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Introduction 
 
Jim Dvoratchek: Dispatchers are an integral part of every contractor company’s day-to-day 
operations, often asked to handle multiple responsibilities. During this roundtable, we will address a 
dispatcher’s typical responsibilities, challenges and areas for improvement. We are going to discuss 
topics like technology, techniques, customer service, and equipment location and dispatcher survival 
techniques. 
 
We’re going to take in about five to 10 minutes of discussion for each question, and then we’ll ask 
you to assign a captain from your table to come up to the microphone. We will draft if you don’t come 
up. Pat, would you like to read off the first couple of questions and then we’ll have some discussion. 
 
Pat Harris: I’ll read the first question, then we can discuss and see how your organization works. 
We should have some good discussion on how dispatching works in your organization. 
 
Question 1 – Using the illustration on your handout, which label best 
describes how you view dispatching within your organization. Is it the hub, 
spoke or felloe/rim? 
 
Ron Culgin (Table 2): We’re pretty much all in agreement that the hub best describes the dispatch 
operation. All the information comes into the hub and gets distributed out. We really thought that this 
really is the center. So, hub. 
 
Shaver: And that was pretty unanimous with that table? 
 
Culgin: Pretty much. We had one person hold out, but I’m locking in my answer! 
 
Dvoratchek: What was the other view? Why did they see it differently? 
 
Shaver: Was there any other view, other than it being the hub? Did you have to bring anybody to 
conformity? 
 
Culgin: It was actually just my personal opinion. 
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Barry Hogan (Table 3): Well, we pretty much agree. Looking at the question as it is placed here, 
this has to do with dispatching and not with the whole company. If it did, we would say the hub is 
actually getting to work first! We agree that the dispatching is definitely the hub, the center point. We 
looked at the spokes as being the vehicles. You have got to make sure you get them out early, on 
time. Get them working when the job site starts. We looked at the rim as being the dispatching, still 
having to take care of problems out in the field. Something breaks down and your guy needs a part, 
so the dispatcher has to make a decision. Do they meet half way? Does he take a mechanic, 
because then he loses two hours of his day and he doesn’t get his work done. We feel it’s an all day 
job with breaks where he can do other things. We do look at it as being the hub. Trucks going and 
then making sure there is production all day. 
 
Harris: Good. And was your table pretty-much unanimous with that, or not? Yes? Good. 
 
Matthew Finnigan (Table 1): I’m Matthew Finnigan of National Concrete Cutting in the Seattle area. 
I’m a new member and I bought the business about a year ago. It’s my first time at the microphone. 
In the discussion, two of us were a hub and one was more a spoke. That was a smaller operation 
and that’s how it operates. The two of us that were a hub, we feel that this is centralized and 
everything comes into one location and goes out in preparation for the next day. Juggling of 
schedules, that type of thing? Being able to look at the whole day and figure out who needs to be 
where. 
 
Shaver: You pose an interesting issue. Because of the size of the operation, whoever that was at 
your table, it was identified as a spoke. Why the spoke? 
 
Rick Steltzer (Table 1): We are a small operation with not many trucks. For me, the hub is our 
operators going to the job site. The operators would be the center in my case. 
 
Dennis Mello (Table 7): At our table we’re all thinking it’s the hub too. We have a 20-truck 
operation. I haven’t talked to Doug at Atlantic, but I know he’s got more than that. But it’s the hub. I 
guess everybody gets the call in to the office, and from there it goes to wherever it has to go. To the 
men for them to do whatever they have to do. In my situation it was just a little different, because I 
have two hubs. There’s the hub in the office and then I’m the hub, in the field. A roaming hub. I’m 
only a small company, and nothing moves in my company unless I know about it. I always call the 
shots. I’ve always said that the guy who can move the quickest in this industry, to put the right 
people in the right place, makes the most money. 
 
Harris: Were you unanimous at your table? 
 
Mello: Yes. It was the hub. 
 
