
ServicePower
WhitePaper

Series

WWW.SERVICEPOWER.COM

Seven Deadly Sins of Third Party 
Network Management



Seven Deadly Sins of Third Party Network Management          2.

SEVEN DEADLY SINS OF THIRD PARTY 
NETWORK MANAGEMENT

More and more, analyst organizations are extolling the benefits of mixing some level 
of third party contractors into the labor equation. Doing so facilitates reduced costs, 
higher margins, shorter cycle times and high levels of customer service, without the 
costs associated with recruiting, training and managing more employees in cyclical 
businesses where demand fluctuates. Field service management technology, like 
route optimization and intelligent dispatching software is a must have when man-
aging any field based labor resources.  However, when managing contracted labor, 
there are 7 deadly sins you must avoid when adding them in your labor model. 

1 No volume 
aggregation

Lack of an automated dispatching and claims platform is a deadly sin when utiliz-
ing third party contractors. To gain acceptance and contractor adoption of the tool, 
a single integrated platform must aggregate a significant volume of work for the 
contractor communities, as well as integrate with relevant business software. Today, 
simply offering software to receive jobs, or even a mobile platform, is not enough. 
If it doesn’t connect work from multiple job sources like manufacturers, third party 
administrators, retailers or facilities managers, for instance, it creates added paper-
work and costs and contractors will not adopt it.

Contractors gain efficiency in managing a single profile and pipeline of jobs. Field 
service organizations benefit from visibility and intelligent dispatching that single 
pipeline provides as well. 
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Benefits of Volume Aggregation:

 • True multitenant SaaS software decreases overhead for contractors by 
   facilitating a single profile that is offered to all job sources.
 • Multi-industry platforms provide job sources with new features and functionality,   
     perhaps new to their industry, which can be very beneficial. 
 • Large, credentialed, connected contractor communities operating in a dispatching  
   platform enable job sources to book real appointments with customers to the   
     best contractors, on their behalf. 
 • Large volumes of jobs and claims necessitate a high level of application stability   
     and redundancy, ensuring that job sources can have confidence that the 
   applications are available when needed.

1
Lack of Dynamic   
Dispatching Logic 2

Scheduling a contractor requires much more intelligence than 
simply matching a skill set and zip, or post code coverage.  Field service businesses are 
complex. The ‘rules’ for dispatching one job can be entirely different for another. Contrac-
tors are not created equally. Some provide a lower quality experience than others. Some 
cost more than another in the same market. Some have the skills required, but contractu-
al volume commitments are made to others to achieve better labor pricing. 

ServicePower Tip
Look for third party dispatching technology that can apply additional 
intelligent, dynamic logic to ensure that the service business is able 
to allocate volume to the best contractors for each job.
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3 Lack of Line 
of Sight

ServicePower Tip
The best designed software considers ease of use for the con-
tractor organization.  Make sure your software offers contrac-
tors the ability to set up a single, global profile against which all 
job sources can dispatch, but that also provides the job source 
the ability to choose what contractors perform on their behalf. It 

should provide job sources with complete visibility to profile data, job status, and claims 
in process.  That visibility is critical to communicating what’s going on to customers on line 
or via social media channels, instantly.

No line of sight is a serious problem. You won’t know if the contractor is on the way and 
whether they are going to be able to fix the issue if/when they arrive.

Therefore, visibility of contractor profiles (who, what, where), job status and filed claims is 
critical. Customers and internal stakeholders require constant communication from a field 
service organization in terms of contractor coverage, which jobs have been dispatched and 
real-time activity on site.

Field service management software is critical to having line of sight but be cautious of se-
lecting the right platform. If the software is too simple, it won’t send work to the right ser-
vicer/resource.  If the software is too complex the servicers won’t understand it. Servicers 
don’t have the time or the desire to keep learning new systems. The best new tool with no 
users is a waste of time and money. For help selecting the right platform download Field 
Technologies Field Service Software Selection Survival Guide. 

http://www.servicepower.com/the-field-service-software-selection-survival-guide
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No Real Time
Claims 
Processing

4

ServicePower Tip
Providing an integrated one stop shop for contractors to receive 
work, file claims, and view payment details, for multiple job sources, 
as well as their own COD work, is the best way to build adoption, as 
well as reduce their costs and improve their service delivery.

