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Do your current
business applications
enable the best field
services practices?
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Supporting
connected field
service




Key considerations for delivering
connected field service

iC

Do your systems improve technician
efficiency and enable monetizing new
business models?

Are the technologies you're using today
supporting your business needs?

How are you using analytics to predict
iIssues and proactively provide solutions?




Business concerns

Organizations with Cost for every time a Field service Average productivity
budgets earmarked for service company organizations that increase through
proactive support dispatches a truck® provide technicians connected field
technologies in with mobile apps3 service4
2018/191
1. 2017 TSIA report on field service spending 3. Gartner Field Service Report 2017

2. MSDynamicsWorld 4. Gartner Field Service Survey



Typical functional concerns

Reactive, break-fix Outdated/siloed systems Poor technician
business models and causing inefficiencies enablement due to lack of
inability to scale mobile capabillities


https://www.gartner.com/doc/3895585/predicts--crm-customer-service

The changing landscape

Increased use of Real-time insights and Predictive maintenance
proactive support troubleshooting through driven by data analytics,

models augmented reality ensuring proactive
capabilities customer engagement

Product complexity and increasing customer demands have surpassed
existing technology stack abilities to support operations’

TTSIA 2019


https://www.tsia.com/resources/the-state-of-field-services-2019

A focused approach to connected field service

Intelligent planning Empowered agents Technology unification
and technicians
« Effectively plan and manage « Empower agents and » Integrate and unify data,
customer demands across all technicians with tools to systems and apps to automate
channels manage and solve cases and manage complex
« Efficiently manage service «  Assist customers virtually with business processes

agreements and preventive elevated training and « Gain real-time insights and
maintenance guidance visualization



Functions enabling connected field service
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Microsoft ecosystem supporting connected field service
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Dynamics 365 provides the foundation to optimize field service

i

Intelligent planning

Multichannel customer
engagement

Service agreements and
preventive maintenance

Predictive maintenance enabled
by Internet of Things (IoT)

Proactive field service
driven by machine learning

R

Empowered agents and

technicians

Right people at the right time

Effective resource, asset, and
inventory management

Active remote support of field
technicians

Expert guidance and technician
training plus enablement

o

Technology unification

Enhanced productivity with unified
data, advanced reporting, custom
analytics, and data visualization

Solution optimization through
integration and automation

Customized client support
and channel integration



Intelligent
planning

Multichannel customer engagement

Service agreements and preventive
maintenance

Predictive maintenance
enabled by loT

Proactive field service
driven by machine learning



INTELLIGENT
PLANNING

Multichannel customer
engagement

> Al ca o/

Connect with your Effectively create work Engage with your Keep track of all service
customers orders customers interactions



|d INTELLIGENT
PLANNING

Multichannel customer
engagement

O

Connect with customers

+ Use multiple channels, like chat in Dynamics
365 and SMS, for contextual engagement
with customers

« Deploy the chat widget to enable technicians
and agents to connect with customers

+ Automatically identify and load customer and
work details

= New Conversation KB Sesrch Page  +
@ Home Charles Lyne ®
@ [ e B
| @ crvss e R
B
New Conversation
Details
tomer [F] Charies Lync e e Recent activities
Charfes Lync
Contact
@ Charles Lync 2 Chartes Lync +
Search for 3 ssue and fink
Redmond
Timeline
T charleslync02@outiook.com
2 ]
Any

Recent Cases

Conversation summary

Conversation detalls

o SMS

225803

we  SMS Support Queue 1

5/8/2019 B:59 AM

Home > Forums

Forums

Forums: Chat widget loaded for Guest User

Forum Last Post

General Discussion H

Use this category for non-specific topics.

il Airtel

<@ o ®

2:58 PM 70 61%m |

Contoso

iMessage
Today 2:55 PM

Hi, Can you tell me when my
package will be delivered?
Hi venky! Thanks for

contacting us. Your package
will reach you in next 2

days.
Thank you very much.

Your welcome!
Is there anything | can assist

you with?
No thank you

Delivered
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Multichannel customer
engagement

Effectively create work orders

+ Create different work orders types, specify
customized work order sub status, and
add/set priorities

+ Pre-define work order types to specify the various
types of service jobs that can be performed within
an order

+ Maintain detailed record of work order timeline to
enable customized customer engagement

Work Order: Work Order

00172

ork Order Business Pro...

Active for less than one mi

Summary Settings Products Services Service Tasks

GENERAL

& Work Order Number ~ *

Service Account

Billing Account

00172

" Contoso Pharma Integration

Contoso Pharma Integration

System Status

Open - Unscheduled

@ substatus

Work Order Type

Price List

Work Order Summary

SLA

* [4] Install or replace

* [ Products and Packaged Ser...

Work Order (< 1Min)

Timeline

Enter a note...

No records to show.

