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COVID-19
(Coronavirus)
Impact Update

IBISWorld's analysts constantly monitor the industry impacts of current events in real-time – here is an update of
how this industry is likely to be impacted as a result of the global COVID-19 pandemic:

· Revenue for the Field Service Management Software industry has been adjusted to grow 12.3 and 14.5% in 2020
and 2021, respectively. This is due to the increased demand and private investment levels. For more detail, please
see the Current Performance chapter.

· Scheduling and routing services have increased as a portion of industry revenue, as companies deal with irregular
scheduling and pay-rates brought on by the COVID-19 (coronavirus) pandemic. For more detail, please see the
Products and Services chapter.

· Demand from key downstream markets, such as manufacturing, construction and retail, largely declined in 2020.
However, in 2021, retail and construction markets are expected to rebound, while manufacturing continues to
decline. For more detail, please see the Major Markets chapter.

Note: The content in this report is currently being updated to reflect the trends outlined above.
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About IBISWorld
IBISWorld specializes in industry research with coverage on thousands of global industries. Our comprehensive data and in-depth analysis help
businesses of all types gain quick and actionable insights on industries around the world. Busy professionals can spend less time researching
and preparing for meetings, and more time focused on making strategic business decisions that benefit you, your company and your clients. We
offer research on industries in the US, Canada, Australia, New Zealand, Germany, the UK, Ireland, China and Mexico, as well as industries that
are truly global in nature.
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About This Industry
Industry Definition Companies in this industry develop and publish software designed to assist in the tracking and dispatching of field

service technicians and the dissemination of appropriate data to those technicians. Software developed by this
industry can track inventory and help automate fleet dispatch assignments.

Major Players SAP

Oracle

Main Activities The primary activities of this industry are:

Producing field service management software in the form of software-as-a-service

Producing field service management software as a one-time purchase

Producing customized field service management software

The major products and services in this industry are:

Scheduling and routing services

Customer engagement management services

Inventory, logistics and parts planning services

Work order management services

Invoicing and accounting services

Other services
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Supply Chain

SIMILAR INDUSTRIES

Manufacturing in the US Wholesale Trade in the US Database, Storage & Backup
Software Publishing in the US

Business Analytics & Enterprise
Software Publishing in the US

       

       

RELATED INTERNATIONAL INDUSTRIES

Software Publishing in Australia Software Development in China Software Publishing in the UK App Development in the UK

Financial Technology in the UK Software Publishing in Canada Software Publishing in Ireland Software Development in Ireland
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Industry at a Glance
Key Statistics

$2.1bn
Revenue

Annual Growth

2016–2021

13.8%

Annual Growth

2021–2026

7.9%

Annual Growth

2016–2026

 

$670.5m
Profit

Annual Growth

2016–2021

15.5%

  Annual Growth

2016–2021

 

32.2%
Profit Margin

Annual Growth

2016–2021

2.2pp

  Annual Growth

2016–2021

 

64
Businesses

Annual Growth

2016–2021

17.2%

Annual Growth

2021–2026

12.4%

Annual Growth

2016–2026

 

4,098
Employment

Annual Growth

2016–2021

13.5%

Annual Growth

2021–2026

9.6%

Annual Growth

2016–2026

 

$750.0m
Wages

Annual Growth

2016–2021

15.6%

Annual Growth

2021–2026

9.3%

Annual Growth

2016–2026

Key External Drivers % = 2016–21 Annual Growth

3.5%
Corporate profit

8.6%
Private investment in computers
and software

-0.3pp
Prime rate

2.1%
Number of mobile internet
connections

 
Industry Structure

POSITIVE IMPACT

  Life Cycle
Growth   Capital Intensity

Low

  Regulation & Policy
Light / Increasing   Industry Globalization

Low / Steady

MIXED IMPACT

  Revenue Volatility
Medium   Concentration

Medium

  Barriers to Entry
Medium / Steady

NEGATIVE IMPACT

  Industry Assistance
Low / Steady   Technology Change

High

  Competition
High / Steady

 

Key Trends

 Industry revenue growth has come on the back of growing
private investment in computers

 Manufacturing companies remain the industry's largest
customers

 Private investment in computers and software has increased
over the past five years

 Mobile apps may provide new challenges to the industry

 No single player has an overwhelming dominance in the
industry

 Brand loyalty and total usership are expected to be key
success factors for operators

 The industry has amassed a growing number of users over
the past five years
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Products & Services Segmentation

 
Major Players SWOT

STRENGTHS

  Low Competition

  Growth Life Cycle Stage

  Low Imports

  High Profit vs. Sector Average

  Low Customer Class Concentration

  Low Product/Service Concentration

  Low Capital Requirements

   

WEAKNESSES

  Low & Steady Level of Assistance

   

OPPORTUNITIES

  Very High Revenue Growth (2005-2021)

  High Revenue Growth (2016-2021)

  High Revenue Growth (2021-2026)

  Prime rate

   

THREATS

  Low Outlier Growth

  Low Performance Drivers

  Number of mobile internet connections
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Executive Summary Field day: Demand from the industry's core client base is likely to
increase

The Field Service Management Software industry develops software used by businesses to coordinate and dispatch
field service personnel. The largest buyers of field service management (FSM) software are manufacturers and
telecommunications companies as well as wholesalers and retailers. Several research surveys suggest that the
major buyers of FSM software are small- and medium-sized businesses (SMBs) that find that the services provided
by this software boost operational efficiency. Although larger companies may be able to develop technology in-
house, SMBs often rely on third-party industry operators.

With a wide potential customer base across many industries and companies of different sizes, the industry has
amassed a growing number of users over the five years to 2021. With spending on software on the rise as
companies push to digitize a greater share of their operations to improve efficiency, private investment in computers
and software has increased an annualized 8.6% over the five years to 2021. Much of this investment includes
business analytics software, which will result in higher industry demand. As a result, industry revenue is expected to
increase at an annualized rate of 13.8% to $2.1 billion over the five years to 2021, including an increase of 14.5% in
2021 alone, as the COVID-19 (coronavirus) outbreak led to an increase in demand for industry software. However,
industry profit remained steady over the five years to 2021.

The industry is poised for continued growth over the next five years to 2026. Demand from the industry's core client
base of manufacturers, telecommunications providers, distributors and construction companies is likely to increase
as users pursue efficiency enhancements. These industries are expected to continue streamlining their processes
as they go into the field to service machinery and equipment. Industry operators will also likely continue to develop
FSM software, while increasingly incorporating new products into the broader sphere of technological
improvements. Trends such as "bring your own device," whereby workers use their personal electronic devices, will
likely become increasingly popular as they enable users to access FSM software remotely from a variety of
platforms. As the industry's software offerings become more commonplace, the industry will likely continue to grow.
Thus, industry revenue is anticipated to increase an annualized 7.9% to $3.0 billion over the five years to 2026.
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Industry Performance

Key External
Drivers

Private investment in computers and software

The industry provides clients with software and software services. As a result, the overall level of investment in
computer and software upgrades is a significant demand determinant for the industry's products. The level of private
investment in computers and software is expected to increase in 2021.

 

Corporate profit

Field service management software is a capital expenditure for businesses to improve their productivity and
organization. When corporate profit is high, businesses are more likely to invest in new improvements to their
operations and the reverse is true when corporate profit is low. Corporate profit is expected to rise in 2021.

 

Number of mobile internet connections

Field service management largely deals with the coordination of field service agents. As field service management
software advances, it is increasingly moving toward internet-based apps that field service agents are able to access
with mobile devices. Thus, the prevalence of mobile internet connections affects the potential user base of field
service management software. The number of mobile internet connections is expected to increase in 2021,
representing a potential opportunity for the industry.

 

Prime rate

The level and movement of interest rates have a formidable influence on spending and investment decisions and
this is measured by the prime rate. When interest rates are high, it is more expensive for companies to raise capital
and invest in upgrades, including upgrades for field service management software. The prime rate is expected to
increase over the five years to 2026, posing a potential threat for the industry.

