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Field Service Management

The ServiceNow® Field Service Management application enables you to manage work orders

and related tasks, resources, skills, assets, and locations. Use this application to dispatch work

order tasks and agents to the customer location for performing any kind of field work, such as

install, repair, or maintain equipment.

Explore

Learn about how
managers, dispatchers,
technicians, customers,

and agents use Field
Service Management.

Use

AR

Manage work tasks
performed on location.
Collaborate between

operations, field resources,

and customers through
mobile channels.

Configure

Plan and configure
your implementation.

Reference

Get details about
components like
tables, roles,

properties, and fields.

Automate

Use Now Assist for FSM to
enhance user productivity
and efficiency through
proactive experiences

using generative Al.

Integrate

(o))
1 J

Extend Field Service
Management capabilities
by integrating with
other applications.

Access preconfigured
dashboards with
actionable data
visualizations to monitor

and improve your service.
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Additional resources

« Learn more about what's new and changed in this release at Field Service Management
release notes @.

« Log into your ServiceNow account and find additional information about implementing and
deploying Field Service Management features at Now Create &.

« Connect with other Field Service Management users in the FSM community forum @.

« Work with an implementation specialist to streamline your Field Service Management setup
process. To learn more, see the Customer Success Center @.

« Sign up for the ServiceNow Field Service Management training program and certification & to
learn about core Field Service Management functionality and release-specific features.

« For information on how to begin setting up Field Service Management, see Configuring Field
Service Management.

Exploring Field Service Management

Use the Field Service Management application to manage work requests that are performed
on location by field service agents. Whether you are starting or expanding your implementation
of Field Service Management, learn more about available features to help create a seamless
experience for your dispatchers, managers, and agents to resolve issues and fulfill requests.

Field Service Management overview

Problems that require on-site services from field technicians must be addressed and resolved
fast. The costs are high if you're attempting to resolve complex on-site issues using disparate,
unconnected systems with little or no automation or visibility.

With the Field Service Management application, you can get more tasks resolved faster with
applications that can streamline task workfows. Help your field service teams to proactively
address issues and to resolve them quickly. With Field Service Management, connect teams,
processes, and systems to find the root cause of issues and resolve them in a timely manner.
Empower your technicians with access to all of their tasks using the Field Service mobile
application, which can be used online or offline.

© Note:
You can also View and download the full infocard & for a highlight of Field Service
Management features.

Field Service Management users

Users

Administrator Configure the Field Service Management
application to automate the process of
assigning work order tasks to field technicians
and make it ready for use.

Initiator Create a new work order or can create a
work order from other record types, such as
problem, incident, change, or project task.

Qualifier Review and qualify work orders to ensure that
the work order tasks are created.
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Users (continued)

User Description

Dispatcher Assign the work order tasks to the most
appropriate and available agents. Dispatcher
can also track agent's travel and work time,
part requirements, and asset usage.

Dispatchers are a part of the Field Service
Management team, who manages the

field teams and customer experience
simultaneously to achieve positive outcome
for the organization.

Manager Manage and monitor the progress of work
order tasks. If an agent rejects the task, you
can reassign the tasks to another agent.

Agent Travel to the customer location with the
required parts and skills to work on the
assigned task.

Field Service Management workHow

The following example shows a sample Field Service Management end-to-end
workflow describing different roles and stages handled by these roles starting from

© 2026 ServiceNow, Inc. All rights reserved. 8
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creating the work order and related task through the completion of the work order task.

Administrator
Configures the Field
- Service Management

application

Initiator

Creates work orders
for off-site work

Qualifier
Reviews and qualifies Creates work
work orders order tasks
Dispatcher ] Territory
Dispatches work order planner

tasks to agents/
re-assigns rejected
work order tasks

Develops strategy and
drives process change
for a territory

Manages and monitors
work order tasks

Agent -7~

- ~
- ~

> ~ Accepts/rejects > ~ _ .
< _ workordertasks _ - > Reject —

~ -
~ -

~

Accept

L.

Source parts
(can happen
before as well)

Start travel/work Asset usage Close task

1. As an administrator, you can configure the Field Service Management application to automate
the process of assigning work order tasks to field technicians and make it ready for use.

2, When the application is ready to use, the initiator creates a new work order or can create a
work order from other record types, such as problem, incident, change, or project task.

3. Then qualifier reviews and qualifies work orders to ensure that the work order tasks are
created.

4, The qualified work orders then goes to the dispatcher queue so that dispatcher can assign
the work order tasks to the most appropriate and available agents. Dispatcher can also track
agent's travel and work time, part requirements, and asset usage.

Dispatchers are a part of the Field Service Management team, who manages the field teams
and customer experience simultaneously to achieve positive outcome for the organization.

5. The manager manages and monitors the progress of work order tasks. If an agent rejects the
task, you can reassign the tasks to another agent.

6. After accepting the work order task, the agent travels to the customer location with the
required parts and skills to work on the assigned task.

Field Service Management benefits
Field Service Management provides the following benefits:
© 2026 ServiceNow, Inc. All rights reserved.
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Field Service Management benefits
Benefit

Simplify setup using low-code plugins and
guided setup.

Optimize task scheduling, auto-assign tasks,
and adapt to changing conditions.

Automatically capture critical data when
creating a work order from a case, incident,
problem, change request, or project task
record.

Empower customers using Field Service
Management - Customer Experience to track
en-route agent location and arrival time.

Find and analyze work orders with similar
underlying issues using Predictive Intelligence
for Field Service Management.

Make the most of your resources. Schedule
work for technicians dynamically based on
capacity and tasks.

Give dispatchers everything they need in
one place to make smart and fast scheduling
decisions.

Automatically assign tasks to available
field service agents with the right skills and
equipment.

Improve agent utilization by recommending
the best available tasks to fill gaps in the
agent's schedule.

Support complex work for technician crews.

Optimizes contractor management, improves
communication, and streamlines task
allocation processes.

Efficiently schedule and manage the resource
utilization for work order task based on
different geographic regions.

Enable technicians with an intuitive, native
Mobile Agent application that enables them to
quickly view and record information.

Achieve seamless visibility and task resolution
for complex workflows across teams and
business units.

Track and manage the inventory between
stockrooms.

