salesforce

I need help with the
installation of my small
battery pack.

Hello Fred,
A Technician has been

scheduled and dispatched to
your home. Check here for Q
arrival information: sfddc.co/

Your Guide to
Al and Data in
Field Service

(o= )
Q

ﬁ“' Field Service GTP Summary

Learn how high-performing field service organisations are
using Al and the power of data to generate revenue, practice
sustainability, and help technicians do their best work.

= This work order is for an installation of a small
battery pack.

» This is a new customer. You could offer to do a
full site evaluation at no cost to see if there
may be other business available.

*Surmmary powered by Einstain
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YOUR GUIDE TO AI AND DATA IN FIELD SERVICE

Al is disrupting every service organisation, including field service. This
is the one area of service where humans are the helm. Field service
technicians are often the only connection with your customers. And
there’s not nearly enough of them.

This is happening at a time when customer expectations for faster and
more personalised field service are higher than ever. Fortunately, today’s
innovations in AI make it easier to address these challenges while setting
up your mobile workers for success.

And Al will continue to advance. But at the end of the day, it’s humans
who remain at the helm, making sure customers get the superior
experience they expect and deserve.

Taksina Eammano

EVP & GM
Salesforce Field Service
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What you’ll find in
this guide

Based on research conducted by Salesforce,
this guide looks into the latest trends in field
service at a pivotal moment of change. Here
are some of the key themes we uncover:

How service organisations are
addressing a shortage of skilled

field service workers in the face of
extraordinary customer expectations

Why data integration is key to creating
a unified view of the customer so
technicians can deliver an even better
customer experience

How top-performing field service
organisations are using Al right now —
and why so many decision makers are
doubling down on this technology

Data in this guide comes from our double-
anonymous “State of Service” survey of

over 5,500 service professionals. The survey
was conducted from Dec 8, 2023, through
Jan 22, 2024 with respondents from 30
countries. See our State of Service report for
the full methodology.

YOUR GUIDE TO AI AND DATA IN FIELD SERVICE



https://www.salesforce.com/au/form/pdf/state-of-service/
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Executive summary

Amid an ongoing skilled labor shortage

and rising customer expectations, 74% of
mobile workers report increasing workloads
— a recipe for burnout. If businesses want
to scale successfully, they need to invest in
mobile workers.

Alongside appreciation and development
opportunities, organisations can support
technicians by making their jobs easier. How,
exactly? Start by connecting trusted data in
your CRM to AL

Mobile workers spend just 32% of their

time interacting with the people they serve

- the remaining 68% is spent on tasks like
manually entering case notes. By introducing
data-driven tools that simplify processes (like
generative Al), mobile workers can spend less
time on administrative tasks and more time
doing what they do best: serving customers.

Keep reading for field service best practices
and tips for how you can join the 79% of
service organisations investing in Al

O]
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An aging workforce, shrinking labour pool, and
burnout hampers meeting customer expectations.

The growing shortage in skilled labour comes at a major
inflection point for the field service industry. Fifty-six percent
of mobile workers report experiencing burnout on the job.

When data is connected, mobile workers are at their best.

Poor data quality is one of the biggest challenges affecting field
service organisations. Seventy-seven percent of mobile workers
say better access to other departments’ data would improve
their work.

The benefits of Al are emerging — and they’re compelling.

Al is gaining significant traction for good reason. Seventy-eight
percent of mobile workers in organisations with Al say it saves
them time on the job.
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Short-staffed teams
face sky-high
expectations o

Service Outage Report

5 new reports of
service restored.

Would you like to send
SMS notifications to

affected customers now? F
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Workloads are rising
amid a shortage of
Skllled |C|b0ur Case Complexity and Supported Products Are Increasing

Of all occupational groups, employers in
Australia had the most difficulty filling
job openings for technicians and trades
workers. Just 47% of vacancies were filled
in the June 2023 quarter.* The issue isn’t 62%
just a matter of formal education—there is a of mobile workers say
mismatch between employer requirements theirteam can't reach
. . . their goals without
and the availability of experienced workers more budget.
with the required skills.

This growing shortage in skilled labour
comes at a major inflection point for the
field service industry. Ninety-one percent
of decision makers at organisations with
field service say mobile workers are critical
to scaling their business. That might

Mobile Workers Who Say the Following

explain why technicians are busier than My workload has increased
ever: 74% of mobile workers say their over the past year
workload is increasing, and 73% say they

support more products and services than I'support more products/

services than I did a year ago

they did a year ago.