 



Field Service Management Software November 2021

11 IBISWorld.com

Current
Performance

The Field Service Management Software industry develops software
designed to help businesses coordinate and dispatch field service agents.

Agents are technicians that install, service and repair equipment or systems located at a customer's business or
home. Field service management (FSM) software is designed to increase efficiency in handling of administrative and
scheduling tasks to ensure field service operations run smoothly. In addition to managing field service personnel,
FSM software also manages the tools, spare parts and equipment required for maintenance and the interaction
between technicians and customers.

Since these operations are closely related to other business practices, FSM software is often integrated with other
business software suites, including software for client relations management, billing and finance and inventory
management. FSM software can be used for any business that sends personnel out into the field, though its main
markets are the manufacturing, wholesale, retail and construction industries.

REVENUE CONDITIONS

Over the five years to 2021, the ongoing transition of business operations
entering the digital sphere has made FSM software increasingly visible.

Companies have allocated more spending to include computer and software upgrades, while business analytics
software usage is increasing rapidly. FSM software has played a key part in this upswing. IBISWorld estimates that
industry revenue will rise at an annualized rate of 13.8% to nearly $2.1 billion over the five years to 2021, including
an increase of 14.5% in 2021 alone. Industry revenue growth has come on the back of growing private investment in
computers, rising mobile internet connections and software and stronger corporate profit levels. Additionally, despite
the COVID-19 (coronavirus) outbreak in 2020 resulting in declines in corporate profit, downstream demand
increased as many industries were deemed essential.

DOWNSTREAM DEMAND

The major users of FSM software are companies that manufacture, sell or
service equipment and systems, such as heating, ventilation and air
conditioning equipment, wind turbines and industrial machinery
companies that frequently dispatch technicians to job sites.

Due to the nature of these businesses, in which most employees work outside the office, they rely on FSM software
to provide strong lines of communication between the office and employees to keep track of the progress of projects.

Other main users are wholesalers and retailers that send out representatives to sell or purchase merchandise,
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software companies that send engineers to solve systems problems in customer offices and professional-services
companies that send consultants to meetings at client offices. However, manufacturing companies remain the
industry's largest customers. Consequently, the performance of the manufacturing sector is a key determinant of
demand for FSM software. While demand increased overall, demand from manufacturing companies declined as
many operators were forced to shut down businesses to contain the spread of coronavirus.

GREATER RELIANCE ON INFORMATION TECHNOLOGY

Business practices have rapidly shifted to the digital sphere.

This is true across virtually the entire economy, as made evident by the amount of money businesses are investing
in improving their digital capabilities. Private investment in computers and software has increased at an annualized
rate of 8.6% over the five years to 2021. As technology has advanced over the past five years, previously expensive
services have become more affordable and accessible to a wider customer base. This has benefited the industry as
demand for industry software continues to expand.

Although FSM software is relatively niche, research has revealed that smaller companies are more interested than
larger companies in the efficiency boost it provides. According to technology consulting company Technology
Evaluation Centers' Field Service Management Market Landscape Report, most industry revenue comes from small-
and medium-sized businesses. In fact, an estimated half of FSM software sales go to companies with 250
employees or fewer, while one-third of sales are to companies with less than $10.0 million in annual revenue. As a
result, industry revenue has grown significantly, partly due to its appeal to such a wide business customer base.

INDUSTRY STRUCTURE

As the technological capabilities of businesses increase, industry
operators have rushed to provide their growing prospective customer
base with FSM software to improve their operating efficiencies.

A big push in research and development (R&D) has been a part of this rush. In general, software companies devote
a significant number of resources to R&D to come up with new products that serve areas previously untouched by
software. This focus is certainly true for companies in the industry. Product development and launches can take up a
sizable share of company funds before sales begin to gain momentum. As a result, it is not uncommon for
companies to record a loss in any given year. Nevertheless, when products become better established, company
profit improves dramatically. Profit varies drastically between companies and individual years. Industry profit,
measured as earnings before interest and taxes, is projected to account for 30.0% of revenue in 2021.

The promise of relatively high returns has kept new companies from entering the industry. IBISWorld estimates that
the number of industry enterprises has grown at an annualized rate of 17.2% to 64 companies over the five years to
2021, as more software companies try to continue growing demand for FSM software. To keep pace with this
growth, companies have expanded their workforces. Altogether, industry employment has grown at an annualized
rate of 13.5%, to 4,098 people over the five years to 2021. Generally, employment and wages have grown more
rapidly than industry participation as a result of rapidly expanding industry revenue, which has seen significant
growth for individual establishments and opportunities for new ones to join.
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Historical Performance Data

Year
Revenue

($m)
IVA

($m)
Establishments

(Units)
Enterprises

(Units)
Employment

(Units)
Exports

($m)
Imports

($m)
Wages

($m)

Domestic
Demand

($m)

Private
Investment in

Computers
and Software

($b)
2012 684 509 28.0 19.0 1,373 N/A N/A 215 N/A 603
2013 815 523 33.0 22.0 1,627 N/A N/A 253 N/A 639
2014 955 598 37.0 26.0 1,813 N/A N/A 296 N/A 676
2015 1,006 610 39.0 27.0 1,922 N/A N/A 320 N/A 714
2016 1,089 711 40.0 29.0 2,177 N/A N/A 364 N/A 757
2017 1,235 818 55.0 41.0 2,681 N/A N/A 452 N/A 816
2018 1,352 905 60.0 44.0 2,856 N/A N/A 495 N/A 896
2019 1,621 996 68.0 45.0 3,276 N/A N/A 569 N/A 957
2020 1,819 1,228 82.0 56.0 3,595 N/A N/A 658 N/A 1,025
2021 2,082 1,458 94.0 64.0 4,098 N/A N/A 750 N/A 1,145
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Industry Outlook
Outlook IBISWorld anticipates that revenue for the Field Service Management

Software industry will likely return to strong growth over the next five
years to 2026.

Field services will likely continue to play an important role in bringing added value to companies' product and service
offerings, pointing to underlying stability in the industry's major markets. This factor is expected to lead to increased
demand for field service management (FSM) software as more companies use software tools to improve their own
business practices. However, an increase in interest rates is expected to slightly hinder revenue growth as
companies will seek to invest less in computers and software. Overall, IBISWorld currently forecasts that industry
revenue will grow at an annualized rate of 7.9% to $3.0 billion over the five years to 2026.

A MOBILE THREAT

Communication between dispatched service personnel and office staff
has been aided by the rise of internet-connected mobile devices, as these
devices have simplified communication between the office and technician.

While this has presented the industry with various new opportunities, mobile apps may provide new challenges to
the industry. Mobile apps, which are simple communication tools that are not related to this industry, can provide
alternative methods of communication between the office, technician and client. For example, Google Drive,
including Documents and Sheets, has free real-time editing of documents and spreadsheets. This enables
dispatched servicers, the office and the client to all monitor progress and communicate with each other.

Other apps, such as through phone walkie-talkies and photo sharing services, also make for easy communication,
without expensive software. However, these methods are often limited to a smaller scope compared with specifically
designed industry software. FSM software tools are often designed with scalability in mind for smaller- or medium-
sized businesses that are planning for growth themselves. It is also important to note that just as innovation on
mobile technology can present a threat to the industry, it can also offer a significant opportunity for new industry
entrants and existing operators that are willing to invest in research and development. Industry operators are likely
to adapt to emerging threats over the next five years to 2026, making mobile apps of their own a priority and
enhancing device accessibility for clients.

EXPANDING CAPACITY

As FSM software becomes more widely accepted among downstream
buyers, this evolving industry will likely begin to take a more permanent
form.

As it currently stands, no single player has overwhelming dominance in the industry and most companies are fairly
small operations. Many companies have invested heavily in research and development strategies, choosing to
operate at a loss in an effort to launch new products for potential future gains. IBISWorld expects the industry's
product offerings to stabilize over the next five years to 2026, as the products with the greatest demand become
more apparent. Companies are expected to gamble less on new product types and the sales of successful software
models are expected to boost profit during the period.