© 2026 ServiceNow, Inc. All rights reserved.
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Schedule
Optimization

Integrated work order
entry

Customer Experience
in Field Service
Management

Work order insights
powered by Predictive
Intelligence

Capacity and
Reservations
Management

Dispatcher
Workspace

Dynamic scheduling

Intelligent Task
Recommendation

Field Service Crew
Operations

Field Service
Marketplace

Field Service Territory
Planning

Mobile experience
for Field Service
Management

Playbooks for Field
Service Management

Manage inventory
in Field Service
Management
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Administrator

Administrator

Initiator

Initiator

Manager

Manager

Dispatcher

Dispatcher

Dispatcher

Dispatcher

Dispatcher

Territory Planner

Field Service Agent

Field Service Agent

Field Service Agent
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Field Service Management benefits (continued)

Benefit

Enable agents to generate work order task
summaries so that they can create notes faster

and with more detail.

On-board contractor teams for outsourcing
work order tasks and ensuring that service
level agreements are met.

Monitor and enforce compliance with
environment or health protocols.

Feature

(FSM)

Now Assist for Field
Service Management

Field Service
Contractor
Management

Emergency Exposure
Management

Users

Manager

Manager

Field Service Agent

What to explore next

« What is field service management (FSM)? &

» Configuring Field Service Management

« Using Field Service Management

» Analytics and reporting for Field Service Management

« Field Service Management reference

Field Service Management Guided Setup

Streamline setting up Field Service Management with guided setup.

Use guided setup to step through the initial Field Service Management configuration.
Guided setup assists you with planning the roll-out of the product and performing the basic

configuration. Guided setup organizes configuration activities into categories and helps you track

your progress.

0% Welcome to Field Service Guided Setup

@ 0%

Saseus: Mot Sarted

0%

0%
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Related topics
Configuring Field Service Management using Guided Setup

Planning your Field Service Management implementation

Integrated work order entry

Work orders in Field Service Management store information about requested work, including
customer names and addresses, locations where work is to be performed, and any associated
configuration items. Work orders can include one or more tasks that contain specific details
about the work to be performed, such as required agent skills or part requirements.

Video showing example for Field Service in CSM Agent Workspace.

The above video shows how you can create a work order from a Customer Service Management
case.

Work order templates automatically populate the work order with work instructions, tasks and
parts required for the field agent to complete the work order.

Integrating Field Service Management with other ServiceNow products enables you to create a
work order from within the other product's workspace.

When you create a work order from an integrated product:

« Data from the product record automatically copies to the new work order.

« The work order is available from within the integrated product.

You can create a work order from the following integrated record types:
Incident

Use Field Service in Incident Management to create work orders from incidents. For
more information, see Integration with Incident Management.

Change

Use Field Service in Change Management to create work orders from change
requests while on a live call or chat with the customer. For more information, see
Integration with Change Management.

Project task

Use Field Service in Project Portfolio Management to create work orders from
project tasks. For more information, see Integration with Project Portfolio
Management.

Service requests
Use Field Service in IT Service Management to create work orders from service
requests.
Related topics
Configuring work order templates

Prepare work orders

Customer Experience in Field Service Management

The Customer Experience feature in Field Service Management provides customers with timely
updates about their reported issues, enabling them to track the location of agents and provide
agent feedback.

© 2026 ServiceNow, Inc. All rights reserved. 12
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How the Field Service Management Customer Experience application keeps your customers
informed when a field agent is traveling to their location.

The Customer Experience feature provides transparent communication and constant updates to
customers about their reported issues through automated email notifications or text messages.

After the agent completes the work, send customers a survey link to gather feedback on the
work.

© 2026 ServiceNow, Inc. All rights reserved. 13
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<@

+91 57575791

Hello George,

Work Order Task WOT0010030 is
created to address the issue.

Best Regards,
Customer Support

Hello George,

Work Order Task WOT0010030
has been assigned to Alex Ray.

Best Regards,
Customer Support

Hello George,

Work Order Task WOT0010030:
Agent Alex Ray is on the way.
ETA: 596523 hours 14 minutes
View details here:
fsmmaster.service-now.com/
csm?

id=fsm_ticket task&table=wm_ta
sk&sys 1d=6220c8e98/7/0dd10f
49631173cbb3562

Best Regards,

Customer Support
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Related topics
Activate Field Service Management Customer Experience

Customer or Consumer Service Portal

Work order insights powered by Predictive Intelligence

Use machine learning algorithms in the Predictive Intelligence feature to recommend solutions
for work orders.

Predictive Intelligence for Field Service Management enables you to train predictive models and
apply machine-learning solutions to your data. These solutions help you find knowledge articles
and similar work orders containing information to help resolve your current issue.

Key benefits

Predictive Intelligence solution definitions provide the following benefits to agents:

Decrease time to resolution

« Use solution definitions to recommend similar work orders based on the
information entered in the work order short description. These recommendations
can help agents with case investigation and resolution.

« Use solution definitions to recommend knowledge articles on similar subjects
by comparing the knowledge article text to the short description of work order or
work order task.

« Use solution definitions to recommend parts for completing the work order tasks
based on the insights gathered from the work order tasks with similar short
description.

Reduces error rates and costs

Use clustering solution definitions to cluster similar work orders into topics based on
the information entered in the work order short description. For more information,
see View work order trends topics.

Related topics
Configuring Predictive Intelligence for Field Service Management

Predictive analytics: Work order insights

Process Mining for Field Service Management

Integrating the Process Mining application with the Field Service Management application
enables you to analyze processes relevant to your KPls, and identify bottlenecks associated with
work order tasks.

Process Mining for FSM creates business process flows from the work order task data in audit
trails, allowing process owners to perform in-depth analysis and discover process insights to
improve business outcomes.

Use Process Mining Content Pack for FSM (com.snc.fsm_process_optimization) plugin to activate
Process Mining Content Pack for FSM. For more information, see Additional plugins for Field
Service Management.
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End user and roles

If you have the required roles, you can use Analyst Workbench to access the visualized process
workflow data, and tools for analyzing the data related to customer service cases. For more
information, see Overview of the Analyst Workbench &.

The following roles are required for using the Process Mining Content Pack for FSM.
e sn_process_optimization_viewer

e sn_process_optimization_admin

» sn_process_optimization_analyst

e SN_process_optimization_power_user

Optimization project for work order tasks

The Process Mining Content Pack for FSM adds a pre-built project that includes a predefined
Work order tasks process model definition for work orders. By default, the Work order tasks
project filters work order tasks for the last two quarters. You can also configure a new process
project based on the pre-built project.

The Work order tasks process model definition includes default activity definitions and
breakdown definitions for work order tasks that you can use as they are or modify them for a
custom configuration.

« Use activity definitions to understand state transitions such as tasks transitioning from the
work in progress state to the solution proposed state.