Ty Conner (Table 8): My name is Ty Conner of Austin Enterprise out of Bakersfield, California. I 
think that there is an overall consensus at our table that dispatch is the hub. Recognizing that they 
answer the phones, often the first person to answer the phone. Also bidding jobs, coordinating with 
the shop, coordinating the handling of materials for the job. I would say that there is a general 
consensus, about five out of six, that agreed with that. I disagree. We tried a different mentality this 
time, when hiring a dispatcher. I have always hired someone from construction. I thought I could 
teach them to be a manager, to hold people accountable. I tried a different approach last time. I 
hired a manager and I am trying to teach him the facets of cutting concrete. The gentleman doesn’t 
even remember filling out an application for the job. He was a Wal-Mart and Target store manager, 
and he knows nothing whatsoever about cutting concrete, but he knows a lot about holding people 
accountable. His favorite term is, “help me help you.” He is totally awesome. He also brought some 
of the Target Company and Wal-Mart mentality into the company. Actually, in our meetings he 
describes his job as “setting the table” for the operators. That’s how he sees his job. His thought is, if 
you have people over for Thanksgiving dinner, you cook a meal. After you are done cooking the 
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meal, do you tell everyone to go get their plate, fork and drinking glass or their coffee cup? No, you 
set the table for them. That is what he sees his job as being, setting the table for our operators. He is 
pretty dynamic. 
 
Dvoratchek: How’ is he doing with the equipment? 
 
Conner: He is struggling a little, but he is getting there. He has been there six months. Like I say, 
that is probably not his strong suit, but we do not have to worry about operators turning in their 
paperwork to get paid. We do not have to worry about their gas tickets. He had just brought a lot 
more to the table in terms of things we used to struggle with.  
 
Question 2 – Would you include dispatching as one of your top three daily 
challenges? If yes, why? If no, why? What are some of the other challenges? 
 
You could maybe list as many as you want, but we may want to limit for the purpose of today. It may 
be better to list three. Getting too many might be a problem. So let us take some time to discuss that 
one. 
 
Harris: Let us hear about your daily challenges. Your top three, if you don’t mind. Since Ron is 
standing up, he can go. 
 
Ron Culgin (Table 2): I’m Ron Culgin with Pro Cut. We all agreed that dispatching was one of the 
top three challenges. Maybe the top challenge, for most of us. Mainly because there can be so many 
changes as the day goes on. Right from the get-go an operator calls in sick, so you are juggling 
before you have even had coffee. Halfway through the day, a guy who was supposed to finish his 
job gets work added on. You are not going to say no, but then he is not going to the job he was 
supposed to be going to tomorrow. And of course, equipment breakdowns and such. That said, if 
every day just finished like it was planned it would be a piece of cake. Of course, it doesn’t so there 
are constant changes and that is what makes it very challenging. Personnel was one of the other top 
challenges. Dealing with people, operators in particular. Customer issues. Customers being upset 
with you for one reason or another. Having to diffuse situations, even when you are right. Somehow 
they turn the tables on you and they are angry when there is nothing that you did wrong. Site 
conditions are another challenge. Maybe you look at a job and the area is wide open. By the time 
you go back to core your holes, there are walls there, plumbing pipes in the way and everything else. 
The call comes in to the dispatcher who, of course, cannot see it and may not have looked at it in the 
first place. Maybe he never had the conversation with the superintendant in the first place, so he is 
at a bit of a disadvantage. It is those changing environments that make that job so challenging. 
 
Dan Cowperthwait (Table 1): I’m Dan Cowperthwait with Atlantic Concrete Cutting. One of the top 
three daily challenges was dispatching. That was a unanimous agreement over there. And the 
reasons that we talked about, are that the dispatcher is always juggling all day long. Trying to get the 
right person and the right equipment to the right job. Making sure that you have the man with the 
right skills and talents to match with the task that is going to occur the next day. Some of the other 
challenges that we talked about were customer demands. Ted Johnston raised this point. That was 
a good one. You can have everything laid out and it is 3:45 in the afternoon, then one of your top 
customers calls and says they need you there tomorrow morning at 7 o’clock. That then jumbles 
everything you have been working on all afternoon. But you do it. The dispatcher does it. Some of 
the other challenges were equipment breakdowns, and we also talked about keeping track of the 
fleet. We talked about the various software that a couple of us are using for fleet tracking, and the 
value of that software. Knowing where your equipment is and the need for your operators to stay in 
touch with the dispatcher throughout the day. There seemed to be an agreement that the work 
operation consists of the operator phoning in at lunchtime to give an update on their job status. 
Whether they expect to finish by the end of the day. Whether they have equipment problems. 
Whether they are going to need some additional help, if it is available in the afternoon. We also 
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talked about the requirement for jobs that finish at 10 o’clock in the morning, what do you do with 
that operator? Again, it seemed to be a need for the dispatcher and the operator to maintain good 
communication throughout the day. That operator needs to let the dispatcher know that he is 
finished. He doesn’t just hop in the truck and start driving back to the shop or drive home, as he may 
be needed on a job five miles down the road. So dispatching is a challenge. 
 