Field Service Management Software November 2021

15 IBISWorld.com

As more companies opt to focus on tried-and-true software services, opting for long-term contracts and integrating
particular software across operations, some operators will likely begin to shine over others and gain a larger market
share. Brand loyalty and total usership are expected to be key success factors for operators. Nonetheless, new
companies will likely continue to enter the market at a growing rate, in line with the expanding potential of industry
revenue. Following the general trend of the information technology sector, more powerful players are anticipated to
begin acquiring and merging with successful and innovative start-ups. This is typically a strategy that enables a
large, global software company to assert their dominance and increase their market share. Nevertheless, a growing
user base will likely present a wider array of uses for FSM software. Some companies will likely find and target niche
markets, catering to a specific downstream sector or to clients of a specific size, such as very large or very small
companies. As a result of these trends, IBISWorld expects the number of enterprises in the industry to grow at an
annualized rate of 12.4% to 115 companies over the five years to 2026. Additionally, industry wages are forecast to
grow an annualized 9.3% to $1.2 billion during the same period.

Performance Outlook Data

Year
Revenue

($m)
IVA

($m)
Establishments

(Units)
Enterprises

(Units)
Employment

(Units)
Exports

($m)
Imports

($m)
Wages

($m)

Domestic
Demand

($m)

Private
Investment in

Computers
and Software

 ($b)
2021 2,082 1,458 94.0 64.0 4,098 N/A N/A 750 N/A 1,145
2022 2,271 1,541 105 72.0 4,525 N/A N/A 826 N/A 1,196
2023 2,414 1,640 118 81.0 4,922 N/A N/A 895 N/A 1,239
2024 2,636 1,793 135 93.0 5,454 N/A N/A 988 N/A 1,274
2025 2,849 1,939 150 103 5,960 N/A N/A 1,078 N/A 1,307
2026 3,049 2,078 167 115 6,476 N/A N/A 1,167 N/A 1,339
2027 3,290 2,245 186 128 7,064 N/A N/A 1,271 N/A 1,373
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Industry Life Cycle The life cycle stage of this industry is    Growth

LIFE CYCLE REASONS

Industry value added (IVA) is growing at a significantly greater rate than US GDP

The industry's product and service offerings are still evolving and new markets are emerging

New operators continue to enter the industry at a high rate

The Field Service Management Software industry is in the growth stage of its life cycle. Industry value added (IVA),
a measure of the industry's contribution to the overall economy, is forecast to grow at an annualized rate of 11.3%
over the 10 years to 2026. By contrast, US GDP is forecast to grow at an annualized rate of 2.1% during the same
10-year period. The faster growth of IVA is one major indication that the industry is growing, suggesting that the
industry is increasing its share of the overall economy.

Another major indicator that the industry is growing is the evolution of its product and service offerings. Industry
players are still in the process of adapting their software to demand from their customers. Sales of software systems
have begun to be replaced by subscriptions to software as a service, whereby customers pay for access to software
programs that are stored on the cloud rather than on an in-office server. Companies are also making a push for
mobile technology adoption, in part by having field service personnel use their own preferred mobile devices—a
trend known as "bring your own device," which enables users the flexibility to work on any platform. The fluid state of
the industry's products and services points to an industry that is still growing but not yet mature.

The last factor pointing to the industry's position in the growth phase is the continual influx of entrants into the
industry. The growing number of enterprises suggests that companies are finding field service management
software to be a worthwhile investment that could yield returns down the line.
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Products & Markets
Supply Chain Key Buying Industries

1st Tier

Construction in the US

Manufacturing in the US

Wholesale Trade in the US

2nd Tier

Wired Telecommunications Carriers in the US

Electronic & Computer Repair Services in the US

Transportation and Warehousing in the US

Key Selling Industries
1st Tier

Data Processing & Hosting Services in the US

Intellectual Property Licensing in the US

Computer Manufacturing in the US

2nd Tier

Computer Peripheral Manufacturing in the US

Business Analytics & Enterprise Software Publishing in
the US

Operating Systems & Productivity Software Publishing in
the US

Products & Services

  The Field Service Management Software industry earns revenue primarily
through the sale of new software and license updates.

This industry also generates revenue through technical support contracts, which are typically sold as an added
subscription to enterprise customers. Field service management (FSM) software products can be segmented
according to their features and capabilities, which cover an array of business applications.

SCHEDULING AND ROUTING SERVICES

The most popular kind of FSM software is used to help businesses
schedule, rout and dispatch mobile workers more efficiently.

These products collect real-time data from field workers on their current locations and the time it takes for them to
travel to and from service sites. Data can be used by companies to narrow service windows, reduce driving
distances and assign jobs more efficiently. Collected data can be outlaid in easy-to-read formats, such as maps that
use GPS to assist technicians. This service increased as a share of revenue in 2020 amid the COVID-19
(coronavirus) pandemic. Companies that dispatched essential workers were experiencing irregular schedules due to
the pandemic. The FSM software enabled them to dispatch and schedule workers more efficiently during this time.
This is the most popular service provided by FSM software, accountable for an estimated 24.7% of total industry
revenue in 2021.

WORK ORDER MANAGEMENT SERVICES

Service providers use work orders to track their tasks so as to ensure the
right service is provided to customers and to provide technicians with
directions on how to carry out specific orders.
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Any changes that occur during a work order require approval, which can be difficult for mobile technicians to receive
in the field. FSN work order management services help companies track the status of work order throughout the
process and provide approval when necessary for changes to operations. This type of software is one of the most
popular and fastest-growing products provided by service management software companies. IBISWorld estimates
that work order management services account for 20.0% of industry revenue in 2021.

INVOICING AND ACCOUNTING SERVICES

Invoicing and accounting FSM software enables businesses to manage
on-site estimates, invoicing, payments, billing and other transactional
services.

Data collected by on-site technicians is transferred and integrated into other accounting software such as IFS
Applications, QuickBooks, PENTA, MYOB, SAP, Mainpac, OracleMFGPro and others. Accounting software also
enables technicians to provide quotes for specific on-site adjustments to work orders. This segment is estimated to
generate 15.8% of industry revenue in 2021.

CUSTOMER ENGAGEMENT MANAGEMENT SERVICES

FSM solutions are engineered to facilitate engagement between
companies and customers.

Customer service requests for repair operations are managed by companies, typically through customer relationship
management software (CRM). FSM software helps company technicians and customers, stay up to date on the
progress of their service request. FSM solutions can also help share up-to-date quotes, order forms and invoices
between companies and clients. With real-time capabilities, FSM software can help manage any possible changes
that occur during this process, such as price modifications and unexpected expenses. This segment grew as a
share of revenue in 2020, as the coronavirus pandemic led to more customer interaction. Customers were
constantly in contact with companies via video calls and online messaging. Industry operator PTC stated a 40.0%
increase in FSM software due to online assistance capabilities. FSM solutions that perform customer engagement
management services are expected to produce 21.0% of industry revenue in 2021.

INVENTORY, LOGISTICS AND PARTS PLANNING SERVICES

Service providers often require replacement parts or components of
equipment.

FSM systems assist businesses in managing their inventories of spare parts and order new parts when necessary.
Software will account for a company's resources and order parts automatically when they are required. It can also
be designed to contend with requisitions and returns and provide alerts on changes that may occur while processing
purchase orders. Inventory, logistics and part planning software is estimated to account for 3.2% of industry
revenue.

OTHER SERVICES

FSM solutions are designed to provide an array of miscellaneous services
for providers which are less central to companies' operations, but none
the less important selling points for any software.

Additional amenities include programs that provide remote note-taking, reporting and mobile communication
capabilities. These segments combine to make up the remaining 15.3% of industry revenue.

Demand
Determinants

Demand for the Field Service Management Software industry is principally
driven by businesses' reliance on IT and the availability of resources to
invest in it.