PRIMARY INCIDENT

Primary Incident Type *

Primary Incident
Description

& Primary Incident
Estimated Duration

Primary Incident
Customer Asset

loT Alert

Address Location Record Log Related

A Install loT

1 hour

Schedule Work Order
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Multichannel customer
engagement

©

Engage with your
customers

« Send automated reminders and updates to customers
through outbound text and phone capabilities

« Communicate proactively by providing your
customers with real-time technician location tracking
and automated voice and text appointment reminders

« Dispatch technicians using optimized routes and
skills-based assignments and resources

« Send personalized surveys immediately after service
calls with Microsoft Forms Pro—included with
Dynamics 365 Field Service

Contoso, Ltd. # | Opportunities -

Home > Field Service

Field Service

Service

Agreement Numbder + Account Stast Oate

Invoice Status Amoumt
e Name ¢+ Status Feason Dve

Project Service Automation ~

Your technician, David is on the
s \ay. Estimated arrival time
10:45a.

Acdice

Exstgite

on
Mercer Q
SOUTH SEATTLE Istand MONTREVX
Newcastie




|,: ::Ii"ltl:-F.I:J_ Lr.j [, ] Parirer Progeam = Supget = Prapeit Serviie Autie=ution = Fapkd Sprvice = L+

|£ INTELLIGENT
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Multichannel customer Invoices
Contoso, Ltd.
engagement

CONTOSO

CUSTOMER S [Eulabsstsp

@ All~ | Search

Keep track of all i Adrmin User
service interactions

(A1) = Wark O
Enable customers to open and track work order ™ i s -
. . f r =]
status, invoices, agreements, and assets Work Orders
Number Case Title Type
CAS-10441- Thermostat Probl . b Rt-:-m1 ok O
. . B5X9Y3 Malfunction
+ Grant customer access to a knowledge base within ——— Ca——
Work Oeder Wombey § Dwscriptian Created Om $eart C i % L W

the self-service portal to self-diagnose issues

Empower customers to view and track work order
data in real time

Use a single portal to display
content in multiple languages



INTELLIGENT
PLANNING

Service agreements and
preventive maintenance

I Generate preventive
~ work orders
KJ
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Agreements and preventive
maintenance

O

Generate preventive
work orders

« Track, manage, and monitor the maintenance
needs of an asset based on the
manufacturer’s recommendations

« Set up customer agreements so you can
automatically generate work orders and
invoices based on future need

« Use machine learning models to enable
preventive maintenance based on EAM data

Dynamics 365 « Field Service ~ Agreements > New Agreement

B SAVE [J'SAVER CLOSE = NEW o°FLOW ~ FORM EDITOR

AGREEMENT ~ Agreement Number* Service Account™ Owner™
& 00005 Coho Winery (sample) & Admin #
New Agreement =
Agreement (Active) F & Agreement Booking Setup Agreement Status & Agreement Invoice Setup Activate Agreement
v *oarvice A .
: Dynamics 365 « | Field Service ~ | Agreements
v E A
*StartDate 4 NEW [ DEACTIVATE T[] DELETE [2 COPY AGREEMENT % PROCESS * S2ASSIGN () SHARE [@ SHARE SECURED FIELDS = EMAILALINK ===
AGREEMENT ~ Agreement Number™ Service Account™ Owner”™
B ooo0s Coho Winery (sample) & Admi
00005 -= v .
4 General
Agreement (Active) |
SUMMARY
¢ *Sorvics Aot Coho W ACTIVITIES NOTES BOOKING SETUP
Agreement v Coho W
moer v *Start Date 7719720, Al ~ Add Phone Call L ¢ Name Agresme
Routine Maintenance 00005
Coho Winery (sample) =
N 4 General t-.’ Thermastat port malfunction
Account Due Date  7/19/2019 8:00 AM
SUMMARY Completed by
Admin #
N #
Agreement " @ 00005 Today
o Coho Winery (s =
Billing Coho Winery (s
Estimate INVOICE SETUP
SUB-STAtUs  cocmeeeeeeeed Name ™ Agreeme
Description ------emmemomees Routine Maintenance 00005




INTELLIGENT
PLANNING

Predictive maintenance
enabled by loT

Gain insights to Use loT Central to Increase
react quickly set alert rules efficiency with
Azure loT Hub

AAn
mmn

-
e

Monitor devices
remotely

%o

Automate
maintenance
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Predictive maintenance
enabled by loT

Gain insights to
react quickly

« Enable real-time telemetry and interact with your
customers’ field environment

« Effectively integrate and support a wide array of
Microsoft and third-party managed loT devices

+ Gain greater scale and efficiency
+ Analyze and act on new data

+ Integrate and transform business processes

Use | Solutions

<
=
]
e
=
iU
o
c
3
o
—
=]
o
>
S
'S
oo

Managed
Solutions
loT Central Connected
Field Service
Solution
Accelerators o
Remote Predictive Connected
monitoring maintenance factory
. Data and Visualization and
Device Support . .
Analytics Integration
— —
Azure Azure Time Azure
loT Hub Series Insights Logic Apps