» Use breakdown definitions to filter records and analyze a process map by categories. For
example, you can filter the work order tasks data by agents, assignment groups, and locations.

Continual Improvement Management initiative for work order tasks

If the Continual Improvement Management (CIM) application is enabled, you can also use the
CIM project from the Analyst Workbench to track the progress of improvement initiatives for work
order tasks. The improvement initiative and Process Mining model are automatically linked. For
more information, see Integration with Continual Improvement Management &.

Performance Analytics for work order tasks

If the Performance Analytics application is enabled, you can also use the available template
configurations to open the Process Mining application from a Performance Analytics (PA)
indicator based on the work order task data. For more information, see Integration with
Performance Analytics (PA) &.

Related topics

Example of content pack for FSM &

Optimizing Scheduling and Dispatching operations

Explore how dispatchers manage scheduling and dispatching operations to verify tasks are
assigned efficiently to field agents, maximizing resource use and customer satisfaction. Discover
the mechanisms behind effective task allocation, verifying that the right task goes to the right
agent at the right time for smooth service delivery.
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The Scheduling Challenge

Dispatchers are responsible for determining which field agent should attend to which tasks, and
when, during their shift. Their goal is to produce a service schedule, creating an optimal task
schedule for all agents in the field.

Given that each task takes two hours to complete and each agent has an eight-hour shift, each
field agent can complete up to four tasks during one shift. For four tasks and four resources:

« All four agents could each take one task.
» One agent could handle all four tasks.
» Two agents could split the tasks, each taking two tasks.

« Three agents could divide the tasks with one agent taking two tasks and the other two taking
one task each.

Overview of Scheduling Methods

The goal of scheduling is to verify that the right task is assigned to the right field agent at the right
time, optimizing resource utilization, and customer satisfaction. Understanding the scheduling
mechanisms provides a holistic view of task allocation options available to a dispatcher.

» Manual: Manual scheduling involves the traditional drag-and-drop method, enabling
dispatchers to manually assign tasks to field agents. While suitable for smaller teams with
limited tasks, manual scheduling can be time-consuming and prone to errors.

« Interactive: Auto-Assign, Intelligent Task Recommendation, and Route Optimization

o Dispatchers can use various interactive tools to find the best assignment, but the dispatcher
makes the final decision. Auto-Assign manually triggers dynamic scheduling and finds
suitable field agents based on various parameters. The dispatcher chooses to accept.
Suitable for high volume of tasks needing quick allocation. For example: a telecom company
rolling out a new service across a city.

o When Intelligent Task Recommendation is invoked in Dispatcher Workspace, any free time
that agents have between tasks and events is displayed as white space in the agent's
calendar. It suggests the best available tasks to fill these gaps in the schedule. This feature
is available to both dispatchers in the Dispatcher Workspace and to field agents in the
ServiceNow Agent Mobile Application.

o While Auto-Assign focuses on assigning the task to the most suitable technician, Route
Optimization reorders these tasks post-assignment to minimize driving time.

Automatic: Automatic scheduling is using Dynamic Scheduling to auto-assign incoming tasks
based on predefined conditions like skillset or location. This method utilizes predefined rules
to assign tasks and is efficient for medium-scale operations, focusing on immediate, individual
task assignments. It’s also ideal for tasks with well-defined requirements, such as routine
maintenance tasks for a fleet of rental cars. Automatic scheduling can also be triggered from
an event, such as when a tech schedules non-available time, tasks are automatically removed
and rescheduled. This may be used during vacations or unexpected sick leaves.

Schedule Optimization: Batch Optimization optimizes tasks in batches for multiple field agents,
considering all constraints. Use it at the beginning of the day or week. For example, a cleaning
service plans its week ahead for multiple clients. Intraday Optimization reoptimizes schedules
in real-time based on changing conditions. Useful when tasks are canceled, delayed, or new
tasks come in. For example: a cable service provider deals with last-minute cancellations and
new installations.
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Automating work order task scheduling

Learn to schedule work order tasks among field agents using automated scheduling methods.
With factors like SLAs, task dependencies, and locations in mind, automation streamlines the
process for optimal results.

Key Considerations for Scheduling:
« Service Level Agreements (SLASs)
 Task Windows & Duration
« Task Dependencies
« Skills and Parts required
» Working Time and Overtime
« Geographical Location
« Contractor Availability
» Custom Preferences

« Task Bundling

The automated scheduling methods consider the key factors and assign tasks to the correct
agents. This not only saves time but also enhances the efficiency of the field service operations.

Efficiently manage technicians and tasks based on location
Field Service Management provides different types of maps. These maps help field service
agents, managers, and dispatchers to get tasks done faster.
Agent map
Field service agents can view optimized routes for tasks assigned to themon a
given day.
Managers can view optimized routes for tasks assigned to members in their team.
Dispatch map
Dispatchers can know where field service technicians are so that the dispatchers
can assign and reassign work based on proximity.

Dispatchers can view all open work tasks so they can understand work distribution
and can quickly identify impacted areas.

Dispatchers can easily assign work tasks, optimize routes, and change assignments
directly from the map.
Service level agreement (SLA) map
The SLA map is color-coded. Dispatchers can prioritize work tasks for technicians
based on SLA contractual terms, such as time to breach.
Related topics

Setting up a Field Service scheduling method

Appointment booking

Appointment booking feature enables you to configure, manage and create appointments.
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Appointment booking feature helps to effectively manage the service requests. With the
appointment booking feature, the administrators can configure appointment availability,
notifications, and manage appointment slots.

Customers can view available appointment windows, make a selection, and book a service
appointment from the service portal. Agents and dispatchers can also book appointments on
behalf of customers.

Appointment booking feature supports manual assignment of work order tasks and dynamic
scheduling of the work order tasks.

Key features

Key features of appointment booking include:
« Generate work order and work order tasks for an appointment.

« Ensure that work orders are completed on time, technicians are efficiently assigned, and
customer expectations are met.

« Enable the use of the seismic appointment booking calendar across all user interfaces,
ensuring a consistent and seamless scheduling experience.

« Recommend slots to the customers to ensure optimal scheduling.
« Appointment booking feature ensures a smooth workflow by minimizing appointment conflicts.

« Ensure maximum productivity by configuring the appointment slots based on the task,
location, agent availability, and skills.

Appointment Booking based on Capacity and Reservations Management

Appointment Booking considers the defined capacity and reservations for a territory or group to
show the available slots. For more information, see Learn about appointment availability settings
for an application configuration.

Dynamic scheduling

Dynamic Scheduling is an advanced and flexible mechanism to manage work tasks for field
agents. It makes scheduling easier and lets dispatchers handle exceptions and changes
effectively.

