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Introduction

Field Service Management (FSM) has increasingly embraced the use of technology for some time now. Although there are still organizations playing 

catch up, the steady rate of change over the past several decades has more and more begun to demand that businesses integrate the use of new 

technology into their Field Service (FS) operations or risk losing revenue and long-term success. 

However, organizations are now facing something new. 

        The rate of change that was once steady and predictable has been greatly accelerated by crisis.  

        This accelerated rate of change has shortened the timeline FSM organizations have to adapt to change and adopt technology to bridge gaps.

If change isn’t made now it no longer becomes a matter of missing out on revenue opportunities, but one of organizations continuing to remain

operational in both the short and long-term.   

What does this mean for FS organizations?

Making the right decisions, changes, and investments
are vital when it comes to the Future of Field Service. 
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Introduction

This Gogh Guide was created to help FSM organizations that are trying to navigate this accelerated rate of change and better understand the Future 

of Field Service. It contains thought leadership based on our experience and in-depth industry knowledge, and is aimed at making a di�erence. We 

will cover: 

We encourage those reading to discuss this information with their leadership team, reach out to us if you’re in need of advice, and start the conversa-

tion on how your organization can better plan for a successful future.  

01 Factors that have both historically and will continue to influence the rate of change in Field
Service Management.

02 Current expectations for Field Service Management organizations.

03 Where Field Service Management is heading.

04 How an organization can adapt and overcome the challenges of a technological transformation,
bridge gaps, and better future-proof their business. 
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Factors in Field Service Management Change and Innovation: Technology Adoption Rates 

To understand the current state of FS and FSM, and better prepare for the future, it’s necessary to look at what has historically and is currently 

driving change for FSM organizations. Generally speaking, as technology has been invented, the adoption rates for both businesses and consumers 

have been directly related to risk. 

Technology Adoption RatesThe Early
Market

The Mainstream
Market

Technology
Enthusiasts

Visionaries Pragmatists Conservatives Skeptics

Traditionally, the more popular and a�ordable technology becomes the 

lower the risk is for individuals and organizations. Thusly, the lower the 

risk the higher the adoption rate.  

In the past organizations that could be categorized as conservatives or 

skeptics, those late to adopt technology beyond mainstream accep-

tance, will undoubtedly have missed revenue opportunities, but would 

still have had a chance to remain operational. Later adoption of

technology would not have translated directly to the failure of their 

organization.
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Factors in Field Service Management Change and Innovation: Technology Adoption Rates 

However, that is no longer the case. Several factors have led to an accelerated need for not only the adoption of new technology, but for digital 

transformations—meaning a reinvention of the FSM business model—driven by: 

(heathermcgowan.com)

Automation  

The Internet of Things 

Widespread Use of Social Media and Digital Platforms 

Increased Mobility and Connectivity 

The Experience Economy  

Globalization 

Changing Demographics 

Policies and Regulations 

Crisis and Unforeseen Circumstances 

Throughout this Gogh Guide we will explore these factors in greater detail, as well as provide a more in-depth explanation of digital transformations.    

https://goghsolutions.com
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Factors in Field Service Management Change and Innovation: Field Service Today 

This crisis accelerant, as illustrated on the graph above, has e�ectively redrawn the lines of risk for technology adoption—seeing FSM organizations, 

and most businesses to some degree, now assuming more risk the longer they wait to adapt. 

Many of those factors which were formally driving change and innovation are now things that must be utilized or accounted for in order for

organizations to survive, grow, and thrive in both the short and long-term. FSM organizations are having to transform the way they operate in order 

to not only di�erentiate themselves, but future-proof their businesses.  

Factors in FSM Change, Innovation, and Digital Transformations
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Where technology and consumer 

expectations have always influenced 

the direction FSM has taken, a global 

crisis has dramatically shifted how FSM 

organizations operate.  

        Crisis and unforeseen

        circumstances have always driven 

        change, but global crisis and 

        uncertainty calls for a much

        greater degree of change to 

        achieve organizational

        sustainability. 

Automation  

The Internet of Things 

Widespread Use of Social Media and Digital Platforms 

Increased Mobility and Connectivity 

The Experience Economy  

Globalization 

Changing Demographics 

Policies and Regulations 

Crisis and Unforeseen Circumstances 
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Where Current Expectations for FSM Organizations and Factors in Change Meet 

When we talk about transformations or digital transformations, what are we talking about?

        A digital transformation is when an organization adopts technology to replace manual processes. 

Digitally capable FS organizations have set the new standard. 

        It also involves assessing customer expectations and how to better meet customer demands. 

