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The Ramblings of A MAD MAN

1. Introduction — What is Field Service

2. DATA, DATA, DATA, DATA, DATA, DATA, DATA, DATA .

3. Resources i ‘
4. Products and Services

Service Tasks and Resolutions
Skills and Certificates
Building out templates for Work Orders

Cases and Work Orders

© ® N o wuv

But how do we schedule?
10. The Mobile App

11.  The supporting tables

12. Cool Things

13.  Remember your Data
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What is Field
Service?

This was a
question for you
not me!
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The
Implementation




Not a standard DEPLOYMENT

Take off your Dynamics 365 & Power Platform Glasses




The TABLES

It's easy
1 Currency
2 Unit Group
3 Unit of Measure
4 Product (Service / Inventory/Non Inventory)
5 Price List
6 Price List Item
7 Org Unit
8 Territories
9 Contact
10 Account
11 Equipment
12 Skill
13 Trades
14 Resources
15 Resource Skills
16 Work Order Types
17 Incident Types
18 Resolutions
19 Assets
20 Functional Locations
21 Service Task Types
22 Incident Type Products
23 Incident Type Services
24 Incident Type Service Tasks
25 Incident Type Skills
26 Incident Type Resolutions
27 Agreements
28 Cases
29 Work Order
30 Resource Requirement
31 Bookable Resource Bookings
32 Insurance
33 Warranty
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Data SLIDE

Aye, this one is about Data................

5 EVERYTHING
4
3
2 Cases
1 Resources IS DATA
0 Work Orders
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B Work Orders M Resources Cases
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Field Service Roles

The three focus areas of Field Service as a concept

9,

o

Back Office Scheduler Field Agent

@)
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Resources




Contact

Account

But WHO

The Resource Types

Facility

Equipment

Bookable Resource

Resource Type * &

User™ &)

Name *

Time Zone *

Primary Email *

Home Address

B2 icosohBgosos]

Mark Christie -

Saved

General Scheduling  Field Service  Work Hours ~ Omnichannel  Related v

User
@ Mark Christie (Busy)
Mark Christie

(GMT+00:00) Dublin, Edinburgh, Lisbon, London

Markchristie@proximo3.com (=]
6 Auld Bond Road
Perth PH1 3FX 4

United Kingdom
@ Get Directions

[

INVERALMOND %, Road ¥
INDUSTRIAL %
ESTATE %
% | 6 Auld Bond Road Perth PH1 [
% | 3P United Kingdom @
Sl

=

saeipe  _Feesoru  Sowmah

2023 Tl © 2023 Moot Corcraser, 8 OpenStestitsy s
Weon Crescet

RESOURCE CHARACTERISTICS
Characteristic T v

[J  Pitch Lining

Rows: 1

RESOURCE CATEGORIES

Rows: 0

Rating Value

Excellent

~+  New Bookable Resour...

—+  New Bookable Resour...
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Products &
Services




Products & Services

How you can make your money

Not the Same as Sales!

<l =) Save @ Save & Close <[ Publish =~  [® Preview 00 Clone [i] Delete ()

Product: The Allspark - saved
Product
* Inventory

Product Details  Product Properties ~ Additional Details  Notes Field Service Related v

TA

* Something you supply and sell

* Non-Inventory

GENERAL VENDOR
Field Service Product Type Default Vendor * lee a SCrew or Cable tie
--Select-- v =  Service
v --Select-- o -
e PR R  This is the labour or action
Inventory The Allspark

Non-Inventory

Service
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Service Tasks &
Resolutions




Tasks & Resolutions

Getting the job done

Do we always need them!

Broken Ice Plant - saved C Ta S kS

Resolution

General Incident Type Resolutions  Related 5 Rt ° A ch ro nolog ical |ist Of What

£ needs to be done. This can be
great or it can be overkill
(Consultant answer.... Depends
Description The e plantllre e s 1o o vnslficton e e sy sdecliste Comtent ireul o) The st was solater anc teplate Wit a ewdbint 2o e St wes ont h e custome r-)

flushed to remove air pockets, Refrigerant levels were checked and topped up, and the control system was recalibrated to restore optimal temperature regulation. After a full

= 2 : +, Drop files or smart paste for Copilot to make suggestions @

Name * Broken lce Plant Owner * @ Mark Christie (Offline) % Pl

operational test confirmed stable ice conditions, the rink was reopened for use.

