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Introduction



It's Monday morning.

A security dispatcher sees that a guard missed a punch, putting verified coverage in question. A field services
operations manager is rerouting a crew after a callout, which pushes a technician into overtime on a fixed-fee
contract. A staffing payroll administrator is closing out the week and can't finalize pay until a rate card mismatch
across client sites is corrected. 

By mid-morning, schedules and timecards don’t tell the same story, so the invoices going out this week will leave
revenue on the table without you knowing. 

To anyone not in business services, this sounds like a bad Monday. To you, this is the job. And in that job, the daily
realities of employee scheduling and time tracking differ depending on the type of service you provide: 

Security services – Continuous post coverage, license enforcement, and location-verified billing 
Staffing and workforce services – Fast fill rates, multi-client placements, and billable hour capture at sites the 
agency doesn't control 

Field and facility services – Mobile crews, flat-rate contracts, transit versus productive time, and job costing at 
unattended facilities 

M anaged services and support – SLA-driven coverage, certification-matched support tiers, and retainer 
versus break-fix billing separation 

P rofessional services – Billable utilization, multi-client time allocation, and fixed-fee project margin protection 

You know labor is both your largest cost and the primary revenue driver.

Every hour either lands on an invoice or on the expense line. A coverage gap during a client-critical window puts a 
contract at risk. A misallocated timecard delays billing. An overtime shift on a fixed-rate post turns a profitable 
assignment into a loss before anyone sees it coming. 

This guide breaks down what workforce management success looks like in your specific business services 
environment, outlines the employee scheduling and time tracking capabilities that matter most, and helps you 
evaluate software based on your most pressing needs, not a generic feature checklist. 
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Why scheduling and

time tracking are different 
in business services 



Success in business services isn’t just about pricing or service scope. Clients stay because the work gets 
done, the coverage is consistent, and the billing is accurate. That reliability depends on two things: 

1. Scheduling the right people with the right credentials to the right work 
2. Capturing accurate, verified time so nothing is lost between the work and invoice 

When either side breaks down, clients notice. Coverage gaps disrupt the day. Billing disputes follow. 
Margins compress with each misallocated hour. 

Workforce management in business services has to move at the pace of every client commitment. 
Schedules change constantly, workers operate at client sites the organization may not control, and 
compliance requirements vary by client, contract, and jurisdiction

Each role experiences these pressures differently: 

Operations managers and dispatchers – Spend hours each week building schedules, filling callouts, 
and adjusting coverage to meet client commitments 

HR and people operations – Track credential expirations, manage compliance documentation, and 
handle the onboarding churn of a high-turnover workforce 

Payroll teams – Deal with the downstream effects of scheduling and time capture errors: overtime 
corrections, rate miscalculations, and pay period delays 

Finance and billing – Watch the gap between hours paid and hours invoiced, and need labor cost 
visibility against contract budgets before month-end 

Frontline workers –  Want to know their schedule, clock in without friction, and trust that their 
paycheck matches what they worked 

While every business services organization faces these challenges, how they appear depends on the type 
of service you deliver. The sections that follow look at how employee scheduling and time tracking play out 
across each business services environment, and where dedicated software begins to earn its place.

Why scheduling and time tracking are different in business services 06

https://tcpsoftware.com/articles/employee-scheduling/?utm_source=resource&utm_medium=organic&utm_campaign=all____vertical_business_services&utm_content=workforce_management_guide_business_services
https://tcpsoftware.com/articles/what-is-employee-time-tracking/?utm_source=resource&utm_medium=organic&utm_campaign=all____vertical_business_services&utm_content=workforce_management_guide_business_services


Core capabilities every 
business service scheduling 
and time tracking solution have 



Callouts happen daily. Client requirements 
change overnight. Workers move between 
assignments, locations, and job codes 
within the same week. Schedules and time 
tracking rarely stay static in business 
services, but when they’re managed in 
spreadsheets, text threads, or disconnected 
systems, managers spend hours rebuilding 
schedules and reconciling timecards after 
the fact. 

If you want to keep up with the pace and 
complexity of client-driven, distributed 
operations, you need backup. Workforce 
management solutions for business 
services help managers build schedules 
with the right people and credentials, adapt 
when things change, and capture verified 
time that supports both payroll and billing. 

Before getting into how they apply to your 
service type, here’s the main list of 
capabilities every business services 
scheduling and time tracking solution 
should include: 

Business services 
workforce management 

capabilities

Credential-aware 
scheduling

Automated shift coverage 
and callout response 

Labor cost visibility 
during scheduling 

Flexible, location-
verified time capture 

Job and cost-based 
time tracking 

Automated pay 
rule application

Real-time exception 
management  

Connected scheduling 
and time data  
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Credential-aware scheduling 

Business services is full of regulated, credentialed, or 
client-restricted work. Scheduling software should 
prevent unqualified workers from being assigned to, 
swapping into, or accepting restricted shifts. 



When credential checks are built into the scheduling 
workflow, managers catch gaps before assignments 
are confirmed, not after the worker arrives on site. 

Shift details Shift tasks

Enter shift details

Title

Shift title

Shift time start

TimeEvent date

Shift time end

TimeEvent date

Add open slots

Add location

Employee skill

Background check 

CPR / First Aid  

OSHA 10 

Employee assignment

Search by employee name

Who is working (2)

Staff from other positions

Add & save

Automated shift coverage and callout response 

Callouts and last-minute client requests happen each 
day. Managers need to fill open shifts quickly by notifying 
available, qualified workers while checking overtime 
status, credentials, and location simultaneously. 



Employee scheduling solutions reduce coverage gap 
time and prevent overtime costs from manual contact 
list workthroughs.  

Shift details Shift tasks

Wed

8/21

10:00 PM to 6:00 AM - 8hr

Security officer

Assignments

TODAY

Backfill

I’ve found some matches for Lisa’s shift! 
Review the suggested replacements, and 
click “Start backfill” when you’re ready.

3 potential replacements Select all

83% Deselect

42% Deselect

33% Deselect

Close Start backfill
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Labor cost visibility during scheduling 

In business services, the labor cost decision first happen 
when the schedule is built. Scheduling software should 
surface projected costs and overtime exposure while 
mangers are building the schedule, not after the hours 
are worked.  

