Technician closes 
ticket and tech 

salaries paid

9

10
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Outcome 
Our client’s gained a 25% increase in efficiency as well as over 
$7.5M in annual opex savings for the Field Operations team

The solution was deployed over a 
seven-week period across five regions, 
impacting more than 1,300 in-home and 
business technicians. The transition was 
executed smoothly and efficiently, with 
minimal disruption to ongoing 
operations. Field technicians were quickly 
trained and adapted to the new system, 
resulting in almost zero downtime during 
the transition. The company saw 
immediate benefits, with technician 
productivity increasing by 10% within the 
first two weeks. Over time, this efficiency 
gain stabilized at a 25% increase across 
the entire field workforce.

The operational efficiencies realized from 
this increase in productivity allowed the 
company to significantly reduce and 
repurpose its field staff, enabling the Field 
Operations team to achieve an annual

savings of $7.5 million. Furthermore, the 
improved technician routing and job 
scheduling processes contributed to 
higher customer satisfaction, as service 
times were reduced, and issues were 
resolved more quickly. The successful 
rollout of this field service solution set a 
new internal benchmark for operational 
excellence, positioning the company for 
future growth and better competitive 
standing in the marketplace.

The modernization of the legacy systems 
not only addressed immediate 
operational challenges but also laid the 
foundation for future innovations, 
including further automation and 
predictive analytics, to enhance both 
customer service and operational 
efficiency.

Making the Case for Automation
We believe that automation 'done right' can unlock incredible ROI and streamline 
operations for long-term success. Your teams can experience the transformative power 
of streamlined and dynamic resource deployment to ensure that the right resources are 
focused on the right work to maximize customer satisfaction.
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WASHINGTON D.C. 
(Headquarters)

8609 Westwood Center Dr., Suite 110, 
Tysons Corner, VA 22182

CONTACT US

www.dayblinkconsulting.com
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Rory Teeling, Associate Partner
rory.teeling@dayblinkconsulting.com

mailto:rory.teeling@dayblinkconsulting.com