°9 e Resolutions

» Alist of all the “Things” that
have been done previously to
fix these WO Types
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Skills &
Certificates




Skills & Certificates
You don’t want someone unqualified there The Right Person’ With the

Right Skills to the Right
S : — Job!

€k Ask about data in this table. Status: Active X (o Visualize
[ Resource 7 v Characteristic T~ Rating Value v ID~ Issue Date ¥ Expiration Date ~ Status Reason ¥ ]
.
) Alan Thomas Butt Fusion Welding Solution Architect 24/11/2026 Egieh6Montis o S k | I | S / C erts
| Alan Thomas Electrofusion Welding ... 01/07/2022 22/02/2026 Expire In 6 Months c]

] Alan Thomas Pressure Testing Certifi 16/11/2026  Expire In 6 Months. e} ® S a m e th | n g 7 J U St a I IOWS yO U tO
| Alan Thomas Resin Application Techn... 27/06/2026 Expire In 6 Months 2] Categ (o) ri se t h em bette r. F | na I Iy

] Alison Wilson Heavy Machinery Oper. 03/03/2026 -E-px‘mmémmﬂs @ t . h

| Alison Wilson Pressure Testing Certifi. 16/02/2026 Expire In 6 Months & g y
] Alison Wilson Streetworks (NRSWA) C.. 06/10/2026 Expire In 6 Months: @ Ra .t i n g S M a t r i X

| Barry Schofield Electrofusion Welding ... 26/04/2026 Ewe In6 Months M
] Barry Schofield Resin Application Techn... 17/03/2026 Expire In 6 Months o A h d b d

» Are they good, bad, or

| Brian Russell Chlorination and Water ... 03/09/2026 | Active ] . d .ff 2 d . h
. ) Inaitrferent, got my 2na wis
] Brian Russell Hot Tapping Specialist (. 05/06/2026 [E]

| Brian Russell Resin Application Techn... 13/08/2026 &} BOOka ble ReSOU rce
(] Chloe Stevenson Electrofusion Welding ... 29/11/2026 Active @

e s . Characteristics Table....

* Stupid name for a relationship
table
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Templates




Making It Stick

Utopia

TH E Template — your most
common problems

You will add your Products,
Services, Tasks, Required Skills,
Resolutions

You can set your default Work
Order Type (Which is effectively a
grouping category)

You can link a default Incident to a
Work Order Type
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Work Orders

!l

Priorities

Work Order Types
Work Order Subst...
Incident Types
Resolutions
Service Task Types

Inspection Templa...




Cases &
Work Orders




The PROCESS

Tell me why it doesn't work for you

Unscheduled Completed . .
WO Wwo Invoiced WO Paid WO

€= B Save ﬁ“ Save & Close I Save & Route O Refresh -+ New Convert to Work Order E Resolve Case ['1 Cancel Case

/
. Find and Repair the Allspark - unsaved Convent £ me 0 s Work Crdes

Case

Phone to Case Process @ O
Active for less than one minute < Identify (< 1 Min) Research

Summary Case Relationships  Associated Knowledge Records  Enhanced SLA Details ~ Additional Details  Social Details  Articles an

Incident Type /\ Eix The All Spark X

Functional Location M lce Rink X
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Scheduling




Easy as 1,2 or 37

Ok, | have something useful here — There are 3 different ways to Schedule in Field Service

Initial public view +

Y Filters B3 Hourly v B Gantt v < [E 03/11/2023 -09/11/2023 >

) Friday - 03/11/2023
L search resources N
14:00 15:00 16:00 17:00

& Andrew Bibby
(0m booked) ® 0%

Q lain Connolly
(0m booked) ® 0%

& Mark Christie msdy

& (Om booked) ® 0% 30 s
Time Promised:

01/11/2023 07:00 - 05/11/2023 07:00
15:30 - 16:00 Mark Christie

1:=3:663

Find Availability

Work Order Service Account (Work Ord.