Budget view

Weekly 
overview $2,957

16.5 hrs

Required

Scheduled 

22 hrs

$3,457

22 hrs

$1,856

Add

12 hrs

$1,957

Heather Black

9:00 AM - 5:00 PM

Monday, Aug 12 Tuesday, Aug 13 Wednesday, Aug 14

Adam James

11:00 AM - 3:00 PM

Thursday

Flexible, location-verified time capture 

Workers can operate at client sites, in the field, at 
remote desks, and across multiple projectsin a 
single day. Time capture must work where the work 
happens: mobile, web, and physical terminals with 
geofencing and geolocation that create a verifiable 
record for payroll and client billing.

Geofences

Search employee(s) Sort by

Hartwell Distribution Center 

Hartwell DistributionName Type Circle Cancel

Delete

Save
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Job and cost-based time tracking 

Time tracking software should take the detective work 
out of finding missed hours by making it easy to assign 
job codes as work happens and flag anything missing 
before invoices are sent. 

Cost code summary by employee

Job codes

Search

Meridian Group 101

Hartwell Co. 120

Meridian Group  $4,840

Vantage Partners 125

$8,120Hartwell Co.  Admin time 36

Training 155$11,650Vantage Partners 

PTO 148

Westbrook Inc.  $6,290

Holiday199

Automated pay rule application 

Pay can get messy with multi-rate workers, shift 
differentials, on-call premiums, union agreements, 
prevailing wage rules, and client-specific bill rates. 



Software should apply these rules automatically, reducing

payroll correction cycles and calculation errors. 

Job types

Search

Leah Davis

Group Job class Description

Hartwell Co. 

PTO

Sick day

Meridian

Group 

Vantage 
Partners 

Rate Cost code Clockable
Counts 

overtime

Earns 

overtime

Assign new

Auto 

transfer
Time sheet
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Real-time exception management 

Missed punches, location mismatches, job code errors, 
and unapproved overtime need to surface as they 
happen and route to the right manager for resolution. 



Catching exceptions during the week rather than at 
period-end reduces the correction backlog that delays 
both payroll and billing. 

Pending time off requests

Employee Date

Missed punches

Employee Type

Who was late?

Employee Type

Request

Date

Date

Status

6

2

2

Connected scheduling and time data 

Schedule changes should flow through to time records 
automatically. When scheduling and time tracking 
share the same data, corrections drop, payroll 
processes faster, and invoices go out with accurate, 
verified hours behind them. 

Hello Mark!
You have been clocked in for:

03  :  24  :  23
Leave on break Clock out

Your metrics

DETAILS

DETAILS

Manage shifts

Available shifts

Jun

15 DETAILS

Jun

18

9:00 AM

Field 
technicianJun


13

Jun

14

DETAILS
Jun


13

While these capabilities benefit every business services organization, the next section looks at how these workforce management 
fundamentals apply across different business services environments and what that means for your day-to-day operations.
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How core capabilities 
apply to your business 
service type 



Every business services operation needs schedules built, time captured, and labor cost tracked.

What changes is your specific operating model, client requirements, and billing relationships. 

In the sections that follow, we’ll break down how these capabilities apply across: 

Security services 
Staffing and workforce services 
Field and facility services 
Managed services and support 
Professional services 
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Security services 

What makes scheduling and time tracking different here: 

Security operations run on continuous post coverage, state licensing requirements, and fixed-
rate contracts where every unbillable overtime hour directly reduces margin. 

Zero-gap coverage – A post that goes unmanned is a contract breach. Coverage caps 
have to be caught and filled fast. 

Licensed assignments – Guards must hold the correct state license for each post type. 
An expired or mismatched credential is a compliance violation and a contract risk. 

Fixed-rate margin pressure – Overtime used to fill a callout can turn a profitable post 
unprofitable immediately. 

Proof of presence – Clients require location-verified time records before approving 
invoices. Unverified shifts are unbillable. 

Capabilities that matter most: 

Credential-aware scheduling with license expiration tracking 
F ast, qualified shift backfill with overtime screening 
L abor cost visibility by post and contract during scheduling 
L ocation-verified time capture for client billing 
Connected scheduling and time data for payroll accuracy 

Look for software that: 

Captures guard time with geolocation validation at every clock-in
Blocks unqualified guards from being assigned to restricted posts
Flags overtime accumulation before shifts are confirmed
Tracks credential expiration dates and alerts managers when scheduling 
 Gives dispatchers and operations leaders coverage visibility across all active posts
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Evaluating software vendors based on size and maturity 

Basic stage 

Who fits here: Small guard companies and security firms managing schedules on whiteboards, spreadsheets, or paper dispatch logs. 

A callout becomes a round of phone calls, and proof of presence is a paper log the client can dispute. Scheduling and time tracking only 
meet at payroll, usually as a correction

You often hear things like: "We track post coverage on a whiteboard and call guards when something changes," "Guards call in when 
they arrive. We take their word for it," or "Payroll corrections are a weekly event. We expect them at this point."

What you need  Why it matters  Without it 

Overly complex tools reduce 
dispatcher adoption and push teams 
back to paper 

Reduces manual build time for 
recurring coverage patterns Scheduling templates by post type 

Builds recurring post rotations from 
templates and staffing rules in minutes 

Dispatchers rebuild the same coverage 
by hand every week Auto-fill scheduling 

Guards clocking in from off-site 
creates unbillable shifts and invoice 
disputes 

Confirms guard presence at the correct 
post for billing Mobile clock-in with geolocation 

Credential and license tracking on 
guard profiles 

Makes qualification visible before 
assigning to a restricted post 

Expired credentials slip through to 
assignments without built-in checks 

Lets guards see assigned posts and 
clock in from their phones 

Guards call dispatch for schedules and 
updates never reach the field in time Mobile schedule and time access 
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Intermediate stage 

Who fits here: Mid-sized regional security providers managing multiple client sites with basic tools that don’t connect scheduling, 
time tracking, and credential data.

Posted coverage and actual punches drift apart during the week, so overtime on fixed-rate posts gets discovered only after it has 
already been worked and eaten the margin. 

