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The future of great

service Is here

éé

The future of work in field
service will require both digital
transformation and business
model change in areas such

as technician bots, digitally
augmented subcontractors
and outcome-based contracts.

Gartner, The Future of Field Service Management 2019

Now more than ever,
Service Providers are
under pressure from all
sides. Rising expectations
from customers who demand
an effortless service must be

met alongside the need to reduce

operational costs and maximize
technician productivity.

Service providers work across a wide range
of industries and within each sector new
technologies have converged with the arrival
of new competitors, leading businesses to
think carefully about how they manage their
business operations. Changing consumer
behavior driven in part by the global Covid-19
pandemic, has seen customers demand more
control and visibility from their service end-to-
end, putting more pressure on providers

to deliver an enhanced, seamless service
that will in turn deliver increased revenue

and growth.

To gain a competitive advantage,
providers are looking for agility in their service

capabilities in order to evolve the nature of service

contracts, differentiate and gain an essential

edge in the market. But just how are other industry

innovators facing up to the challenge? And how
can technology help take your service business
to the next level?
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Delighting customers with
real-time optimization

The challenge

The solution

+

éé

This technology thinks on
Its feet and is able to adapt
to the current situation.

The challenge:

Service providers are under pressure to exceed
customer expectations while also ensuring an
efficient reduction in operational costs.

This includes the need to meet contractual SLAs
(service level agreements) alongside planning

for unforeseen disruptions and issues such as
cancellations, engineer iliness, traffic delays, missing
parts and customer complaints, all without incurring
excess costs. For service providers, every minute
matters. Technicians can have up to 15 or more jobs
in a single day, making efficient prioritization critical
to a smooth-running service. In addition, providing a
service for varying amounts of customers means that
staying compliant with a multitude of differing SLAs
can be complicated, especially when dealing with tens,
or even hundreds, of unique agreements.

éé

By 2025, algorithms and
bots will schedule over
25 of field service work.

Gartner 2020.

Cubic Transportation Systems Ltd is the

world’s largest supplier of mass transit
collection systems. Mike Gosling, Service
Platforms Manager for Cubic, manages

the infrastructure for London Underground

as well as other large scale transport projects.
Here he explains the benefits that IFS’s real-time
scheduling optimization capabilities can deliver.

o Watch the video



https://ifs.wistia.com/medias/svap12cd8o

Customer visibility

and control

The challenge

The solution

+

2 of organizations are
/3 offering self-service,

up from 39% in 2018.

Gartner Critical Capabilities for Field Service
Management 2020

The challenge:

The nature of the relationship with the
consumer is changing.

Today’s customer wants complete visibility and
control over their service experience from start

to finish, including regular updates on their order
and the real-time ability to make, amend and view
their own service requests. This is a challenge that
is noticeable across both the B2B and B2C sectors
and demands that businesses invest in the
technology needed to make the customer
experience completely effortless.

éé

Our customers are
requiring significantly
more visibility, insight and
technological capabilities
in the background.

Adrian Egley is the Application Support

Leader for Auto Windscreens, meaning he

knows exactly how and why today’s consumer
likes to be hands on, immersing themselves in
the service experience as much as possible.

The company adopts a no touch approach
where the customer is able to create a request
online which automatically checks which parts
were fitted, validates the policy, manages excess
payments and dispatches the technician with the
correct skills and parts to resolve the issue. All of
this is done through the IFS platform, eliminating
effort from the customer side as well as the
burden on the back office. Listen as he explains
how, with IFS’s superior technology, they’re able
to give the power back to the customer.

o Watch the video



https://ifs.wistia.com/medias/3mtj1pgb3b

Achievable first-time

fix rates

The challenge

The solution

+

>

FORWARD LOGISTICS >

The challenge:

First time fix rates are typically the ultimate
KPI for service provider businesses.

The challenge for businesses in securing these is
having reliable technology that can efficiently deal
with the varied and many factors which influence
First Time Fix. As well as assigning the right technician
to fix the issue at the right time, businesses also need
to ensure that technicians are readily equipped

with the right tools and resources to enable them

to resolve the issue in the first instance. This holistic
process starts long before the job takes place,

with strategic planning of inventory and demand,
automated replenishment from warehouse to local
stores, plus distribution to the technician or customer
site. Traditionally, businesses have multiple systems,
siloed departments and manual steps to manage
these processes, which can make them clunky,
unreliable and time-consuming.

éé

IFS technology allows
Spencer Technologies
to schedule the perfect
technician for each job,
ensuring they have the
right skills and the right
parts at the right time.

