UtilizeCore

REFERENCE GUIDE - WORK ORDERS AND TRIPS

Trip Status and Pin Legend.

Every Trip carries one system-generated status. This page is the single reference for
what each status means, the pin it shows, the Action Filter it lands in, and what to
do about it. Built from the live platform, not from memory.

APPLIES TO

Dispatchers, operations leads, verifiers

One status, four places you see it.

A Trip status is not something you set. The platform calculates it from what has happened: was it
dispatched, did the technician check in, did the clock run past your thresholds, has anyone verified it. The
same status then shows up in four places, and reading any one of them tells you what the Trip needs from

you.
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The Action Filter. Its count is how many Trips need this a The origin icon. A phone means the technician checked
kind of attention right now. in from the app; a computer means someone in the
The pin. Same colors and glyphs on the map, in the list, office entered or adjusted the time. The Actions column
and on the Work Order. at the far right suggests the next step for the status:

Verify, Edit Visit, Assign, Re-send Dispatch Email.

The Trips list, with the four signals in one row. Pins and Action Filters are the same vocabulary. When the pin says one
thing and the Action Filter count says another, refresh the page; the counts refresh on load.



The path a Trip takes.

Five statuses make up the normal path: created, dispatched, checked in, checked out, verified. Everything else is a place where the Trip stepped off that
path. The figure shows where each one branches from and what brings it back.

Not Dispatched Approval { % Tech's Mobile No dates yet. Set them
ETA inside 24 hours Vendor has not accepted Assigned, not on device

Urgent, Waiting For Not Scheduled On ' Unscheduled

Rejected Trip

Vendor said no

SCHEDULE

On the phone, no check-in Your review gates billing

Not Dispatched Scheduled On Checked In Verification Trip Verified
' Created, not on a phone Tech's Mobile ' Clock running on site Required Ready to invoice

VERIFY TRIPS

>

ETA + late threshold ETC + late threshold No map pin

A check-in from the app fixes it,
or edit the ETA or the Visit.

Then it verifies like any other Trip.

fy
Is Late Still on the phone. v Didn't Check Out Edit Visit to record the check-out. e Canceled

OPS FAILURE OPS FAILURE

Never Arrived Still on the phone until the Q Must Retum This Trip is finished. The return Closed
Incomplete

Plus never-arrived hours 1y, Expiration. Same fixes. _ TtipJs what you dispatch.
Closed with work left

Closes this Trip

OPS FAILURE

o q ; 0
Never Arrived | Off the phone. Only you can fix it: * Unable to Service ThisiTrip is finished. Create a . Pending Closed

Expired extend the dates and reassign, Could not do the work new:Tr\p if the work is still needed. Legacy. Call support
Past Trip Expiration or cancel.

OPS FAILURE OPS FAILURE

Tags show the Action Filter the status lands in. No tag means the status is waiting on someone else, or it is finished.

Left to right is a good day; the branches are a bad one. The three red statuses are one missed check-in at three ages. Must Return
creates the next Trip, which appears as Not Dispatched.
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The three Action Filters, exactly as the platform builds them.

The Action Filter row above the Work Orders list has nineteen Action Filters. Three of them are built from
Trip status and drive the daily routine.

% Work Orders  ~ “Sﬂmle 556 \][A Py g jons Failwre. 422 ﬂvgmy'l’rps 170 ]J [ A Generate invoices 15 | [A GenerateRece > m%m a
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Schedule. Trips at Urgent Not Dispatched, Not Verify Trips. Verification Required, and nothing else.
Dispatched, or Rejected Trip, plus Work Orders that The filter funnel. Pin your region or Client here first so
have no Trip at all. the Action Filter counts become yours rather than the
Operations Failure. Is Late, Never Arrived, Never Arrived whole company’s.

| Expired, Didn’t Check Out, Unable to Service, Not
Scheduled On Tech’s Mobile.

The Action Filter row on the Work Orders page. One Action Filter applies at a time, on top of any pinned filters.
Canceled and closed Work Orders never appear.