By leveraging task attributes and agent availability, Dynamic Scheduling optimizes task
allocation, leading to improved efficiency in field service operations.

Key benefits

Dynamic Scheduling streamlines field assignments, maintains SLAs, optimizes agent selection,
and improves issue resolution. By leveraging its advanced capabilities, organizations can
enhance operational efficiency, deliver exceptional field service experiences, and achieve higher
levels of customer satisfaction.

Streamline field assignments

With Dynamic Scheduling, you can automate schedules and routes, minimizing
travel time for mobile workers. By assigning tasks based on customizable ordering
rules, critical work is prioritized, ensuring that field agents and crews spend more
time on productive tasks and less time driving.

Maintain Service Level Agreements (SLAS)

Dynamic Scheduling automatically reassigns tasks. For example, when an agent
is on time-off or when a high priority task comes in. By utilizing ordering rules and
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un-assignment constraints, you can free up agents to handle higher priority tasks,
ensuring optimal resource allocation and compliance with SLAs.

Intelligent agent selection

Matching tasks with the most suitable agents is made easy with Dynamic
Scheduling. By considering criteria such as agent skills and travel time, tasks are
intelligently assigned to agents who possess the required skills and can reach the
job site efficiently. This maximizes productivity and enhances service quality.

Resolve issues on the first visit

Dynamic Scheduling enables automatic assignment of tasks to field service workers
who have the right skills and equipment. By ensuring that tasks are assigned to
qualified agents, the likelihood of resolving issues on the first visit is increased. This
minimizes the need for multiple service calls and enhances customer satisfaction.

Integration with Workforce Optimization for Field Service

When enabled, Dynamic Scheduling works with the Workforce Optimization for Field Service
application. This integration enables you to view the agent's schedule and events directly from
the Dispatcher Workspace calendar. Gain access to a unified view of agent availability and make
informed task assignments.

Dynamic Scheduling for Planned Crews

Dynamic Scheduling schedules task assignments to planned crews. There are two types of
crews: planned crews, which are pre-created, and dynamic crews, which are dynamically created
as needed. Dynamic Scheduling supports both planned crews and dynamic crews.

Dynamic Scheduling for Capacity and Reservations Management

Dynamic Scheduling schedules task assignments based on capacity defined for a territory or
group by considering all the reservation rules.

Related topics

Configuring Dynamic Scheduling

Intelligent Task Recommendation

The ServiceNow® Intelligent Task Recommendation feature helps dispatchers to improve
agent utilization by recommending tasks to fill agent schedules. Agents can also view the
recommended tasks and assign them to themselves using the ServiceNow Agent mobile app.

Key Features

Set up Intelligent Task Recommendations to efficiently recommend tasks to agents based on
defined policies and filtering conditions. Determine the applications through which you can
access task recommendations. Intelligent Task Recommendations offer several key features that
enhance scheduling efficiency:
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« Gap Filling: When invoked in Dispatcher Workspace or ServiceNow Agent Mobile Application,
Intelligent Task Recommendations identify gaps in agents' schedules and recommend tasks to
fill these gaps, maximizing agent utilization.

« Selection Criteria: Recommended tasks must meet specific selection criteria, including
being in the Pending Dispatch state, falling within the agent's coverage area, and having an
estimated work duration within the selected time window.

« Utilization Optimization: By recommending tasks that align with agents' availability and
skills, Intelligent Task Recommendations optimize agent utilization, minimizing idle time and
maximizing productivity.

Related topics
Setting up Intelligent Task Recommendations
Assign work order tasks to agents using Intelligent Task Recommendation

Assign tasks to yourself based on Intelligent Task Recommendation

Schedule Optimization

The Schedule Optimization enables you to optimize task scheduling, auto-assign tasks, and
adapt to changing conditions. By applying policies, you can create the best possible schedule
that maximizes task assignment and minimizes travel time.

Key Benefits
Boost customer satisfaction

Create more predictable schedules, give preference to high-priority work, and
help ensure SLAs are met. Focus on solving exceptional cases while Schedule
Optimization handles the majority of tasks.

Decrease costs

Coordinate and direct a large number of agents efficiently. Schedule the best
resource to help ensure a first-time fix. Reduce travel time and overtime.

Increase revenue
Fit more jobs into working hours to boost customer satisfaction and loyalty.
Agent productivity

Increase agent productivity by enabling quick transitions between assignments.
Minimize travel time to reduce fuel consumption and lower emissions.

Schedule Optimization workAow diagram

The following figure illustrates the high-level workflow of Schedule Optimization.
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Schedule Optimization workfow

24-hour window — non-overlapping schedule processing windows

e e

Scope = What (tasks) and who (agents/groups) to optimize

Policy A Policy B Policy C Policy D Policy = How to optimize

- Minimize travel - Maximize SLA - Maximize - Prefer highly

- Honor skills Adherence priority task skilled

- Dispatch - Honor assignment technician
preferred excluded - Minimize truck - Balance
technician technicians rolls workload

Key components in Schedule Optimization

Policies encapsulate your optimization goals by blending objectives and constraints. Knowing
your objectives and constraints allows you to tailor your optimization strategies effectively.

For example, if your team consists of 20 technicians operating within a city, a policy can be
configured to minimize travel time. By running an optimization batch the night prior, the system
streamlines tasks, cutting down on commuting time.

Scopes link tasks to policies and can be based on assignment groups or geographical territories.
Selecting the appropriate scope is critical to ensure that your policies are applied to the right set
of tasks, optimizing your resources where it counts.

Batches are the configurations that set when and how your optimizations occur. Running batches
at strategic times allows you to adapt to changes and needs swiftly.

© Note:
Utilize the ‘Schedule Optimization’ Application Scope for setting up and configuring these
elements.

Schedule Optimization based on territories

Use Schedule Optimization with Field Service Territory Planning to schedule complex multi-
territory assignments where an agent might be responsible for multiple territories over a longer
batch processing period. Assign tasks to agents whether they’re primary or secondary members
of a single or multiple territories.

Intra-day Schedule Optimization

Intra-day Optimization re-optimizes schedules for groups or territories in real-time based on
changing conditions. Useful when tasks are canceled, delayed, or new tasks come in. For
example:

« A cable service provider deals with last-minute cancellations.
« A weather event results in new, high-priority repair tasks.

« A technician calls out sick for the day.
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© Note:
Field Service Scheduling Automation must be installed to use Intra-day Optimization.

