
3 steps to great Field Service 
in a socially distanced world 



The service you deliver plays a significant 
role in customer retention and loyalty. 
According to research from PwC, 32% of 
customers will walk away from a brand they 
love after a single bad experience. When 
you’re running a field service organisation 
in the midst of a pandemic, how do you 
negate the obvious challenges and continue 
to give your customers the service they 
have come to expect? 

Field service is an expensive endeavour, so 
additional obstacles like social distancing and 
the need for additional safety precautions 
such as cleaning and disinfecting ahead of 
arrival can play havoc with scheduling, send 
costs spiralling, and productivity plummeting. 
So how do you prevent these obstacles from 
getting in the way and impacting your service 
delivery? 

The answer is by looking inward–examining 
your infrastructure, operations, and the 
technology at your disposal to find better 
ways to work around these challenges. New 
tools and technologies give you the power 
to be smarter with your service, empower 
customers to serve themselves, create hyper-
knowledgeable technicians, and ultimately 
make the best use of your available resources. 

It’s remarkable that despite social distancing, 
over half of companies we surveyed in a recent 
webinar have maintained their full field service 
offering, while only a third have continued in a 
limited fashion. 

In this ebook, we explore how organisations 
are responding to today’s challenges and 
improving their productivity and effectiveness 
while keeping their customers happy. 

Introduction 
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Step 1 

Power Up Your Remote Support 
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When you’re battling a global pandemic where social distancing is 

essential, the value of remote support skyrockets. Done well, remote 

support does more than help manage a global crisis–it can have 

tremendous impact on customer happiness and ROI. 

Effective remote support is all about making it as easy as possible for 
your customers to get what they need without an on-site engineer or 
technician. It’s a great way to minimise the impact that a service issue 
would have on your customer’s time while also ensuring your expensive 
field-based operatives are using their time effectively. 

Intelligent Devices 

The development of IoT has introduced us to a world of self-monitoring 
devices and assets which can trigger patches, upgrades and fixes to 

themselves, without any involvement by the customer or field teams. 
Businesses which manufacture goods capable of supporting integrated 
IoT can greatly reduce their cost to serve a customer and improve 
customer statifaction, in many cases solving problems even before the 
customer knows there is an issue. 

Remote Activation 

If integrating IoT data simply isn’t possible, businesses can introduce 
ways for technicians or support workers to remotely check the status 
of devices or products and run diagnostics without physically having 
to be on site. If a visit is required, this also ensures technicians can be 
fully informed before they arrive, and can solve the issue as quickly and 
efficiently as possible. 

5 



Video and Remote Viewing 

Sophisticated contact centre platforms can integrate video as a service 
channel, enabling customers to visually show footage or a live feed of a 
faulty product. This makes diagnosing problems simpler, improves first 
call resolution, and creates the possibility for customers to fix the problem 

themselves with the help of a remote agent. 

Machine Learning and Artificial Intelligence 

The future of field service is one where human workers are supported 

with intelligent machines. That future is here now, and it is enabling 
service organisations to make dramatic improvements in the efficiencies 

of their operations while increasing customer statisfaction in resolving 
any issues that arise. 

Using the organisation’s data, Machine Learning (ML) and Artifical 
Intelligence (AI) technology can help extrapolate forecasts, improve 
journey times between jobs, streamline service operations, and uncover 
previously undiscovered improvements. These optimisations are not 
one-time events. With the right systems in place, continuous learning and 
improvements can be made as new data is gathered and new insights 
developed. 

Top Tip 
Look for a technology 
solution which is adaptable, 
self-learning, and is agile 
enough to tackle sudden 
and severe changes. 

of participants in a recent 
webinar stated that they didn’t 
have the right solution in place 
to respond to rapid changes in 
the business environment. 

79%  
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Case Study 

Business challenge 
Bosch Thermotechnology is a manufacturer of domestic 
and commercial heating and cooling systems and is 
famous for its exemplary customer service. Increasing 
sales, however, were placing its field service teams 
under pressure to meet SLAs while continuing to exceed 
customer expectations. 

To tackle this challenge, Bosch Thermotechnology was 
looking for ways to reduce average travel times between 
jobs and ultimately increase how many jobs a technician 
could successfully complete each day. 

Solution 
Bosch Thermotechnology chose Oracle Field Service 
because of the flexibility of the software and how it 
incorporates artificial intelligence and machine learning to 
predict how long it will take someone to travel to a location, 
troubleshoot a problem, and complete a job. 

Results 
• Bosch Thermotechnology has reduced the average 

travel time between repair jobs from 39 minutes to 29 
minutes, thus increasing the number of service jobs an 
engineer can complete each day from 3.25 to 4.1. These 
improvements have helped Bosch save on fuel costs 
and avoid costly technician overtime. 

