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3 8 Key Elements You Need in a Field Service Automation Platform

In the era of cloud being a ubiquitous, nebulous force upon every facet of
business operations, spanning companies of every size and touching every
industry, it was only a matter of time before the sway of digital business
transformation arrived at the oil wells, equipment trucks and communications
towers of the field service workforce. From telecommunications and
cable/broadband to oil & gas, home healthcare and construction, the promise
of a multitude of efficiency gains and cost savings company-wide outweighs
the fear of the unknown.

automation
noun | au·to·ma·tion | \ˌȯ-tə-ˈmā-shən\1

On the horizon is a new frontier, dotting the landscape with those same field
crews and equipment, but now armed with a powerful, intelligent mobile
device connected to even greater intelligence capabilities in the form of
automation. For all its greatness not yet realized, automation is already
fundamentally shifting the trajectory of entire industries as well as business
progress. Business process automation is maturing rapidly, with far-reaching
applications.

Field service automation is just as it sounds, allowing companies to practically
eliminate cumbersome paperwork, exponentially optimize tedious scheduling
and routing, accurately manage assets, and realize interoperability across the
back-office systems they already use.

True field service automation can only be achieved through a single, unified
platform that has the capabilities to connect the home office with the field
and everywhere in between, including offline when in remote areas, or when a
cellular or WiFi signal is unavailable. This also includes the ability to integrate
with back-office systems (e.g., ,GIS, ERP, OMS, SAP, Oracle, ServiceNow,
Inventory Management solutions, EMRs, GIS tools, OSIsoft, Salesforce,
QuickBooks, Dropbox, SQL, SharePoint).

INTRODUCTION

What is Field Service Automation?

1. Source: Merriam Webster
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In this guide, we break down the 8 key elements you need to consider when 
evaluating field service software. While this is not an exhaustive list, it will help you 

on the path to effectively evaluate field service automation technologies.

KEY ELEMENT #1
Go for the Cloud
The ubiquity and security of cloud-based applications offers significant benefits
over on-premises solutions, especially in terms of more flexible deployment
methods and significant reduction in the time to realize return on investment
(ROI). Further, cloud applications enable organizations to implement mobile
workforce mobility projects at lower costs on a platform that is both scalable and
interoperable across back-office systems. Unlike traditional software, cloud
application updates are seamlessly deployed, with little to no downtime required
on behalf of the customer.
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KEY ELEMENT #2
Link the Field to Back-Office Systems
Companies with a highly distributed mobile field service workforce must have the
ability to integrate their back-office systems for direct access by the field. This
enables greater agility to react and oftentimes be proactive when issues arise.
With access to predictive, real-time data and information as events occur, field
teams can even be proactive in identifying such activities as equipment
failures, update multiple systems in response to changes in the field, measure
and track all aspects of operations, and run integrations on regular schedules.

The ability to unlock data from legacy back-end systems and connect them to the
frontline in a secure cloud-based environment is also critical, unifying all data and
information across business units, departments and company-wide.
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KEY ELEMENT #3
Configurable by Non-IT Experts
Considering the workflow of the field team on
the frontline early on in your mobile strategy
will help you be more successful in choosing a
field service automation platform. Before you
create your mobile strategy, map out the daily
workflows of employees, including meetings,
reports, schedules, routes, and timesheets.
Then, brainstorm areas that could be
optimized with the advanced capabilities of
mobile devices.

The platform you choose should be easy for
any person to configure, not just an IT
resource or a developer. Converting existing
paper forms to digitized forms, or what we call

Smart Forms, on a mobile platform
should be a relatively simple process.

As you evaluate different solutions,
consider whether there will be a need
to modify and edit forms in addition
to creating new forms for daily field
operations. Empowering the field
with a simple to use interface is
paramount to successfully achieving
the efficiency gains the field service
software is intended to help
you realize.
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SPTLIGHT

KEY ELEMENT #4
Predictive, Proactive Internet of 
Things (IoT) Connectivity
The whole concept of the Internet of Things (IoT) is to convert passive assets into
interactive assets, where the system allows real-time monitoring and management
of assets. The goal for field service organizations regarding IoT should be to
ensure intelligent, preventative or proactive approaches to asset management,
as opposed to reactionary measures. When an asset is in trouble, the field service
automation software will automatically dispatch a qualified field crew to handle
the emergency, maintenance or repair.

Information captured in the field provides diagnostics and performance metrics
that mitigate certain issues as well as track patterns and trends for long-range
planning. All of this should be readily available capabilities of the platform
you choose.

KEY ELEMENT #5
Workforce Planning and Visibility

Emerging mobile platforms equip operations managers with real-time visibility of
workflows and schedules in order to better plan, track and manage field crews,
assets and resources. Integrations with scheduling and workforce management
(WFM) solutions provides the ability to make informed operational decisions with
real-time information in an effort to reduce costs and improve workforce
productivity.