ACTION FILTER TRIP STATUSES INSIDE IT WHAT THE COUNT MEANS
Schedule Urgent Not Dispatched - Not Dispatched - Rejected Work nobody in the field can see. Every
Trip - and, on the Work Orders page, any Work Order item is yours to move.

with no Trip yet

Operations Is Late - Never Arrived - Never Arrived | Expired - Didn't  The field did not do what the schedule
Failure Check Out - Unable to Service - Not Scheduled On said. Every item is a Client who is about
Tech’'s Mobile to call.
Verify Trips Verification Required Finished work that cannot bill until you
look at it.

Statuses that wait on someone else, or are finished, sit in none of the three: Scheduled On Tech’s Mobile,
Checked In, Waiting For Approval, Must Return, Trip Verified, Closed Incomplete, Canceled, Pending Closed.
The Trips page adds the billing and weather Action Filters.

Status by status.

BEFORE DISPATCH

Not Dispatched  actron requiren
The Trip exists but has not been sent to anyone’s phone. Nobody in the field can see it.

TRIGGER The Trip was created and saved without dispatching (Save instead of Save & Dispatch), or the
assignee was removed.

ACTION Assign a Vendor or team member and dispatch. The pin turns blue when it lands on the phone.
ACTION
FILTER Schedule
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| Urgent Not Dispatched
-
Not Dispatched, and the ETA is inside the next 24 hours.
TRIGGER The platform flags it automatically when the ETA is within 24 hours and nothing has been
dispatched.
ACTION Dispatch now. Sort the Schedule Action Filter so these sit at the top.
ACTION
FILTER Schedule

X Rejected Trip  actron rEQuUIRED

The Vendor or technician rejected the Trip. Nothing will happen until it has a new assignee.

TRIGGER The Vendor rejects from the email, the Vendor Portal, or the app. All three stay in sync.
ACTION Reassign the Trip to another Vendor or team member and dispatch again.

ACTION

FILTER Schedule

) Waiting For Approval  1n procress

Dispatched to a Vendor and waiting for the Vendor to accept. It only appears when vendor acceptance is
required in Company Settings.

TRIGGER Trip dispatched to a Vendor while “require vendor acceptance” is on.

ACTION Wait, follow up by phone, or reassign if the ETA is close. It is in no Action Filter, so put a Follow Up
Date on it.

ACTION

FILTER None

Not Scheduled On Tech's Mobile  rare

The Trip is assigned but is not on the technician’s device.

TRIGGER Assigned without a completed dispatch to the device.
ACTION Open the Trip, confirm the assignee, and dispatch again.
ACTION

FILTER Operations Failure

Unscheduled  rare
v A Trip record with no dates set yet. You will rarely see it; Not Dispatched is the normal starting point.

TRIGGER A Trip created without a schedule.
ACTION Set the dates, assign, and dispatch.
ACTION

FILTER None
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ON THE PHONE

Scheduled On Tech's Mobile  1n ProcrEss

Dispatched and visible on the technician’s phone. No check-in yet.

TRIGGER A successful dispatch.

ACTION Nothing. Watch the ETA. If the ETA passes without a check-in, the status moves to Is Late and then
Never Arrived on your thresholds.

ACTION

FILTER None

IsLate AcCTION REQUIRED

The ETA has passed by more than your Late Check In Threshold and nobody has checked in. The Trip is
still on the phone and still fully actionable.

TRIGGER ETA + Late Check In Threshold, no check-in.

ACTION Call the Vendor. If they are on site, have them check in from the app so the record comes from the
field. If they are running late, edit the ETA. If they were there and forgot, Edit Visit.

ACTION

FILTER Operations Failure

Never Arrived AcTION REQUIRED

Late ran on past the number of hours in “Late ETA when Vendor/Tradesman’s Status is Late / Never
arrived”. Still on the phone until the Trip Expiration.

TRIGGER Is Late + the never-arrived hours, still no check-in.

ACTION Same three moves as Is Late: check in from the app, edit the ETA, or Edit Visit. Do it before the Trip
Expiration.