The more intensely a business uses information technology, the more benefits it can potentially derive from
investing in robust field management software. For example, companies in the cable and telecommunications
industries use FSM services to accurately schedule service appointments with clients and record billing and invoice
information, which can be recorded on-site after a service is carried out. Lots of information and efficiencies can be
derived even from the simplest service appointment if the business chooses to set up their information systems to
take advantage of this kind of software. Ultimately, this demand determinant is predicated upon a business's ability
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to increase its own profitability.

Currently, many businesses are lagging in their adoption of technologies necessary to take advantage of FSM
software. Nevertheless, this lag is expected to disappear as generations that are more comfortable with computer
systems (i.e., mainly people born after 1980) begin replacing older generations in positions of responsibility within
businesses. Small businesses are particularly slow to adapt to technological change, due principally to their relative
lack of funds to invest in and generational differences. Large companies have been keen to invest heavily in FSM,
which can greatly increase a company's probability of success when making business decisions and save the
company money by helping achieve efficiencies. For example, a utility company can use FSM software to track
when fire hydrants were last serviced and plan the most cost-effective route for repair technicians to take to service
each hydrant.

The spread of cloud computing has helped drive sales of FSM software. Businesses, including field service
organizations, are increasingly using cloud-based applications to run their operations. This has provided FSM
software developers with an entirely new category of products to sell to customers. While the vast majority of field
service operators (77.0%, according to Field Service News) have yet to switch from on-premise solutions to FSM
software, the shift to cloud-run applications seems inevitable as companies begin to refresh their current systems.
According to Field Service News, 54.0% of companies that are currently using on-premise solutions are actively
considering moving to a cloud-based solution when they upgrade their system. Cloud systems are appealing
because they provide easy remote access, which is particularly important to FSM companies that conduct most of
their business remotely.

Advances in mobile technology and use have also helped drive demand for new FSM software products. Industry
software vendors have developed a slew of next-generation mobile-compatible platforms for their services. These
are particularly appealing in an industry engaged in offsite work. Mobile FSM software enables technicians to
connect and interface with both their headquarters and customers before, during and after service appointments.
They also provide real-time data and instant communication with offices, creating a more-efficient service. Most
mobile-based FSM software is now compatible with the most common mobile operating platforms, including Android,
iOS and Windows Mobile and specialized industry devices designed specifically for field service management
operations.

Major Markets

  According to Technology Evaluation Centers, organizations that use field
service management (FSM) applications rely heavily on remote
technicians or other employees to provide services.

  This includes a wide swath of industries, including manufacturing industries, food and beverage producers,
telecommunications and IT companies, wholesalers and retailers, construction companies and business services
and consulting companies.

TELECOMMUNICATIONS AND UTILITIES

Telecommunications and utilities companies make up the largest market
segment for the Field Service Management Software industry.

Both sectors must maintain and repair a large amount of legacy network infrastructure and contend with the onset of
new, smart or green technologies, which are being rapidly integrated into their systems. All of these changes are
occurring at the same time as increased regulation and global competition are putting pressure on company profit.
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As a result, many telecom and utility companies are turning to FSM to help them achieve efficiency gains wherever
they can throughout their maintenance and service operations. The large number of mobile technicians required to
manage these sectors makes them ideal sources of revenue for the industry. IBISWorld estimates that
telecommunications and utilities companies make up an estimated 25.0% of industry revenue. This market segment
exhibits relatively inelastic demand, as a result of the COVID-19 (coronavirus) outbreak was not as detrimental to
market revenue as it was for others.

MANUFACTURING

Companies that manufacture and service equipment for production
companies represent the second-largest market for the Field Service
Management Software industry.

Operators that install, repair and maintain industrial equipment, such as industrial appliances, heavy machinery,
robotics, construction equipment, paper, food-service production and packaging machinery, use FSM to help assist
with their in-the-field logistical needs. This includes manufacturers that provide product installation, field service
repair, depot repair and preventive maintenance or inspection services. This market is estimated to account for
22.6% of industry revenue in 2021, having declined as a share of revenue during the period. Private investment in
manufacturing structures, which represents annual business expenditure on structures related to manufacturing in
the US, has experienced a decline over the past five years to 2021, resulting in reduced demand for industry
software. Moreover, in 2020, as the manufacturing sector is affected particularly significantly by the coronavirus
outbreak, this market is expected to fall further as a share of revenue.

WHOLESALE AND RETAIL

Wholesalers and retailers make up a growing share of companies using
field service management software to help manage product installations,
field service repairs, depot repairs and scheduled maintenance.

FSM products purchased by this market are designed to ensure service providers deliver the highest degree of
customer satisfaction when installing, servicing or replacing customer purchases. Technicians working for wholesale
and retailers commonly use FSM software to access product information and customer data, record service activities
and issue receipts. IBISWorld estimates this market represents 16.0% of industry demand in 2021. The closure or
limited operations of numerous brick-and-mortar stores due to the coronavirus is likely to reduce demand from this
market in 2020, although demand from new e-commerce operations should stabilize revenue somewhat.

CONSTRUCTION

The construction industry is estimated to account for 15.6% of industry
revenue.

This market includes a diversity of tradesmen with both commercial, industrial and residential end consumers.
Companies in this market segment use FSM to ensure deliveries and installations of materials are made on time, to
ensure the appropriately licensed and certified labor resources are scheduled to job sites and to manage workforce
logistics, such as ensuring workers are scheduled to jobs with the necessary tools and equipment to complete jobs
on schedule.

OTHER

FSM software is used across a wide variety of other industries that make
up less significant portions of industry revenue.

Companies using FSM can be found in the insurance, financial, facilities management, oil and gas, transportation
and logistics industries. Some of these smaller markets are guaranteed to grow over the five years to 2026 as the
industry expands. As a result, greater demand is almost guaranteed to emerge from some markets in this segment
that are currently considered less significant. IBISWorld estimates that these "other" markets will combine to account
for the remaining 20.8% of industry revenue. The size of the "other" market segment has expanded as companies
diversify their own software applications to benefit new, niche industries.
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Exports in this industry are    Low and Steady

Imports in this industry are    Low and Steady

International trade within the Field Service Management Software industry is highly understated. Trade figures only
reflect the value of software products that are shipped in the form of physical media, such as CDs or DVDs. Further,
software preinstalled on computers or transferred over the internet is not included. Physical shipment of software
has fallen rapidly in the past decade because it is faster and less expensive to electronically transfer programs.

Today, software publishing occurs almost seamlessly across borders. The industry's two major players have
operations abroad, including SAP, which is based in Germany. Also, international collaboration has increased over
the past five years to 2021. For example, a software-development team in another country collaborates with a team
in the United States. Collaboration similar to this will continue to grow in the next five years to 2026.

Business
Locations

  The Field Service Management Software industry is technologically intensive and generally clustered geographically. Demand for
FSM software comes from a variety of downstream industries, including manufacturing, telecommunications and utilities
companies. Industry operators locate close to their clients so as to easily provide them with additional services and software
maintenance catered to their specific needs. As a result, FSM software developers have establishments that are scattered
throughout the country in numerous industry hubs. Furthermore, those employed at software companies often come from top
universities. Companies with locations near the campuses of the best universities and in attractive locations are better positioned
to compete for the best software programmers.

California, Texas and Massachusetts house a greater percentage of the Field Service Management Software industry's
employees than all other states. California accounts for an estimated 22.0% of the industry's establishments and 25.7% of industry
employment, with a large portion located in Silicon Valley region outside of San Francisco. It boasts an attractive climate and
some of the best universities for technology in the world, including Stanford and the California Institute of Technology. California
leads the country in Field Service Management Software publishing. The West has more than a quarter of all operations as a
result, housing an estimated 30.5% of total industry establishments. The second-most influential state, Texas, is home to 6.1% of
the industry's establishments, while New York currently houses 5.9% of establishments in the industry.