Take a look at this animation from Spencer
Technologies that better explains how, with
the help of IFS, they are able to offer seamless
service and support to their many and varied
retail customers.

o Watch the video



https://ifs.wistia.com/medias/hi8bd38lkv

Remote service

and support

The challenge

The solution

+

é

Field service providers are grappling with

customers’ need to minimize human contact
and have more work performed either remotely
or by the customers themselves in collaboration

with technicians using AR.

The challenge:

Covid has thrown a spotlight on the
need to deliver great service remotely.

When the pandemic first hit, businesses
were concerned about the safety of
employees, and customers were hesitant
to have technicians on site. Now, service
providers have realized their ability to
resolve issues rapidly, reliably and at a low
cost by using remote assistance across
every touchpoint on the service journey.

Gartner Critical Capabillities for Field Service Management 2020

éé

As COVID-19 spread and
travel restrictions were
Introduced, we realized
that if we acted fast this
would be a tool that would
aid us in continuing to serve
customers throughout the
crisis—as well as set us

up to serve them better
than ever before after

the crisis passes.

Discover why Alfa Laval chose IFS for their
remote guidance, understanding that it was
a strong technology that was able to support
their financial stability alongside their long-term
vision for the company.

Read more



https://www.ifs.com/uk/sitecore/media-library/assets/2020/09/01/customer-story-alfa-laval-and-servitization
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Leveraging a From a technology

CO nti ngent WOrka rce standpoint, make sure you

have real-time visiblility into
the work that’s going on

The challenge: on-site—you have to have
the ability for the technician

Between continued talent shortage On-site (o) re(]Ch out to

struggles, the seasonality of many . .
businesses and the pressure to expand a lifeline or su PPO rt.
into new geographical areas or service
types which require new technician skills, Chris Hughes, VP of technical services for Acuative.
more and more companies are turning

to contracted workers to alleviate the burden

The challenge

The SOl ution and open up new growth opportunities.
However, there’s still some hesitation around
+ relinquishing control and trusting non-salaried
v staff to deliver the ideal customer experience.

For further insight on the future of leveraging a
contingent workforce, read the full article here:

Learn more



https://www.futureoffieldservice.com/2020/02/17/tips-for-success-leveraging-a-contingent-workforce/

Evolving service offerings: .

. . To maintain these really

d |tC h b rea k le high levels of service at
each place we had to get

smart about the way we

The challenge: do it and adopt tools that

The challenge supported that.

To differentiate, service providers must
evolve the type of contract they offer
their customers.

Organizations are becoming more and more
aware that the traditional break-then-fix service
model is no longer satisfying customer needs
The SOl Ution like it.once did. As such, t.hey are moving from
a maintenance and repairs-based approach
to delivering contracts based on outcomes
+ and uptime for their customers.

“ Service Platforms Manager at Cubic
Transportation Systems Ltd, Mike Gosling,

: discusses the positive impact that investing
Y2 of references we Surveyed are now in the right technology can have on the entire

offering usage-based contracts and 5 customer experience.
are offering outcome-based contracts.

iy - : . o Watch the video
Gartner Critical Capabilities for Field Service

Management 2020.



https://ifs.wistia.com/medias/wxiqodca1o

Deliver unforgettable
Moments of Service

IFS can deliver service management solutions to bring

your business to life and provide a seamless experience for
your customer. Delivering innovations that drive success

for empowering you to deliver differentiated service offerings

to your clients.

Service management
buyer's guide

Finding the technology to meet your ambitions

Discover the software that will meet
your ambitions

Download the IFS Service Management Buyer’s Guide
that explains exactly how to align your service workflow
uniquely to the technologies that will help deliver growth.

Download

Explore IFS
for yourself

See how you can benefit
from IFS Service Solutions.



https://www.ifs.com/corp/sitecore/media-library/assets/2020/11/20/service-management-buyers-guide/
https://www.ifs.com/uk/solutions/service-management/

About IFS

IFS develops and delivers cloud enterprise software for companies around
the world who manufacture and distribute goods, build and maintain assets,
and manage service-focused operations.

Within our single platform, our industry specific products are innately
connected to a single data model and use embedded digital innovation
so that our customers can be their best when it really matters to their
customers—at the Moment of Service.

The industry expertise of our people and of our growing ecosystem,
together with a commitment to deliver value at every single step, has
made IFS a recognized leader and the most recommended supplier
in our sector.

Our team of 4,500 employees every day live our values of agility,
trustworthiness and collaboration in how we support our 10,000+
customers. Learn more about how our enterprise software solutions
can help your business today at ifs.com.

#MomentOfService

Copyright © 2021 Industrial and Financial Systems, IFS AB. IFS and all IFS products and services names are trademarks of IFS.
All rights reserved. This document may contain statements of possible future functionality for ifs’s products and technology.
Such statements are for information purposes only and should not be interpreted as any commitment or representation.

The names of actual companies and products mentioned herein may be the trademarks of their respective owners.
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