@I S/-\xure
phere

o
&
(=g
=]
o
o
%)
o
c
=
o
]
(%]
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Predictive maintenance
enabled by loT

Use loT Central to
set alert rules

 Take advantage of a fully managed SaaS
solution with Azure loT Central

+ Get started quickly with minimal loT
experience required

Connected Field Service with Azure loT Central

i

] { <
S Wil
=
CFS commands
& updates

Devices for
development

4

Case or
Work Order

loT Tlert

ot

Simulated I
g Anomaly .f._J loTAlert @J

loT Central detected Flow - Field Service
orchestrate
loTAlert
creation

A

Real Devices

A %

Connected
Field Service
Model Driven

App

|
=0

Field Service
Dispatchers &
Technicians
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Predictive maintenance
enabled by loT

Increase efficiency
with Azure loT Hub

« Azure loT Hub enables businesses to
connect, monitor, and manage billions of loT
assets

+ Take advantage of an open, flexible cloud
PaaS that supports open-source SDKs and
multiple protocols

o‘ﬂ

&
Device

Simulator

}

1
(&) = - =
| S— Registration,
Logic App Service Bus Commands & E
E Dynamics to Properties
Azure Devices /
Assets
Threshold
Rules Store

- —
; & NN »
[ Fault Bl

loT Hub Azure Service Bus
Stream
Analytics
St
loT Devices &
Edge Stream
Analytics Bl
Optional for
Analytics/BI l

A

w

Azure SQL

Logic App
Azure to
Dynamics

ﬁ‘f A} loTAlert @

Field Service

Dynamics 365
API Connection

>

5

Connected
Field Service
Model Driven

App

|
=

Field Service
Dispatchers &
Technicians
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L] L] L]
PredICtlve malntenance i High temperature on terminal unit v
LJ
e n a b I ed by I OT Cgtsd Crealege B Create Work Order A Schedule Work Order B Close Work Order .

General Commands Device Readings (Preview) Related
HVAC Terminal Unit 7001

Monitor devices

6/30/2019, 5:33:37 PM - 7/30/2019, €:33:37 PM Custom v

509
@ humidity o /_
remotely =
® accelerometerZ o
avg W
+ Work Orders ol -
. . . 50.65
« Using the field service module, see and solve
issues before clients are aware of them %
50.4+
+ Reduce the number of service calls you receive by o]
identifying and resolving issues before they occur ;
0.0+
07/09/2019 07:00
Work Order00021 Created
+ With device telemetry and service maintenance . . .
07/0?‘1201 9 07#14‘{201 9 0?4’21‘/2019 0?/28‘!2019

data, make intelligent decisions around
dispatching technicians with the right expertise,
availability, and proximity to the job

+ Create rules and configure Microsoft Flow to
integrate loT-connected devices with an active
alert system to receive updates on specific
device activity
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Predictive maintenance
enabled by loT

Automate maintenance

« Predict when a device needs attention and automate self-
healing or maintenance steps before any kind of problem

+ Use the remote monitoring dashboard to view telemetry
from your connected devices, provision new ones, or
upgrade firmware

« Visualize simulated devices on a map and respond to alerts

« View product usage, issues, and repair history from a
central portal to diagnose problems and deliver predictive
maintenance

« Get instant notifications and alerts about device health to
automate the service-request generation process using
predefined rules

Template: Refrigerated Vending Machine (1.2.0)

Refrigerated Vending Machine

Measurements  Settings Properties Commands Rules Dashboard

Use the dashboard to view relevant information about your device in one place.

Machine Info

Serial Number

SNO00000

Fan Speed
]

Anti-tampering Info

Work Order Number

Technician Name

Model Installation Address

Temperature Alert Thres... Maintenance contract

30 OFF

accelerom acceleror @ accelerom

Work Order Status

Estimated Arrival

Max Temperature (°C) Average Pressure (hPa) Min Humidity (%)

118.7 760.3 0.5

Past 1 week Past 1 week Past 1 week

Environmental Trend
humidity @ temperat @ Cashdraw

120.00

Incident Description

Estimated Service Duration




INTELLIGENT
PLANNING

Proactive field service
driven by machine
learning

| Optimize resource /\)' Improve customer service
_'Q management |||"|| delivery capabilities
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OFTIMEATION SCHEDULE

Proactive field service e R

driven by machine learning

Optimize resource
management i (-

A GOy 1 SRy v

« Optimize resource assignments using multiple factors, such as a P
technician'’s experience in handling the specific failure, the '
customer’s preferred technician, or proximity to the site

0
+ Automatically assign the work order to the best available personnel =i |
L .
« Create the most efficient travel path for technicians, optimizing their
schedules and allowing them to perform additional calls per day A

+ Using real-time inventory management, ensure that the replacement
part is available on the scheduled date and that the technician has
access to the tools needed to complete the job

Bookings In solid blue
color are the baseline .