Barry Hogan (Table 3): I’m Barry Hogan with East Coast Concrete Cutting. We cover the Baltimore 
and Washington area. We actually just made a change to dispatch, regarding a fellow that has been 
with us 27 years. It is quite stressful. He got to the point where he could not sleep at night, so I said 
we need to make a change. I do not want to ruin your life. It is a lot of coordination. You always want 
to plan things so that you do not fail. You want to put as much planning in as you can, but this type 
of business it is hard to do everything. The dispatcher has to be in touch with the operators, he has 
to be in touch with the customers, he has to be in touch with the salesmen. It is really pretty 
demanding. Like Ron alluded to, everything could go wrong. The layout is not right. The guys are in 
a big hurry but the layouts are not ready. Do we hang around form the layouts or do we go to 
another job? Who is going to answer that question? The dispatcher. Who does he have to check 
with? The guy that he might have to pull off the job. So his cell phone is constantly ringing. We have 
two dispatchers. We have a guy that comes in at 5:30 AM to make sure the guys get out. We make 
sure that everything is in the trucks at 5:30 AM. He walks in and he has two messages for two jobs 
that have been cancelled. Who do we lay off? We do not want to lay off the really good guy that has 
been here 25 years because he has never missed a day, but it’s a core drilling job and he has wall 
sawing equipment on his truck. So there can be some time wasted there. It is not an easy job and 
it’s definitely the most challenging position in the company. The fellow mentioned before that he had 
hired a really good manager, and he is managing the men very well, but you also have to 
communicate with the salesmen, know the customers and know what your priorities are. If you are 
going to upset someone, make sure it is someone you have never heard of and may never hear of 
again. 
 
Dennis Mello (Table 7): Dennis Mello, Cut-Rite Concrete Cutting, Pawtucket, Rhode Island. I do not 
want to be redundant and go over everything from the other tables, but the dispatching is definitely a 
problem, it is a challenge. The big thing is the changes. If somebody calls in one morning to say that 
this job has been cancelled, now what do you do with your people? You have got a lot of work, so 
now you are on the phone and a guy that wanted you there today was originally told by you that the 
guys could not make it until tomorrow, but now they can. This confuses him, but things change on 
jobs. The only difference that we have here form all the other people in the room, is from Doug. He 
stated that he crosses different states all the time, Pennsylvania, New Jersey and New York. When 
he dispatches a guy to go to New York, he can let that guy go there but if he gets a call from 
Pennsylvania and he needs that guy to go to Pennsylvania, you just can’t move that guys because 
of the benefits you have to pay to the unions are different. Sometimes you just can move guys that 
quick. Is that right what I am saying? 
 
Doug Walker (Table 7): Yes, that’s about right. When I have a guy in New York he has to stay in 
New York for the day. If he is in Pennsylvania he stays in Pennsylvania. There are a lot of union 
regulations regarding moving guys from one state to another. 
 
Mello: We have James here; he works out of Kansas City. That’s a right to work state over there. 
When he has different customers call, they may want certain people on the job or a certain crew that 
he has. So he has to be able to change that when the order comes in, then it changes over there 
and he has more to change up. We all have the same problem. You can never have enough men or 
trucks when you are busy. Now when you are not busy, that is another problem. 
 
Skip Aston (Table 8): Skip Aston with Ohio Concrete Sawing. If it is a problem, you have got the 
wrong dispatcher. If it is not a problem, you have got the right dispatcher. 25 years ago I read an 
article that basically asked if you owned your business, or did it own you? I thought about it, and we 
had been in business for a couple of years. I would go on vacation and we would call in every couple 



Page 6 of 8 

of hours, and this was no life. It was crazy. I had a dispatcher in place one time, and she said, “Skip, 
do you trust me. When you call in to see what I am doing, it is like you are telling me that you do not 
have confidence in me.” I came to a decision and realized that she was right. She just retired after 
27 years. I let her make those decisions, and if I did not understand them at the time, once she 
explained them it made perfect sense. I had confidence in her and I did not have to hover over her or 
second guess what she was doing. We have got a dispatcher in Columbus that had a long career in 
football. He played college football and he played pro football for a couple of years. He is very 
animated, and everything he talks about has a sports analogy. The way he puts it is, “I know who my 
strong players are, I know who my weak players are. Every day I have a new game plan. I put my 
strong guys where I need them for a more difficult job. I put my weaker guys on a simpler job.” He 
has been there for a long time and it seems to work out. I am convinced that if the dispatcher is a 
problem, you have got to find someone that has better decision-making abilities or someone you 
trust. Because if they cannot do the job right, you have to sit there and do it for them. Fire them and 
save whatever you are paying them.  
 