While these states account for a staggering portion of industry activity, other states have recently gained prominence as software
hubs. California, New York and Massachusetts (the fifth largest state by establishments) all require a relatively high cost of living
and some software companies are beginning to move to lower-cost states with similar amenities, such as Texas and Florida
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(which hold 5.1% of establishments).
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Competitive Landscape
Market Share
Concentration

Concentration in this industry is    Medium

The Field Service Management Software industry has a medium level of concentration, with the four largest
companies together accounting for an estimated 41.1% of industry revenue in 2021. Though there are a limited
number of enterprises altogether because of the small size of the market (compared with other technology
industries), there is a wide range of potential customer bases available to field service management (FSM) software
developers. This has kept the door open for new industry entrants. As a result, a wide variety of small, privately
operated vendors have sprung up to compete within the industry. The industry's barriers to entry are not terribly
imposing, which has contributed to the rise in concentration over the past five years to 2021. A host of tech venture
capitalists are waiting to give new start-ups seed funding for new software-development ideas. Furthermore, the
number of establishments is expected to have increased over the past five years as demand from downstream
industries for FSM software continues to grow. While some major players have engaged in acquisitions over the
past five years to 2021, the majority of operators are still too small to engage in buy-outs. This may change over the
next five years to 2026, as prominent FSM providers become better known for their services and seek to expand
their market share through acquisitions. Additionally, the threat of large software developers absorbing smaller
companies to move into the industry is always present and likely to increase as well-established companies begin to
take note of the industry's potential.

Key Success
Factors

IBISWorld identifies 250 Key Success Factors for a business. The most important for this industry are:

Easy to use products:
Ease of use is an important design element for field service management software because it has a large and
diverse user base.

Quick technology adoption:
Software industries are subject to extremely quick technological advancement. Adopting new technologies faster
than competitors provides companies with a comparative advantage.

Products are priced on value rather than cost:
The most successful operators in this industry are adept at crafting price structures that reflect the potential value of
a field service management solution to a customer rather than the cost of producing that software.

Access to a highly skilled workforce:
Software development is a highly specialized skill set in high demand from a variety of industries. Attracting and
keeping highly skilled software developers is key to continued business success in this industry.

Providing related products and services:
Field service management software vendors that offer related products and services (e.g. database software
packages, support and update programs) are more successful than vendors that do not provide those services.

Having a high profile in the market:
Products in this industry can represent significant investments and must often be purchased before the customer
has direct experience with their quality or effectiveness. Maintaining a high profile is key to attracting customers in
such an environment.
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Cost Structure
Benchmarks

  Profit

Industry profit, measured as earnings before interest and taxes, tends
to be relatively strong in software-publishing industries. In 2021, profit is
expected to account for 32.2% of industry revenue. After high initial
research and development costs, software can be repeatedly resold
with virtually no added production costs. As a result, sales of popular
and established software products can generate staggeringly high
returns. However, these returns can come after years of losses during
the early product development stages. As companies in the growing
Field Service Management Software industry develop and release new
products, it is not uncommon for them to realize operating losses in
certain years.

 

  Wages

Wages account for the largest single expense category in the industry.
Companies in the industry require skilled workers for numerous roles in
programming and business research, finding out what services clients
require. Salaries and benefits for sales staff are also important for
industry companies to promote and disseminate their products. Wage
costs will account for 36.0% of revenue in 2021, up from 33.4% in
2016, as technological advancements increase demand for software
engineers and analysts. Wages are expected to increase over the next
five years to 2026, with many opportunities for developers to integrate
new computing technology into product offerings.
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  Purchases

Purchase costs are another expense for the industry, though generally
negligible for many operators. The majority of these costs are
purchases of other software products or licensing fees for the use of
third-party software. Companies buy market-ready business analytics
software to integrate into their own field service management software
rather than create a fully integrated system from scratch. Purchases are
expected to account for 1.9% of revenue in 2021.

 

  Marketing

Since the industry is in its growth phase and still in the process of
expanding its customer base by pitching to prospective buyers,
marketing costs are higher than most industries. Marketing accounts for
3.5% of revenue in 2021.

 

  Depreciation

Depreciation is a relatively minimal cost structure component,
accounting mostly for computer hardware. Depreciation costs account
for 1.8% of revenue in 2021.

 

  Rent

Rent expenses make up a small portion of the average operator's cost
structure because the office space required is minimal. Rent accounts
for 1.4% of revenue in 2021.
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  Utilities

Utility costs are unavoidable for operators but continue to account for a
relatively minimal portion of industry revenue. In 2021, utilities account
for 0.1% of revenue.

 

  Other Costs

Software development requires significant research in services required
by businesses and supplying solutions to these gaps with software
tools. Creating these new tools requires significant trial and error to
arrive at a marketable solution. Research and development costs make
up a sizeable expense for software development and developers of
field service management software are no exception. These costs are
expected to ease slightly over the next five years to 2026, as the
industry gains a wider customer base and past investments in product
development increase sales. Other costs are expected to account for
23.0% of revenue in 2021.

 

Basis of
Competition

Competition in this industry is    High and the trend is Steady

  The Field Service Management Software industry has a high level of
competition across all the market segments it serves.

The industry is extremely fragmented and continues to expand rapidly as a growing number of software developers
begin producing field service management (FSM) products. Industry services are applicable to a large variety of
industries, including manufacturers, retailers, wholesalers and telecommunication and utility companies.
Furthermore, demand for industry products continues to grow as market penetration of FSM products is still in its
infancy. As a result, only a few major players currently hold a significant share of industry revenue. However, only
two FSM software developers hold more than 10.0% of the market. The threat of new market entrants is also high
because of low barriers to entry, which keep competitive pressure on industry operators.

INTERNAL COMPETITION

Industry operators compete internally on various bases, including product
functionality and the reliability of services and support capabilities.

In recent years, wireless internet access has enabled real-time integration between technicians and their home
base. This has led to the rise of FSM software that is compatible with mobile technologies such as cameras, GPS
and a growing number of mobile-phone devices. Similarly, the explosion of cloud-based systems has opened a new
doorway for FSM programs. The combination of cloud-based systems and mobile technology is revolutionizing
service provision. Additionally, with the continued growth of machine learning (ML) and artificial intelligence (AI),
many industry operators seek to integrate this technology into their software. ML and AI automate tasks such as
scheduling, resource management and data collection, cutting down on time. Competition is fierce among FSM
software developers to be the first to produce new capabilities. Software production differentiation is low in the
industry. Developers compete more on product features that handle the same business functions. Consequently,
price competition is high because industry customers have a wide range of similar software products to choose from.

EXTERNAL COMPETITION
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Industry operators compete externally with other substitute business
software products such as those developed by the Business Analytics
and Enterprise Software Publishing industry (IBISWorld report 51121c).

Any software company that develops software products designed to improve business functions, such as
operational and financial management, constitutes a threat to this industry, as barriers to entry, especially for other
developers, are extremely low.

Barriers to
Entry

Barriers to Entry in this industry are    Medium and the trend is Steady

  The Field Service Management Software industry has
moderate barriers to entry, though certain product
segments have much stronger barriers than others.
Patents on intellectual property are commonly used to
limit competition, though companies are willing to license
their patented technology in many cases. In certain
product segments, network effects are a key factor in
protecting incumbent products.

Field service management (FSM) and software
developers in general have historically been the targets of
antitrust regulators. In 1998, the US Department of
Justice brought charges against Microsoft for
anticompetitive business practices that led to the
dominance of Microsoft's Internet Explorer browser over
competing programs. Microsoft has been bundling its
internet browser with its immensely popular Windows
operating system and forming restrictive licensing
agreements with computer vendors. Software bundling
remains a common competition-limiting practice, though
large software publishers must be careful not to garner
too much regulatory scrutiny.

Companies are seeking to supply software to the
government. In particular, military contractors must have
that software approved through the Department of
Defense Information Technology Security Certification
and Accreditation Process or the National Information
Assurance Certification and Accreditation Process.

On an investment basis, there are few barriers to entry for
FSM-publishing start-ups. Many software companies
began with little more than a handful of computers and
programmers. The scarcity of highly skilled, creative
programmers is the most limiting factor for software
publishers, leading to very high wages or stock-based
compensation plans.