My cases are more
complex than a year ago

“Australian Government Labour Market Update - September 2023



https://www.jobsandskills.gov.au/publications/labour-market-update-september-2023
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Customers want a

next-level experience,
qnd an‘l' |‘|' NowW Field Service Contends with Speed and Personalisation Demands

According to service decision makers,
“improving customer experience” is the
#1 priority for service organisations -

even more important than cutting costs. 88°
Jo
Unfortunately, customer expectations of customers say good
, service makes them more
aren’t what they used to be. About three- likely to purchase again.

quarters of mobile workers say demands
have risen across multiple fronts: this puts
technicians under immense pressure to
deliver an exceptional experience under
extraordina ry constraints and makes Salesforce State of the Connected Customer, August 2023.
proactive service even more important.

Mobile Workers Who Say the Following

Customers ask for more

76%
than they used to °

Customer expectations are

_ T4%
higher than they used to be °

Customers expect a

personal touch more 73%
than they used to

Customers seem more

72%
rushed than they used to °



https://www.salesforce.com/au/resources/research-reports/state-of-the-connected-customer/
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Mobile workers report
high levels of burnout

Field service isn’t just about delivering

a great customer experience. It’s about
connecting customers to essential
services and helping businesses get up
and running. Plus, when disaster strikes,
mobile workers often play a major role in
restoring power to communities in crisis —
and helping people get back to their day-
to-day lives.

But those efforts can take a toll. The
majority of mobile workers report
experiencing burnout on the job,
underscoring the importance of helping
field service teams feel valued and
appreciated every single day.

YOUR GUIDE TO AI AND DATA IN FIELD SERVICE

Challenging Work Environments Take a Toll

57

of mobile workers say
they have experienced
burnout at work

Top 5 Service Challenges

0 Keeping up with changing customer expectations
Pressure to reduce costs to serve

Budgetary constraints

Ineffective or inefficient processes

Insufficient tools and technologies

Base: Decision makers
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CUSTOMER SPOTLIGHT:

Bittn bittn

Australian pest control company Bittn is revolutionising

the traditional industry with ‘Smarter, Safer Science’ and a
customer-centric approach to service. Recognising how frustrating
it is when a tradesperson doesn’t show up on time, Bittn turned
to Salesforce to bring its customers the modern-day convenience
they expect.

With Salesforce Field Service, Bittn has gone from slow manual
processes to automated and optimised scheduling. The sales team
can quickly identify the right technician for every job and schedule
an appointment with a click of a button. And all without putting
the customer on hold.

Customers are happy and the business is benefiting, too. With
Salesforce Field Service generating recurring appointments for
customers and the Salesforce integration with Xero making sure
every appointment is invoiced, Bittn has put a stop to as much as
$200,000 leaked revenue per annum. Even better, it’s experienced
a 16% increase in revenue per technician in addition to growing
revenue by 12.5% as it scales into new regions — something made
possible by Salesforce.

Efficiency in the field has also improved, with a 30% reduction in
field service travel time thanks to smarter scheduling and route
optimisation. Looking forward, Bittn is exploring other ways its
Field Service solution can enhance the customer experience,
including real-time technician updates and online booking,

as well as the potential for Einstein Vision to diagnose

problems remotely using Al

YOUR GUIDE TO AI AND DATA IN FIELD SERVICE 10

66 We wanted to reshape the
industry for today by listening
to the market and building a
service around what customers
really want. Being a part of
the Salesforce ecosystem
has exposed us fo a number
of businesses in the high
growth space and given us
greater insight into global best
practice, whether it be in sales,
operations, or field service.”

RYAN ROBERTSON
CHIEF EXECUTIVE OFFICER, BITTN
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Taksina’s Takeaway

5 ways o show
appreciation to your
mobile workforce

Even the simplest gestures can help boost
morale, reduce turnover, and combat
burnout. Here are a few simple ways to
show your field service team how much
you appreciate their hard work.

&6 When you're in the field
doing jobs, people

notice. You can really
make an impact. And the
relationships you make
can be hugely rewarding.”

ENGAGEMENT MANAGER,
CIRRIUS SOLUTIONS
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0 Personal development opportunities.

Invest in your team’s growth by offering paid time off for learning.
Trailhead is a great way for your team to build skills.

e Skills exchange sessions.