00001 Dewars Ice Rink

Showing availability for 00001

Y Fiters & Hourly v BB List v

P searchresources | 1l start Time v End

& Mark Christie 03/11/2023 15:42 03/

&

sk

1-10f1
Requirement details

Re Name 00001

From Date
IoDak

Manually
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Semi Assisted



The Engineer &
Their Mobile App




Field Engineers

Home
Recent

Pinned

* See scheduled Work Orders e

* Get asset and customer history Activites

Work Orders

 Use parts from inventory

Products

« Complete inspections

Customers

* Close off Work Orders after completion Accounts

R Contacts

» Take photos and videos while on site

Assets

 Create follow-up Work Orders 3 107 Alerts

» Book time out for a cup of Tea B nssess

M Functional Locations

= :
loT Devices

Time Reporting

£ Time Off Requests
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The Supporting
Tables




What else Can we use?

Na, | can't remember what | was going to say

Geofencing Trades Warehouses

Insurance Asset

Purchase
Warranty Orders

Agreements

Inventory
Management

Mobile Time Entry Territories
APP Hours

Working




Cool Things




Cool Things

a Copilot A

A proactive work order has been initiated in Bristol at 25 Enterprise Park, with high priority, focusing on
pipeline rehabilitation using the rolldown method. The main objective is to perform a full pressure test
on the pipeline section to ensure its integrity and compliance. Special instructions include a gate pin
code of 4932 1.

The work order requires several products: one Subcote Resin Kit (2-part), five Mechanical Repair
Clamps (200mm), and four Branch Saddles - Under Pressure Tee (90mm). Services to be performed
include Under Pressure Tee Installation, Emergency Leak Repair, Line Stop Installation, and Service
Connection Installation (Tap Off) 2 3 4 5 6 7 8.

Key service tasks involve completing a safety audit checklist, reinstating surfaces such as tarmac or
concrete, photographing completed work, installing pressure test end caps, performing hot tap
(drilling under pressure), locating underground services, butt fusion welding pipe sections, mixing resin
components on-site, compacting backfill material, and logging equipment usage 9 10 11 12 13 14 15
16 17 18,

Personnel assigned to this work order must be certified in confined space entry, streetworks (NRSWA),
pressure testing, and chlorination and water hygiene. The resource booking for Lauren Harris is

scheduled for 597 minutes (9 hours and 57 minutes), starting on 21/11/2025 at 17:00 and ending on
22/11/2025 at 02:57, with the status marked as scheduled 19 20 21 22 23,

23 references

() Regenerate O copy

Al generated content may be incorrect é <
Learn more Terms
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o Copilot

Chat

Suggest a schedule

Surel Here are options to adjust:

Resource *

Schaduling goal ()

Maximize uthlization

Time range

Until the end of today

Timezone

{GMT) Coordinated Universal Time

Requirements * (1)
Open and elgible for optimization
Include the following:
H Match required charactenstics
B tarch remitonies
n Schedule within time promised window

|:| Use predictive travel time

Suggest schoedule Cancel

Operational Agents

The Scheduling Operations Agent in Dynamics
365 Field Service helps dispatchers quickly
optimise a single technician’s schedule using an
intelligent algorithm that considers existing
bookings, priorities, promised times, and travel
efficiency. It addresses common challenges such
as same-day cancellations, cascading delays,
outdated low-priority work, and unexpected
technician availability, enabling rapid adjustments
without manual effort. This preview feature is
available to licensed Field Service users with a
dispatcher role in supported Azure regions
(excluding Azure Government and China) and is
rolling out gradually. For batch or recurring
schedule optimisation, use the Resource
Scheduling Optimisation Add-in instead.

Copilot (yes... | know)

Copilot provides a complete summary of the
work order by reviewing all related child records.
It captures key details such as status, priority, and
dependencies to give a clear picture of progress.
The summary includes actionable insights to
optimise scheduling and ensure timely
completion.




Remember data
Or be cursed




Tusen Takk

Ta kontakt med meg
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