In essence, it’s about being better prepared for crisis and unforeseen circumstances, as reviewed in the previous section, by accounting 

for the factors we discussed on page 4.  
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Where Current Expectations for FSM Organizations and Factors in Change Meet 

How are these factors important from the perspective of meeting both customer and industry expectations? 

Automation: using technology to do more with less, 

faster, and in a more e�cient way. 

        It’s about saving money, optimizing scheduling, and    

        improving operations—but also taking some of the 

        stress and pressure o� of organizations during a 

        crisis. 

        Consumers are now expecting things to be done 

        more quickly and e�ciently.

The Internet of Things (IoT): refers to smart 

technology and appliances. 

        Predictive failure, up-time, automation, and cost 

        savings—smart technology uses automated

        information to do a lot of the leg work without human 

        interference being necessary. 

        With smart devices becoming more prevalent, having  

        IoT compatible FSM technology helps organizations 

        with everything from improved SLA management to 

        serving as a di�erentiator in an increasingly more 

        competitive market.  

Widespread Use of Social Media and Digital 
Platforms: are the norm today; you would be hard-pressed 

to find someone who doesn’t know how to use social media or a 

website. 

        Phone calls, emails, sending a message on social media 

        or a website—people want choice when it comes to 

        communication—including how they communicate with  

        their FS provider. 

        B2B or B2C, when a client can’t contact your organization in 

        whatever way is most convenient for them, you risk losing  

        their business. 

Increased Mobility and Connectivity: in this case 

references organizations that are able to o�er more in the field. 

        As important for employees as it is for customers, this   

        refers to things like technicians instantly seeing schedule 

        changes or rerouting while on a job, increasing safety 

        thanks to mobile alerts, lowering truck roll with real-time 

        information, etc. 

        Customers benefit from things like up-to-date information 

        service alerts, and technicians being able to access their 

        info automatically via a mobile device if they have questions.

IoT

https://goghsolutions.com
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The Experience Economy: customers expect their FS 

providers to give them the same play-by-play details they get 

when they order an item from a big online retailer. 

        Technicians no longer fix an issue and then leave, they 

        must provide customer service and support, sales, and 

        preventative maintenance. 

        Every detail, every change, when things are happening, 

        why they’re happening, and what is your organization 

        doing about it; added convenience builds trust and sets 

        organizations apart. 

Globalization: expectations are now being shaped by 

global, not local competition. 

        From small businesses that are the only operator in their 

        area, to large enterprises serving multiple areas and 

        dealing with a large amount of competition, your

        customers are aware of what industry leaders are o�ering. 

        Knowing your customers better, o�ering them what 

        they’re looking for, is the best way to prepare for present 

        and future competition.  

Changing Demographics: refers to the genera-

tional shift of employees and consumers which now make 

up the majority of the workplace and marketplace. 

        This younger generation is more tech savvy, having 

        grown up with technology, and expects more 

        high-tech o�erings from both FS providers and FSM 

        employers.  

        FSM careers are not attracting the same amount of 

        talent they used to; technology is important to both 

        pass on the knowledge of those leaving the work

        force and to widen an organization’s appeal to 

        prospective employees. 

 Policies and Regulations: with crisis and a 

changing world come policies and regulations to help 

manage regular, unexpected, and accelerated change. 

        Digital transformations aide organizations with all 

        aspects of keeping up with changes in policies and 

        regulations; such as lowering their impact on the 

        environment or keeping up with health and safety 

        regulations. 

        Technology provides more ways to adapt processes, 

        keep up with changes, sustain operations, and grow; 

        it becomes a matter of transitioning in a way that’s 

        right for your FSM organization. 
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What to Expect from the Future of Field Service: Innovations 

Customer expectations and the factors in change we discussed in the previous section will always help shape the future of Field Service, even as 

those expectations and factors themselves evolve. Innovations and improvements in technology are already giving FSM organizations a look at what 

the future holds. 

Outcomes-Based Service 
        The future of field service is limiting manual work and automating processes to focus on the quality of service provided. 

        Where FSM has traditionally been focused on operational e�ciency for ROI, they will also need to be looking towards customized service for 

        growth and success. 

This means being able to deliver specific SLA commitments, scaling to meet customer needs and driving profit from that scalability. 

Organizations will be able to achieve these revenue enhancements more easily via:  

Better Predictive Maintenance 

AI and Intelligent Knowledge Bases 

Augmented Reality 

More Unified Platforms 

https://goghsolutions.com
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What to Expect from the Future of Field Service: Innovations 

Better Predictive Maintenance 
        Via improvements to automation through machine learning and cognitive service interaction. 