Schedule Optimization based on Capacity and Reservations Management

Use Schedule Optimization with Capacity and Reservations Management to allocate tasks. This
integration considers defined capacities and reservations for both internal teams and external
contractors before scheduling and allocating tasks.

Schedule Optimization for Planned Crews

Use schedule optimization to optimize task assignments to planned crews. There are two types
of crews: planned crews, which are pre-created, and dynamic crews, which are dynamically
created as needed. Schedule optimization only supports planned crews.

Schedule Optimization with Workforce Optimization for Field Service

Use Schedule Optimization to consider agents' schedule and events from the Workforce
Optimization for Field Service application to auto-assign tasks.

Schedule Optimization with advanced task dependencies

Use Schedule Optimization to efficiently assign tasks considering advanced task dependencies
between them.
Related topics

Configuring Schedule Optimization

Dispatcher Workspace

Dispatchers can efficiently manage field teams and customer experience to achieve positive
outcome for your organization through Dispatcher Workspace. Forecast potential problem areas
before they arise and maximize operational efficiency for both field teams and customers.

Dispatcher Workspace overview.
Watch this short video to see how dispatchers use Dispatcher Workspace.

The Dispatcher Workspace is the main working space for dispatchers, bringing speed and
efficiency to field service scheduling. It provides dispatchers and managers with a complete
view of tasks, teams, locations, and status. Dispatcher Workspace has a configurable layout so
dispatchers can create a personalized display with custom filters, advanced search, and sort
options. Task and agent cards can be customized to display relevant information.

Key features

With Dispatcher Workspace, you can manage work efficiently, simplify resource management,
deliver on service level agreements, and maximize productivity. Key benefits of Dispatcher
Workspace include:

Single workspace

See everything in one configurable screen, from unassigned tasks to technician
schedules and maps. For more information, see Customize Dispatcher Workspace
and Dispatcher dashboard.

Automated work assignment
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Schedule work orders based on technician skills, parts, distance,
recommendations, and access hours.

« Utilize dynamic scheduling to automatically assign work orders based on various
factors, including skills, availability, and distance. For more information, see
Dynamic scheduling.

« Streamline work assignments for crews by automating the scheduling process.
For more information, see Field Service Crew Operations.

Route optimization

Reduce travel time and costs by visualizing and improving multiple technician
routes simultaneously.

Intelligent task recommendations

Improve agent utilization through intelligent task recommendations. For more
information, see Intelligent Task Recommendation.

Multiple time zones

Add multiple time zones to Dispatcher Workspace and quickly see where agents are
located.

Assignment assistance

Quickly sort a list of the best agents to assign a work order task based on the criteria
that you choose from.

Drag work assignments based on proximity, availability, and skills

Enable dispatchers to drag-and-drop work assignment so they can assign tasks
to technicians based on proximity, availability, and the specific skills required.
Dispatchers can see an overview of what times are available for technicians and
the current distance from tasks. Dispatchers can then drag unassigned work onto
available times for technicians.

Dispatchers can efficiently route work to technicians and monitor their performance.
Route optimization determines the optimal route for them to service multiple
locations.

Related topics
Configuring Dispatcher Workspace
Using Dispatcher Workspace

Dispatcher dashboard

Gelt real-time visibility into work orders, schedules, agent locations and statuses through the
Dispatcher dashboard.

The Dispatcher dashboard displays the real-time data of the operations and performance of
field service agents across their assignments. Dispatchers have instant visibility into pending
dispatch items and the current status of agents. With the map expanded, dispatchers can take
actions to auto-zoom the map to a particular technician or work order task.
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Hey, Lisa!

Welcome back to your workspace.

Need:s attention

Critical pending dispatch work order tasks SLAs breached Field agents behind schedule

Overview

Field agent status Field service map
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Today's work order tasks
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Capacity and Reservations Management

Field Service Capacity and Reservations Management enables managers to assign the
appropriate amount of work to agents and contractor teams, ensuring they are not overloaded
beyond their defined capacity. It helps plan work assignments based on priority and demand,
ensuring business services remain available without overburdening resources.

The capacity management process helps you plan work assignments based on priority and
demand and ensure that business services are not unavailable due to being over capacity.
Reservation rules within capacity management enable you to reserve a certain percentage of
time for various tasks. Analyzing past failures and planning for the growth of demand for services
help you manage capacity efficiently.

You can use the Capacity Console, an advanced tool designed for monitoring, managing, and
optimizing resource capacities across territories and demand channels. For more information,
see Capacity Console.

Key benefits

Field Service Capacity and Reservations Management provides the following benefits:

« Improve dispatcher efficiency by automating scheduling based on capacity rules.

« Better management of workloads by assigning the appropriate amount of work to the Field
Service agents and contractor companies.

« Stay compliant with contractor company requirements by adhering to their stated capacity.

The image below is an example of the different states that agent capacities go through, starting
with defining the agent's work capacity, and the reservation of a percentage of agent's time. Then
ending with the release of the allocated capacity based on the agent's schedule.
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Override work capacity schedules
for any change in plan.

Related topics

Define the allocation of
work capacity for Field
Service agents or
contractors.

Reserve a percentage of
agent or contractor work
load for work order tasks.

Link the allocation of work
capacity to the agent's or
contractor's reserved
capacity so work order
tasks fit into their
schedules.

Update the agent or contractor

different time intervals.
Optional

Work order tasks are

work capacity to release work at

Optional

assigned to Field Service |
I-irl agents or contractors |
based on their defined |
capacity. J

r— /N
i

- - - - 7T — — — Manager

y _] - "
Release the allocation of | Dispatcher |
| | ] agent work capacity at | e

different schedules. N

Roles

Field Service Capacity and Reservations Management components

Configuring Field Service Capacity and Reservations Management

View Capacity Usages information

Field Service Territory Capacity Analytics dashboard

Capacity Console
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Capacity Console

The Capacity Console is a centralized, intuitive tool that simplifies the management of demand,
capacity, and resources based on territories. Designed to empower organizations, it offers real-
time insights into resource utilization, enabling them to optimize capacity usage, and adapt to
evolving business needs.

By streamlining capacity planning and providing actionable insights, the Capacity Console
supports balanced workloads and operational efficiency.

Key benefits

Field Service Advanced Capacity and Reservations Management provides the following
benefits:

 Real-time visibility: Get up-to-date views of capacity utilization across territories and demand
channels.

« Proactive decision-making: Identify bottlenecks and underperforming or overperforming areas
for immediate corrective actions.

« Resource optimization: Compare used versus allocated capacity to ensure resources are used
effectively.

