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Co-Founder Proximo 3

Microsoft Dual Award MVP (Business Applications & Copilot) & Microsoft MCT
Du kjenner meg kanskje fra slike ting som… Proximo 3 & Scottish Summit
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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 

4. Products and Services 

5. Service Tasks and Resolutions

6. Skills and Certificates

7. Building out templates for Work Orders 

8. Cases and Work Orders

9. 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
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The TABLES
It’s easy
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Data!!!



Data SLIDE
Aye, this one is about Data…………….
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Work Orders Resources Cases

EVERYTHING

IS DATA

CENTRIC



Field Service Roles
The three focus areas of Field Service as a concept
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Back Office Scheduler Field Agent
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Resources



But WHO
The Resource Types
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EquipmentFacilityPoolCrewAccountContact
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Products & 
Services



14

Products & Services
Not the Same as Sales!

• Inventory
• Something you supply and sell

• Non-Inventory
• Like a screw or cable tie

• Service
• This is the labour or action

How you can make your money
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Service Tasks & 
Resolutions
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Tasks & Resolutions
Do we always need them!

• Tasks
• A chronological list of what 

needs to be done. This can be 
great or it can be overkill 
(Consultant answer…. Depends 
on the customer)

• Resolutions
• A list of all the “Things” that 

have been done previously to 
fix these WO Types

Getting the job done
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Skills & 
Certificates
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Skills & Certificates
The Right Person, With the 
Right Skills to the Right 
Job!

• Skills / Certs
• Same thing, just allows you to 

categorise them better. Finally 
got my wish

• Ratings Matrix
• Are they good,, bad, or 

indifferent, got my 2nd wish

• Bookable Resource 
Characteristics Table….

• Stupid name for a relationship 
table 

You don’t want someone unqualified there
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Templates
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Making It Stick

THE 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

Utopia
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Cases &
Work Orders



The PROCESS
Tell me why it doesn’t work for you
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Case Unscheduled 
WO

Scheduled 
WO

Completed 
WO Invoiced WO Paid WO
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Scheduling
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Easy as 1,2 or 3?
Ok, I have something useful here – There are 3 different ways to Schedule in Field Service

Manually Schedule Assistant Semi Assisted
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The Engineer & 
Their Mobile App
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Field Engineers

• See scheduled Work Orders
• Get asset and customer history
• Use parts from inventory
• Complete inspections
• Close off Work Orders after completion
• Take photos and videos while on site
• Create follow-up Work Orders
• Book time out for a cup of Tea
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The Supporting 
Tables



What else Can we use?
Na, I can’t remember what I was going to say

28

RMA

RTV

Asset
Inspections

Warranty

Insurance

Agreements

Functional 
Location

Geofencing

Purchase 
Orders

Trades

Copilot

Warehouses

TerritoriesTime EntryMobile 
App

Self Service
Power 
Pages

Inventory
Management

Working 
Hours
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Cool Things
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Cool Things
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… I 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.
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Remember data
Or be cursed
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Tusen Takk
Ta kontakt med meg


