
Today, the field service management industry is going through a big change because of how quickly things 
are changing and how new technologies are being created. In their pursuit of greater operational efficiency, 
cost control, and customer satisfaction, organisations are increasingly seeking out fresh approaches to field 
service management. This paper delves into the fascinating realm of field service management, where We 
explore:
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Introduction

A Historical Background

The basics of 
Field Service Management

The rise of field service management

Old vs. New Approaches

Importance of Field Service Management Software

Field Service Management (FSM) is the management of 
tasks and operations that occur outside of the office 
premises. Field technicians perform these tasks at the 
customer's service location. This includes activities such 
as scheduling, dispatching, and tracking service jobs, 
inventory management, and customer satisfaction. FSM 
usually refers to businesses that need to handle the setup, 
maintenance, or repairs of systems or equipment.

There has been a lot of development in FSM software over the 
last decade, but the market is still very divided. When FSM was 
first implemented, it could only be implemented through 
telephone conversations, paper-based systems, and manual 
processes. However, these techniques evolved along with the 
technology. The introduction of computerised systems 
represented a significant shift, as it automated scheduling and 
dispatching tasks.

Old FSM methods presented their own set of challenges, as they were limited to spreadsheets and 
paper-based systems. Today's FSM software uses cutting edge technologies like AI, IoT, mobile apps, and 
cloud computing.

Field Service Management Software is a digital solution that aims to enhance and improve field service 
operations. Field technicians can simply access and edit their schedules with this software. It also allows 
users to schedule services and monitor the status of their requests. As a result, FSM software helps 
companies improve operational performance and customer experiences while managing and coordinating 
field activities. 
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Key Features of Field Service Management Software

Many businesses choose the CRM feature over other features. The customer relationship management 
feature allows businesses to centralise the tracking of customer interactions, service requests, and feedback. 
That is not all—they can see the whole customer profile, which includes the customer's service history, how 
they like to be contacted, and more. This facilitates the way for more personalised interactions, which in turn 
improves their customer service. The seamless integration of customer relationship management systems 
enables proactive customer communication, feedback sharing, and quick fixes for errors. 

Customer Relationship Management 
(CRM)

The constantly changing smartphone is one of the most important technological advances. Mobile workforce 
management allows field technicians to collaborate more effectively. The field service CRM software gives 
them access to their work orders, paperwork, and even important customer data. The field service 
management software has a mobile-friendly interface that enables technicians to access their assignments, 
take photos, and track the status of their work orders from anywhere. 
This feature promotes effective communication among field technicians, even when they are in different 
locations. As a result, productivity is enhanced.  

Manage a Mobile 
Workforce

“As far as the customer is concerned, the interface is the product.” 
 - Jef Raskin ( Human computer expert from Macintosh).
Customers feel valued when they can see their own service requests. The Field Service Dispatch Software 
now has a self-service portal that they can use to send service requests online. Customers will find it easy to 
log in, see a history of their service, and even make their own appointments. Customers can stay in touch with 
support staff through Field Service Scheduling software. This works to make the work system fair and open 
for all customers. 

Self-Service Portal for Customers with Field Service 
Scheduling Software

When you put the best field service software on your computer, you can also keep track of your inventory and 
equipment. Improper inventory management can interfere with the efficiency of field service work. When 
things go wrong in the supply chain, stores may run out of goods. Things could get mixed up, and bosses 
might give out tasks without first checking the stock. This means the technician has to leave the job 
unfinished and go back to the office.  

Keeping track of inventory and Equipment with 
Field Service Report Software
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Benefits of Field Service Management Software

Among FSM software's best features is its ability to streamline the management of multiple work orders. For 
service businesses, the software is a central location for all equipment maintenance tasks. Managers can 
easily handle service requests, repair broken equipment, and set up preventative maintenance. The Field 
Service Dispatch Software even helps you sort tasks by how important they are and send them right away to 
the right technician. This keeps services on schedule, prevents extra downtime, and makes it simpler to handle 
work orders. 

Cost Savings
Businesses have greatly benefitted from Mobile Field Service Solutions for service order management. Among 
numerous other reasons, one of the most important is that the software provider handles the management of 
the remote servers. The upfront cost and ongoing maintenance expenses are both reduced as a result of this. 
When web-based field service management software is able to manage all tasks, there will be less need for 
human intervention. The reduction in such manual tasks results in additional cost savings. 