Dvoratchek: In consideration of the time, we are going to combine the next two questions.  
 
Question 3 – Other than yourself, do you have one of more staff members 
dedicated to managing dispatching? If so, why? 
 
Question 4 – What are the primary tasks performed by dispatch, and what 
tools are used to assist in performing these tasks?  
 
Dennis Mello (Table 7): At our table we have a couple of full time dispatchers, with one being a 
project manager. It has worked very well for one fellow here. Some other people use a DSM system. 
I do not use that. We also discussed that smaller companies have a much bigger problem than a 
larger company, because the larger companies have more resources and more people. So when 
you are operating with just a couple of people, it becomes a harder task. For scheduling, we had 
some people say they use GPS tracking. I use Nextel. Then we got into tracking blade footage. I do 
not know whether that pertains to what we are talking about here, but some people put that in the 
computer and track the blade footage. A fellow here, he uses CenPoint software. Myself, I still have 
a daily log book and then we put it in the computer. It is a tough business when you get real busy. I 
have done it for years, and it never gets any easier. You try to do what you can, take care of your 
best customers. That is about all you can do. 
 
Larz Smith (Table 8): I am with the Concrete Penetrating Company in Dallas. When talking about 
dispatching, the scheduling, almost everyone at our table has some sort of computer-related 
scheduling system. DSM, CenPoint or Master Builder. At least three of our table were upgrading 
their software within the last month, or are looking to do it right now. It is obviously something that is 
important to us. A few of us dinosaurs use the computer but still put things on a whiteboard for a 
quick, visual look at where your people are at any given time. Keeping track of specialty tools is 
another function of the dispatcher. Again, we ranged from putting it into some of our dispatching 
modules; some of us have a separate computer program that we use for that. A few of us still use a 
pencil and paper and a clip board to keep track of equipment. 
 
Rick Steltzer (Table 1): I am based in St Louis. We kind of interpreted Question 3 in two ways: Who 
manages the dispatching operation or how the actual dispatching is managed? So we kind of 
answered it both ways. The people that manage the dispatcher are usually operations managers or 
the owner. The reason the owner would manage that position is because it is such a critical part of 
the business. The other side, is how many people are managing the actual dispatching operation? 
Most of us said just one key person for that. We did discuss that there are also backups for that, if in 
some cases that person is sick or if you get into extended hours. You need a second person to do 
that. The backup can be a salesperson or the owner or a manager who supervises that dispatcher. It 
can be a group effort, where if one person is gone everybody else pitches in and helps do that 
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scheduling operation. One other important comment that came up was that only that dispatcher can 
schedule jobs. The salesman cannot say to the customer, “Yes, I will have someone there.” They 
have to get that all approved by the dispatcher ahead of time to make sure they are staying 
consistent and giving the right information to customers. As far as what tasks the dispatcher 
handles, they are: What jobs get done that day? Who is going to do it? What equipment gets used? 
Who gets bumped if you are overscheduled? They also handle phone estimates. The tools they use: 
computer programs, whiteboards, paper, desk calendar. So they kind of run the whole day. For other 
parts of that dispatching operation, we are using fleet tracking and GPS systems and Bluetooth 
operations.  
 
Ron Culgin (Table 2): Most of us seem to be using a single dispatcher, but it really depends on 
size. If you are a really small operation, the owner may well be dispatching. I do not know at what 
point you would cut that off, but maybe at about six or eight trucks you would have a dispatcher. It 
seems like 20 trucks would require two people. We have a dispatcher and DeAndrea said they have 
a dispatcher. Both work out really well. So one or two dispatchers, depending on size. Primary tasks 
are scheduling and estimating. They seem to go hand-in-hand. Monitoring change orders, so the 
dispatcher has the first look at what is going on and hopefully they will know if this is a firm price job 
or whether there was a contract on it. Whether the billing need to be on an AIA document or whether 
you are coring more holes than what you bid on, you need to get a change order going. Purchasing 
supplies and tools, ordering concrete or maybe lining up subcontractors. And approving payroll, 
because they know better than anybody how the day or week panned out. So our dispatchers sign 
off on payroll. The payroll comes off the computer and very often there are changes to be made. So 
the dispatcher marks that up and approves it. That was really all done on software—one type or 
another. There is still a need, at least in our company, for a notebook or a whiteboard. It goes in the 
computer, and sometimes it is a case of “out of sight, out of mind.” Keeping track of specialty tools. 
We are forever dropping pig tails off on jobs to get pre-wired for electrical sawing or selective 
demolition work. We must have made about 200 of those things and they just get lost. Then we 
started tracking them separately on a whiteboard, so that we could go back and get them at another 
time.  
 