        In other words, AI will be able to account for more of the client and FSM organization’s needs and behaviors—combining them with continuously   

        updated information from the field for optimized service.  

The goal being better adaptation and predictions—predicting first-time fixes, where and when a fault will occur, etc. 

As well as providing things like more adaptive scheduling, warranty to contract conversion, and more intelligent travel profiles. 

      How will this be achieved? 
Intelligent knowledge bases, which interpret input and information for constant improvement. 

Think structured, automatically updated, and easy to access data for everyone from call centers to technicians, which utilizes constant 

feedback to improve not only predictive maintenance, but customer service, safety, truck roll, etc. 

https://goghsolutions.com
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What to Expect from the Future of Field Service: Innovations 

Augmented Reality 
        This will be a huge area of focus for FSM organizations looking for di�erentiators and ways to lower costs. 

Used for everything from: 

Remote diagnostics and assistance via video calls.

Expert help and guidance for technicians for reducing errors and costs.  

 Improving organizational productivity and first-time fix rates.  

Service case review and preparation.  

       Other factors: 
Changing demographics and di�culty attracting new talent, as well as a push towards better enabling remote work, is causing more reliance 

on a contingency workforce. 

More remote workers and less in-house workers has created the “gig-economy.”  

  Augmented reality allows organizations to adapt, improve, and reduce training time both in-house and remotely. 

Convergence of Technology 
        FSM organizations themselves are driving the change to move from separate FSM solutions toward a single, unified platform for more consistency. 

Solutions are being engineered for better security, optimization, and mobility as the industry shifts to a web-based focus. 

Organizations looking for choice need to find a vendor with extension capabilities. 

Focused technological change is needed to adapt appropriately now, in order to accommodate this future direction of FSM. 

https://goghsolutions.com
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The Future of Field Service: Planning Your Organization’s Future 

Take a deep breath if you’re feeling overwhelmed 
and realize there’s help out there. 

Meeting your organizations needs and your customers’ expectations 

needs to be prioritized. Preparing for the future doesn't necessarily 

mean investing in all the bells and whistles of Field Service Manage-

ment in order to survive. It involves strategy and planning. 

Look at your community, your competition, and the size of your 

business. Get an idea of what’s available, in terms of technology 

vendors. What do your employees need right now? How can your 

investment make your organization more adaptable as a whole? Will it 

help future-proof your business? 

Being strategic is just as important as making an investment in your 

organization’s future, and getting help navigating your options should 

be at the top of your to do list. 

What is important, and vital for long-term success, is investing in the right digital transformation for your organization’s: 

NEEDS PEOPLE BUDGETCUSTOMERS GOALS

https://goghsolutions.com
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The Future of Field Service: Planning Your Organization’s Future

What Customers Are Looking For 
As covered previously, small and medium businesses now more than ever are having to o�er more choice, convenience, and consideration for their 

customers. Take another look at the section: Where Current Expectations for FSM Organizations and Factors in Change Meet, and put those 

factors in order of priority for your business.

Customers now are looking for self-su�ciency and control. 

        Can a technician do everything a customer needs? 

        As paper surfaces are less safe, can everything be done digitally? 

        Are there options for the customer or technician to do more remotely? 

        Does the technician have all the information they need before they arrive at a location? 

        When you look at that list, what stands out for your customers in particular? 

Everything an organization has put thought, time, and money into on the digital transformation front is what is setting them apart now. Everything 

invested in from this point forward will win over customers and help to ensure survivability. 

Traditionally, the more popular and a�ordable technology becomes the 

lower the risk is for individuals and organizations. Thusly, the lower the 

risk the higher the adoption rate.  

In the past organizations that could be categorized as conservatives or 

skeptics, those late to adopt technology beyond mainstream accep-

tance, will undoubtedly have missed revenue opportunities, but would 

still have had a chance to remain operational. Later adoption of

technology would not have translated directly to the failure of their 

organization.

13
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The Future of Field Service: Moving Forward 

Taking into account your list from Where Current Expectations for FSM Organizations and Factors in Change Meet, and a wish list from the section 

What to Expect from the Future of Field Service: Innovations, what sticks out? Ask your leadership team to do the same, and see what overlaps. 

Get an Operational Review 
If you’re looking to move forward with a digital transformation, understanding your organization’s strategic business objectives along with any issues 

your organization is currently experiencing is a critical step. This typically involves meeting with the executive team to ensure clear alignment across 

the organization. 

Nuances of your business at every level should be accounted for to both pinpoint potential issues, and make a comprehensive plan. The output of the 

review process should be a list of strategic and tactical recommendations to drive improvements. 

What are some of the expected benefits from an operations review? 

        Helps focus business process improvement e�orts in the right areas. 