You often hear things like: "Our schedule and timecards never match at the end of the week," "We only find out about overtime after it’s 
already happened.," or "Credential tracking lives in a separate spreadsheet. Nobody checks it until there’s a problem." 

What you need  Why it matters  Without it 

Prevents unplanned overtime on fixed-
rate posts 

Overtime turns profitable posts into 
losses before anyone notices Overtime tracking and alerts 

Surfaces qualified, available 
replacements without manual 
list-checking 

Speed-to-fill prioritized over qualification 
drives up risk and labor costs Automated backfill for open posts 

Disconnected systems create payroll 
errors and billing discrepancies each 
cycle 

Schedule changes flow through to time 
records without re-entry Scheduling and time data sync 

Gives operations real-time visibility 
across all active posts and contracts 

Coverage gaps and current overtime 
aren't caught early enough to fix Multi-site coverage dashboard 

Credential expiration tracking with 
automated alerts 

Flags upcoming expirations before they 
become compliance events 

Licenses expire for an assigned shift 
with no warning to dispatchers 
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Advanced stage 

Who fits here: National/multi-region security enterprises on legacy workforce or HCM solutions that dispatchers find too complex to 
use effectively. 

The capability is all there but going unused, while leaders still can't see scheduled coverage against location-verified time in real time. 
The goal shifts to connecting scheduling and time tracking into one view managers will find practical to use. 

You often hear things like: "Dispatchers have built their own systems around the platform,” "It’s rigid, and doesn’t support how our teams 
need to work,” or "We’re paying for features we don’t need and missing the ones we do." 

Why it matters  Without it What you need 

Lets dispatchers see predicted labor costs 
against budgets as schedules are built  

Margin erosion on fixed-rate contracts 
goes undetected until payroll closes 

Labor cost visibility by contract 
during scheduling 

Overtime spending outpaces contract 
revenue with no early warning to 
operations 

Flags accumulating overtime before it 
exceeds what the contract covers 

Real-time overtime forecasting 
by post and guard 

Applies client- and jurisdiction-specific pay, 
compliance, and licensing rules so only 
qualified guards are scheduled to each post 

Rigid rule sets can't enforce client 
licensing or block unqualified guards 
from restricted posts 

Configurable compliance, pay, 
and shift-eligibility rules by 
client and jurisdiction 

Complexity that doesn't fit operations 
leads to low adoption and data you 
can't trust 

Reduces the friction that pushes staff toward 
workarounds and away from the system 

Intuitive workflows that match 
how teams operate 

Ensures hours are validated and tagged 
appropriately for billing 

Incomplete time records slow invoice 
cycles and create client disputes 

Payroll integrations and invoice
-ready time data 
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Staffing and workforce services 

What makes scheduling and time tracking different here: 

Staffing agencies operate on hourly markup margins. Revenue comes from filled 
placements, so every unfilled client request is lost revenue and every mismatched hour 
paid is direct margin loss. 

Reactive, high-speed demand – Client requests arrive with little notice. Fill 
rate determines whether the client calls back. 

Multi-client workers – The same worker may hold placements at multiple 
clients in the same week, each with different rates and credential rules. 

Time capture at uncontrolled sites – Workers operate at client locations the 
agency doesn’t manage and can’t install hardware at. 

Pay and bill rate complexity – Each placement may carry a different pay rate 
and markup that must be applied. 

Capabilities that matter most: 

A utomated open shift notifications to qualified, available workers 
M ulti-client scheduling with separate credential and rate rules 
M obile time capture with geolocation at uncontrolled client sites 
A utomated pay rate calculations by client assignment 
Real -time hours and labor cost visibility 

Look for software that: 

Fills urgent client requests faster by surfacing qualified workers immediately
Tracks credential and license expiration dates before placement decisions are made
Captures location-verified time at client sites without requiring hardware installation 
Applies the correct pay and bill rate by client assignment automatically 
Shows coordinators and finance the gap between hours paid and hours invoiced 
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Evaluating employee scheduling software vendors based on size and maturity 

Basic scheduling stage 

Who fits here: Small local staffing agencies managing placements in spreadsheets and collecting worker hours by text, email, or 

paper timesheet.

Hours come in late and unverified, so scheduling and time tracking never line up until payroll. Those client-site hours quietly erode the 
margin between pay rate and bill rate before anyone reconciles them.

You often hear things like: "Workers text their hours at the end of the week. We take what they give us," "We reconcile payroll manually. It 
takes most of Friday," or "We don’t always know if the hours are billable until after we’ve already paid." 

Without it What you need  Why it matters 

Reduces back-and-forth when 
matching workers to open client 
requests 

Manual availability checks that create 
slow fill times and lost requests to 
competitors  

Worker availability and qualification 
tracking 

Paper and text-based time collection 
creates errors, payroll delays, and billing 
disputes

Mobile clock-in with geolocation at 
client sites 

Captures verified time without 
hardware at client locations 

Job and client code assignment at 
clock-in 

Ties hours to the correct client at the 
moment time is captured 

Unassigned hours require manual 
sorting before payroll and billing 

Builds assignment schedules across 
clients from rules and availability in 
minutes 

Coordinators rebuild placements by 
hand for every client each week Auto-fill scheduling 

Disconnected time and payroll 
processing extends correction cycles Simple payroll export  Reduces manual data entry into payroll 
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Intermediate stage 

Who fits here: Mid-sized agencies using separate scheduling and time tools that require manual exports and reconciliation 

to connect. 

Fill-rate decisions and captured hours are reconciled by hand, so the gap between hours paid and hours billed only appears 
at invoicing. 

We often hear things like: "Nothing talks to each other. We export everything to Excel to make it work," "Hours paid and hours billed 
never fully match at the end of the cycle," or "We catch rate errors after payroll has already run." 

