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Case Study

Improving Appointment Scheduling for a
National Home Services Brand

Challenge Presented

A national home services company operating across
nearly every U.S. state faced growing inefficiencies in
appointment scheduling as its franchise network
expanded. The client needed a more integrated and
consistent scheduling process to support service
delivery and improve task execution across locations.

Client Background

The client is a national leader in home exterior services
with a strong franchise presence across the U.S. Its
reputation Is built on reliable customer service and
professional field technicians. To maintain high service
standards while growing its footprint, the client sought
support to optimize its appointment scheduling and
outbound service coordination.

The client engaged Intelassist in 2024 after identifying a
need for centralized support that could scale across its
national franchise network without disrupting service
quality. Intelassist was selected for its experience
supporting service-based operations and its ability to
integrate quickly with client workflows.

Our Approach

Intelassist initiated a series of targeted interventions
designed to improve scheduling reliability and operational
efficiency. First, a centralized scheduling system was
rolled out with automated conflict detection and smart
time-slot  management. This helped standardize
processes across franchise locations and eliminated the
risk of double-bookings, which had previously occurred
due to unsynchronized systems.

Next, Intelassist worked with the client to restructure the
offshore team’s focus. Rather than continuing with a
blended inbound-outbound model, the team transitioned
to a fully outbound role where they had consistently
demonstrated strong performance. This shift allowed for
faster completion rates, reduced backlogs, and a
sustained outbound completion rate of 80 to 90 percent.

To address coverage Iinconsistencies, Intelassist
introduced a shared scheduling calendar and clear
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protocols for requesting time off. These tools helped
improve  workforce planning, reduce unexpected
absences, and ensure reliable staffing during peak times.

Partnership Outcomes

The use of multiple scheduling systems without proper
integration had created operational blind spots and
service disruptions. Intelassist addressed this through
system standardization and intelligent scheduling logic
that provided real-time visibility and automation.

The offshore team was originally assigned both inbound
and outbound responsibilities, but this blended model
contributed to delays and a growing task backlog.
Intelassist recommended a realignment of team roles
based on performance trends. By concentrating on
outbound scheduling, the team increased task efficiency
and minimized oversight demands. Attendance variabillity,
which had affected productivity during peak periods, was
mitigated through the implementation of shared planning
tools and consistent communication protocols.

Partnership Outcomes

The scheduling process became more Iintuitive and
reliable, with a notable reduction in customer follow-ups
and operational missteps. Intelassist’s scripting support
and outbound structure improved the overall customer
experience. The improvements in scheduling accuracy,
task completion rates, and workforce planning positioned
the client for more efficient, scalable growth.

This partnership demonstrates how Intelassist can help
service-based businesses transform operational pain
points into strategic infrastructure that supports long-term
expansion.
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