Barriers to Entry Checklist

Competition High  

Concentration Medium  

Life Cycle Stage Growth  

Technology Change High  

Regulation & Policy Light  

Industry Assistance Low  

Industry
Globalization

Globalization in this industry is    Low and the trend is Steady

  The Field Service Management Software industry is moderately globalized. International trade does not have a
tangible effect on this industry because software can be digitally distributed to customers, making borders irrelevant.
Numerous industry operators, however, are located abroad, including SAP, a German software developer. The
majority of major players operate overseas establishments worldwide, developing software for various markets in
Europe, Southeast Asia and Latin America. Overseas locations exist for sales purposes so operators can have
access to face-to-face meetings with potential clients. They also mean operators can be on call to help service or
consult clients on their software needs.
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Major Companies

Major Players SAP SE

Market Share: 20.6%

  SAP SE (SAP) is a German multinational software corporation focused on providing products to help businesses
manage its operations and customer relations. The company offers service-management solutions that help
integrate businesses' operations across companies. Its software assists clients with managing contracts, processing
issues and service orders. SAP provides sales and support services to over 44 countries via its own branches and a
large pool of service providers. In 2020, SAP employed 102,430 people worldwide and generated more than €27.3
billion in total revenue.

SAP Field Service offers an end-to-end service management solution that can be used across all the departments of
a company to manage contracts, process issues and execute service orders. SAP Field Services also offers big
data analytics, workforce scheduling and optimization. SAP HANA provides contract management, analytics and big
data. SAP CRM Service Manager is a mobile application that enables service companies to exchange data with
their field technicians and monitor their performance. SAP's field service management (FSM) application can be
delivered in 19 different languages.

In 2014, SAP acquired Fieldglass, a provider of procurement and external workforce management software
services. SAP Fieldglass now provides service management and procurement solutions that connect consultancies,
staffing companies, independent contractors, financial, human resources, payroll and procurement systems to
deliver services to customers.

Financial performance

SAP's Field Service Management Software industry-relevant operations are expected to generate $428.7 million in
revenue in 2021, having risen an annualized 28.3% during the five-year period. Its operating income is also
expected to rise over the five years to 2021, to an estimated $116.0 million. As demand for industry-related products
increased, SAP exhibited growth amid the COVID-19 (coronavirus) pandemic. Companies use FSM products to
manage irregular shifts and changes in pay rates for essential workers. Similar to Oracle Corporation, SAP is poised
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to challenge most industry leaders in the field of FSM software production. SAP's share of the US Field Service
Management industry is expected to rise over the next five years to 2026.

 
SAP SE (US industry-specific segment) - financial performance*

Year
Revenue

($m)
Growth

(% change)
Operating Income

($m)
Growth

(% change)
2016 123.2 N/C 28.7 N/C
2017 168.2 36.5 35.0 22.0
2018 255.4 51.8 52.0 48.6
2019 307.6 20.4 49.9 -4.0
2020 352.6 14.6 85.4 71.1
2021 428.7 21.6 116.0 35.8

Source: Annual report and IBISWorld
Note: *Estimates

Oracle Corporation

Market Share: 11.9%

  Oracle Corporation (Oracle) is a US-based multinational computer technology company headquartered in Redwood
Shores, CA. Oracle specializes in developing, manufacturing and marketing hardware systems, such as computer
servers and storage products or enterprise software products, particularly database management systems. Oracle
employs 132,000 people worldwide and generated $40.5 billion of revenue in fiscal 2021 (year-end May).

The company sells its FSM software and services through two primary outlets: Siebel CRM Systems Inc. (Siebel)
and Oracle E-Business Suite Field Service. Siebel is a subsidiary acquired by Oracle in 2005. Now known as Oracle
Siebel, the company provides functionality for client relationship management (CRM), FSM, partner-relationship
management, e-commerce and contact centers. Its FSM products cover businesses' scheduling and dispatching,
contract management, mobile field service, parts and logistics and asset management needs. Oracle's FSM
products incorporate artificial intelligence and machine learning to optimize routing and scheduling. Siebel sells its
software to companies in various industries, including high tech, utilities, manufacturing and telecommunications
operators. The company's E-Business Suite automates scheduling and dispatching services for technicians.

In 2014, the company acquired competitor TOA Technologies (TOA), previously one of the fastest-growing
companies in the industry, to expand its presence in FSM software. TOA's customer list included Telephonic,
Videotron and Cox Communications. As the TOA acquisition demonstrates, Oracle has an advantage in the Field
Management Software industry due to its vast funding capabilities and broad reach as a multinational software
developer.

Financial performance

IBISWorld estimates that Oracle will generate industry-specific revenue of $248.5 million in fiscal 2022, representing
an annualized growth rate of 4.5% during the five-year period. As a result of the TOA acquisition, market penetration
is expected to increase for Oracle's FSM software. The company has maintained healthy growth in revenue by
offering software suites and bundles across its wide range of different software services to clients. Similar to SAP,
companies relied on Oracle's FSM software amid the COVID-19 (coronavirus) pandemic to manage irregular
workflow. The company is well positioned for continued growth over the next five years, expanding both industry-
relevant operating income and revenue.
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Oracle Corporation (US industry-specific segment) - financial performance*

Year**
Revenue

($m)
Growth

(% change)
Operating Income

($m)
Growth

(% change)
2016-17 199.8 N/C 68.3 N/C
2017-18 208.8 4.5 70.3 2.9
2018-19 225.2 7.9 77.1 9.7
2019-20 225.3 0.0 80.1 3.9
2020-21 229.0 1.6 86.1 7.5
2021-22 248.5 8.5 102.1 18.6

Source: Annual report and IBISWorld
Note: *Estimates **Year-end May 31st

Other Companies The Field Service Management Software industry is highly fragmented, with many minor players having a market
share under 5.0%. Other prominent companies in this industry include MSI Data, IFS, FieldOne Systems LLC,
Comarch, Astea International Inc., ServiceMax, TOA Technologies, ServicePower Inc. and Vertical Solutions Inc.

PTC Inc.

  Market Share: 5.0%
  PTC Inc. (PTC), formerly known as Parametric Technology Corporation, is a US-based computer software company

headquartered in Needham, MA, with offices in the United Kingdom, China, Japan and India. Operating under the
brand name Axeda, PTC's field service management (FSM) solutions provide customers with end-to-end mobile
capabilities for planned and reactive service scheduling and dispatch. The company's products are geared toward
helping businesses communicate more effectively with its customers before, during and after service deliveries. PTC
also assists businesses with coordinating the necessary resources, both human and capital, when providing
services to clients. Similar to other operators, PTC experienced a growth in revenue amid the COVID-19
(coronavirus) pandemic, due to the nature of industry products. PTC stated that, in 2020, it had a 40.0% increase in
the usage of its FSM solutions, primarily due to its online assistance capabilities. In 2021, the company is expected
to generate an estimated $103.8 million in industry-relevant revenue.

ClickSoftware Technologies

  Market Share: 4.0%
  Brand Names:  Salesforce
  ClickSoftware Technologies (ClickSoftware) is a private equity-owned software company headquartered in

Burlington, MA. With over 700 employees, the company operates out of offices in North America, Eastern Europe,
the Middle East, Africa and Asia Pacific. The company's FSM solutions package includes software that supports
forecasting and planning, scheduling, mobility and business analytics. ClickSoftware's products serve a wide variety
of businesses, including but not limited to call- and contact-center services, capital equipment manufacturers,
communications providers, computer and office equipment manufacturers, home-service technicians, insurance
providers, and companies engaged in gas extraction, rail and retail. The company's customer list includes Bell
Canada, Caterpillar Inc., Liberty Mutual Group, the New York City Fire Department, the Pacific Gas and Electric
Company and Best Buy Co. Inc. In August 2019, Salesforce announced that it had signed an agreement to acquire
ClickSoftware. In 2021, industry-relevant revenue for the company is estimated to reach $82.7 million.
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Operating Conditions

Capital
Intensity

The level of capital intensity is    Low

  The Field Service Management Software industry has a
low level of capital intensity, as operators invest an
average of $0.05 in capital for every $1.00 of labor. Minimal
equipment purchases are required, mostly comprising
computer hardware. Compared with other input costs, such
as software-licensing fees and the wages of programmers
and sales teams, capital costs are low. By contrast, wage
costs make up a fairly considerable portion of revenue, with
industry operators relying quite heavily on the creative
innovation of their staff to develop new products suited to
current technology users and attractive to businesses
operating in today's digital environment. The industry is
also labor-intensive because it requires the work of sales
teams to promote its products among prospective clients to
reach a wider market.