Simulation bookings ot
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Proactive field service
driven by machine learning

e y
- . x
—— f A
/ > LAl ' A AT )
— f A N W
{ A an /o | AL f
’ / aanMM/ \ \
. — FoAVYY A A "\ N \ o
3 / TYASRERA SN A oY [ G & \ |
b =
ic i ice

Improve customer service . —

e (SR —

denvery Capabilities o= =r

« Allow for automated, remote self-healing and predictive
forecasting, monitoring, and analyzing connected devices for
potential issues

« Using historical device data and predictive analytics, get system
recommendations for scheduling technician site visits, heading off
future problems and notifying the customer of the work order

+ Using recommendations from the system, enable technicians to
discuss additional products and services during site visits that meet
their customers’ specific usage and operating needs




A focused approach to connected field service

Intelligent planning Empowered agents Technology unification
and technicians
« Effectively plan and manage « Empower agents and » Integrate and unify data,
customer demands across all technicians with tools to systems and apps to automate
channels manage and solve cases and manage complex
« Efficiently manage service «  Assist customers virtually with business processes

agreements and preventive elevated training and « Gain real-time insights and
maintenance guidance visualization



® Right people at the right time

Effective asset and inventory

management

® Active remote support of field
technicians

® Expert guidance and technician training

plus enablement

Empowered agents
and technicians




EMPOWERED AGENTS
AND TECHNICIANS

Right people at the
right time

~ Enable smart __@N  Automate and
PfE  scheduling and routing BHH  improve scheduling
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Right people at the right time
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o

©

Enable smart

>
L
<

Rocorg Segurementy e

A Paect Unacheduled Wort Ovten

Momu trom Darn S0 Dete Dwexce Provey Terenny Trve Poem Svowa Teve Te Promeed pT VY Coustus O

scheduling and routing @i

€ e >
A X * General Project Service Field Service . BOOKABLE RESOURCE

 Assign resources to jobs and tasks based on Field Technician

|OcatI0n and need Resource Type * User

General Project Service Field Service Scheduling Related
User N W

+ Ensure the right resources are aSS|gr.1qu to e it rechmic @ Hourly Rate 66000 @ soou s

customers at the right time and optimize

resources to fit in the most appointments per day Time Zone * (GMT) Coordit Warehouse Main General  Project Service  Field Service  Scheduling  Related

Start Location * Resource Address Organizational Unit
l End Location *  Resource Address Longitude

« Schedule work orders for the most appropriate
resources by optimizing bookings for the shortest Lt
travel time, available work hours, and more

Scheduling

Display On Schedule  * Enable for Availability

Board Yes Yes

Search



Manual scheduling

low & Vg vou . O » . n 9 < n > — A v e o v

EMPOWERED AGENTS === - T

AND TECHNICIANS = 0=

| @z

Right people at the right time ;

S A i v

BN Scheduling Assistan

on

= ) === S P coll
o —
Automate and improve S
. e g =
SCh ed u I in g - e g"“" " Resource Scheduling Optimization (RSO)
- With Dynamics 365 Field Service, support the degree of g PR —_—
automated scheduling automation that fits your needs (32

« Enhance manual scheduling using the schedule board to select
requirements and create bookings S

« Through the Schedule Assistant tool, take advantage of a WO
semi-automated approach using available recommendations
and most appropriate resources

200 rme0

+ Using Resource Scheduling Optimization (RSO), automate the
scheduling of your workforce, setting objectives such as
“minimize travel time” and “maximize working hours”




EMPOWERED AGENTS
AND TECHNICIANS

Effective asset and
Inventory management

B = Asset and inventory
B — management



Surface

@ Surface _ . N X
@ Customer Asset: Customer Asset ™
@ Customer Asset: Customer Asset ™ y Surface

Dynamic ield Service Field Service » Customer Assets >

g EMPOWERED AGENTS , e B o bede
AND TECHNICIANS

O Refresh A Assign [ EmailaLi

Surface

Summary

— Related - Details

GENERAL 3D Models Related

Effective asset and inventory

Summary Related Assets
e Related Assets B Add Existing 30 Model ) Refresh @1 Excel Templates @ Export 3D Models
management 1
| elated - Common
GENERAL imeli
fimeline parent A B Activities 3D Model Associated View
Name * Surface P

Account

Related - Others

Parent Asset

0 |.:".'"'.I'I' cs 365
L Master Asset

+ MNew [ Deactiate @ Delete

Product

- - . T T Dynamics 365 « | Field Service | surface
8 Wark Order Pro =] "
Surface
+ New [3 Deactivate B Delete O Refresh 2 Emailalink o* Fows Vv