« Contextual side panel: To view additional capacity data or to drill down on the capacity data
and take necessary actions at territory and demand channel level.

How it works

« Calendar view: The console features a calendar view that provides a clear, actionable visual
representation of capacity utilization across territories and demand channels.

« Filters: Filters located at the top of the page allow users to refine data views. Default filters
display the most relevant information, but users can update and save filter preferences to suit
specific business needs.

Related topics
Activate Field Service Capacity console

Using the Capacity Console

Field Service Agent Efficiency

Field Service Agent Efficiency helps optimize task assignment and scheduling for work order
tasks by accurately calculating the work duration for a work order task.

Field Service Agent Efficiency is the pace at which an agent can complete a work order task.
By analyzing efficiency metrics, tasks can be assigned more effectively to agents depending
on their efficiency for various criteria, ensuring optimal resource management and timely
completion.

Key benefits

Field Service Agent Efficiency provides the following benefits:
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« Field Service Agent Efficiency metrics help to more accurately calculate the estimated work
duration for a work order task so you can optimize scheduling and dispatching of work order
tasks.

« Field Service Agent Efficiency metrics assist in aligning tasks with the most appropriate agents
by taking into account their efficiency ratings and travel time.

« Efficient agents can be deployed where they’re most needed, optimizing workforce utilization.

« Integrating Field Service Agent Efficiency with Dynamic Scheduling ensures that the agent with
the appropriate efficiency is auto-assigned to the work order task.

« Incorporating Field Service Agent Efficiency with Intelligent Task Recommendation helps
dispatchers to improve agent utilization by recommending the appropriate tasks for agents
based on their efficiency.

Related topics
Configuring Field Service Agent Efficiency

Field Service Agent Efficiency components

Field Service Crew Operations

Simplify your scheduling process and create a crew of Field Service agents that can be assigned
to work together using the Field Service Crew Operations feature.

Field Service Crew Operations enable you to assign the same set of
resources repeatedly to recurring tasks. Crew members work together on
the assigned task for a set number of hours, days, weeks, or months. The
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crew leader can record the crew's work contributions using the mobile

Field Service Crew Operations provides easier assignment of multiple agents to tasks, better management of
agents, improved visibility into long-cycle tasks, and real time visibility on schedule tasks.

FH’J\ Create crews for scheduled (o) Distinguish/highlight tasks requiring
U u LI and ad hoc events/situations.

a crew in the task panel.

Highlight ovqiloble crews for tasks Automatically assign tasks to crews
based on skills, location, covered based on dynamic scheduling rules.
radius, and availability.

Use the map to pick the closest crew
based on real-time location.

L A T T — £3 CSM/FSM Configurable Workspace.

P o e e \‘
Change between day and week views.

—@ See whhich crew the technician is in for
any scheduled crew tasks.

See crew availability and scheduled
tasks.

Py Sm— C & & B

Iz

application.

Related topics
Activate Field Service Crew Operations
Field Service Crew Operations components
Configuring Field Service Crew Operations
Add crews to a territory

Using Field Service Crew operations

Field Service Territory Planning

Field Service Territory Planning enables you to create, view, analyze, and manage territories for
better scheduling of work orders and work order tasks.

With intelligent filtering and matching based on predefined rules, Field Service Territory Planning
ensures that the right agents or groups are assigned to tasks, taking into account geographical
locations and business objectives.

As a territory manager or planner, you can view territories and data points both within and
outside boundaries, providing a comprehensive understanding of spatial distribution.
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Key benefits
Assisted territory creation

Craft multidimensional territories effortlessly using map-driven tools. Modify
boundaries dynamically to include new data points, ensuring inclusivity of assets
and work orders in specific areas.

Enhanced visualization

Empower decision-making with a clear visual representation of agents, tasks, and
assets. Leverage custom data overlays and an interactive territory map for superior
planning and scheduling capabilities.

Optimized resource allocation

Create flexible service territories, minimizing overlaps. Directly assign agents or
crews without the need for assignment groups, maximizing efficiency in resource
allocation.

Performance analytics and management

Gain valuable insights into your operations with performance analytics. Monitor
open work order tasks, agent utilization on work order tasks, and average travel
time according to territory through the Field Service Territory Performance Analytics
dashboard.

Data security

Choose to have data privacy by limiting work order and work order tasks visibility to
the assigned territory for smooth and secure business operations.

Capacity management

Manage capacity for in-house teams and external contractors, defining it in hours
or tasks. Address external contractor groups separately, ensuring precise resource
allocation based on territories, helping to prevent overloads, and enhancing
operational efficiency.

Schedule optimization

Schedule complex multi-territory assignments where an agent might be responsible
for multiple territories over a longer batch processing period. Assign tasks to agents
whether they’re primary or secondary members of a single or multiple territories.

The following screenshot highlights data items and a contextual side panel. Selecting a
co-located map marker displays detailed asset information, ensuring seamless territory
management.
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Related topics
Configuring Field Service Territory Planning
Managing territories and agents from Territory Planning console

Field Service Territory Performance Analytics dashboard

Mobile experience for Field Service Management

Manage your field service tasks from anywhere using the Field Service Management mobile
application. When not connected to the Internet, you can still plan, work on, and complete tasks.
Your mobile device will sync the information with when it next connects.

The Field Service Management mobile application runs on the ServiceNow mobile platform.
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et

Locate parts Stay connected
in real time with the team

t t
Optimize your Find helpful
schedule information
Manage your tasks Manage assets

Agent mobile application experience and its functions

Prioritizing on Mobile Agent
— « Plan your tasks
« Plan your schedule

Manage your tasks « Start work

Setting up inventory and asset management
« Procure assets

« Receive assets using Mobile app

Manage assets

—t Find the quickest way to complete assigned
jobs

« Find optimal routes for executing tasks in
multiple locations

Optimize your schedule « Navigate to task locations using the task
map
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Agent mobile application experience and its functions (continued)

Inventory on Mobile Agent
« Locate parts using the asset map on the app
» Record assets used for a work order task

Locate parts in real time

Start a Sidebar discussion on the Now Mobile
ﬁﬂﬁ Agent application

« Call customers directly from the app if more
information is needed

Stay connected with the team « Connect with peers by calling or sending
them a text message

Knowledge articles on Mobile Agent

« Search through knowledgebase articles for
assistance

« Verify when your team members are on-
Find helpful information site and whether they are on schedule to
complete their tasks

When offiine, you can still execute assigned tasks, manage assets, access your schedule, track
the time stamp of updated tasks, and close work orders and work order tasks. The data for tasks
performed offline is stored on your device and synchronized when the device goes online.