• Bosch’s service team likes the ability to configure the 
software on their own, easily adjusting rules about 
when and how to schedule repair jobs to best suit their 
needs. 

• Technicians have a simple, mobile-friendly interface 
to check on parts availability, update the status of 
their work, and even answer routine questions without 
having to pick up the phone or leave the application. 
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Step 2 

Empower Your Customers 
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of our recent webinar 
attendees felt customer 
empowerment was impactful 
and valuable to the business. 

11% Only 11% of our recent webinar attendees felt customer 
empowerment was impactful and valuable to the business. But 
truthfully, technology has already placed the power in customers’ 
hands. They expect things to happen immediately and demand 
hyper-personalised service. They want to choose when and where, 
and have the flexibility to cancel or reschedule appointments as late 
as possible. 

While this may feel like a huge burden on service teams, customers 
are increasingly digital and technologically savvy and will relish the 
opportunity to help themelves. Your job as an organisation is to make it 
easy and intuitive for customers to find what they need across whatever 
channel they prefer. 

Assisted Support 

With the help of expert service teams, customers can become the 
eyes, ears, and hands of field service organisations. Customers can 
troubleshoot items, install parts, and resolve a wide range of problems 
without ever needing a technician with them as long as they have 
expert guidance available to support them. 

Knowledge Base 

You likely have an incredible resource in your current knowledge base. 
Why not make a customer-facing version to provide customers with 
everything they need to diagnose and fix problems? Deploying a 
comprehensive portal for customers to access guides and information 
can help deflect minor enquiries from ever reaching your contact 
centre, and keep your engineers focused on helping customers with 
more serious challenges. 
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Guided Response 

When customers cannot find the answer 
themselves, live video support can help your 
remote agents assist in solving problems. 
Minor technical challenges can be supported 
without the need for a technician on site. In-
depth technical expertise for more complex 
problems can then be delivered by remote 
technicians. 

Augmented and Merged Reality 

Through the use of cutting-edge technology, 
forward-thinking field service organisations 
can take advantage of Augmented or Merged 
Reality to make it easy for customers to 
identify the source of any issue. Overlaying 
plans or schematics can help highlight where 
things are broken and allow customers to self-
diagnose issues to speed up resolution. 

Omnichannel 
Customers are increasingly turning to other 
channels to seek support while companies 
operate with furloughed staff and call waiting 
times increase. Supporting customers in 
the channel they prefer is critical to building 
loyalty. Make sure your infrastructure is 
integrated and ready to handle new requests in 
the new channels that your customers want to 
engage on. 

Personalised point of service 

Perhaps a lesser discussed element of field 
service, but one critically important in making 
your customers feel valued and empowered, 
is personalisation at the point of interaction 
with a technician. When customers invite 
technicians into their home or place of work, 
they want to feel recognised and that you 
know who they are and what they want. 

Find ways to deliver personalised offers 
and experiences at that critical moment in 
their journey and delight them when they 
least expect it but most want it. This could 
also provide you with up-sell and cross-sell 
opportunities to deepen your relationship with 
a customer. 

Top Tip 
Look to deploy intelligent 
self-service options to deflect 
calls from the contact centre 
and to keep your field service 

teams focused on your 
customers’ more serious 
technical challenges. 

of participants in a recent 
webinar stated that digital 
assistants and chatbots are 
delivering value throughout the 
customer service journey. 

81% 
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Case Study 

Business challenge 
VOO is the commercial brand of the Belgian cable 
distributer Nethys, together with Brutélé. Each day, VOO 
dispatches an average of 500 technicians, 90% of which are 
subcontractors, to install, maintain, and repair networks. 

With so many technicians out in the field, it is critical 
for VOO to optimise route planning and maximise the 
considerable investment in its vast service operation. 

Solution 
VOO deployed Oracle Field Service to gain greater visibility 
into operations, streamline and automate processes, 
and deliver more accurate forecasting and planning for 
engineers. 

Results 
• VOO secured maximum utilisation of its available 

resources through correctly routing maintenance and 
repair technicians to customer sites 

• Real-time location and more open communication 
channels ensured that service was delivered against 
SLAs, ultimately improving customer satisfaction 

• The business achieved a 30% increase in productivity 
through online dispatch and monitoring of work orders. 
It added flexibility for technicians to start each day from 
home, rather than the office, and react with more agility 
to updates on mobile devices. 
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Step 3 

Keep Everyone Informed 
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of our recent webinar 
attendees believe informed 
field service can make the 
biggest impact for customers 
and businesses 

61%  
 

 
 
 

 
 

 

 
 

 
 

 

 
 

 
 

61% of our recent webinar attendees believe informed field service 

can make the biggest impact for customers and businesses. To do it 

well, good communication is essential, whether with customers or 

internal teams. If customers are kept in the dark or shut out, they can 

feel uncertain or frustrated with the progress of their particular case. 
Poor communication with employees can lead to countless man-
hours wasted and even more frustrated customers. 