What you need  Why it matters  Without it 

Workers on multiple client placements 
hit overtime without any single 
coordinator noticing 

Shows total weekly hours across all 
clients and flags approaching overtime Overtime tracking and alerts 

Automated open shift notifications to 
qualified workers 

Fills urgent requests faster without 
phone outreach

Fill rate declines as manual outreach 
can’t keep pace with demand 

Applies the correct pay rate for each 
client assignment automatically 

Rate calculation errors compound into 
billing discrepancies at scale Multi-rate pay rule application by client 

Client and job code assignments flow 
through to time records without 

re-entry 

Manual reconciliation between 
scheduling and time produces billing 
delays each cycle 

Scheduling and time data sync 

Surfaces the gap between what was 
paid and what was billed before it 
compounds 

Real-time hours worked versus hours 
invoiced reporting 

Gaps only appear at month-end after 
margins have already been lost 
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Advanced scheduling stage 

Who fits here: Large multi-location agencies on enterprise platforms with poor frontline adoption or limited visibility into margin by 
client and placement. 

At this stage, the data is all captured but it only lands in end-of-period reports, so client and placement profitability is always seen in the 
rearview. Without real-time visibility, margins erode before anyone can act. 

We often hear things like: "We have data. We can’t act on it fast enough to protect margins," "We can’t see which clients are actually 
profitable until month-end," or "Managing too many systems across regions." 

Without it What you need  Why it matters 

High-volume defaults to availability-
first; credential failures or unplanned 
overtime follow 

Matches workers to placements based 
on qualifications and current overtime, 
not just availability 

Skills-based scheduling with credential 
matching 

Unprofitable relationships go 
undetected until financial reporting 

Real-time labor cost and margin 
tracking by client 

Shows profitability of each active client 
relationship as hours accumulate 

Rate complexity at scale produces 
persistent payroll and billing errors 

Configurable rate cards by client, role, 
and placement type 

Handles complex pay and bill rate 
structures without manual calculations  

Applies each client's eligibility and 
compliance rules automatically across 
assignments 

Credential and compliance rules 
applied inconsistently across clients 

Configurable compliance rules 

by client 

Pushes verified, job-coded time to 
payroll and billing so hours are tagged 
correctly for invoicing 

Manual exports introduce errors and 
slow invoice and payroll close cycles 

Payroll and billing integrations with 
invoice-ready time data 
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Field and facility services 

What makes scheduling and time tracking different here: 

Field and facility work happens away from any central office, across sites and routes no 
one is on hand to monitor. That makes the hours determining whether each job is 
profitable the hardest to capture accurately. 

Flat-rate margin pressure – Crews that work longer than the contract covers 
erode margins on every job. 

Unattended client sites – No one on site to verify arrival, departure, or 
service completion. 

Transit versus productive time – Without separation, drive time inflates job 
costs and distorts profitability. 

Geographic dispatch complexity – Rerouting without visibility into crew location 
and hours creates overtime risk and service delays. 

Capabilities that matter most: 

Real -time crew location and labor cost visibility 
M obile time capture with geolocation at unattended client sites 
Transit and on -site time separation tied to job codes 
L abor cost visibility by employee and contract during scheduling 
A utomated pay rules for varying rates and job-based requirements   

Look for software that: 

Captures location-verified time from mobile devices
Easily separates transit time from on-site work for accurate job costing
Ties every clock-in to the correct client job code without end-of-week 
reconciliation 
Shows labor cost accumulating against flat-rate contract margins while 
routes are being built 
 Flags overtime before it pushes labor costs past what contracts cover
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Evaluating software vendors based on size and maturity 

Basic stage 

Who fits here: Small local operators and sub-contractors managing routes on whiteboards and collecting crew hours by text or 

paper log. 

Crews are dispatched without a reliable way to confirm arrival, and hours come back unverified and unassigned. Job costing and 
payroll end up being built on whatever was reported, not always what actually happened.

We often hear things like: "Crews text me when they finish a job. I enter it all later," "Timesheets always have errors and we have to 
correct them from memory," or "I don’t know who’s at which site unless I call them." 

Without it What you need  Why it matters 

Speeds daily schedule creation for 
recurring client routes 

Route and job-based scheduling 
templates 

Manual rebuilding every day delays 
dispatch and creates coverage errors 

Confirms crew arrival at unattended 
client locations 

Unverified time at unattended sites 
creates billing disputes Mobile clock-in with geolocation 

Ties time to the correct client job at the 
moment of capture 

Manual job code assignment after the 
fact creates misallocations Job code assignment at clock-in 

Distinguishes productive work time 
from travel on flat-rate contracts 

Unclear transit and on-site work time 
inflates job costs and distorts margins Transit and on-site time separation 

Crews call dispatch for assignments 
and updates never reach the field 

in time 

Lets crews view routes and clock in 
from the field on their phones Mobile schedule and time access 
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Intermediate stage 

Who fits here: Mid-sized regional providers with multiple client sites using basic tools that don’t connect scheduling, mobile time 
capture, and payroll. 

Three disconnected systems lead to route changes and field punches being reconciled by hand, while fixed-fee margins erode on 
transit and unplanned overtime before anyone sees it. 

We often hear things like: "Route changes don’t make it into timecards. We reconcile everything manually," "We only catch overtime 
after the contract is already over budget," or "Fixed-fee margins keep getting thinner and we can’t pin down why." 

What you need  Why it matters  Without it 

Shows hours accumulating before flat-
rate margins are affected 

Overtime on fixed-rate jobs erodes 
profitability without early visibility Overtime tracking and alerts 

Shows crews closest to reassigned 
stops and tracks route completion and 
overtime across territories 

Rerouting by guesswork inflates transit 
time, and service gaps or cost overruns 
stay invisible until it's too late to act 

Geographic crew and multi-site 
coverage visibility 

Credential and certification 

expiration alerts 

Flags upcoming gaps before qualified 
crew are unavailable for regulated sites 

Expired certifications on regulated sites 
create compliance violations 

Route changes flow through to time 
records without manual re-entry 

Disconnected systems create 
reconciliation work and billing delays Scheduling and time data sync 

Automated pay rules for varying rates 
and jobs 

Applies the correct rate by zone and 
job type automatically 

Pay errors compound and create legal 
exposure at scale 
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Advanced stage 

Who fits here: National field services organizations on legacy WFM or ERP systems with poor adoption or limited contract-level 
profitability visibility. 

