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02 / END-TO-END WORKFLOW BrightLine Home Services

From Inquiry to Paid Job
A role-based workflow showing ownership, handoffs, and controls from first contact through payment.

02

TRIGGER

Call or web request

SYSTEM OF RECORD

Scheduling app

COMPLETION

Payment + warranty logged

WORKFLOW / ROLE SWIMLANE

CUSTOMER

OFFICE

SERVICE MANAGER

TECHNICIAN

1 Request

Customer

2 Schedule

Office coordinator

3 Dispatch

Service manager

4 Complete

Technician

5 Approve

Customer

6 Invoice

Office coordinator

WORKFLOW CONTROLS

15 MIN

First-response target

REQUIRED

Photos before invoicing

3 + 7 DAYS

Unpaid invoice follow-up
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