Skill-sharing helps your mobile workers learn from each other — and
builds camaraderie in the process. This can be done in-person or virtually.
You can also encourage technicians to connect with peers outside your
organisation by joining the Serviceblazer Community Trailhead.

e Health and wellness initiatives.

A healthy team is a happy and productive team. Prioritise the
well-being of your employees by offering benefits like gym
memberships or wellness stipends.

G Monthly achievement awards.

Regular recognition boosts morale and motivates your team.

e Field service management technology.

Above all, arm your mobile workers with technologies that help
get them home in time for dinner — safely.


https://trailhead.salesforce.com/trailblazer-community/groups/0F93A00000020tYSAQ
https://trailhead.salesforce.com/
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When data is

connected, mobile

m '.'-d-ﬁ .i.rl, Stainless Steel Tall Tub
|
e I r e S Field Service GPT Summary

+ The last date of maintenance was
three months ago.

< Work Order

Service appointment

« Customer wanted to wait for the
May 23, 1:45 PM-3:00 PM

latest model to upgrade. The model
is now available for purchase.
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Inefficient processes
keep mobile workers
away from customers

Mobile workers are often the only
company representatives customers ever
see. Ironically, technicians in the field

say they spend only 32% of their time
interacting with the people they serve.
The remaining 68% of their time is spent
on tasks like manually entering case notes,
performing administrative tasks, and
attending internal meetings and trainings.

Another blocker of productivity is
disjointed processes. Forty-five percent
of mobile workers say they have to toggle
between multiple screens just to access
the data they need to do their job.

Mobile workers at organisations
with automation say the
technology better enables
them to focus on customers.

YOUR GUIDE TO AI AND DATA IN FIELD SERVICE

Automation Enables More Personalised Service

Extent of Benefit of Automation on Focusing on Individual Customers

1%

No benefit
]

i ] b % fit
minor benefi
%

major benefit

49-.

moderate benefit

Base: Mobile workers at organisations with process/workflow automation.
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Easy access to trusted
data improves mobile
workers’ productivity

According to mobile workers, after
budgetary constraints, the biggest challenge
affecting their organisations is a tie between
disconnected data sources and poor data
quality and reliability. This may explain why
38% of mobile workers say it’s hard to get

a full view of a customer’s interactions with
their company.

77% of mobile workers say better
access fo other departments’
data would improve their work.

Again, the right technology could

offer a solution here. Mobile workers

at organisations with automation say

the technology helps them feel more
connected to other departments. This could
help improve asset service management by
letting automation reorder parts, schedule
preventative maintenance, and ensure that
assets meet regulatory requirements.

In summary: mobile workers are set up for
better success when they’re connected to
other departments.

YOUR GUIDE TO AI AND DATA IN FIELD SERVICE

Automation Boosts Efficiency in the Field

Extent of Benefit of Automation on Time-Saving

5%
No benefit
]

16

minor benefit

43-.

major benefit

37~

moderate benefit

Base: Mobile workers at organisations with process/workflow automation.
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Upselling becomes
a vital function for
mobile workers

With 85% of decision makers saying service
is expected to contribute a larger share of
revenue this year, the role of the mobile
worker continues to grow in importance.

78% of mobile workers say they
are responsible for revenue
generation metrics.

Field service technicians get up close

and personal with customers, creating
many opportunities to influence buying
decisions, suggest new subscriptions or
equipment upgrades, and make proactive
recommendations for follow-up service.
Connected data lets them see customer
histories in their mobile devices.

This may be why 66% of mobile workers
say they “often” or “always” try to upsell,
compared to just 54% of agents.

YOUR GUIDE TO AI AND DATA IN FIELD SERVICE

Organisations Rely on Field Service for Additional Revenue
Mobile Workers Who Say the Following

I have access to quality, up-to-date

.. . 78%
training on our products/services

Frequency With Which Mobile Agents Try to Upsell

U
Never Rarely Sometimes Often Always

15
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CUSTOMER SPOTLIGHT:

Fisher & Paykel e A

Founded in 1934 in New Zealand, the premium & 6 By connecting all our data we can
appliance brand has a longstanding vision to be better understand customers' needs
the most human-centred appliance brand in the and then use automation to reach out

world. Disconnected data was preventing its service
team from delivering personalised and convenient
customer experiences, but since partnering with

Salesforce it has unified its teams and strengthened RUDI KHOURY
CHIEF DIGITAL OFFICER, FISHER & PAYKEL

o them in real-time with the information
or products they most want.”

its service around a single view of its customers.

