




The Schedule Board helps to assign the field service agents as logically as possible.
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The core of this process within the application is the 

Schedule Board. It enables dispatchers to schedule 

resources in the best way possible. All current jobs, 

their respective status, and the timetables of all field 

service agents are shown. Jobs that are marked on 

the map can be placed on a resource’s timetable via 

drag-and-drop. It is also possible to schedule 

service assignments automatically. This option takes 

the employees’ skills, their location and the optimal 

workload into consideration. 

The integrated inventory management provides a 

real-time overview of tools and spare parts in ware-

houses or vehicles, as well as of work orders and 

returns. This ensures their availability on schedule or 

triggers a re-order and correct distribution.



E�cient communication among all 
stakeholders

Work order creation 
via customer portal

Automated customer 
notification

Connection to 
headquarters

Jobs at the customer site require a lot of 

clarification: between the service company and 

the customer, and between the dispatchers and 

the field service technicians.

The former can be improved a lot with Dynamics 

365 Field Service without creating additional work 

for employees. The first contact between both 

parties – the creation of a work order – can be 

handled more e�ciently. It can be set up easily, 

quickly and flexibly via a customer portal. This is 

also the place to plan activities and manage 

documents; even automated work order creation 

is possible here, triggered by an alarm of a 

connected IoT sensor from a plant at the 

customer's site (learn more about that below in the 

paragraph “Connected Field Service”). 
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Once the timeline is ready, the app automatically 

sends notifications to customers if desired: when an 

appointment is fixed, when the technicians start 

driving up to the customers, when there are delays 

or a new appointment must be made. That helps 

customers to plan better, and they are always 

informed about the status of their work order.

Back o�ce and field service agents are in constant 

contact with each other, too. This improves collabo-

ration and coordination before, during and after 

on-site jobs. Being connected with your headquar-

ters is particularly helpful if an unclear issue pops up 

during a service job or if technicians need to discuss 

the next steps. The Dynamics 365 Field Service 

mobile app supports technicians before, during and 

after their work on-site. For example, they can add 

photos, videos or text to document their work, or 

they can let customers sign o� on the service they 

performed.

25

Dynamics 365 Field Service mobile app



IoT sensors on plants or machines show malfunctions
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Modern maintenance models

Field Service is a great example of how digital 

transformation can make a tedious, cost-intensive 

task for the company not only more e�cient but, in 

some cases, profitable.

An example of a complete transformation of the 

customer experience is predictive maintenance. It 

gives manufacturers the possibility to improve the 

reliability of their plants and avoid problems that 

otherwise would cause production downtimes.

By documenting the customers’ mood, usage and 

other data as well as by analyzing it using machine 

learning algorithms, manufacturers can generate 

the insights they need to optimize processes and 

make changes, improve product quality and 

increase customer satisfaction. 



Connected Field Service enables remote monitoring and predictive maintenance 

of plants via IoT technology. Companies can transform from a model that solves 

problems to a just-in-time or proactive service model. 

Connected Field Service also reduces downtime in plants because some issues 

can be fixed before the customer even realizes there is a problem; in the best 

case scenario, expensive and extensive work on-site can be avoided. 

Furthermore, data about the plant and the service that was captured by sensors 

help to assign the right technicians to the jobs. 

Connected Field Service 
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In doing so, instead of o�ering only reactive 

service, it is a crucial step to develop a predictive 

just-in-time maintenance model which allows you 

to take action only if necessary, thus saving 

money. Internet of Things sensors on plants and 

machines can recognize malfunctions remotely 

and perhaps even solve them remotely before it 

becomes an even bigger problem. After all, the 

most e�cient service jobs on-site are those that 

don’t have to be done at all.

To get a first-hand impression of the app, it is best if you test 
it yourself. We would be happy to provide you with a demo 

version.

TEST FIELD SERVICE NOW
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Further reading

To learn more about the applications we introduced you to, 

we recommend you the following white papers by proMX:

Also interesting:

Sales teams that want to be successful face a wide range of challenges. 

How can they deliver predictable and scalable results in times of constant 

change? Unlock the key to success in our white paper.

How to boost your sales processes

How does Project Operations integrate project management, sales and 

finance aspects into one solution that helps overcome common internal 

and external hurdles in managing projects? Learn about the benefits and 

opportunities that Project Operations o�ers as well as how a Microsoft 

Partner can support you in implementing it.

The essential guide to Microsoft Dynamics 365 Project Operations

Find out how a solution for field service management will help you 

overcome challenges in field service and how you and your customers will 

benefit from it. Learn about concrete advantages of the Microsoft solution 

Dynamics 365 Field Service in the included case study of one of our 

customers.

Field service software: increase field service e�ciency

Users without programming skills are able to analyze and visualize data, 

build custom business applications, automate recurring processes and 

more. How? With the help of the Microsoft Power Platform that is based on 

the low-code applications Power Apps, Power BI, Power Automate and 

Power Virtual Agents. In this white paper, you’ll learn more about the 

concept of low code and its potential for enhancing Dynamics 365.

Low coding with the Microsoft Power Platform



We o�er a helping hand in your digital 
transformation

The ideal digital transformation partner is not only an expert in 

theory and technology but also in its customer’s industry. Our 

consultants are familiar with the processes, priorities and 

challenges of the manufacturing industry. Contact us!

look@proMX.net

+49 (9 11) 81 52 3-0

+1 (786) 600-3688

www.proMX.net/en