Enabling effective two-way communication across your teams and with 

customers is imperative. New tools can facilitate early customer inclusion 
and help manage expectations while empowering field service teams to 

fix more faults first time. 

Live Location 

Keeping customers informed with an easy-to-access portal to view 
their technician’s location is a great way to allay customer fears and 
provide them reassurance their needs are being addressed. Providing 
further information about the technician, like including a picture, helps 
customers connect with the technician and reduces any concerns of 
having a stranger appear at their door. 

Remote Access 

Tools that allow field-based resources to ask for help, retrieve customer 
information, track down parts, and look up the history of a customer’s 
interactions save time and help mobile workers improve first-time fix 

rates and customer satisfaction. 
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Top Tip 
One third of customers will 
actually walk away from 
a brand aftering having 
a bad experience. If just 
one disruptive interaction 
can impact a company’s 
bottom line, imagine what 
consistently poor service 
could bode over time. 
Think about your service 
experience from your 
customers’ point of view, and 
work with them to enhance 
your offering from initial call 
through final service delivery. 

 
 

 
 

 

 
 

 
 

 

 
 

 
 

 

 
 

 
 

 
 
 
 

 
 

 
 

 
 

 
 

 
 

Intelligent Routing 

One of the bigger challenges for field service organisations is ensuring a 

technician’s time is well spent, and long journeys or traffic jams are huge 

obstacles. New tools make it easier to simplify routing, make automatic 
updates when conditions change, and help engineers efficiently solve 

customer issues. 

Automated Messaging 

Rather than waiting for a customer to request information, why not 
proactively provide them details about the impending visit and use 
automated messaging to keep them informed every step of the way? 
Customer satisfaction increases when you can proactively provide 
important details to the customer quickly and easily. 

Feedback 

No section on two-way communication is complete without closing the 
feedback loop. How did you do in resolving your customer’s issues? 
How was your technician when she was on site? How satisfied was the 

customer? Capturing answers to these questions is critical to informing 
your service strategy and making sure you continuously improve and 
make your customers feel valued. 

Deploy a platform that makes it as easy as possible for a customer to 

leave feedback and for you to respond to that customer in return. For 
example, if you receive a poor review, it could trigger an immediate 
outreach from a member of your team to apologise and make it right. 
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Case Study 

Business challenge 
Telekom Romania is Romania’s leading telecom carrier, 
serving 8.2 million customers, and earning nearly €1 billion 
in annual revenue. 

The business was running its field service organisation like 
an old-time taxi company, with dispatchers using phones 
to send out technicians. It recognised the urgent need to 
automate its processes to increase efficiency and improve 
the quality of service. 

Solution 
Telekom Romania turned to Oracle Field Service, part of 
the Oracle Cloud CX suite of customer-facing applications. 
The carrier was drawn to the application’s machine learning 
capabilities, which help it optimise routes—a priority in a 
country of 19 million people with varied terrain, technology 
infrastructure, and road quality. 

Results 
• Telekom Romania was able to cut its use of outside field 

service contractors by 60% in 2019 and projects a 75% 
reduction by the end of 2020 

• The carrier met its goal of fixing 70% of faults within 24 
hours while reducing overall operating costs by 40% 

• 80% of nationwide calls are now routed automatically, 
almost eliminating the need for manual routing and 
dramatically improving efficiency 

• Automation helps Telekom Romania onboard new 
technicians and ramp them to full productivity quickly 
- each technician is given a tablet connected to Oracle 
Field Service, Google Maps, customer database and all 
the other information they need to do their job 

• Oracle Field Service enabled Telekom Romania to adopt 
its field service in the face of COVID-19 by implementing 
250 ad hoc offices where teams could meet in smaller 
numbers to minimise the impact of any infection 
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Great field service is prompt, effortless, 
and enriched at the point of service. Your 
customers should feel valued, listened to, 
and ultimately rewarded for their trust in 
you as a brand or provider. 

When you focus on these three steps of 
empowering and informing your field teams 
and customers,  your field service organisation 
will naturally mature and develop to withstand 
the challenges of today and tomorrow. 

Conclusion Want to see Oracle Field Service in action? 

Check out our product tour online to see how 
you can keep customers informed throughout 
their service experience and maximise your 
service potential: 

• Boost workforce productivity 
• Drive efficiency 

• Increase service delivery 
• Improve on-time arrival 

To find out more about how how customer 
experience is changing, and to optimise in field 
service, watch our webinar ‘Field Service in a 
World of Social Distance’ here. 
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