Without real-time claims processing with anti fraud functionality built in, you risk fostering 
a de-motivated and unresponsive third-party contract workforce. Filing a claim means 
more than ‘proof of service’ submitted from a mobile device. Contractors expect to eas-
ily file a claim, with all of the required information, from any device, and know instantly 
whether there are issues that prevent payment. 

Important is also providing a single claims platform that can process claims for any job 
source, including forwarding claims to other processing software, from external vendors, 
administrators or manufacturers.

Customers should expect the same integrated experience, as well as accurate claims 
information including visibility into work in progress, costs and parts usage.  They should 
also expect to be charged only one time for a single claim, not each time the contractors 
fixes and resubmits the claim.

Lastly, make sure that all of that data is available in a real time analytics tool so the op-
eration can monitor and fine tune network management. 
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5 Lack of KPI 
Management 

ServicePower Tip
Make sure your selection provides common contractor KPIs such as:  
• Dispatch reports, including a summary scorecard indicating top 
line job, cycle time and claim statistics, in-progress calls, dis-
patch operations performance, and network and post code anal-

ysis highlighting areas requirement more coverage
• Claims reports including calls without claims, in-progress claims, paid claims summary, 
claim errors, and parts analysis
Also provide users with the ability to create custom reports on demand.

Field service cannot be run blindly, whether employees, third 
party contractors or a combination are utilized. Common 
KPIs highlight performance and spotlight areas for im-
provement enabling each field service operation to not only 
achieve its own cost, margin, cycle time metrics, but also 
improve customer service overall.

Check out our lat-
est infographic on 
the KPIs used by 

best-practice field 
service organizations 

here.

http://cdn2.hubspot.net/hubfs/380173/KPI_Infographic-1-1.jpeg?t=1431101299593


Seven Deadly Sins of Third Party Network Management          7.

Lack of Device 
Agnostic 
Mobile Dispatch
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ServicePower Tip
Look for a solution founded upon HTML5. With HTML5, con-
tractors don’t have to worry about installations or stay on top of 
updates. HTML5 browser technology lets them go to your app 
through a direct URL that can even be saved as an icon on the 
home screen for ease of use. Also, mobile doesn’t mean an app 

to which contractors can add work manually. The solution must be integrated with a 
platform which aggregates significant volume of work, while also allowing entry of COD 
work that comes directly in the door.

Unless your operation is able to subsidize mobile hardware for your third party contrac-
tors, you must be able to utilize the devices already in hand. A BYOD strategy is the best 
option for contractor networks. To ensure application versioning compliance, etc., it’s also 
a must to release your ‘app’ as HTML5.

Learn more about ServicePower’s ServiceMobility and newly released NEXUS FS.

http://www.servicepower.com/connected-field-service-mobility
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7
Managing 
Multiple 
Systems

ServicePower Tip
A single connected platform means field service organizations 
benefit from more efficiently run third party contractors. Contrac-
tors benefit from technology. 

Lack of end-to-end business management functionality means more administration, great-
er risk, higher maintenance costs and greater inefficiencies for all members of the service 
delivery ecosystem.

Field service organizations cannot continue to operate in silos, pushing the ‘app of the day’ 
into the marketplace, creating duplicate work for each and every contractor. Providing ag-
gregated job volume, with end-to-end process which enables the contractor to manage his 
techs, schedule and optimize his work, manage customers and bill them, as well as manage 
assets and parts, is the best way to create long term, successful third party contractor part-
ners.

It’s easy to avoid these 7 deadly sins with technology founded upon creating efficiencies 
and adoption by third party contractors with volume of work. Another disconnected, one 
off mobile solution is not the answer. It might be the shiniest new nickel, but after all, the 
dollar, or pound, speaks loudest!

To find out more about managing third party contractors as part of your service delivery 
equation, please visit our think tank or contact us. 

http://www.servicepower.com/field-service-field-mobility-workforce-management-resources
http://www.servicepower.com/contact-servicepower
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