Technology &
Systems

Potential Disruptive Innovation: Factors Driving Threat of Change
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  The Field Service Management Software industry is often considered a
disruptor itself, as industry software has significantly affected other service
providers.

Industry operators do not experience significant levels of technology or systems disruption themselves. Overall, the
industry's core markets are not ones that can obviously be expanded to attract new buyers or sellers, while the primary
basis of competition among industry operators is price-based or for ownership and successful integration of the most-
advanced intellectual property rights.

The level of technology change is    High

  The Field Service Management Software industry is characterized by rapid
technological changes, evolving industry standards, changes in customer
requirements and frequent new product introductions and enhancements.

Industry operators spend heavily on research and development to maintain a technological edge over their competition.

The mobile revolution has greatly affected the development of new technologies and systems for field service providers.
Expanded bandwidth for mobile devices has enabled a huge increase in new mobile apps and software as a service
solutions for businesses. FSM software developers have taken advantage of this development by integrating their systems
to work with a variety of mobile devices. Most industry leaders currently market programs that interface with the most
prominent mobile phone platforms, including Android, iOS and Windows Mobile, as well as specialized industry devices
designed specifically for field service management operations. Additionally, the advancement of mobile Apps and Software
has streamlined the FSM process. Previous FSM systems would require workers to sign paperwork after coming back,
while modern systems share data in real time, so companies always have access to the latest information. Furthermore,
mobile software enables employees to contact their peers with ease, enabling a more efficient workflow. This enables
companies to complete more jobs in less time.

Cloud-based field service management software has also taken off over the past five years to 2021. These systems enable
organizations to deploy scheduling and dispatch solutions without having to invest in in-house IT infrastructure and
expertise. In the past few years, all major industry players have developed a suite of cloud-based FSM solutions, although
sales of such services have not yet peaked. Nevertheless, as businesses become more aware of the advantages of cloud-
based services over the five years to 2026, technology expert Gartner expects sales of cloud-compatible FSM products to
increase.

Machine Learning (ML) and Artificial Intelligence (AI) have gained popularity over the five years to 2021. While many
companies have yet to adapt to this technology, it is being used by some major players, such as Oracle Corporation
(Oracle). AI and ML are often used in scheduling and routing tasks. They used time-based and predictive engines to
optimize schedules and increase on-time arrivals. Additionally, ML enables operators to use given information on
employees to determine which workers are best suited for the job. It also estimates how long each employee would need to
complete the job. While AI and ML are still fairly new in this industry, they are expected to have a larger influence over the
next five years to 2026.

Revenue
Volatility

The level of volatility is    Medium
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  Revenue for the Field Service Management Software industry demonstrates a
moderate degree of volatility.

Over the five years to 2021, revenue has grown each year, though these growth rates have varied slightly. The amount of
revenue growth can depend on new product breakthroughs in the industry. In addition, the level of corporate profit affects
how much money businesses are willing to spend on new investments, including FSM software. More specifically, the
amount of money businesses spend on computer and software upgrades in any given year is indicative of the businesses'
willingness to invest in new software. This type of capital expenditure also determines revenue fluctuations.

Regulation &
Policy

The level of regulation is    Light and the trend is Increasing

Operators in the Field Service Management Software industry experience few
formal regulations, but intellectual property law and litigation are prominent
features of the Business Analytics and Enterprise Software Publishing
industry.

In 2007, Oracle Corporation (Oracle) filed a lawsuit against SAP, a major Germany-based software publisher, alleging theft
of trade secrets by employees of TomorrowNow, a now-defunct subsidiary of SAP. Oracle alleged that SAP stole
"thousands of proprietary, copyrighted software products and other confidential materials that Oracle developed to service
its own support customers." In 2014, the litigation was settled for $356.7 million.

Industry
Assistance

The level of industry assistance is    Low and the trend is Steady

The Field Service Management Software industry does not receive any
assistance from local, state or federal governments.

Funding for new software companies generally comes from private sources. In particular, venture capital groups are a
major source of seed funding for start-up software publishers.

The Software and Information Industry Association is the principal trade association for the software and digital content
industry. It provides services such as government relations, business development, corporate education and intellectual
property protection. The association's software division provides a forum for companies that develop the applications,
services, infrastructure and tools that drive the software and services industry.
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Key Statistics
Industry Data

Year
Revenue

($m)
IVA

($m)
Establishments

(Units)
Enterprises

(Units)
Employment

(Units)
Exports

($m)
Imports

($m)
Wages

($m)

Domestic
Demand

($m)

Private
Investment in

Computers
and Software

($b)
2012 684 509 28.0 19.0 1,373 N/A N/A 215 N/A 603
2013 815 523 33.0 22.0 1,627 N/A N/A 253 N/A 639
2014 955 598 37.0 26.0 1,813 N/A N/A 296 N/A 676
2015 1,006 610 39.0 27.0 1,922 N/A N/A 320 N/A 714
2016 1,089 711 40.0 29.0 2,177 N/A N/A 364 N/A 757
2017 1,235 818 55.0 41.0 2,681 N/A N/A 452 N/A 816
2018 1,352 905 60.0 44.0 2,856 N/A N/A 495 N/A 896
2019 1,621 996 68.0 45.0 3,276 N/A N/A 569 N/A 957
2020 1,819 1,228 82.0 56.0 3,595 N/A N/A 658 N/A 1,025
2021 2,082 1,458 94.0 64.0 4,098 N/A N/A 750 N/A 1,145
2022 2,271 1,541 105 72.0 4,525 N/A N/A 826 N/A 1,196
2023 2,414 1,640 118 81.0 4,922 N/A N/A 895 N/A 1,239
2024 2,636 1,793 135 93.0 5,454 N/A N/A 988 N/A 1,274
2025 2,849 1,939 150 103 5,960 N/A N/A 1,078 N/A 1,307
2026 3,049 2,078 167 115 6,476 N/A N/A 1,167 N/A 1,339

Annual Change

Year
Revenue

(%)
IVA
(%)

Establishments
(%)

Enterprises
(%)

Employment
(%)

Exports
(%)

Imports
(%)

Wages
(%)

Domestic
Demand

(%)

Private
Investment in

Computers
and Software

(%)
2012 1.84 19.5 12.0 11.8 9.57 N/A N/A 8.64 N/A 10.0
2013 19.2 2.63 17.9 15.8 18.5 N/A N/A 17.8 N/A 5.91
2014 17.2 14.3 12.1 18.2 11.4 N/A N/A 16.7 N/A 5.71
2015 5.33 2.07 5.40 3.84 6.01 N/A N/A 8.39 N/A 5.62
2016 8.20 16.4 2.56 7.40 13.3 N/A N/A 13.6 N/A 6.06
2017 13.4 15.1 37.5 41.4 23.2 N/A N/A 24.1 N/A 7.80
2018 9.49 10.7 9.09 7.31 6.52 N/A N/A 9.49 N/A 9.78
2019 19.9 10.0 13.3 2.27 14.7 N/A N/A 15.1 N/A 6.88
2020 12.3 23.3 20.6 24.4 9.73 N/A N/A 15.5 N/A 7.09
2021 14.5 18.8 14.6 14.3 14.0 N/A N/A 14.1 N/A 11.6
2022 9.06 5.67 11.7 12.5 10.4 N/A N/A 10.1 N/A 4.47
2023 6.27 6.39 12.4 12.5 8.77 N/A N/A 8.27 N/A 3.60
2024 9.21 9.32 14.4 14.8 10.8 N/A N/A 10.5 N/A 2.78
2025 8.08 8.18 11.1 10.8 9.27 N/A N/A 9.03 N/A 2.59
2026 6.99 7.16 11.3 11.7 8.65 N/A N/A 8.32 N/A 2.50