Routes are planned in one system and hours land in another, so leaders can't tell which contracts are actually making money until billing 
closes. The goal shifts to connecting scheduling with location-verified time tracking so planned routes and worked hours align against 
each contract's budget in real time

We often hear things like: "We can’t see margins by facility or territory in real time," "Dispatchers have built their own systems. The 
platform is ignored," or "Actual hours never match the schedule and we don’t find out until payroll." 

Without it Why it matters What you need 

Margin overruns aren’t visible until 
financial reporting, when correction is 
no longer possible 

Lets dispatchers see predicted labor 
costs against budgets as schedules 

are built 

Labor cost visibility by contract during 
scheduling  

Overtime overruns absorbed as losses 
before anyone can intervene 

Real-time overtime forecasting by crew 
and territory 

lags overtime before it pushes costs 
past contract ceilings 

Supports custom rates, compliance, 
and licensing requirements rules that 
vary by state and client contract  

Generic or rigid rules fail across multi-
state operations 

Configurable compliance and pay rules 
by client and jurisdiction 

Complexity that doesn't fit operations 
leads to low adoption and data 
you can't trust  

Intuitive workflows that match how 
teams operate

Reduces friction so field teams use the 
actual system 

Incomplete time records slow invoice 
cycles and create client disputes 

Payroll integrations and invoice-ready 
time data  

Ensures hours are validated and tagged 
appropriately for billing  
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Managed services and support 

What makes scheduling and time tracking different here: 

Managed service providers and support desks run on tiered SLAs and a split 
retainer-and-break-fix billing model, where a single coverage gap or misattributed 
hour quietly erodes the margin on a contract. 

SLA coverage – Every uncovered support tier creates a contract breach risk. The gap 
between an engineer calling out and a qualified replacement confirming is measured 
in minutes. 

Certification matching – Client environments require specific certifications. An 
uncertified technician in a restricted tier is a contract risk. 

Dual billing model – Retainer and break-fix work are billed differently, and hours 
logged against the wrong agreement can’t be reclaimed once the invoice goes out. 

Remote and distributed teams – Technicians work from home offices, virtual support 
desks, and client sites, requiring flexible time capture and proof of service. 

Capabilities that matter most: 

Certification-matched scheduling by support tier 
F ast, qualified backfill for uncovered tiers with overtime screening 
Clear separation of retainer and break-fix billing  
Real-time coverage visibility across support tiers 
Labor cost tracking by managed service agreement 

Look for software that: 

Prevents uncertified technicians from being scheduled into restricted support tiers 
Provides job code tracking that separates retainer hours from break-fix 
billing at the point of time capture
Tracks certification expiration dates and alerts managers before it creates an 
SLA risk
Gives operations managers a real-time view of coverage status across all tiers 
and client environments
Shows real-time labor cost against each managed service agreement 
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Evaluating software vendors based on size and maturity 

Basic stage 

Who fits here: Small MSPs and helpdesk operations scheduling support coverage in shared calendars and tracking time in ticketing 
systems or spreadsheets. 

Support requests get handled as they arrive and hours are logged after the fact, so retainer and billable break-fix time blur together 
before anyone separates them at invoicing.  

We hear things like: "Technicians log hours in the ticketing system. Payroll doesn’t match," "We schedule in a shared calendar and adjust 
by email when something changes," or "We absorb break-fix work into the retainer because separating it is too hard.”

Without it What you need  Why it matters 

Manual scheduling for overnight and 
weekend rotations creates coverage 
errors 

Scheduling templates by support tier 
and shift type 

Reduces scheduling tasks for recurring 
24/7 rotation schedules 

Combined billing codes make it 
impossible to invoice out-of-scope 
work accurately 

Job and billing code assignment at 
clock-in 

Separates retainer from break-fix hours 
at the moment time is captured 

Uncertified technicians covering 
restricted environments create SLA 
risk 

Certification tracking on technician 
profiles 

Makes qualification visible before 
assigning to client-specific tiers 

Remote technicians logging hours 
inconsistently creates correction 
cycles 

Captures time accurately for remote 
and distributed technicians Mobile and web-based clock-in 

Builds recurring support-tier rotations 
from templates and staffing rules in 
minutes 

Managers rebuild 24/7 rotations by 
hand every week Auto-fill scheduling 
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Intermediate stage 

Who fits here: Mid-sized MSPs with multiple client accounts using separate tools for scheduling, time, and billing that require manual 
exports to connect. 

Every support-tier change and logged hour gets reconciled by hand across disconnected systems, so out-of-scope work slips into the 
retainer before anyone catches it

We often hear things like: "Retainer and break-fix hours end up in the same bucket every month," "Schedule changes don’t make it into 
time records. We reconcile manually," or "We catch overtime on fixed-fee contracts after the work is done." 

What you need  Why it matters  Without it 

Shows hours accumulating before fixed-
fee retainer margins are affected 

Overtime on fixed-fee agreements 
erodes margin without early warning Overtime tracking and alerts 

Open support tiers sit uncovered while 
managers work the phones, raising SLA 
risk 

Automated backfill for open support 
shifts 

Surfaces qualified, available technicians 
the moment a tier goes uncovered 

Routes time to the correct billing 
category for accurate reporting and 
billing 

Break-fix revenue absorbed into 
retainers creates billing losses that 
compound 

Clear retainer and break-fix billing code 
separation 

Support tier assignments flow through 
to time records and billing codes 
without re-entry 

Disconnected systems cause retainer 
and break-fix hours to mix at payroll Scheduling and time data sync 

Real-time coverage dashboard by 
support tier and client 

Gives operations visibility into tier 
coverage status across clients 

Uncovered tiers go undetected until an 
SLA breach triggers a client escalation 
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Advanced stage 

Who fits here: National MSPs or enterprise support organizations on legacy platforms with poor frontline adoption or no contract-level 
labor cost visibility. 

The legacy system is in place but teams work around it, so leaders have no clear view of which managed service agreements are 
actually profitable until the billing cycle closes. The focus shifts to connecting scheduling and time tracking so labor cost lands against 
the right contract in real time. 

We often hear things like: "We have data but can’t see profitability by managed service agreement until end of period reports," 
"Managers have workarounds. The system is too rigid for how they work," or "We can’t tell which agreements are absorbing more labor 
costs than the contract pays." 

