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FIRE PROTECTION · DISPATCH OPERATIONS

Service dispatch and routing
Automates service dispatch by prioritizing emergency calls, assigning qualified technicians

based on location and equipment type, and optimizing routing to minimize response times for

fire safety equipment service.

01 WORKFLOW TRIGGER

Service request received for fire protection equipment (alarm, sprinkler, extinguisher, etc.)

BLUEPRINT OVERVIEW

What this workflow accomplishes

This workflow connects FireServiceFirst intake to FieldEdge scheduling, ServiceTrade work history, Inspect Point

compliance checklists, and Frontsteps customer notification. Automation triages incoming service requests,

matches NICET and manufacturer certifications to the equipment on site, builds the route, and pushes the dispatch

to the technician's mobile device. The dispatcher on duty retains authority over emergency classification,

technician override, and any deviation from contracted response windows.

01

OUTPUTS

Technician dispatch with job detail,

Customer arrival window notice,

Live dispatch tracking board,

Response time compliance report

02

SUCCESS MEASURES

Average response time, First-call

resolution rate, Emergency

response compliance percent

03

CORE SYSTEMS

FireServiceFirst, FieldEdge,

ServiceTrade, Inspect Point,

Frontsteps

HOW TO USE THIS BLUEPRINT

Service managers: set the emergency criteria, contracted response windows, and the escalation list the dispatcher works

from.

Dispatchers: run stages two through six live, confirm certification matches, and override any assignment the routing

engine gets wrong.

Implementation teams: map certification records, equipment types, and customer contract terms across FireServiceFirst,

FieldEdge, and ServiceTrade before go-live.
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THE WORKFLOW

End-to-end stage map

Seven stages carry a request from intake to a logged dispatch confirmation. The decision point at stage two

governs whether the call bypasses the daily board and triggers emergency protocols or enters routine

maintenance scheduling.

LEGEND TRIGGER ACTION DECISION OUTPUT

01 TRIGGER

Receive service request
Log request with equipment type, location, urgency

FireServiceFirst

02 DECISION

Assess request priority

Triage emergency impairment against routine

maintenance

FireServiceFirst

EMERGENCY DISPATCH ROUTINE SCHEDULING

03 ACTION

Identify qualified technicians
Match certified technicians to equipment and location

FieldEdge · ServiceTrade

04 ACTION

Calculate optimal routing

Build route around traffic, parts, response windows

FieldEdge

05 ACTION

Dispatch technician automatically
Push job packet to technician mobile device

FieldEdge · Inspect Point

06 ACTION

Track real-time progress

Monitor arrival, status, and customer notification

FieldEdge · Frontsteps

07 OUTPUT

Generate dispatch confirmation
Record dispatch summary and response metrics

ServiceTrade · Frontsteps
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IMPLEMENTATION DETAIL

Stage-by-stage breakdown

Each stage states the operational intent, the human control point, and the systems likely to take part. System

names are examples, not a required architecture.

01 TRIGGER

Receive service request

Service request is logged with equipment type, location,

and urgency level through customer portal or emergency

call. Request details are captured including fire system type

and compliance requirements.

CONTROL POINT

The intake dispatcher confirms the panel or system type

and site address against the customer record before the

request is released to triage.

SYSTEMS FireServiceFirst

02 DECISION

Assess request priority

System evaluates if request is emergency (system

down/fire hazard) or routine maintenance. Emergency

requests bypass normal scheduling and trigger immediate

dispatch protocols.

CONTROL POINT

Human control: the dispatcher on duty can reclassify any

request in either direction, and every downgrade from

emergency is logged with a reason.

SYSTEMS FireServiceFirst

03 ACTION

Identify qualified technicians

System matches available technicians based on

certifications for specific fire protection equipment, current

location, and specialized training requirements. Considers

NICET certifications and manufacturer training.

CONTROL POINT

The dispatcher verifies NICET level and manufacturer

training are current before accepting the system's

technician shortlist.

SYSTEMS FieldEdge ServiceTrade

04 ACTION

Calculate optimal routing

AI determines most efficient route considering traffic,

technician locations, equipment/parts availability, and

regulatory response time requirements. Factors in multiple

service calls for route optimization.

CONTROL POINT

The service manager approves any route that pushes a

contracted response window or pulls a technician off a

scheduled inspection.

SYSTEMS FieldEdge
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COMPLETION AND MEASUREMENT

Closing stages and results

The closing stages hold the customer arrival window, the live board, and the response time record that feeds AHJ

and contract compliance reporting.

05 ACTION

Dispatch technician
automatically

System sends dispatch notification

with job details, customer information,

equipment specifications, and turn-by-

turn directions to assigned technician's

mobile device. Includes safety

protocols and compliance checklists.

CONTROL POINT

The assigned technician accepts

the dispatch and confirms parts

and the site safety protocol before

travel time starts.

SYSTEMS FieldEdge Inspect Point

06 ACTION

Track real-time progress

Monitor technician location, estimated

arrival time, and job status updates.

Automatically notify customer of

arrival windows and any delays

affecting fire safety system availability.

CONTROL POINT

The dispatcher approves the

wording and timing of any delay

notice to a customer with an

impaired fire system.

SYSTEMS FieldEdge Frontsteps

07 OUTPUT

Generate dispatch
confirmation

System produces dispatch summary

with technician assignment, estimated

response time, and tracking

information for customer and internal

reporting. Updates compliance

databases with response metrics.

CONTROL POINT

The service manager reviews the

response time record before it

posts to the compliance database

and the customer report.

SYSTEMS ServiceTrade Frontsteps

DELIVERABLES KEY METRICS IMPLEMENTATION CHECKS

NEXT STEP

Turn this blueprint into an
implementation plan.
Map each stage to your own systems, permissions, and approval

routing before selecting tools or building automation.

packfoundry.app/assessment

FIRE PROTECTION WORKFLOW PACKS AND A FREE ASSESSMENT

Technician dispatch with job detail

Customer arrival window notice

Live dispatch tracking board

Response time compliance report

Average response time

First-call resolution rate

Emergency response compliance

percent

Certification records synced and

dated

Emergency criteria approved in

writing

Dispatcher override permissions

set

Response times written to audit log

Customer contact routing verified
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