S

Asset management

THREE-DIMENSIONA

General

Surface

+ Upload 3D knowledge articles and models
of assets for field technicians to reference
in the field

Timeline

« Review work order history per asset using
loT device information

@ Mot modsfied by First Name List Marme -

+ Access multi-layer device hierarchy with ' Suace
links to product catalog for product trends




g EMPOWERED AGENTS
AND TECHNICIANS

Effective asset and inventory

ma nagement = 4 hew [ Desciwatze W Deee 00 Robesh A, Basge  EF Shere PR Evalalnk B Weord Templaics
=) Main
e = B Mz Produc | C Radush I plas ~ B Eepot Procuct e
Product |rnwenil Ty Assl gl Ve X
Inventory management - — ,
+ Accurately track service stock at mobile and fixed
locations, including available, on hand, on order, and "
allocated Inventory - oM Asgeinzbd i Aoonoseus Bae . 1703 L Fic] 000 (%1 e
Manage updates and stock history for any location, ' o '
including truck stock e st G A s “m — o

am Ria] o0

Manage inventory information for transactions including
requests, return material authorizations (RMA), a return to
vendor (RTV), stock adjustments, or transfers

Use the ship-via option to specify different shipping
methods used by your company



EMPOWERED AGENTS
AND TECHNICIANS

Active remote support
of field technicians

‘_ Deploy the Field [’; Solve problems faster

Service mobile app the first time



g EMPOWERED AGENTS
AND TECHNICIANS

Active remote support of
field technicians

o

Deploy the Field
Service mobile app

« Give field technicians the information they need to get to
a customer location and complete work orders quickly

« Effectively capture and update all work order details
through full offline capabilities

« Customize the app to function as barcode scanner, RFID,
and credit card reader

« Use GPS functionality to help schedule work orders to
the closest available field technician, calculating arrival
times to customer locations, and geofencing

- Take pictures of completed work for attaching to
invoices, helping with resolution tracking, or training
purposes in the future

& Field Service Mobile

Bookings
Bookings \/

= +

< 2 Tode April 2019 >

AGENDA

9:29 AM
® Scheduled

00172

Contoso Pharma |
? 22833 Bothell W...

< Work Order

Booking
Name 00172
Work Order 00172

Booking Status Trave\mg|

Start Time In Progress
Actual Arrival On Break
Time
End Time Scheduled
Duration

Simulation -
Miles Traveled
Actual Travel Traveling
Duration
Total Cost
Resource Allen Contoso
Currency US Dollar
Summary
Work Order 00172
Numhar

Held Service Motsle

< ArmBand 100

Summary

Product Ar :-‘-',9:] nd 7];:-'_:

Arm&an;ﬁ 100

I Barcode “"I l

Account Contosoe Pharma

Parent Asset Click To Select ‘C/
Name ArmBand 100

Customer Assets -+

No related items



g EMPOWERED AGENTS
AND TECHNICIANS

Active remote support of field
technicians

e i ‘.'. Template: HVAC (1.1.0
_ ;'in,} HVAC Pump

Measurements  Settings Properties Commands Rules Dashboard

Solve problems faster
the first time

« Remotely assist and engage with customers from virtually
anywhere in the world using Remote Assist and Microsoft Send command to the device HVAC Pump
Teams in either HoloLens or an Android mobile device

53 Turn fan on

+ With heads-up, hands-free video calling on HoloLens,
first-line workers can collaborate with remote experts on
PC or mobile to troubleshoot issues in context

+ Virtualize the customer perspective to provide detailed
guidance on complex systems

Enable field service technicians to monitor assets and
send commands remotely to assist customers on the spot



EMPOWERED AGENTS
AND TECHNICIANS

Expert guidance and
technician training plus

Offer expert guidance ® Integrate training <A Provide interactive
with service using e augmented reality and o e environments for
annotations or files ® artificial intelligence v visualizing products

into training



EMPOWERED AGENTS
AND TECHNICIANS

Expert guidance and technician
training plus enablement

Offer expert guidance
with service using
annotations or files

+ Enable external access through Microsoft Teams to collaborate with
customers from different organizations or domains

« Allow users to make or receive calls from guest contacts with
Dynamics 365 Remote Assist on Microsoft HoloLens

+ Use edit mode to make annotations within the contact’s virtual
space from the mixed reality toolbar

« Link files or draw arrows to highlight key areas of focus during the
remote session, providing detailed instruction and deep
understanding of solutions

Create your team

Collaborate closely with a group of people inside your organization based on project, initiative, or
common interest. Watch a quick overview

Team name

Remote Assist ©

Description

Using this channel to make Remote Assist callsi

Privacy

Private - Only team owners can add members

Create a team using an existing team as a template

Cancel

Start editing




g EMPOWERED AGENTS
AND TECHNICIANS

Expert guidance and technician
training plus enablement

Integrate augmented
reality and artificial
intelligence into training

+ Using Dynamics 365 Guides, an augmented reality tool, provide
employees with an understanding of how to apply learnings in
common scenarios