Further, the best service management software is available as a subscription, so you can pay for the features 
and resources you really use.

Flexible and Easy to Use Interface
As technology improves, so does the best service management software. Two of its best features are its 
versatile dashboard and ability to adapt. Due to its cloud-based nature, users can access the software from 

A Unified Platform with Work Order 
Management Software
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Monitoring the Efficiency of Engineers
Field service technician management software has many benefits, one of which is the ability to efficiently 
monitor field engineers through the technician mobile app. Technicians in the field can use the mobile app to 
access the software while they work. 
This app will help technicians get more done with their repair and return management tickets. The tickets can 
be quickly solved and rated from the mobile app. The service CRM allows managers to monitor and assess the 
performance of every technician. Therefore, this results in enhanced customer service, which contributes to 
the growth and expansion of your company. 

Effectively Manage a Mobile Workforce 
In addition to being able to assign and update work orders, field technicians also have full access to all related 
documentation, customer information, and work orders. Mobile devices allow technicians to take pictures, jot 
down notes, and revise work orders without leaving the field. This feature helps the technicians communicate 
better, be more reliable, and get more done. 

Real-Time Communication and Teamwork
By utilising web-based field service management software, team members can effortlessly communicate and 
collaborate. Using features like alerts, messaging, and emailing, managers, dispatchers, and field technicians 
can stay in touch all the time. 
These real-time updates help everyone stay informed and work together better. Better communication leads to 
quicker responses, fewer mistakes, and enhanced customer service. 

anywhere. All they need is a way to connect to the internet. Field technicians will benefit more as they are 
stationed in different areas. 

They can access the software on their phones, which lets them see their schedules, check in on their jobs, and 
talk to each other while they are out and about. At the same time, supervisors and dispatchers can track 
things and review work orders as needed. This adaptability allows companies to meet the demands of new 
circumstances as they emerge. 
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Examples from the Industry
Field service management is used in many fields to keep track of resources. Some of them are listed as follows:

In the HVAC industry, 
technicians have the skills and 
tools to look into units in homes, 
businesses, and factories.

A mobile workforce is needed in 
healthcare because a lot of 
equipment needs to be set up in 
the facility.

In manufacturing, field agents 
can plan maintenance tasks, 
keep track of how well equipment 
is working, and handle service 
requests for production systems 
and machinery.In heavy engineering, mining, 

industry, and manufacturing, 
technicians are sent out to fix 
things and do preventative 
maintenance.

In gas supplies, engineers are 
dispatched to look into and 
repair suspected leaks.

HVAC industry,

Manufacturing

Gas supplies

In maintaining property, such as 
landscaping, irrigation, home 
appliances, and cleaning the office.

Home Appliances

Healthcare

Heavy Engineering

Technicians work in the 
telecommunications and cable 
industries. They put in cable or 
phone lines in homes or 
businesses.

Telecommunications
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To Sum Up

Selecting the Suitable 

When choosing FSM software, things like feature set, user-friendliness, ability to integrate, and vendor support 
should be taken into account.
Consider how useful, scalable, affordable, and user-friendly software is when deciding whether to buy it. Try to 
find solutions that fit with the goals and needs of your business.
An updated feature of AntMyERP allows you to manage service calls and place orders for new consumables. 
A simple scan of the QR code on the device will do the trick. Any consumer or employee with a smartphone 
that can read QR codes can take advantage of these services. 
Businesses are transforming their field service delivery with digital field service management. In the end, this 
benefits consumers greatly because it allows for these advantages. In addition to being a technological 
advancement, switching to digital FSM is a sensible step towards better customer service.

Additional features included in AntMyERP's FSM software include; remote software updates; parts 
management; safety and compliance; real-time collaboration; customer satisfaction surveys; cost savings; 
and more.

When you use AntMyERP, you will have complete command over the field service procedure. It is possible to 
make, assign, and keep track of all service and PM tickets with the mapped Service Level Agreement (SLA). 
It is easy to keep track of all the spare parts that have been sent out or asked for. If you have an Annual 
Maintenance Contract (AMC), you can keep track of all of your active contracts, see when they are due to be 
renewed, and get advance notices.

AntMyERP also helps with services such as AMC management, Warranty management, After-sales Service 
Management, Return Material Authorization, etc. 
Explore our website or book a free Demo for more!
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