Without it What you need  Why it matters 

Agreement margin erodes without 
visibility until financial reporting 
surfaces the overrun 

Shows actual labor against each 
agreement’s ceiling as hours 
accumulate 

Real-time labor cost tracking by 
managed service agreement 

Handles multi-tier billing, out-of-scope 
escalations, and cap rules per 
agreement 

Rigid billing systems fail to reflect billing 
structures and produce invoicing errors

Configurable billing rules for multiple 
clients and projects 

Consistent certification, coverage, and 
tier-eligibility rules across all client 
accounts 

Ensures certification, coverage, and 
tier-eligibility rules are applied the 
same way organization-wide 

Inconsistent rules create uneven SLA 
compliance across the client portfolio 

Complexity that doesn't fit operations 
leads to low adoption and data you 
can't trust  

Reduces the friction that pushes staff 
toward workarounds and away from the 
system

Intuitive workflows that match how 
teams operate  

Incomplete time records and missing 
job codes slow invoice cycles and 
create client disputes

Reduces the friction that pushes staff 
toward workarounds and away from the 
system

Payroll integrations and invoice-ready 
time data  
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Professional services 

What makes scheduling and time tracking different here: 

In consulting, accounting, legal, and engineering companies, every unlogged or 
misallocated hour is a direct reduction in invoiced revenue. Billable utilization is the 
metric that determines whether engagements are profitable and whether the 
company is growing. 

Deferred time entry – Consultants move between multiple client codes daily and 
defer logging until end of week, when accuracy drops. 

Fixed-fee margin risk – Engagements that looked profitable at scoping absorb 
unplanned hours without a warning until reconciliation. 

Resource allocation complexity – Matching expertise to engagements across 
practice areas requires visibility into actual capacity, not just availability. 

Billable utilization tracking – Companies that can’t see utilization in real time can’t 
identify margin problems until it’s too late to act. 

Capabilities that matter most: 

F ast, low-friction time entry from desktop and mobile 
P roject and client code assignment at the point of time entry 
Billable versus non -billable hour separation 
L abor cost visibility by engagement during resource planning 
R eal-time utilization and capacity visibility across practice areas 

Look for software that: 

Makes time entry easy so consultants log hours at the point of work instead of 
reconstructing them later 
Clearly separates billable from non-billable time 
Shows resource managers labor cost accumulating against fixed-fee budgets 
in real time
Gives practice leaders visibility into utilization and capacity across teams
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Evaluating software vendors based on size and maturity 

Basic stage 

Who fits here: Small professional services companies and boutique practices tracking time in spreadsheets, email submissions, or 
basic tools with no structured engagement coding.

Hours are reconstructed from memory at the end of the week, so billable time goes unlogged or lands on the wrong client code before 
it ever reaches an invoice. 

We often hear things like: "Consultants submit hours by email at the end of the week," "We know we’re losing billable time. We don’t 
know how much," or "Billing takes days because the time data is always incomplete." 

Without it What you need  Why it matters 

Deferred time entry leads to 
reconstructed hours with lower 
accuracy 

Reduces friction that causes 
consultants to defer logging to end of 
week 

Fast, easy time entry from desktop and 
mobile 

Ties hours to the correct engagement at 
the moment work is logged 

Project and client code assignment 

at entry 

Unallocated hours require manual 
correction before billing 

Consultants without mobile access 
defer time entry and chase it down 
later 

Lets consultants view assignments and 
log time from any device Mobile schedule and time access 

Gets manager sign-off before time 
reaches billing 

Unapproved time creates corrections 
and billing delays Timecard approval workflow 

Reduces manual data entry and 
speeds up payroll close 

Disconnected time and payroll extends 
correction cycles Payroll exports 
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Intermediate stage 

Who fits here: Growing professional services companies with basic time tracking tools that don’t connect to billing or project 
management, requiring heavy manual reconciliation.

No one can see who's overbooked or sitting idle until the numbers are pulled together by hand, so utilization problems and mis-billed 
hours only surface after the billing cycle closes. 

We often hear things like: "Billing still takes days to pull together even with a time tracking tool," "Project codes are inconsistent. Hours 
end up in the wrong place," or "We can’t see billable utilization by consultant or practice area without building reports." 

What you need  Why it matters  Without it 

Low utilization rates go undetected 
until weekly reports, when the 
opportunity has passed 

Real-time billable hour tracking by 
consultant 

Shows utilization accumulating without 
waiting for weekly submissions 

Hourly work absorbed into retainers 
represents revenue that won’t be 
recovered 

Clear billing code separation for 
retainer and hourly work 

Routes time to the correct category so 
invoicing is accurate 

Flags consultants with missing time 
entry or misallocated hours before the 
billing period closes 

Exception alerts for incomplete time 
entries 

Incomplete records at period-end 
delay invoicing across the portfolio 

Without scheduled and worked hours in 
sync, no one can tell who is at capacity, 
over capacity, or underutilized 

Engagement assignments flow through 
to time records without re-entry Scheduling and time data integration 

Separates revenue-generating time 
from internal admin work so idle 
capacity is visible 

Mixed billable and non-billable time 
hides how much capacity is actually 
generating revenue 

Billable versus non-billable tracking 
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Advanced stage 

Who fits here: Established or scaling professional services companies on connected systems that need better visibility into capacity, 
labor cost by engagement, and fixed-fee margin protection.

The data is connected, but it still surfaces too late to act on, so fixed-fee engagements slip into overrun before anyone can adjust 
staffing. The focus shifts to tying resource allocation to time tracking so utilization rises and every billable hour maps to the right 
engagement in real time. 

We often hear things like: "We have the data. We can’t act on it fast enough to protect margins on fixed-fee work," "We can’t see which 
practice areas or client relationships are driving or draining margin," or "Managing too many systems across resource planning, time, 
billing, and payroll." 