+ Create interactive content through Guides that employees can
revisit to gain a deep understanding of core subjects, view 3D
models, and get hands-on training

+ Provide step-by-step instructions that guarantee quality and
consistency of work across the team




g EMPOWERED AGENTS
AND TECHNICIANS

Expert guidance and technician
training plus enablement

Provide interactive
environments for
visualizing products

+ Give customers a mixed reality view with Dynamics 365
Product Visualize, which visually represents products in
granular detail

+ Display 3D models of products to show customers how a
product will fit into their environment

+ Make notes and adjustments to models in real time while
engaging with the customer

+ Ensure a confident purchase by addressing the customer’s
questions or concerns about key components during the
mixed reality display

__ Homa
My Open Opportunities

‘1 Contoso Business Services

Fabrikam Products

° Lamna Healthcare Company

Opportunities

Fabsrikam Products

Products

Madels

Sample 30 Models

f>®@®®’?fé

S—

Multiple products in a
single opportunity

Multiple 30 models in a
single product



A focused approach to connected field service

Intelligent planning Empowered agents Technology unification
and technicians
« Effectively plan and manage « Empower agents and » Integrate and unify data,
customer demands across all technicians with tools to systems and apps to automate
channels manage and solve cases and manage complex
« Efficiently manage service «  Assist customers virtually with business processes

agreements and preventive elevated training and « Gain real-time insights and
maintenance guidance visualization



Technology
unification

Enhance productivity with unified
data, advanced reporting, custom
analytics, and data visualization

Optimize current solutions with the
power of integration and automation

Support clients on their terms with
channel integration



?{io TECHNOLOGY
UNIFICATION

Enhance productivity with unified
data, advanced reporting, custom
analytics, and data visualization

Unify data with the > Analyze and visualize data
Common Data Service 11— using Microsoft Power B

(@



TECHNOLOGY
UNIFICATION

Enhance productivity with unified
data, advanced reporting, custom
analytics, and data visualization

Unify data with the
Common Data Service

+ Improve ease and accuracy of planning and reporting
through a unified source of truth

+ Streamline machine learning, and improve reporting
and apps using Power Query

+ Build rich applications with PowerApps

« Automatically apply business rules and logic already
defined in your customer service to your PowerApps

+ Get a secure and cloud-based storage option for your
data with role-based security to control access

PowerApps

@ Home

Learn

P Apps

+ Create

B Data ~
Entities
Option Sets
Data Integration
Connections
Custom Connectors
Gateways

o/° Flows

o@ Al Builder (preview)

Solutions

+ Newentity & Getdata | ¥ 1= Export data

Entities

Entity |

Account

Action Approval Model

Address

Al Configuration

Al Form Processing Document
Al Model

Al Object Detection Bounding Box
Al Object Detection Image

Al Object Detection Image Mapping
Al Object Detection Label

Al Template

Analysis Component

Analysis Job

Analysis Result

Analysis Result Detail
Appointment

Approval

Approval Request

Approval Response

Attachment

Await All Action Approval Madel
Await All Approval Model

Basic Approval Model Data
Business Unit

Component Layer

Component Layer Data Source
Connection Setting

Connector

Name

account
msdyn_flow_actionapprovalmodel
customeraddress
msdyn_aiconfiguration
msdyn_aifptrainingdocument
msdyn_aimodel
msdyn_aiodtrainingboundingbox
msdyn_aiodimage
msdyn_aiodtrainingimage
msdyn_aiodlabel
msdyn_aitemplate
msdyn_analysiscomponent
msdyn_analysisjob
msdyn_analysisresult
msdyn_analysisresultdetail
appointment
msdyn_flow_approval
msdyn_flow_approvalrequest
msdyn_flow_approvalresponse
activitymimeattachment
msdyn_flow_awaitallactionapprovalmodel
msdyn_flow_awaitallapprovalmodel
msdyn_flow_basicapprovalmodel
businessunit
msdyn_componentlayer
msdyn_componentlayerdatasource
msdyn_connectionsetting

msdyn_connector

= Default v O Search

Type Tags v
Standard Master
Custom Custom
Standard Standard
Custom Custom
Custom Custom
Custom Custom
Custom Custom
Custom Custom
Custom Custom
Custom Custom
Custom Custom
Custom Custom
Custom Custom
Custom Custom
Custom Custom
Standard Productivity
Custom Custom
Custom Custom
Custom Custom
Standard Productivity
Custom Custom
Custom Custom
Custom Custom
Standard Standard
Custom Custom
Custom Custom
Custom Custom
Custom Custom



TECHNOLOGY
UNIFICATION

Enhance productivity with unified
data, advanced reporting, custom
analytics, and data visualization N | Unscheduled and InProgress Work Orders I_V__l

Colleyville Rowlett Server Power...