Key Ratios

Year
IVA/Revenue

(%)

Imports/
Demand

(%)

Exports/
Revenue

(%)

Revenue per
Employee

($'000)

Wages/
Revenue

(%)

Employees per
estab.
(Units) Average Wage  ($)

2012 74.5 N/A N/A 498 31.4 49.0 156,591
2013 64.2 N/A N/A 501 31.1 49.3 155,685
2014 62.6 N/A N/A 527 30.9 49.0 162,990
2015 60.6 N/A N/A 524 31.8 49.3 166,649
2016 65.3 N/A N/A 500 33.4 54.4 167,203
2017 66.2 N/A N/A 460 36.6 48.7 168,482
2018 67.0 N/A N/A 473 36.6 47.6 173,179
2019 61.4 N/A N/A 495 35.1 48.2 173,779
2020 67.5 N/A N/A 506 36.1 43.8 182,893
2021 70.0 N/A N/A 508 36.0 43.6 183,016
2022 67.9 N/A N/A 502 36.4 43.1 182,564
2023 67.9 N/A N/A 490 37.1 41.7 181,735
2024 68.0 N/A N/A 483 37.5 40.4 181,225
2025 68.1 N/A N/A 478 37.8 39.7 180,822
2026 68.2 N/A N/A 471 38.3 38.8 180,266

Figures are inflation adjusted to 2021
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Additional Resources
Additional
Resources

Software Advice
http://www.softwareadvice.com

Field Service Digital
http://fsd.servicemax.com

Capterra
http://www.capterra.com

US Census Bureau
http://www.census.gov

Industry Jargon BRING YOUR OWN DEVICE (BYOD)
A business strategy whereby employees use their personal device rather than a company device, enabling greater
user flexibility across multiple platforms.

CLOUD COMPUTING
Distributed computing over a network, with the ability to run a program or application on many connected computers
at the same time.

FIELD SERVICE MANAGEMENT (FSM)
An attempt to schedule, optimize and dispatch service processes and information needed by companies that send
teams of technicians or other staff into the field.

SOFTWARE AS A SERVICE (SAAS)
The delivery of computing as a service rather than a product, whereby shared resources, software and information
are provided to computers and other devices as a utility over the internet.

Glossary BARRIERS TO ENTRY
High barriers to entry mean that new companies struggle to enter an industry, while low barriers mean it is easy for
new companies to enter an industry.

CAPITAL INTENSITY
Compares the amount of money spent on capital (plant, machinery and equipment) with that spent on labor.
IBISWorld uses the ratio of depreciation to wages as a proxy for capital intensity. High capital intensity is more than
$0.333 of capital to $1 of labor; medium is $0.125 to $0.333 of capital to $1 of labor; low is less than $0.125 of
capital for every $1 of labor.

CONSTANT PRICES
The dollar figures in the Key Statistics table, including forecasts, are adjusted for inflation using the current year (i.e.
year published) as the base year. This removes the impact of changes in the purchasing power of the dollar, leaving
only the "real" growth or decline in industry metrics. The inflation adjustments in IBISWorld’s reports are made using
the US Bureau of Economic Analysis’ implicit GDP price deflator.

DOMESTIC DEMAND
Spending on industry goods and services within the United States, regardless of their country of origin. It is derived
by adding imports to industry revenue, and then subtracting exports.

EMPLOYMENT
The number of permanent, part-time, temporary and seasonal employees, working proprietors, partners, managers
and executives within the industry.

ENTERPRISE
A division that is separately managed and keeps management accounts. Each enterprise consists of one or more
establishments that are under common ownership or control.

ESTABLISHMENT
The smallest type of accounting unit within an enterprise, an establishment is a single physical location where
business is conducted or where services or industrial operations are performed. Multiple establishments under
common control make up an enterprise.

EXPORTS
Total value of industry goods and services sold by US companies to customers abroad.
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IMPORTS
Total value of industry goods and services brought in from foreign countries to be sold in the United States.

INDUSTRY CONCENTRATION
An indicator of the dominance of the top four players in an industry. Concentration is considered high if the top
players account for more than 70% of industry revenue. Medium is 40% to 70% of industry revenue. Low is less
than 40%.

INDUSTRY REVENUE
The total sales of industry goods and services (exclusive of excise and sales tax); subsidies on production; all other
operating income from outside the firm (such as commission income, repair and service income, and rent, leasing
and hiring income); and capital work done by rental or lease. Receipts from interest royalties, dividends and the sale
of fixed tangible assets are excluded.

INDUSTRY VALUE ADDED (IVA)
The market value of goods and services produced by the industry minus the cost of goods and services used in
production. IVA is also described as the industry's contribution to GDP, or profit plus wages and depreciation.

INTERNATIONAL TRADE
The level of international trade is determined by ratios of exports to revenue and imports to domestic demand. For
exports/revenue: low is less than 5%, medium is 5% to 20%, and high is more than 20%. Imports/domestic demand:
low is less than 5%, medium is 5% to 35%, and high is more than 35%.

LIFE CYCLE
All industries go through periods of growth, maturity and decline. IBISWorld determines an industry's life cycle by
considering its growth rate (measured by IVA) compared with GDP; the growth rate of the number of establishments;
the amount of change the industry's products are undergoing; the rate of technological change; and the level of
customer acceptance of industry products and services.

NONEMPLOYING ESTABLISHMENT
Businesses with no paid employment or payroll, also known as nonemployers. These are mostly set up by self-
employed individuals.

PROFIT
IBISWorld uses earnings before interest and tax (EBIT) as an indicator of a company’s profitability. It is calculated as
revenue minus expenses, excluding interest and tax.

REGIONS
West | CA, NV, OR, WA, HI, AK
Great Lakes | OH, IN, IL, WI, MI
Mid-Atlantic | NY, NJ, PA, DE, MD
New England | ME, NH, VT, MA, CT, RI
Plains | MN, IA, MO, KS, NE, SD, ND
Rocky Mountains | CO, UT, WY, ID, MT
Southeast | VA, WV, KY, TN, AR, LA, MS, AL, GA, FL, SC, NC
Southwest | OK, TX, NM, AZ

VOLATILITY
The level of volatility is determined by averaging the absolute change in revenue in each of the past five years.
Volatility levels: very high is more than ±20%; high volatility is ±10% to ±20%; moderate volatility is ±3% to ±10%;
and low volatility is less than ±3%.

WAGES
The gross total wages and salaries of all employees in the industry.



IBISWorld helps you find the industry
information you need – fast.

With our trusted research covering thousands of global industries, you’ll get a quick and intelligent
overview of any industry so you can get up to speed in minutes. In every report, you’ll find
actionable insights, comprehensive data and in-depth analysis to help you make smarter, faster
business decisions. If you’re not yet a member of IBISWorld, contact us at 1-800-330-3772 or
info@ibisworld.com to learn more.

DISCLAIMER
This product has been supplied by IBISWorld Inc. (‘IBISWorld’) solely for use by its authorized licenses strictly in
accordance with their license agreements with IBISWorld. IBISWorld makes no representation to any other person
with regard to the completeness or accuracy of the data or information contained herein, and it accepts no
responsibility and disclaims all liability (save for liability which cannot be lawfully disclaimed) for loss or damage
whatsoever suffered or incurred by any other person resulting from the use of, or reliance upon, the data or
information contained herein. Copyright in this publication is owned by IBISWorld Inc. The publication is sold on
the basis that the purchaser agrees not to copy the material contained within it for other than the purchasers own
purposes. In the event that the purchaser uses or quotes from the material in this publication – in papers, reports,
or opinions prepared for any other person – it is agreed that it will be sourced to: IBISWorld Inc.

Copyright 2021 IBISWorld Inc.
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