Without it What you need  Why it matters 

Real-time utilization, labor cost, and 
profitability tracking by consultant, 
practice area, and engagement 

Shows utilization, actual hours, and cost 
against each engagement as work 
progresses 

Idle capacity and fixed-fee overruns 
stay hidden until reconciliation 

Over-budget engagements aren’t 
flagged until the project closes 

Forecasted versus actual labor cost

by project 

Compares planned resource costs to 
actual hours in real time 

Handles mixed fixed-fee, retainer, 
hourly, and capped billing across a 
diverse portfolio 

Rigid configurations fail to reflect actual 
agreement structures 

Configurable billing rules for complex 
engagement structures 

Centralized time tracking and job 
tracking processes across practice 
areas 

Siloed practice management creates 
uneven utilization and hidden capacity 

Standardizes utilization, allocation, and 
tracking across the organization 

Incomplete time records slow invoice 
cycles and create client disputes 

Ensures hours are validated and tagged 
appropriately for billing  Payroll and invoice-ready time data  
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Questions to ask 

before you buy 



Once you start evaluating workforce management software, the goal is to confirm the system can handle how your operation runs. 
Managers don’t need to be working around scheduling and time tracking when reality changes on the ground. 



First, begin with foundational questions that test how scheduling and time tracking work day to day. Then, layer in questions specific to 
your service type. Your business services environment face different coverage pressures, credential rules, billing models, and staffing 
patterns than others, so the right software should account for those differences. 


What does it take for the system to handle a callout at a licensed post where 
the replacement must hold the correct state credential and not already be near 
overtime? 

Can the system automatically block unqualified guards from being scheduled 
to, swapping into, or accepting restricted assignments? 

How does time capture validate that a guard is physically on site at the correct 
post location before accepting a clock-in? 

Can dispatchers and operations leaders see coverage status, overtime 
exposure, and credential gaps across all active posts in a single view? 

Security services 

When a client request arrives with short notice, how quickly can the system 
surface qualified, available workers? 

Can it apply different pay rates and bill rate markups automatically each week 
for different client work? 

How is time captured at client sites the agency doesn’t control or have 
hardware installed at? 

Can coordinators and finance see the gap between hours paid and hours 
invoiced by client before the billing cycle closes? 

Staffing and workforce services 
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Managed services and support 

Field and facility services  On flat-rate contracts, can the system separate transit time from on-site work 
for accurate job costing? 

How is time validated at unattended client facilities where no one is on site to 
confirm arrival? 

Can dispatchers see crew location, hours worked, and overtime status in real 
time during the workday? 

How does labor cost track against individual flat-rate contracts while routes 
are still in progress? 

Does the system separate retainer hours from billable break-fix time 
automatically? 

Can it prevent uncertified technicians from being scheduled into restricted 
support tiers? 

How quickly can a qualified replacement be found and confirmed when a 
certified engineer calls out of a critical tier? 

Can operations and finance see labor cost against each managed service 
agreement in real time? 

Professional services  Does the system make time entry fast and easy so consultants log hours at the 
point of work instead of reconstructing them later? 

Can it separate retainer hours from hourly and out-of-scope billing? 

Across practice areas and engagements, how clearly can resource managers 
see actual utilization and capacity? 

Can finance see actual labor cost accumulating against fixed-fee engagement 
budgets in real time? 
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ROI and total cost

of ownership



Your margins are tight.  

You’ve got those margins on your mind at all times — controlling labor costs on 
fixed-rate contracts, capturing every billable hour, reducing payroll correction 
cycles, and preventing credential violations. The exact ROI of workforce 
management software depends on the the immediate challenges you’re solving 
for.  
The following sections break down the workforce management business case for 
each service type. 

(Statistics collected from TCP Software's internal research on business services 
organizations) 
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Security services ROI 

Overtime used to fill callouts on fixed-rate posts directly reduces contract 
margin. Real-time overtime visibility during scheduling helps managers make 
different decisions before the cost is locked in — internal data shows 5–15% 
reductions in overtime spend within 6–9 months for organizations that gain that 
visibility during scheduling 

A single credential violation at a regulated post can trigger state fines, contract 
penalties, or loss of operating license 

Location-verified time capture reduces invoice disputes by creating a defensible 
proof-of-presence record for every shift 

Automated pay rules replacing manual time entry and calculations cut payroll 
processing time by up to 75% 

Staffing and workforce services ROI 

Every unfilled client request is direct lost revenue, so faster fill times protect the 
client relationship and the request 

Even closing a 2–3% gap between hours paid and hours invoiced recovers 
meaningful margin on a workforce where each hour's profit is measured in 
markup dollars 

M ulti-rate pay rule automation eliminates the calculation errors that produce 
paycheck disputes and billing discrepancies across a high-volume workforce 

S chedulers handling complex rosters report saving 50%+ of the time previously 
spent on schedule building 

F aster time-to-invoice shortens the gap between hours worked and payment 
received, meaningful when margins per hour are thin and transaction volume 
is high 

75% reduction in 
payroll processing time

Automated pay rules and 
calculations can cut payroll 

processing time by up to 75%

75%
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Field and facility services ROI 

Separating transit from productive on-site time provides accurate job costing on 
flat-rate contracts, making margin problems visible while they're still fixable 

Location-verified time capture at unattended facilities creates a billing record 
clients will accept without dispute 

Reductions of 3–7 minutes per employee per day in time capture and correction 
work add up fast — at 500 employees and $20/hour, that's more than $40,000 
annually in reduced labor overhead 

Automated pay rule application reduces the correction volume that delays 
payroll when rates and rules vary across clients and jobs 

Proactive overtime alerts prevent labor cost from exceeding what flat-rate 
contracts cover 

Managed services and support ROI 

Accurate separation of retainer and break-fix billing recovers out-of-scope 
revenue that would otherwise be absorbed into the monthly retaine

Certification-matched scheduling reduces SLA breach risk by keeping only 
qualified technicians in restricted tiers 

T racking labor cost against each managed service agreement in real time shows 
which agreements are profitable before month-end reconciliation 

O n-call, tier-based, and shift differential pay rule automation reduces the 
correction cycles that delay payroll close 

O rganizations that automate scheduling, time capture, and pay rule application 
typically recoup their software investment in under six months 

Saving just 3–7 minutes per 
employee per day can reduce 
labor overhead by $40,000 
annually for a 500-person 

organization

$40,000 in 
reduced labor costs
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Professional services ROI 