ACTION

FILTER Operations Failure

Never Arrived | Expired  actrion RrequIrep

Never Arrived, and the Trip Expiration has passed. The Trip dropped off the phone. This is the status
behind “the job disappeared from his phone”. It does not show on the map.

TRIGGER Never Arrived + Trip Expiration passed.

ACTION Edit the Trip to extend the dates and reassign, or cancel it. Nothing the technician does in the app
will bring it back.

ACTION

FILTER Operations Failure
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ON SITE

v

Checked In  1n ProGRESS

The technician checked in and the clock is running. The origin icon tells you whether the check-in came
from the app or was entered on the web.

TRIGGER Check-in from the app inside the geofence, or a check-in entered by the office.
ACTION Nothing. Monitor to check-out.

ACTION

FILTER None

Didn't Check Out  Action REQUIRED

Checked in, and the ETC passed by more than your Late Check Out Threshold with no check-out. The Trip
cannot verify until it has one.

TRIGGER ETC + Late Check Out Threshold, no check-out.

ACTION Confirm with the Vendor what time they left, then Edit Visit to record the check-out. The status
moves to Verification Required.

ACTION

FILTER Operations Failure

Must Return  AcTtIon REQUIRED

The technician checked out with work left, gave a reason, and the platform closed this Trip and created a
new one on the same Work Order for the return. Each reason carries its own return window, set per Service
under Advanced Settings.

TRIGGER Check-out with Must Return chosen instead of Complete.

ACTION Dispatch the new Trip. It sits in Schedule as Not Dispatched. Must Return itself is in no Action Filter,
which is why the return Trip is what you watch.

ACTION

FILTER None (the return Trip is in Schedule)

Unable to Service action REQUIRED

The technician was on site but could not perform the service. This Trip is done.

TRIGGER Check-out with Unable to Service chosen.

ACTION Create a new Trip if the service is still needed. Read the technician’s note first; it usually says why.
ACTION

FILTER Operations Failure
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AFTER THE VISIT

| Verification Required  action rEQUIRED

Check-in and check-out are complete. Billing on both sides waits for your review.

TRIGGER A completed check-out.

ACTION Review times, photos, and tasks. Verify, or leave it here with a Vendor note that says what is
missing. Withholding verification is the lever that changes field behavior.

ACTION

FILTER Verify Trips

Trip Verified conpLeTE

Work confirmed. The Trip can now generate the Client Receivable and the Vendor Payable. No map pin.

TRIGGER Someone with permission clicked Verify, one Trip or in bulk.

ACTION Generate the invoices, or let auto-invoicing do it. Lock the Trip if nobody should adjust it again.
ACTION

FILTER Generate Invoices, Receivable, Payable

Closed Incomplete  ternznaL

Closed before the service was fully completed. No further action is possible on this Trip.

TRIGGER Closed with work left.

ACTION Create a new Trip if more work is needed.
ACTION

FILTER None

Canceled  terminaL
Canceled before or during execution. No map pin.

TRIGGER Cancel from the Trip menu. An undispatched Trip cancels in one step; a verified one has to be
unverified first, and an invoiced one needs the invoice voided.

ACTION Create a new Trip if the service is still needed.
ACTION
FILTER None

Pending Closed  Lecacy

A legacy status that no longer appears in normal operation.

TRIGGER Legacy flows only.

ACTION Contact support if you see it on an active Trip.
ACTION

FILTER None
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The three lookalikes.

Is Late, Never Arrived, and Never Arrived | Expired are one missed check-in at three ages. The first two are
recoverable from the field; the third is not. The clock that moves a Trip between them lives in Company
Settings, and the labels below are the ones on the screen.

TRIPS A

Use these settings to adapt the trips to operate based on your companies required workflow.