Matthew Hogan (Table 3): Matthew Hogan with East Coast Concrete. We had some differences; 
Cobra only has only one dispatcher. We use two. One comes in at 5:30 AM and his main objective is 
to get all the guys out by 6:00 AM at the latest. I come in about 7:00 AM if I am not looking at a job in 
the morning. The reason we have two is because we do multiple things. We also do the estimating 
and the other guy is a project manager. I take care of the purchasing, so I basically need help with a 
all the duties. As Ron said, do not let the salesmen schedule the jobs, they have to go through the 
dispatcher. He decides what day and takes into consideration who the customer is and how 
important they are. How much business do we get from them? Does the dispatcher bump somebody 
to take care of a better customer? As a dispatcher, you have to make those kinds of decisions. We 
still have a whiteboard also, which is split up into a two-week grid, but we usually put everything into 
the DSM two days ahead of time. For quotes, we use a survey sheet form. So as we are getting 
information we are going through a survey sheet and marking water hose points and how much 
scaffolding would be required. We also use the whiteboard for keeping track of our pig tails. I guess 
we use a little bit of everything. Hand-written pull sheets, but then we also keep most of the 
scheduling in DSM and on the whiteboard.  
 
Harris: We are also going to combine the next two questions, so if you could look at those two. 
 
Question 5 – Measuring performance is an important aspect of running a 
business. Improved efficiency helps to lower costs and conveys a 
professional image to customers. Which is more important, investing to 
improve field services or dispatching? Which one are you more willing to do, 
and why? 
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Question 6 – Which of these statements best describes your attitude about 
implementing technology: 

a) I like the flexibility of a pencil. 
b) Technology costs too much. 
c) I don’t have the time to look into it. 
d) I regularly review our work flow methods and look for ways and 

methods to make improvements. 
e) I don’t think I could learn to use a computer, and I’d probably mess 

things up. 
 
Ted Johnston (Table 1): As for what our table would consider to be the most important investment, 
field services or dispatching, we had some mixed discussion. Some felt that updating equipment or 
trucks is of more benefit, while others said that dispatching personnel or software is more important. 
Like some of us said earlier, it can depend on the size of your company and what kind of system you 
have in place. The next question was a good one, and most of us answered “d.” 
 
Bennett Jones (Table 2): We too had some quite different thoughts on the first question. The 
customer may be impressed to see nice, new shiny equipment, but if your guys do not show up on 
time it does not really count for much. So we kind of leaned towards dispatching as the most 
important of the two choices. And while some of us said that we would probably fall in line with all of 
the statements in the second question, we generally felt that we all continue to be open-minded 
about new methods. So “d” was our answer for that one. 
 
Dan Foley (Table 3): I am with Cobra Concrete Cutting. The majority of our table felt that 
dispatching was the most important part of the business to keep up-to-date with. At my company, we 
have tried to embrace new technology in all parts of the business. I recently got an iPad, and some 
of the software and connectivity that this device has provided helps a lot with bidding and knowing 
where our guys are going and when. One or two people here at the table admitted they may have 
some old computers and software, so it could be time to upgrade! 
 
Kara Louisell (Table 8): I suppose the best answer would be that both are equally important. We 
talked a lot about how operators and companies need to keep up to speed with new cutting tools, 
but also have the company keep up with new software and technology that will help us run things as 
smoothly as possible. So we sort of called it a tie. A couple of people here said that they maybe 
need to start doing more on the computer and less with the pencil and paper, but for them this 
system continues to work. Generally we go with option “d,” but we have a couple of shouts for “a” 
too! 
 
Trevor Kidd (Table 7): We were pretty much in agreement with the other tables. Investing in field 
operations is important, but having your dispatching processes working as well as they can is a must 
for any business. We all are in favor of reviewing and improving our methods where we can. 
 

END 