Every unlogged hour is an unbilled hour, and low-friction time entry recovers 
revenue that deferred logging would lose permanently 

Real-time utilization visibility by consultant and practice area identifies margin 
problems before they reach the P&L 

Labor cost tracking against fixed-fee engagement budgets prevents scope 
absorption that compresses project margins after the fact 

Accurate billing code separation eliminates the manual month-end sort between 
retainer, hourly, and out-of-scope time 

Faster time-to-invoice improves cash flow and reduces the administrative hours 
spent reconciling incomplete time records 

Eliminate manual month

end billing cleanup

Accurate billing codes 
automatically separate retainer, 
hourly, and out-of-scope work, 
eliminating month-end cleanup.
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Best practices for 
implementing scheduling 
and time tracking software 



Once you’ve chosen a solution and finished contracting, implementation 
starts. The rollout will look different depending on your service type, 
number of client accounts, and the vendor you select, but the core 
principles stay the same. A thoughtful implementation sets the stage

for strong adoption, smoother operations, and fewer surprises once

the system goes live. 

Implementation can be as small or as structured as you need it to be. 
Many business services organizations find more success starting with a 
pilot: working out the kinks with one team or client group, building internal 
champions, and showing managers how the system reduces their daily 
workload before expanding. A phased approach often leads to stronger 
adoption and fewer disruptions as you scale. 

1

Preparing your organization for change 

Successful implementation begins with clear communication about why the change is 
happening and what it means for the people using the software every day. Help dispatchers, 
coordinators, field teams, technicians, and consultants understand what gets easier, what 
they'll need to do differently, and what the expected outcomes are. Frame the change in terms 
of daily operational experience: fewer calls to fill a shift, faster credential-verified scheduling, 
fewer timecard corrections, faster payroll, cleaner invoices.
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2

Configure client rules, credentials, and pay structures before go-live 

Business services software works best when scheduling and time tracking are configured in 
parallel before the first shift goes live. On the scheduling side, that means client-specific coverage 
rules, credential filters, and shift requirements. On the time tracking side, that means pay rate 
structures, billing code configurations, and job cost assignments. Trying to configure either 
after go-live creates inconsistency that erodes trust in the system faster than any other factor. 

3

Training and onboarding strategies

Managers and frontline workers interact with scheduling and time tracking at very different 
levels. Build role-specific training tracks for each group:

 


Dispatchers and coordinators – schedule building, credential filtering, backfill workflows, 
shift publication, and labor cost reporting 

Guards, technicians, field workers, technicians, and consultants – mobile clock-in, location 
verification, job code selection, and shift change requests 

Payroll and billing teams – timecard exception management, approval workflows, pay rule 
configuration, and billing code separation 

HR and compliance – credential tracking, certification expiration alerts, and audit trail 
access across both scheduling and time tracking records 


 

Role-specific sessions with scenarios drawn from actual workflows produce better adoption 
and fewer support requests after launch. 

Best practices for implementing scheduling and time tracking software 45



4

Start with a pilot and expand from proof 

Don't try to change everything at once. The strongest implementations start with one team, 
one function, or one client where the gap between scheduling and time tracking is most

visible and the value of closing it is most immediate. Solving one problem well builds internal 
confidence that drives broader adoption. Your vendor should be helping you design that pilot — 
not leaving you to figure it out after go-live.

5

Measuring success and ROI 

Set baseline metrics before go-live across both scheduling and time tracking. Key indicators 
for business services include:

 


Shift fill rate and time to fill open shifts or client requests 

Credential and compliance issues caught before assignment 

Payroll correction rate and timecard exception volume 

Overtime spend by contract or client account 

Gap between hours paid and hours invoiced 

Share of time spent on unbillable administrative work 

Billing disputes and invoice adjustments per cycle 


 

Review at 30, 60, and 90 days after go-live. The improvements become the evidence that 
sustains the investment and the template for expanding to additional teams, clients, or 
locations. 
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Elevate your business

service with better workforce 
management software  



Business services doesn't give you quiet weeks. Callouts, reroutes, expired credentials, scope creep. 
They're not edge cases. They're Tuesday. 

The question isn't whether those things happen. It's whether your solution helps catch them in enough time 
to act. 

Different environments. Same pattern: when scheduling and time tracking aren't built for how your 
operation runs, the gaps compound. Coverage slips. Timecards don't match. Billing gets delayed. Clients 
dispute payment. 

The right workforce management solution doesn't eliminate the unpredictability. It keeps it from becoming 
a manual problem you solve week after week. If what you're running today is amplifying the chaos instead 
of absorbing it, now is the time to make a change. 

That's where TCP comes in. TCP Software builds workforce management for the realities of business 
services and connects scheduling, time tracking, and pay. So the plan, the work, and the invoice finally tell 
the same story. It gives the people running the day the visibility to act before a coverage gap, an unplanned 
overtime hour, or a mismatched timecard turns into lost margin. 

Picture that same Monday with TCP in place. The dispatcher sees the missed punch the moment it 
happens and reassigns a qualified guard before coverage ever lapses. The field manager reroutes a 
crew knowing exactly which move tips a technician into overtime. And what it costs the contract. The 
payroll administrator closes out the week on time because hours, rates, and client codes already 		
reconcile. 

By mid-morning, schedules and timecards tell one story, every billable hour makes it onto an invoice, 
and your team spends its energy on clients instead of chasing corrections. 

That's the difference between workforce management that absorbs the chaos and software that adds to it. 
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TCP Software’s employee scheduling and time and attendance 
solutions have the flexibility and scalability to suit your business and 
your employees, now and as you grow.  



From TimeClock Plus, which automates even the most complex 
payroll calculations and leave management requests, to Humanity 
Schedule for dynamic employee scheduling that saves you time and 
money, we have everything you need to meet your organization’s 
needs, no matter how unique. Plus, with Aladtec, we offer 24/7 public 
safety scheduling solutions for your hometown heroes.  



Ready to learn how TCP Software takes the pain out of employee 
scheduling and time tracking? Speak with an expert today.  

Want to learn more? Let’s chat.
tcpsoftware.com
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