2024 Smarter Services™ Executive Symposium

Why This Matters:

VOICE OF THE FIELD SERVICE ENGINEER

@ service

council.

30%

Of Field Service Engineers (FSEs)
cited ‘Time Spent Finding
Information’ as the top dislike about
their day-to-day. This is the 15t year
it has risen to the top dislike above
incumbent ‘Paperwork &
Administrative Tasks', the reigning
champion (5 years).
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PANEL: VOICE OF THE FIELD SERVICE ENGINEER

Q&A: CAREER PATHING

DO YOU BELIEVE THERE'S AN APPROPRIATE CAREER PATH FOR
YOU? ARE YOU COMMITTED TO THE CAREER? WHAT ARE THE
INHIBITORS TO HAVING GREATER COMMITMENT TO THE CAREER

AND TO THE SPECIFIC ORGANIZATION?
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PANEL: VOICE OF THE FIELD SERVICE ENGINEER

Q&A: CAREER PATHING

HOW, AND HOW SUCCESSFULLY, IS ORGANIZATIONAL LOYALTY
BEING PROMOTED / ENCOURAGED? OR IS IT BECOMING A THING
OF THE PAST? NOTE: THE WORK CURRENTLY DOMINATES THE
REASONS TO STAY IN THE PROFESSION (36% OF RESPONSES).
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PANEL: VOICE OF THE FIELD SERVICE ENGINEER

Q&A: THE RIGHT FEEDING OF DATA

WHAT INFORMATION WOULD BE HELPFUL IN TERMS OF
EXECUTION OF YOUR DAY TO DAY?
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Technician-Agnostic Platform™

Navigation (Turn-by-turn)
Service Ticket Review (Warranty Entitlements)
Pre-visit review (Asset History/Telemetry)
Pre-visit review (Customer History)
SLA Performance Data
Procedural Guided Workflows

Cross-sell/Up-sell
Lead Capture
New Work Order Creation

Daily (Check-in)

Daily (Check-out)
Schedule Management
PTO Management

Time & Expense Reporting
Safety Incident Report

Email (Messaging)
Texting (Group Messaging)
Internal/External Technical Support
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Inspections Checklist
Safety Form Submission
GDPR (Data) Compliance

Service Manuals
Knowledge Base
Training Videos

Live Video
Augmented Reality
Artificial Intelligence

Inventory Visibility
Parts Ordering
Tech-to-Tech Transfer

Issue Debrief

Invoicing

Safety Forms

Workorder Creation
Inventory Stock Management
Fuel/Mileage Reporting



PANEL: VOICE OF THE FIELD SERVICE ENGINEER

Q&A: THE RIGHT FEEDING OF DATA

HOW IS THIS BEING BALANCED SO THAT THE RIGHT DATA (AND
ONLY THE NECESSARY DATA) IS BEING PROVIDED? IS THE
GROWING FRUSTRATION DUE TO LEGITIMATE LIMITATIONS, OR IS
IT RELATED TO RAPIDLY GROWING (POSSIBLY UNFAIR)
EXPECTATIONS FROM THE FRONTLINE?
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PANEL: VOICE OF THE FIELD SERVICE ENGINEER

Q&A: DEMAND VS. LEVERS

BUILDING ON THE LATTER CHANGE IN EXPECTATIONS, HOW HAVE
PROCESS CLARITY, QUALITY OF TRAINING, AND EASE OF DATA
CAPTURE CHANGED SINCE YOU STARTED? HAS THE PACE AND
SCOPE OF IMPROVEMENTS BEEN ENOUGH TO KEEP UP WITH THE
GROWING CUSTOMER AND MANAGEMENT EXPECTATIONS, AND
THE INCREMENTAL TECHNOLOGICAL AND PRODUCT KNOWLEDGE

NEEDED TO DO THE JOB?
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PANEL: VOICE OF THE FIELD SERVICE ENGINEER

Q&A: DEMAND VS. LEVERS

ARE THERE AREAS WHERE YOU FEEL YOU ARE BEING UNDER-
UTILIZED AND WHAT ARE THE OPPORTUNITIES TO LEVERAGE YOU
MORE?
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PANEL: VOICE OF THE FIELD SERVICE ENGINEER

Q&A: DEMAND VS. LEVERS

(FOR THE LEADERS) HOW DO YOU KEEP A PULSE ON WHETHER
THE INVESTMENTS THAT ARE BEING MADE ARE GETTING
ACKNOWLEDGED, FAIRLY PERCEIVED, AND IDEALLY ADOPTED BY

YOUR FRONTLINE?
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PANEL: VOICE OF THE FIELD SERVICE ENGINEER

Q&A: INNOVATION & WELLNESS

HOW TO MAKE YOUR DAY-IN-THE-LIFE BETTER (L.E., HOW TO
ACHIEVE LESS FRICTION AND MORE WORK LIFE BALANCE)? HAS
THE INTRODUCTION OF TECHNOLOGICAL INNOVATION IMPACTED
YOUR GETTING THE JOB DONE EXPERIENCE IN THE SAME
DIRECTION AND EXTENT AS YOUR MENTAL STRESS / MENTAL
HEALTH EXPERIENCE? HOW SO?
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PANEL: VOICE OF THE FIELD SERVICE EN

Q&A: INNOVATION & WELLNESS

(FOR THE LEADERS) IS INNOVATION BEING DISPROPORTIONATELY
TARGETED AT IMPROVING CUSTOMER EXPERIENCE AND
BUSINESS KPIS, VERSUS THE EMPLOYEE EXPERIENCE?
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PANEL: VOICE OF THE FIELD SERVICE ENGINEER

Q&A: ENGAGEMENT & ALIGNMENT

HOW DO WE IMPROVE ALIGNMENT BETWEEN LEADERSHIP AND
FRONTLINE FROM THE PERSPECTIVE OF THAT FEEDBACK LOOP
AND IMPROVEMENT TO THE JOB AND TO THE COMPANY? IN
WHAT WAYS HAS YOUR ROLE WITH INNOVATION GOTTEN BETTER
OR WORSE? HOW IMPORTANT IS IT FOR YOU?
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PANEL: VOICE OF THE FIELD SERVICE EN

Q&A: ENGAGEMENT & ALIGNMENT

(FOR THE LEADERS) WHAT HAVE YOU LEARNED IN TERMS OF ANY
POLICIES, CULTURAL ELEMENTS, OR SYSTEMATIC PROGRAMS TO
ADDRESS THIS?
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