Watch this four-minute video for a demonstration of the ServiceNow Field Service mobile
application for managing field service tasks. Field Sertvice Management Mobile experience

Empower technicians with an optimized mobile application

From their supported smartphones and tablets, field service technicians can do various tasks,
such as accept or reject tasks, track travel and work time, display tasks and parts using map
views, and access their schedules. Questionnaires are available to collect and complete
necessary task details, such as safety or work completion checklists. When assignments are
complete, customers can acknowledge the work with a signature on the technician’s mobile
device. Customers can also receive a work order summary by email.

The mobile app also supports offline mode, enabling technicians to work without internet
connectivity.

Use and customize reports available with your application to get insights into task metrics, such
as mean time for resolving work order tasks. Get real-time understanding of utilization, capacity,
customers, locations requesting work, and other metrics using the dashboard. Managers can
easily customize reports and dashboards to gain real-time insight into technician utilization and
capacity. Managers will better understand customer and employee work requests and locations
to pinpoint improvement opportunities.

Related topics
Configure the Now Mobile Agent application

Complete work orders on Mobile Agent
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Playbooks for Field Service Management

Playbooks provide step-by-step guidance for your Field Service teams to complete activities
involved in field service tasks.

Playbooks enable agents to manage the life cycle of work order tasks by guiding them through
sequences of activities. The workflows associated with a specific type of work order task and the
activities that must be completed to resolve that task are detailed in the playbook.

A playbook takes a workflow and breaks it into multiple stages. Each stage includes the following:
« A list of activities or steps that the agent must perform.
« Status indicators that display the current state of each activity or step.

« Check boxes and counters that indicate where an agent is in the workflow.

The following image illustrates the Appointment Booking Playbook workflow created using a

now | Process Automation Designer Appointment Booking Playbook

< Back to my processes Process properties s o Published Updated: 2021-03-3105:02:35 | Application: Playbooks eld Service Managemel Deactivate

3

START PROCESS H DIAPLAY RULES 1 COLLECT DATA : SEND CONFIRMATION EMAIL : APPOINTMENT FEEDBACK s

Create Appointment H StateWise Guidelines H Fill Questionnaire H Confirmation H Collect Feedback

w
F
a
[
F
H
8
[
F

2 Create Record t: Immediat 9 Knowledge

+Add an activity Add an activity Go through Instructions E |-Add an activity Add an activity

& Instructional

+Add an activity

playbook. - __

Playbooks for the Now Mobile Agent

Playbooks for the Now Mobile Agent application include stages for completing a work order task.
Playbooks can be viewed under a selected work order task on the My work page. Tasks that
have an active playbook associated with it display a View Playbooks button.

Playbooks are organized in stages to provide a guided experience. They direct you to new or
existing features of the mobile application and maintain a checklist of completed stages on
that work order task. Stages can be marked complete or skipped at your discretion. The stages
progress as follows:

1. Troubleshoot

2. Parts

3. Record time

4, Log incidentals

5. Verify work completion

6. Close work order task
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For more information, see Playbooks on Mobile Agent.

Request apps on the Store

Visit the ServiceNow Store B website to view all the available apps and for information about
submitting requests to the store. For cumulative release notes information for all released apps,
see the ServiceNow Store version history release notes &.

Related topics

Configuring Playbooks for Field Service Management

Field Service Marketplace

Field Service Marketplace optimizes contractor management, improves communication, and
streamlines task allocation processes.

With features like push notifications, task acceptance/rejection, bid withdrawal, and task
timelines, the application streamlines the workflow for External Contractor Managers.
Dispatcher/Internal Contractor Managers can push tasks, set bidding criteria, review responses,
and access valuable metrics. The application maintains confidentiality in bidding and provides a
timeline for bid response expiration.

https://playervimeo.com/video/1111717941?
h=e169fb210a&amp;badge=0&amp;autopause=0&amp;player_id=0&amp;app_id=58479

Related topics

Configuring Field Service Marketplace

Inventory management in Field Service Management

Inventory management is the process of keeping track of parts and supplies, including the
transfer of parts, consumption, adjustments and more.

Parts represent items which field service agents may need while completing a work order. Parts
can be physical items, like a battery, or may be non-physical components, like an oil change or a
estimate. Both physical and non-physical products are measured and sold in quantity of units.

Related topics

Manage inventory in Field Service Management

Linear asset support

Linear asset support in Field Service Management enables you to complete any essential tasks
such as maintenance activities or repairs necessary for the optimal functioning of linear assets.

A linear asset is an asset that has a physical length or dimension, such as roads, railways, and
telecommunication networks or cables. They have a defined starting point and ending point, and
can be represented as a sequence of interconnected segments or nodes. A linear segment is a
specific section of that asset defined by either a start point and an end point or a start point and
a length. You can create linear assets in Enterprise Asset Management. For more information,
see Create linear assets &.

Field Service Management offers the capability to create and manage work orders and work
order tasks for linear assets. The integration of Google Maps enables you to view and select
linear assets and their associated segments directly on the service location map interface.
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Key benefits

Linear asset support provides the following benefits:

« Visualize and record precise locations of tasks occurring within the framework of a linear asset
structure.

« Easily locate the specific areas that are part of a linear asset structure, minimizing the
necessity for multiple visits.

« Provide precise work locations to field service agents to eliminate backtracking along paths to
expedite the completion of tasks.

Related topics
Activate linear assets support in Field Service Management
Assign work orders for linear assets in Field Service Management

Linear assets on Mobile Agent

Monitoring and analytics for Field Service Management

Manage, supervise, and monitor various managerial activities involved in Field Service
Management, such as managing work order task assignments, approving agent time-off,
workload, and others.

Field Service Contractor Management

Manage contractor work and service level agreements (SLA). With the ServiceNow Contractor
Management application, connect, engage, and collaborate with third-party contractor
companies and their staff to outsource the work order tasks.

The Field Service Contractor Management application enables Field Service managers of your
organization to outsource work by onboarding contractor companies and their staff, such as
external managers and external agents. Work order tasks are assigned to the contractor group's
manager from the contractor company. A group qualifies the assignment criterion based on the
selected assignment group values, such as the external group, and its coverage area, skills, and
product models.

The managers of these contractor companies use the Contractor Portal to review the assigned
work order task details and can choose to reject work on the tasks. If they accept the task, they
can then reassign the tasks to their contractor team members.

If the preferred assignment group is internal but no one in the internal group qualifies for the
assignment group criterion, then the system searches for a suitable external group to assign the
task to and vice versa.