Fisher & Paykel’s service agents now have instant
insight into the customer at the end of the phone

and can quickly book an on-site technician using

Field Service. Customers no longer need to waste

time repeating themselves or waiting for technicians.
Automated appointment confirmations, technician
tracking, and feedback forms have removed frustration
from the mobile service experience for customers,

and increased field service efficiency by 30%.

With its data connected, the next frontier for Fisher
& Paykel is to drive more efficient and personalised
service with Al Already, its Al-powered chatbot
resolves 30% of queries and can identify when a
technician visit is required, freeing up operators to
focus on more complex cases.
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Taksina’s Takeaway

YOUR GUIDE TO AI AND DATA IN FIELD SERVICE 17

4 data-driven ways to put sustainability into practice

What’s more, connected data helps to improve field service sustainability — from route optimisation to drones. And when it comes
to sustainability, most service organisations are all-in. A majority (51%) of decision makers say environmental sustainability is a
high priority for their organisations — and only 1% say it’s not a priority at all.

Here are four ways that data-driven field service technology can help
you reduce truck rolls and carbon emissions while keeping costs low.

0 Route optimisation.

Planning the fastest and most cost-effective way for your mobile workers to
get from one appointment to another is a great way to improve field service
sustainability. As an added bonus, accurate scheduling can improve the
customer experience (and boost customer satisfaction scores).

e Intelligent asset management.

Thanks to advances in Al, you can manage resources more efficiently with
proactive asset service management. Al can detect when an asset needs
service and recommend preventative maintenance — minimising emergency
repairs and extending the useful life of your assets.

e Visual remote assistance.

Not all service requests require on-site appointments. In these cases, mobile
workers can use visual remote assistance to help customers solve problems
from anywhere.

0 Drones.

To increase visibility into hard-to-reach assets like wind turbines, some
companies are using drones to perform remote inspections by taking
thousands of photos of each asset. Al can be trained to recognise problems
in the drone images, then suggest repairs.

Sustainability Matters to Service Organisations

51%

High priorit
,— gnp y

42% 93%

Moderate priority — of organisations are
making operations
more environmentally
friendly a priority.

5% | | 1%
Low priority Not a priority

Base: Service decision makers
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The benefits of Al are
emerging — and
they're compelling

Joseph is available
until 3:30 PM

Einstein Alerts

I see that the last reading of the
Residential Smart Meter failed
at 1:00 PM.

Would you like to schedule
a technician?
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Field service
technology leaves
analog solutions in
the dust

Make no mistake: If your mobile teams

are still doing the bulk of their work on
spreadsheets and whiteboards, you're behind
the curve. According to the vast majority

of mobile workers, field service technology
helps them feel safer and more effective at
their jobs — giving them the tools they need
to be superior brand ambassadors.

90% of decision makers say their
company invests in specialised
technology to improve mobile
worker productivity.

The most common field service technologies
are intelligent scheduling and routing.
However, some organisations use video, Al-
generated reports, and augmented reality,
which can create detailed 3D renderings of
large areas in seconds.

YOUR GUIDE TO AI AND DATA IN FIELD SERVICE

Technology Helps Mobile Workers Feel Safer, More Effective

Mobile Workers With the Following Capabilities

Intelligent scheduling

Intelligent routing

Augmented reality apps

Video support 27%

Al-generated summaries
and reports

23%

Mobile Workers Who Agree With the Following

Our technology helps me feel

)
safe en route to appointments R

Our technology helps me feel

o,
safe during appointments e

The information I have in the

O,
field is always up to date 74%

The technology I have in the

o,
field empowers me to be agile 72%

The share of cases assigned

o
to field service is increasing i

Environmental sustainability is a top

o,
priority for our service organisation E5%0

19
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Al saves fime,

cuts costs, and
improves customer
service in the field

Al is gaining significant traction. Seventy-nine
percent of service organisations are investing
in AI, and 83% of decision makers plan to
increase their investment in this technology
next year. This is especially true at high-
performing service organisations, 88% of
which are actively pursuing Al, compared to
just 56% of underperformers.