Analyze and visualize data s 4w

i 1155~ Mesquite~,
» \ 80,

OPEN WORK ORDER ANALYSIS

Open Work Orders by Product Open Work Orders by City, ST Open Work Order by Type
(e ()¢
- \ arrollton :
E 1 Richardson
FRU Power Supply Grapevine. e ok
25% b iR Garland | "¢

Grand Prairie

osis an..
° ° %
G\ A 4 IZS, —
)
using Microsoft Power BI Gt
(Blank) 25% FRU Power S Terms __//Desoto
oo ©NBIDHERE/ © 2019 Microsoft
Service Territory Corporation ‘
bl f |d . d (Blank
« Enable field service managers an
g Link  CreatedOn Days WO.. WorkOrder Type Acco... | Service Account Cus... Customer Asset Stat...| City

dispatchers to analyze and visualize data,

2018-06-12 469 00001  Diagnosis and Repair

& @

drawing useful insights to help with better T |l e ——" T S e boem oo
decisions and Corrective actions @ 2018-06-13 468 00019  Server Power Install @ SOUTH 3 @ FRU Power Supply - C

All v

Resources e

+ Use templates with pre-built data model, Al v

reports, and dashboards

- Take advantage of easy-to-use dashboards,
interactive reports, and compelling
visualizations



?{io TECHNOLOGY
UNIFICATION

Optimize current solutions with the
power of integration and automation

v Automate business | Collaborate using = me Integrate applications
0 workflows with templates and I- via Microsoft
Microsoft Flow =~ connectors AppSource



TECHNOLOGY
UNIFICATION

Optimize current solutions with the |

power of integration and automation -

Received Sent History L «
M Home
l If,'l Approvals
o7 My flows You don't have any pending requests at this time.
@ Templates Create an approval flow
& Connectors Add a ready-to-use approval flow or create your own from
blank.
a8 Data e

Learn more about creating an approval flow

o Al Builder
(preview) Create approval flow

Automate business workflows .
with Microsoft Flow

[> See how approvals work

Start with one of thase popular templates

Start approval when
a new item is added

Send approval and
follow up via email

Request manager
approval for a
selected file

« Integrate with pre-built Flow templates for frequently used
applications to track and respond to events as they happen

Add +3

+ Automate manual tasks without a single line of code by plugging
FlOW IntO DynamiCS 365 Fleld SerVICG C\Searchallapprova\templates

+ Use Flow to assign new tasks automatically in the Field Service
workflow

+ Integrate Microsoft PowerApps with Flow to trigger workflows from
within apps, or combine PowerApps with Microsoft Power Bl to
drive business analytics on your data



TECHNOLOGY
UNIFICATION

Optimize current solutions with the
power of integration and automation

o

Collaborate using
templates and connectors

« Easily work with Field Service info, share files directly
from Teams, and integrate and sync files
automatically

+ Manage a single set of user identities and credentials
in both your Azure Active Directory domain and
Dynamics 365 Customer Service

+ Get up and running quickly with built-in features and
integrations with Microsoft platforms your
organization is already familiar with

(4

=

Home
Approvals
My flows
Templates
Connectors
Data

Al Builder
(preview)

Solutions

Learn

/O sentiment

Sorted by popularity N4 ‘

All flows  Featured

v
v

Run sentiment

analysis on tweets
and push results to
a Power Bl dataset

By Microsoft
Used 1610 times

Receive Push
Notifications for
negative emails in
Outlook 365

By Microsoft Flow
Community
Used 83 times

Gain insights on

Shared with me

n Click a button to

Approval ~ Button  Data collection ~ Visio  Email  Events and calendar ~ Mobile

Notify me about Notify me about Process Tw
negative Twitter negative Yammer Sentiment
posts posts

By Microsoft
Community
Used 126 tir

Notify me about _ Alert the team if a _ Record a tv

negative Disqus ¥
posts

By Microsoft
Used 211 times

By Microsoft
Used 204 times

@ Home Send notification and create a task in Dynamics 365 for
O Approvss negative emails
o
&

My flows
& Templates
& Connectars

. 0 Do
By Microsoft

Used 24 times ey Bulkley
{preview)

8 solutions

Office 365 Outlook

This flew will connect to

Office 365 Outlook

® demoadmin@®PMGDemo.