When evaluating field service automation platforms, ensure such capabilities as
scheduling and route optimization planning as well as bi-directional integrations
are either available out of the box, via API or similar integration methods.
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KEY ELEMENT #6
Real-Time Insights and Analytics
Data analytics centers on the premise that such things as operational efficiencies
and cost savings can be achieved by analyzing key performance indicators and
other business intelligence. The goal of implementing a field service automation
platform should include providing access to relevant data in real-time to both
the field service team and corporate. Digital data capture in the field is only
useful when it is combined with other related data sources in order to provide
those closest to the issue the right information to make informed and timely
decisions.

The goal of mobile tools 

should be to help 

technicians resolve more 

issues in the field. This

capability does provide management and service 

leaders with the insight into the productivity of 

the field team… [which allows them to] adjust 

resources in real-time and identify opportunities 

for training to improve productivity.

“
“

Aberdeen Group – Empowering the Mobile Worker with Real-Time Insight and Data 
Integration, September 2014
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KEY ELEMENT #7
Mobile Device Ready, with Online 
and Offline Synching
A field service automation platform that operates on any device, including
natively on iOS and Android, provides organizations with the flexibility to quickly
deploy and adapt to future technology updates and emerging innovations. Given
the nature of field service work, there are times when network connectivity may be
an issue in more remote areas or regions. As you evaluate field service
automation platforms, it is critical that the solution provide the capability to sync
any form or location data, whether the device was online or offline at the time.
Not only is this critical for data accuracy and efficiency gains, but it is also crucial
when investigating false liability claims to protect yourself and your field teams.
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KEY ELEMENT #8
Improved Customer Experiences
As is true with any service organization—software or otherwise—customer
experience means everything, especially in the era of social media. One bad
review or unsatisfied customer can make a company go viral for all the wrong
reasons. A true unified field service automation platform will have the ability to
not only satisfy customers, but go three steps beyond to delight the customer.
With real-time notifications, field service teams should have the capability to send
a status update to customers via text, email or phone call. Such notifications allow
customers to better plan their days in the event the field technician is arriving
early, running behind or must reschedule.

A unified platform ensures all previous paperwork—now in digitized form—for
every customer is readily accessible by any member of the field team that
responds. At minimum, the platform should allow field teams to quickly create
work orders for customers in the field, easily track customer work orders to
completion, record multiple service addresses for customers, view customer
details on a map, and access materials lists and complex parts data from the job
site without having to go back to the truck.

You’ve got to start with the 

customer experience and work 

back toward the technology, not 

the other way around.
- Steve Jobs

“ “
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The Highly Secured 
and Encrypted Cloud
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Cloud security is a billion-dollar
industry, growing ever more
sophisticated each year. Cloud security
can be a business enabler for
organizations moving to the cloud
from on-premises or legacy systems,
reducing or eliminating shadow IT and
reinforcing security posture
organization-wide. Most well-built
cloud platforms should be developed
with security in mind from the very
beginning and come equipped with the
highest levels of security and
encryption available today as well as
being constantly monitored and
upgraded to ensure data protection.

…Protecting and 

safeguarding 

network entry but 

also ensuring that 

every mobile device 

is fortified.

- Field Service News

“
“
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CONCLUSION

Key Takeaways & Next Steps
In this quick guide, we detailed 8 key elements of a field service automation
platform that you should consider as you evaluate your options.

There are some niche solutions available that focus on one aspect of field service,
such as equipment and asset management, or specific industries. The goal of a
true field service automation platform is both broad and deep—covering every
aspect of field service and spanning many different industries—to unify
disparate systems for ease of business process automation company-wide,
ensure accurate data is available to the frontline and corporate, and have the
ability to manage everything from a single, unified platform.

From cloud-based platforms and the ability to surface intelligence by integrating
back-office systems to mobile access and improving the overall customer
experience, getting these elements right can fuel digital business transformation
of field service operations and gain efficiencies through automation of your field
service business processes.

Experience Field Service Automation
Get an interactive demo of the Field Squared Platform

Request a Demo

SPOTLIGHT
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About Field Squared
Field Squared is the industry’s first unified Field
Service Automation Platform. As a cloud-based
solution, Field Squared is flexible, scalable and
purpose-built to optimize the efficiency of the
mobile workforce in the field. Focusing on
business process automation, Field Squared
enables enterprises to digitally transform,
automate and streamline their field service
operations, from the frontline to back-office
systems. The powerful Platform delivers
predictive analytics for proactive planning as
well as interoperability across existing business
systems, without the need for any software
development or ongoing application
maintenance.

www.fieldsquared.com
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