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Background

Field service management (FSM) has been a challenging area for decades. 
Typical FSM solutions have usually been biased towards either the 
customer (customer relationship management, or CRM) or operations 
(enterprise resource planning, or ERP).

Fig. 1   FSM exists at the boundary 
between CRM and ERP
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We believe that this is beginning to change – both the arrival 
of the fourth industrial revolution (4IR) and technological 
advancements and integrations are making broader FSM 
solutions achievable. This article will set out the main areas 
of interest and provide some food for thought on the latest 
trends in field service management and why they are now 
more relevant than ever.

A good starting point would be to provide a general 
definition of field service management and an indication of 
its scope. Field service management comprises a collection 
of functions that can be consistently used together to 
bridge the gap between the customer and operations-
driven solutions.

Fig. 2  Field service management features
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Industry trends

The field service industry has been witnessing rapid growth 
over the last few years, both in Germany and around the 
world. The German FSM market is the second biggest 
in Europe, making up around 23% of the total European 

FSM market; the UK has the largest share, at around 29%. 
SMEs are rapidly gaining FSM market share, growing at 
a CAGR of around 11.6%, and reaching around 50% 
by 2025.

One of the key trends regarding enhancements and 
investments in the field service market is that mobile field 
execution and warranty management are attracting the 
biggest share of investment:

Fig. 4  German FSM market1, segmented by solution

Market size US$ mn

1  Due to rounding, the numbers shown may not precisely add up to the totals provided.

Sources: Grand View Research, PwC analysis.
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Fig. 3  FSM market size1 in Germany ($m)

1  FSM includes implementation, training, support, consulting and advisory.
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Sources: Grand View Research, PwC analysis.
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1
Automation: companies want to connect experience with technology. Around 
70% of companies intend to increase their level of investment in automation 
over the next few years.

2
Mobility solutions: mobility makes it easier to establish direct communication 
between clients and customers. Mobile field execution is the fastest-growing 
segment in Europe (CAGR approx. 8.3%).

3
Cloud technology: cloud deployment of FSM software is gaining in importance 
compared with on-premises solutions. This segment currently has a CAGR of 
around 13%, which is expected to rise to 75% in 2025.

4 Customer centricity: professionals are confident that customer experience and 
customer centricity will overtake price and product as key brand differentiators.

5
Training and techniques: companies are adopting new management and training 
methods to prepare the younger generation for customer service and customer 
interaction.

There are five key trends that will shape the future field service market:

Strong potential 
for competitive 
differentiation 
and improving 

customer 
experience

Indications from customer touchpoints in field services 
also validate these key trends. Customer touchpoints are 
changing, as customers increasingly need comprehensive 
digital services.

Fig. 5  Key customer touchpoints and their competitive potential
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8 Digital user interface (monitoring daily work)

9 Ad-hoc error reports

10 Maintenance/repair/control scheduling services

11 Digital engineer tracking
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Why are FSM trends more relevant than ever?

As the ‘new normal’ establishes itself following the outbreak 
of COVID-19, it is becoming much more important to 
focus on what added value we can offer our clients using 
Salesforce Field Service Lightning to help them make a 
safe, efficient return to operations.

There are three stages from an economic and business 
perspective, each with its own challenges. Figure 6 shows 
some of the benefits of field services for mitigating these 
challenges in each phase.

Fig. 6  Challenges and field service solutions for the phases of the COVID-19 pandemic
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What we can do for you – field services offering 
and approach

We have created a framework for field services that is equally applicable to B2C 
and B2B scenarios. It covers processes, capabilities and enablers, based on the 
various use cases within field service management:

4.
Unplanned non-contracted activities – this use case has no fixed contract 
or warranty with customers and there are no pre-defined activities to be 
performed. Typical industries for this use case are utilities and service agents 
catering to other brands. 

1.

Fixed contract

Technicians scheduled

Planned contracted activities – 
this is relevant where customers 
have a fixed contract under which 
pre-defined activities need to be 
performed at specific intervals. 
Typical fields of application for this 
use case are industrial services, 
facility management and commercial 
waste management:

2.

Unplanned contracted activities – 
this is relevant where customers 
have a fixed contract or warranty, but 
there are no pre-defined activities. 
Most of the activities will be ad-
hoc, dealing with customer issues 
as they arise. Typical industries for 
this use case are manufacturing and 
industrial products:

Field tech scheduled 
and solves issue

Issue arises

Customer
Customer 

creates case, 
work order, 
books appt

3.

