Operating Model, Governance & Quality Transformation
GoFractional Portfolio Type: Case Study
Short Description
Rebuilt a fragmented national technical-services organization through centralized workforce management, quality governance, role clarity, leadership cadence, and cross-functional alignment.
Body Copy
As VP of Field Delivery for a national technical-services company, I led a one-year transformation across six operating functions: Field Delivery, Operations Management, Workforce Management, Quality Control/Safety/Compliance, Permits/Compliance, and National Scheduling.
The organization had experienced repeated leadership changes, siloed execution, weak process adherence, inefficient manual dispatch, high overtime, inconsistent quality, and poor alignment between field operations, project management, and service delivery.
The transformation included:
Centralizing dispatch and workforce management
Clarifying leadership roles and decision rights
Reorganizing territories and reporting relationships
Establishing weekly operating cadence and one-on-one accountability
Rebuilding the quality-control function
Creating quality standards, checklists, audits, and corrective-action processes
Improving PMO and Service Delivery alignment
Implementing structured hiring, succession, and career-development practices
Using W-2, partner, and 1099 labor strategically to match capacity and margin requirements
On a major multi-site technology deployment, results improved materially:
On-time completion improved from approximately 20% to more than 80%
Escalations fell from 3-4 per day to 1-2 per week
Rescue work declined from approximately 45% to 10-15%
Rework fell by roughly two-thirds
Completion time improved from 4-5 days to 2-3 days
Margin improved by approximately 20 points
The work was focused on creating a repeatable management system, not a temporary turnaround dependent on one leader.




