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The Work Order is Complete 
 
Be sure to capture everything! 
I met Ollie in rural Alabama.  I didn’t think much of him at first.  He owned a small truck repair 
garage that a client of mine used.  It was kind of a backward place that was unremarkable in 
appearance.  Computers were becoming common in fleet garages, and he only had an ancient 
mechanical calculator. 
 
He was a good vendor and kept most of his promises.  His invoices were annoyingly detailed, but he 
did the work, and his work tended to stay done (very few repeat repairs).  If there was a problem, he 
was right there to make it right.  We have given him much business over the years, and I see him 
regularly.  As I got to know him better, it became clear that although he was an everyday kind of guy, 
he also was quite well off.  
 
When I thought about it, I thought he must have had family money because it was clear that his 
garage didn’t seem that prosperous.   
 
One day, I asked him about it.  He said his parents had passed on when he was a young man.  He 
went through a bad patch after being in the motor pool in the Army.  But he met Annie, got married, 
and sobered up.  Basically, he had to pull himself up. 
 
He said that since he knew me well, he would tell me the secret of his wealth.  He said it was simple 
but incredibly powerful, so he earned money when others in his business went bankrupt or hung on 
hand to mouth. 
 
He said when a truck rolls in, he immediately puts a work order under the wiper blade.  I listened 
intensely and was still waiting to hear the secret.  I said that’s nice, but what’s the secret?  He 
laughed and said that’s it.  
 
Whenever anyone touches that truck, the activity is jotted down with the time.  We may do 4 or 5 
little jobs in addition to the big job requested by the customer.  Those lost minutes are the 
difference between prosperity and subsistence.  I’ve never had a customer complain since they 
know exactly what we did and how long it took. 
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His success in keeping and getting customers was due to the quality of his work and his customer 
service attitude.  His financial success was that he got paid for everything he did.  It has taken years 
for that difference to sink in.  
 
There are two keys in a vendor or in-house garage setting.  One key is what you read daily in 
business articles to be successful and focus on service to the customer.  That will get you 
customers (eventually).  Ollie’s advice will keep you in business and make you prosperous.  Record 
everything you do and get paid for it (or get credit for it in an in-house maintenance facility).  
 
Once all working time is accounted for and entered into the CMMS, justifying your crews, fighting 
off outsourcing, and choosing between competitive equipment is greatly simplified.  Remember, 
the key to all analysis is to know what happened.  By the way, it doesn’t matter what method you 
use to collect the information; collect it in a usable form! 
 
 
 
 
 
  



Crazy, Fun Books teaching maintenance fundamentals 
From the series: "Elements of Great Maintenance Management" 

 

We know: 
o Old-school books and manuals don't cut it. 
o Boring texts don't cut it. 
o Humans learn best with stories.   
o New students want entertrainment!  (I made this word up from Enterainment + 

Training) 
Introducing a new training series.  A tool to teach maintenance 
fundamentals called "Elements of Great Maintenance Management." 

 

You can tell from the covers these books are different than everything else 
you’ve seen. 
 

Preventive       Defect Elimination      Reliability           Maintenance quality 
Maintenance                                      and fundamentals  
 

Maintenance Planning Lubrication 



Quest for Defect Elimination (ISBN 979-8627700458) is a full-color graphic novel that provides the 
basics of defect elimination and shows the quest to achieve fewer defects.  To view on Amazon: 
http://www.amazon.com/dp/B086XG33D9/ref=nosim?tag=Maintenance08-20 
 
 

Battle for Reliability, Fundamentals Win the Day (ISBN:  9798598795286)  teaches the critical 
need to focus on maintenance fundamentals to avoid breakdowns.  To view on 
Amazon: https://www.amazon.com/dp/B0B917XPKK/ref=nosim?tag=maintenance08-20 
 

Stories of PM, A Comprehensive Primer of Preventive Maintenance (IBSN: 979-8496071154) 
PM is the primary way to ensure the reliability of machines, buildings, or other physical assets.  To 
view on Amazon: 
https://www.amazon.com/dp/B09K1TTGD5/ref=nosim?tag=maintenance08-20  
 
 
Quality is Not an Accident, The Challenge of Managing Maintenance Quality 
(ISBN: 9798842723751) Quality of work depends on everything going right.    
https://www.amazon.com/dp/B0B7QGX4TL/ref=nosim?tag=maintenance08-20 
 
LUBRICATION: The Key to Machine Immortality (ISBN: 9798387529566) 
Getting our people to take lubrication seriously is the simplest and most effective way to ensure the 
smooth running of your equipment.  To view on 
Amazon:   https://www.amazon.com/dp/B0BZ27N6CW/ref=nosim?tag=maintenance08-20/ 
 
Maintenance Planning Cuts Waste and Frustration ISBN: 979-8333645401 
Maintenance Planning and subsequent scheduling are potent tools to cut waste and maintenance 
worker frustration.  The challenge is that workers, operations, and even maintenance leadership 
don't always understand planning and, as a result, don't actively support it.  
 
To view on Amazon: 
https://www.amazon.com/dp/B0D9VQB4P5/ref=nosim?tag=maintenance08-20 
 

 
 
These titles are also available for short 
webinars and on-site presentations. 
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