The benefits are clear: 83% of mobile
workers in organisations with Al say this
technology cuts costs, while 78% say it saves
them time on the job. A majority (64%) say
generative Al, in particular, will help their
companies improve customer service.

Tip ® Use Al to brief mobile workers.

With Al-generated summaries of asset
history and past service interactions, you
can prepare your mobile workers before
they even arrive at a job site — and identify
upsell opportunities in the process.

YOUR GUIDE TO AI AND DATA IN FIELD SERVICE

A Majority of Teams Plan to Increase Their Al Investment

6%
No plans

to use Al
]

13%
Evaluating Al
(not used yet)

49%
Fully implemented Al

79

of service organisations
are investing in AL

30%
Experimenting —
with Al

Base: Service professionals

Service Organisations Investing in Al

88%

83:

of decision makers
plan to increase Al
investment next year.

High Moderate  Underperformers
performers performers

20
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CUSTOMER SPOTLIGHT:

Afea Care Aafea’
Services

With over 16 years of dedicated service, Afea Care
Services empowers vulnerable populations in Sydney
and Melbourne through specialised disability and aged
care services. Since 2016, Afea has grown tenfold but
found that its original application couldn't keep up with
the increasing complexity and scale of its operations.

Afea made the switch to Salesforce Field Service to
unify its service management across various backend
systems and provide a seamless flow of real-time data
throughout the customer lifecycle. This integration
has optimised productivity and ensures compliance
with industry standards and governance through

one application so Afea can offer more tailored and
responsive care.

Looking ahead, Afea is exploring how Al can enhance
service personalisation further. Potential use cases
include automating scheduling to match clients with
preferred carers and using Al to provide actionable
insights and next steps for client care. These
advancements could help Afea proactively anticipate
client needs, promising a future where technology
continuously elevates the standard of care and
operational excellence.

YOUR GUIDE TO AI AND DATA IN FIELD SERVICE 21

6 6 Salesforce provides Afea with a single

source of truth across the customer
lifecycle and varied back-end systems.
Access to the right type of real-time
data helps us provide more personalised
care and we’re exploring how Al can
enhance personalisation further.”

GAURAV OBEROI
CO-CHIEF EXECUTIVE OFFICER, AFEA CARE SERVICES
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Taksina’s Takeaway

How fo build safety,
frust, and value into
every service
appointiment

Safety is top of mind for field service
technicians and customers alike. Many
companies are exploring technologies

like drones and robotics to handle routine
tasks in dangerous locations — for example,
using field robots to investigate potentially
hazardous materials in nuclear facilities.

But you don’t have to work in extreme
environments to benefit from the latest
innovations. Here are a few practical ways
to help technicians feel safer on every
service call with technologies like mobile
appointment assistance.

YOUR GUIDE TO AI AND DATA IN FIELD SERVICE 22

G Get technicians’ consent.

Secure your employees’ written permission to have their location
tracked to avoid potential misunderstandings.

e Let your mobile workers control tracking.

Technicians should be able to choose whether or not to trigger tracking
when they set out for a job, and with whom they share their location.

Support mobile workers’ concerns about sharing
their last names.

Help protect technicians’ privacy before, during, and after the
service engagement by including their first names only.

G Build safety into the app experience.

Include a checklist of safety features within the app for the mobile
worker to review at every job to keep everyone safe.

e Share customer feedback.

Show the value of real-time visibility on the day of service with metrics
like customer satisfaction (CSAT) and Net Promoter Score (NPS).

0 Build trust through transparency.

Be open with your mobile workers about your reasons for wanting to track
their location and explain the benefits to both them and the customer.
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LOOKING AHEAD:
What's next for
Field Service?

So what’s up-and-coming for field
service? It should come as no surprise
that technology is set to play an
important role in shaping the future of
the industry, especially when it comes
to improving efficiency.

Four rapidly evolving technologies in
particular have the power to transform
field service: augmented reality (AR),
the internet of things (IoT), mobile

solutions, and of course, generative Al

This is just the beginning. As time goes
on, these technologies will become
more intuitive and offer deeper
insights for businesses, all leading to
an even better customer experience.
To get there and gain a competitive
advantage, early adoption and
effective change management are key
to success.

YOUR GUIDE TO AI AND DATA IN FIELD SERVICE 23

Ready to get started?

Join high-performing organisations and
power efficient field service operations with
Salesforce Field Service now.

Learn More



https://www.salesforce.com/au/service/field-service-management/
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