Text Anslytics

Matifications



TECHNOLOGY
UNIFICATION

Optimize current solutions with the
power of integration and automation

©

Integrate applications via
Microsoft AppSource

- Add new capabilities to your existing field service
solutions to meet your business needs

« Use applications tailored to the field service
industry that work with Dynamics 365 and align to
the common data service

- Try any app for free before you buy

& C d @ appsource.microsoft.com/en-us/?industry=retail8category=operations w 6

& Microsoft AppSource Apps Vv

Find the right app for your business needs

Get solutions tailored to your industry that work with the products you already use

Search Microsoft AppSource /O

Yy Refine by industry
Analytics Agriculture Web Apps
[[] Artificial intelligence Education P Dynamics 365
Collaboration B Distribution 0 oOffice 365
[] customer service 197 Financial services E Power Bl apps
[] Finance 4 Government
[] Human resources 54 Health
[ IT + administration 29 Manufacturing
[ Intemet of things Professional services
[] Marketing 5 ¥ Retail
¥ Operations + supply chain
1 Productivity
[ sales

= Microsoft AppSource Apps Search Microsoft AppSource
Products
Web Apps Trials Pricing Model Ratings
Add-Ins All A All ~ All s

Dynamics 365 >

Dynamics 365 for Field Service

Deliver a seamless, end-to-end service experience. Built-in intelligence helps you resolve service issues
before they occur, reduce operational costs, and deliver positive onsite experiences.

Get Dynamics 365 for Field Service >

. 7 .
cs NAV B
Field Service % Add-Ins X Reset categary filter:

Categories
Analytics App results (594) View consulting services (59)
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Support clients on their
terms with channel
Integration

< Bring your
l!! own channels



TECHNOLOGY
UNIFICATION

Support clients on their terms
with channel integration

©

Bring your
own channels

 Bring your own third-party channel providers
with the Channel Integration Framework, which
is agnostic for all JavaScript-based widgets

« Through two-way communication, support
inbound and outbound according to your
business and process workflows

+ Extend and customize within Dynamics 365

Microsoft Dynamics 365

Unified Interface App

Channel Integration
Framework Adapter

Web based
communication widget

<

>

Channel Provider APIs

Cloud Channel Provider




An adaptable approach to proactive field service

Extended > Advanced

Core >

Field service automation Connected field service Extensions to
connected field service

Effectively plan and manage your Improve field processes, customer Extend and automate with artificial

field service workforce engagement, and effectiveness intelligence, intelligent connectors
and apps




ADAPTABLE IMPLEMENTATION
Core

E ﬁ Empower every agent E ﬁ Benefits

Dynamics 365 Field Service »  Stay up to date with work orders from creation to closing

Work order management *  Automatically schedule to align right job skills and best
location to get more appointments per day

Scheduling and dispatch tools _ _
* Enhance collaboration between customer service agents,

Communication tools technicians, and more
Asset management «  Effectively track customer equipment and service history
Inventory, purchasing, and returns capabilities * Easily manage stock, purchase orders, fulfilment requests,

and product returns
Billing capabilities o _ _
* Auto-generate invoices based on services delivered to
Time tracking customers

*  Accurately track time taken by resources on work,
traveling, and break



ADAPTABLE IMPLEMENTATION

Extended

Connected field service

Self-service portals
Preventive maintenance
Easy-to-use mobile application

Analytics for reporting

Benefits

More personalized portal experience for employees
and customers

Moving from costly scheduled maintenance plans to
just-in-time predictive maintenance

Customizable and extensible mobile app to meet the
field service worker's needs

Gaining deep insights into KPIs to better manage field
service and customer engagement



ADAPTABLE IMPLEMENTATION

Advanced

Extend and automate with
artificial intelligence, intelligent ;{n Benefits
connectors and apps
Integration with loT platform * Build your own connected field » Walk multiple sites without being on
Dynamics 365 Remote Assist on Microsoft HoloLens service solution that integrates loT location, getting a real-time view of a
. . e . data with Dynamics 365 problem to troubleshoot efficiently
Integrate with augmented reality and artificial intelligence
Dynamics 365 Product Visualize
* Virtualize physical environment to * Give your customers a more accurate
share what you see to the remote representation of your products with

team for assistance 3D models



ADAPTABLE IMPLEMENTATION

‘ Core

Field service automation

*  Work order management

*  Scheduling and dispatch tools
«  Communication tools

* Asset management

* Inventory, purchasing, and returns
capabilities

« Billing capabilities

«  Time tracking

‘ Extended

Connected field service

Self-service portals
Preventive maintenance
Easy-to-use mobile application

Analytics for reporting

‘ Advanced

Extensions to connected field service

* Integration with loT platform

* Dynamics 365 Remote Assist on Microsoft
HoloLens

* Integrate with augmented reality and artificial
intelligence

» Dynamics 365 Product Visualize



- m Microsoft Dynamics 365

Next steps




Take the
hext step

Get started with Dynamics 365 Field Service—
empower your digital transformation through
applying intelligence and connecting your data.

Lean on the next generation of business
applications with trusted Microsoft cloud services.

Dynamics 365 learning paths

Dynamics 365 Field Service



https://docs.microsoft.com/learn/dynamics365/
https://dynamics.microsoft.com/en-us/field-service/overview/

m Microsoft Dynamics 365
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