Request

Appointments scheduled

Planned non-contracted activities – 
there is no fixed contract or warranty 
in this use case, but there are pre-
defined, capacity-based activities 
that can be performed – e.g. booking 
appointments for salespeople at 
showrooms, or for doctors at nursing 
homes/hospitals:



1. Asset performance optimisation – analyses and 
predicts issues before they occur in order to manage 
and provide services in good time, and with the 
potential to link to the internet of things(IoT).

2. Demand management – receives initial service 
requests from the customer and confirms the job as 
specified by any service level agreements (SLAs), 
along with assisting them with self-service monitoring 
of the work orders and its closure.

3. Forecast, plan and schedule – forecasts the number 
and type of jobs to be done in the near term and 
the short term. Jobs are planned based on the level 
of demand, ensuring that the right equipment and 
technicians with appropriate skills are allocated, and 
schedules are created to meet SLAs and customer 
expectations.

4. Stage and dispatch – ensures that the resources are 
available and dispatched for their day of work, with 
the right spare parts, instructions and equipment.

5. Service delivery and documentation – once at the site, 
the technician validates the initial diagnosis, performs 
the required work and any extra services if necessary, 
records what has been done, and requests sign-off on 
the job by the customer.

6. Service asset management – after leaving the facility, 
the technician completes any remaining documentation 
associated with the job and makes sure that all tools 
are in working order and that inventory is available for 
future jobs.

7. Customer feedback, billing and renewal – completes 
all back-end activities associated with a job and carries 
out any necessary reporting on the success of the 
programme.

The framework features various different processes and capabilities:



Fig. 7  PwC field service framework processes and capabilities
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Our field service digitalisation approach is built around three 
strategic pillars:

PwC is the leading Sales-
force innovator. We have 
won 28 partner innovation 
awards – more than any 
other partner. We do this by 
attacking problems from 
three directions: Business, 
eXperience and Technology – 
BXT.

Start with a BXT focus

We have market-leading 
technical capabilities – both 
in Salesforce and other key 
platforms needed to support 
complete transformations of 
field operations.

Solve business problems 
with technical expertise

Transformation is a people 
problem. We support our 
clients throughout their 
evolution, with both 
traditional change 
management and our 
BXT methodology. 

Transformation needs 
to be people centric

We can help you unleash your full potential using a seamless end-to-end 
approach from strategy to execution:

PwC approach

Service strategy development Implementation

Analysis 
and maturity 
assessment

Discovery
Ambition and 
CX improvement 

measures
Implementation

Implementation 
roadmap and 

business case
Roll-out

Definition of 
service strategy 
goals and service 
implications

Objective: 
Define service 
strategy, strategic 
objectives and 
strategic measures 

4–6 weeks

Business plan and 
roadmap

Objective:
Calculate costs 
and impact of 
measures; design 
implementation 
roadmap

4–8 weeks

Process description 
up to level 5; 
definition of user 
stories

Objective:
Align BXT 
initiatives to 
common benefits 
and objectives

6–12 weeks

Scoping to go-live 
of 1 pilot unit

Objective: 
Leverage discovery 
work to drive rapid, 
iterative develop-
ment of features; 
pilot solution among 
a subset of users

12–20 weeks

Onboarding to 
go-live of 
operating unit

Objective:
Manage the 
change and 
support business 
units through 
deployment

12–16 weeks

In-depth, outside-
in view of market, 
competitors and 
degree of maturity

Objective: 
Understand 
market environ-
ment and define 
maturity level 
compared to 
competitors

2–4 weeks
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Our clients are increasingly coming to understand how important a dedicated field 
service solution is to their business. Companies are looking for a solution which 
can help them to go back to work in a safe and efficient manner, while retaining 
the necessary touchpoints with their end customers. We have already taken a leap 
forward in this field by implementing one of salesforce.com’s biggest Field Service 
Lightning solutions for one of their clients. This is already enabling them to increase 
the operator’s productivity, improve collaboration with and transparency towards 
end customers, boost the bid-win rate, and optimise scheduling (e.g. a 100% 
reduction in backlog to cut down on inefficiencies caused by missed appointments). 
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