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Abbreviated abstract: This study focuses on improving productivity in an information technology (IT) 

equipment collection company of inactive customers, from the main telecommunications companies in the 

municipalities of Salvador and Lauro de Freitas, in the Brazilian state of Bahia. Thus, the aim of this study is 

to identify which factors influence the success or failure of service orders, measure the production of the 

technical team and suggest actions that guide the increase in productivity.



PREVIOUS WORK AND CHALLENGE
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Every day the company receives from the contractors a list of service orders to be executed. We have 

consolidated the data of the last three years in order to identify patterns of occurrences and also predict future 

scenarios, which enhance the success of the conclusions of the Service Orders. 



TECHNIQUE

For this, we quantitatively reduced the data using calculations of the mean, standard deviation, sum and 

percentage and used the logistic regression in order to produce a model that allows estimating the probability of 

success associated with the explanatory variables existing in the data set. 
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FINDINGS:
Finally, we identified the main influencing attributes for the success of the collections, that is, 

which directly contribute to the increase in the number of equipment collected in the first 

visit, resulting in increased productivity.

OS, Disconnection on Customer 

Request, has the best visit versus 

removal of equipment ratio. The number 

of equipment removed being higher than 

the number of visits.

The SSA_B area has the best visit 

versus equipment removal ratio; 

note that the best technician is 

targeting that area. In this way, we 

could think of rotation aiming to 

improve the performance of the 

other operating regions;

The morning is the best time for 

picking up equipment; concentrate 

clients with the most difficult 

withdrawal history at this time of 

day;

Considering the data presented, 

we verified that 9 low codes are 

responsible for 98.90% of all 

unproductive visits that these 

events are present in all OS, 

including the most productive 

ones.