Dispatch Vv

Use these settings to customize the way Work Order dispatch operates

Trip Exception Thresholds (Trip Check In Type) A
Use this setting to configure the type of check in based on time before or after ETA or ETC from the trip (Early, Late or Never Arrived)

Tate ETA when Vendor/Tradesman’s Status is Late / Never arrived
U

se this setting to define how many hours after ETA should be considered to change automatically the trip status from Late to Never arrived if none has checked in. Edit

Early Check In Threshold

Use this setting to configure how much time before ETA will be considered an early check in Edit

Early Check Out Threshold

Use this setting to configure how much time before ETC will be considered an early check out. Edit
ate Check In Threshold

Use this setting to configure how much time after ETA will be considered a late check in. Edit
ate Check Out Threshold

Use this setting to configure how much time after ETC will be considered a late check out. Edit

“Late ETA when Vendor/Tradesman’s Status is Late / a “Late Check In Threshold”: how long after the ETA a
Never arrived”: how many hours after the ETA an Is missing check-in counts as late. This is what makes a
Late Trip becomes Never Arrived. Trip Is Late.
a “Late Check Out Threshold”: how long after the ETC a
missing check-out makes the Trip Didn't Check Out.

Company Settings » Work Orders > Trips » Trip Exception Thresholds. Set these to how you operate, or Operations
Failure fills with good Trips or misses bad ones.

STATUS WHAT HAS HAPPENED STILL ON THE PHONE WHO CAN FIX IT

Is Late ETA passed, plus the Late Yes The technician, by checking in. Or you,
Check In Threshold by editing the ETA or the Visit.

Never Arrived s Late, plus the never-arrived Yes, until the Trip Same as above. The Trip Expiration is
hours Expiration your deadline.

Never Arrived Never Arrived, and the Trip No Only you: extend the dates and

| Expired Expiration passed reassign, or cancel.
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TWO DATES, TWO MEANINGS
Work Order Close is the date everything on the Work Order must be done by. Trip Expiration is when the Trip
leaves the phone. Set them in the order Work Order Close, Trip Expiration, ETC, ETA.

On the map.

ONE PIN PER SITE

The map shows the Trip that needs you most.

Expired, verified and canceled Trips never appear on the map. Find expired Trips in Operations Failure.

WHICH PIN SHOWS WHEN A SITE HAS SEVERAL OPEN TRIPS, HIGHEST FIRST

1 Urgent Not 5 Is Late 9 Must Return 13 Pending Closed
Dispatched
2 Not Dispatched 6 Didn't Check Out 10 Unable to Service 14 Verification
Required
3 Rejected Trip 7 Checked In 11 Not Scheduled On Tech’s 15 Closed Incomplete
Mobile
4 Never Arrived 8 Scheduled On Tech’s 12 Waiting For Approval 16 Unscheduled
Mobile
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Show Map turns the split view on. Drag the divider to
give the map more room.

A numbered circle is a cluster. Double-click it, or use +,
and it opens into single pins.

Pin colors are the table below. Read the glyph too: the
same red carries a circle for Is Late, an ! for Never
Arrived, an X for expired.

The rows in the list are only the Work Orders inside the
map frame.

Show Map on the Work Orders page, zoomed to one region. Every pin is the highest-priority open Trip at that Site. The

list beside the map follows the map: pan or zoom and the rows c

hange to what is in view.

Scheduled On Tech'’s Mobile

Verification Required

PIN STATUS PIN STATUS
Not Dispatched Checked In
\ 4
1 Urgent Not Dispatched ! Didn’t Check Out
\ 4
X  Rejected Trip @ Must Return
?  Waiting For Approval ? Unable to Service
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PIN STATUS PIN STATUS

v Not Scheduled On Tech’s Mobile Trip Verified (list only)

9 Is Late
v Never Arrived

v Never Arrived | Expired (list only)

Closed Incomplete

Canceled (list only)

Pending Closed

QQ © © <

Custom statuses are a different thing.

TWO KINDS OF STATUS

Trip statuses are calculated; custom statuses are yours.

A custom status never moves a Trip or changes an Action Filter. Run the day from the Action Filters; use
custom statuses to hand off.

QUESTIONS?

Contact your Customer Success team.

Or email support@utilizecore.com and a member of the team will get back to you.

UtilizeCore
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