        Maintains, and in many cases, improves the return on your previous

        FSM technology investments. 

        Provides facts and insights needed to build a solid business case for

        investing in a new FSM solution. 

        Helps shape the definition of business requirements which are essential

        when selecting the right software vendor. 

Operational Review

https://goghsolutions.com
https://bit.ly/31bOoRy


This crisis accelerant, as illustrated on the graph above, has e�ectively redrawn the lines of risk for technology adoption—seeing FSM organizations, 

and most businesses to some degree, now assuming more risk the longer they wait to adapt. 

Many of those factors which were formally driving change and innovation are now things that must be utilized or accounted for in order for

organizations to survive, grow, and thrive in both the short and long-term. FSM organizations are having to transform the way they operate in order 

to not only di�erentiate themselves, but future-proof their businesses.  
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The Future of Field Service: Moving Forward 

Invest Smart 
Value is key. When finding a solution or solutions, look at how quickly 

you can expect a ROI, long-term sustainability, and any additional 

benefits that might be o�ered. When looking for a partner for your 

organization’s digital transformation, ask: 

        Are you being o�ered a generic technology upgrade, or

        consulting services that help you prioritize your needs and a 

        solution that will work for your business? 

        Are you getting help and advice that will make your organization 

        more sustainable and ready for the future of FSM? 

        Are they working closely with your team? 

        Are they utilizing operational data and the advice of business 

        analysts familiar with your organization? 

Avoid Common Mistakes 
Although you should take time to make the right choices, don’t get 

caught up in the analysis phase, or you could end up wasting time. 

        Get leadership on board and prepare for change.   

        Expert help and advice are absolutely necessary for a

        transformation to achieve success, but: 

A good Field Service Management (FSM) consulting

organization will give you advice without pressuring you to 

make a choice immediately.    

Keep your list of priorities handy, don’t let someone 

oversell or distract you.  

Make sure you’re getting information and not just a 

product. 

Needing to make a change quickly doesn’t mean you’re 

forced into a corner. 

3 Tips for Avoiding Common Mistakes
with FSM Digital Transformations

Read Blog

https://goghsolutions.com
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The Future of Field Service: Moving Forward 

Plan for the Short and Long-Term 
Immediate needs for short-term sustainability are a necessity, but don’t be short sighted with your investment or change in general.  

        Look at when your organization will reach it’s ROI and plan your next steps.  

        Use the momentum from this change, as well as the technology itself to build resiliency within your organization.  

Automate, build skills, and use metrics for continuous improvement.  

Make sure you understand more about where FSM is going, pay attention to how your investment can help you get there. 

        Your investment should be telling you more about what your customers want and need, so use it to innovate and deliver.  

Although an FSM solution should be tailored to your organization, it also needs to be tailored to your customers; the long-term picture for 

your organization should include what your digital transformation can do for them. 

Keep Going 
Regardless of where you are in the digital transformation process, be it the planning phase or even post implementation—if you feel like your

organization isn’t on the right track, doing something about it is absolutely the best way to avoid or recover from any mistakes.   

Every organization is di�erent. Every business has its own culture, its own needs, its own way of doing things. Therefore, every business can have its 

own pitfalls and mistakes, reaching out for expert advice is always a good idea.
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About Gogh Solutions

Gogh Solutions is a team of Field Service Management (FSM) experts dedicated to helping organizations find their full potential. We want to see 

organizations succeed on their own terms, pushing the boundaries of what’s possible, and setting new standards in their industry. 

The operational side of our experience directly impacts each and every client interaction. There is no “win” if our partners don’t achieve lasting 

success—in a way that impacts their business, employees, and customers for the better. 

Our Experience at a Glance: 

        18+ years of FSM experience in Canada, the US, and India 

        100+ combined years in the field operations experience 

        Deep technical expertise in FSM, Mobile, PSO, Networks & Integrations 

        Results and value-oriented with a collaborative approach 

        Customer focus, with a 95.5% Net Promoter Score 

        80+ delivery consultants 

        500,000+ project hours delivered 

Widespread Use of Social Media and Digital 
Platforms: are the norm today; you would be hard-pressed 

to find someone who doesn’t know how to use social media or a 

website. 

        Phone calls, emails, sending a message on social media 

        or a website—people want choice when it comes to 

        communication—including how they communicate with  

        their FS provider. 

        B2B or B2C, when a client can’t contact your organization in 

        whatever way is most convenient for them, you risk losing  

        their business. 

Increased Mobility and Connectivity: in this case 

references organizations that are able to o�er more in the field. 