Related topics
Activate Field Service Contractor Management
Configuring Contractor Management
Contractor Portal

Contractor dashboard

Emergency Exposure Management

The Emergency Exposure Management feature in Field Service Management helps identify field
service agents and customers who may have visited an affected location. It helps find people
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who have come in contact with an agent who has been classified as positive for a condition,
such as COVID-19.

By using the Emergency Exposure Management application in collaboration with Field Service
Management, you can identify potentially affected customers and other agents by checking the
work order history of the affected agent.

If an agent is reported as positive for a condition, the diagnostic admin can run a diagnostic
report to identify other potentially affected agents, customers who might have come in contact
with the affected agent, and other agents who visited the affected customers during the selected
time period. The Field Service manager can view the diagnostic report and take appropriate
action to mitigate the spread of infection. The manager can promote agent safety by blocking the
affected or potentially exposed agents from being available for future dates.
The Emergency Exposure Management application enables you to do the following:

Trace affected agents and customers

Run a diagnostic report for affected agents based on their work order history for the
selected time period and view the report to identify other potentially affected agents
and customers.

Block agent calendars

Mark the affected and potentially affected agents unavailable for the selected time
period to avoid assigning any further tasks.

Enforce compliance checks for agents

Require agents to participate in a compliance survey before starting work on the
task and before completing the work order task to check whether they have taken
proper precautions based on the recommended safety protocol guidelines.

View data with Covid19 impact

View task, agent, and asset locations on a map that shows the COVID-19 impact.

Related topics

Use Emergency Exposure Management for Field Service agent monitoring and assignments

Predictive analytics: Work order insights

Resolve work orders more efficiently by using Predictive Intelligence for Field Service
Management to identify work orders with similar issues. Each group of similar work orders
represents a work order trends topic.

Key benefits

Using work order trends topic has the following benefits:

« Increase manager productivity: Quickly identify clusters of cases that point to similar
underlying issues and act to resolve them.

« Improve agent experiences: Proactively resolve issues by analyzing other work orders in the
topic.

« Enhance operational efficiency: Reduce the backlog of work orders by resolving several similar
type of work orders at once.

System administrators train solution definitions to identify and cluster similar type of work orders.
Managers use the Work Order Trends topic lists to analyze the backlog of work orders.
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Related topics

View work order trends topics

Planned Work Management

The Planned Work Management application works with Field Service Management to help
organizations to create and manage the planned work activities with recurring schedules at
regular intervals. The planned work activities include, maintenance, inspections, audits or more.

This application allows to configure planned activities, which are scheduled to be executed
periodically based on time intervals, usage, or the occurrence of certain conditions.

Planned Work Management enables you to create work orders that specify how and when to
perform planned work activities, such as maintenance, inspections, and audits. Work orders can
be based on the following factors:

« A specified time interval, such as after a certain number of months since the last maintenance
was performed.

» Meters or usage, such as after a specified number of pages are printed or a specified number
of miles are driven.

Request apps on the Store

Visit the ServiceNow Store B website to view all the available apps and for information about
submitting requests to the store. For cumulative release notes information for all released apps,
see the ServiceNow Store version history release notes &.

Related topics
Configuring Planned Work Management
Create a work order for the planned work
Work plan example

Planned Work Management Home page

Workforce Optimization for Field Service

Manage and maintain the productivity of your workforce from a single location using Workforce
Optimization for Field Service. Using this application, you can efficiently route work to your team,
manage your team's skills and schedules, and monitor their performance.

Use Workforce Optimization for Field Service to optimize your workforce and manage your teams
efficiently. This feature also enables you to coach your teams so that they gain the skills that let
you address the demands from your customers.

Workforce Optimization for Field Service introduces Manager Workspace, which provides a
real-time overview of the ongoing workload and the team performance. It also help managers to
manage the schedules and shifts of their agents. Administrators can configure and customize
the workspace using the application capabilities to complete the service objectives efficiently.
For more information, see Workforce Optimization for Field Service Manager Workspace
dashboard.
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Features available with Workforce Optimization for Field Service

Manage agent
scheduling from a
central location

Track feam performance Create KPIs and drill into
and work assignments @ individual or group mefrics
Monitor SLAs that

not been opened

Analyze work order tasks Fj \ 4 Use Predictive Inte_lligence
assigned fo your feam g": N to recommend skills for

ﬁfr P
have been breached Em) ’ @ Automate employee coaching
or escalated, or have = ! ! ) ' \ based on feam performance

groups or agents

Key Features

Scheduling

Manage the scheduling for your agents from Manager Workspace. You can access
your team's calendar to view the agent's schedule for coverage and their time-

off. This information can help you create shift plans and schedule plans, assign
agents to shifts, and publish schedules. You can also create personal events such
appointments and meetings on behalf of the agent using calendar.

Team performance

Organize each of your teams into assignment groups and monitor their performance
from Manager Workspace. Create a set of Key Performance Indicators (KPIs) that
references Performance Analytics indicators and apply them to all groups within
that team to analyze the team performance. From a central location, you can drill
into the metrics for a group, an agent, or a work order task within that team.

Automating employee coaching and training

Assess your team's performance#and set coaching plans to improve their skills.

Use Predictive Intelligence to recommend skills based on tasks the agents have
resolved. Create coaching opportunities based on the recommendation and train
the agents to acquire those skills by assigning the learning content, such as internal

knowledge articles and external courses from Udemy.

Related topics
Configuring Workforce Optimization for Field Service
Workforce Optimization for Field Service components

Workforce Optimization

Field Service Management workfAow examples

The sample workflows in this section provide examples of how you can use Field Service
Management to resolve issue faster, prevent issues from occuring, and work seamlessly across

organizations.

Field Service operations workflow example

This Field Service operations workflow example shows how a clinical engineering manager at a
healthcare provider handles an MRI scanner issue that can be resolved with a firmware upgrade.
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Maria, a clinical engineering manager, is notified of an MRI scanner issue. She was frustrated
with the slow upgrade process, which involved long waits and multiple calls to the vendor's
support line. After the vendor implemented ServiceNow, Maria's experience improved.

With the Field Service Management application, the vendor automates the upgrade process,
leading to more efficient service and higher customer satisfaction. Maria can submit a service
request with a preferred time through the self-service portal. The Customer Service Management
(CSM) application creates a work order with necessary details, and FSM assigns the task to a
nearby field agent with the right skills.

Maria receives a text with a map of the field agent's location and arrival time. Once the upgrade is
complete, the field agent marks the ta