        As important for employees as it is for customers, this   

        refers to things like technicians instantly seeing schedule 

        changes or rerouting while on a job, increasing safety 

        thanks to mobile alerts, lowering truck roll with real-time 

        information, etc. 

        Customers benefit from things like up-to-date information 

        service alerts, and technicians being able to access their 

        info automatically via a mobile device if they have questions.

Gogh At a Glance Brochure

https://goghsolutions.com
https://bit.ly/2EmyTNi
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Whatever You Need, We’re Here to Help

We are proud to be a trusted advisor to our clients, using technology from leading software vendor IFS and our first-hand FSM know-how.  

All of our services are provided by field operations and Field Service Management (FSM) veterans that have a deep understanding of both the 

technical and operational sides of a business. We work with your team collaboratively, to ensure our services deliver what your individual

organization needs. 

        Scalable Long and Short-Term Solutions 

        Uniquely Specific Full IFS Service Partner in the IFS FSM Ecosystem 

        Faster Time to Value Than Traditional Implementation Partners 

        Full Access and Connectivity to Best-In-Class Products, Professional Services, Thought Leadership,   

        Integration, Implementation, and 24/7 Technical Support 

        Responsive and Creative Problem Solving and Client Care 

        Fast, Efficient, and Value Minded 

        Solutions Customized for Your Business, Your Employees, and Your Customers 

18
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Our Services 

Our services always account for the people, technology, and processes that make your business unique, for solution sustainability and maximum 

value. From advice and planning to purchasing the ideal technology; implementation, improvements, managing change, and beyond—Gogh’s 

end-to-end solutions have you covered. 

        Software Sales and Implementation Services 

        Planning and Advisory Services 

        Operational Reviews 

        Optimization Services 

        Project Management and Governance 

        Customization and Integration Services 

PLANNING

BLUEPRINT
& DESIGN 

BUILD & 
TEST TRAIN & 

DEPLOY 

CUSTOMER
CARE 

CONTINUOUS
IMPROVEMENT 

MATURE, CAPABLE,
PROCESS-DRIVEN 

PROJECT
LIFECYCLE 

1

2

34

5

6

Invest in your service organization’s

future today and learn how Gogh Solutions

can help you address your field service

challenges, visit goghsolutions.com.

Together we can transform field service. 
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Other Resources and Thought Leadership 

Gogh Solutions 

Home: https://goghsolutions.com/

Blogs: https://goghsolutions.com/blog/ 

https://goghsolutions.com/the-future-of-field-service-and-the-future-of-gogh-whats-important/ 

https://goghsolutions.com/top-takeaways-ifs-service-management-2020/ 

https://goghsolutions.com/adapt-to-survive-how-covid-19-is-changing-the-game-for-field-service/ 

https://goghsolutions.com/3-tips-for-avoiding-common-mistakes-with-fsm-digital-transformations/ 

https://goghsolutions.com/guide-to-on-premise-and-cloud-fsm-solutions/ 

Brochures: https://goghsolutions.com/brochures/ 

Case Studies: https://goghsolutions.com/case-study/ 

White Papers: https://goghsolutions.com/white-papers/ 

IFS Field Service Management: https://www.ifs.com/us/solutions/service-management/field-service-management/

IFS Service Management Event: https://www.ifs.com/corp/news-and-events/events/service-management-2020/ 
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About the Author

Chris Gera, President of Gogh Solutions, has dedicated his career to bringing innovation, improvement, and an 

exceptional client experience to the forefront of the service industry. He’s spent over 30 years working both in and 

with major corporations, honing his customer first approach for client success:  

        From exploring and defining new service delivery models for MasTec Advanced Technologies, guiding a group 

        to better serve their clients, such as Apple Inc., and the Sprint Corporation; 

        To creating the global service organization for Vivint® Smart Home, Inc., while managing a team of 1,200+ Field  

        Support Professionals; 

        And guiding global strategic initiatives, specifically digital transformation, and technology and process

        improvement implementations at Nielsen—a $1B profit and loss (P&L) service business supporting greater than 

        15,000 field professionals, in over 100 countries around the globe. 

His knowledge, experience, and commitment to his clients shines through in every engagement, no matter how 

large or small. 

“E�ective Field Service Management (FSM) relies on a number of musts: the right technician must be dispatched to the right location, with the 
right tools and parts—ideally on the first visit—and all of this must happen in the shortest possible timeframe to meet customer expectations.

Daily life for FSM organizations is never so cut and paste, so when we’re working with our partners to find the right solution—those can’t be cut 
and paste either. They deserve the same individualized attention and care their own customers are looking for.”

- Chris Gera, President of Gogh Solutions

Chris Gera
President of Gogh Solutions 
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