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From Al Potential to Operational Impact

+

Artificial intelligence adoption is accelerating across field service. Service organizations are
applying Al to asset monitoring, technician support, scheduling, parts, knowledge
management, customer communication and other activities across the service lifecycle.
Recent research from Geotab found that 93% of field service companies surveyed had
partially implemented Al, while 88% reported that Al and new technologies were
improving asset uptime, reducing service costs or increasing customer experience.
Additionally, 75% reported improvements in first-time fix rates.

The opportunity is not simply finding more ways to apply Al. It is understanding how to
maximize Al impact in field service and turn Al-generated insight into action where
technicians, customers, assets and service processes come together.

Deloitte's 2026 field service research identifies advanced technology as a leading
competitive differentiator and finds that more mature organizations are combining field
service management modernization, GenAl, advanced analytics and connected products
to improve productivity and move from reactive service toward more predictive models.




Where Al Insights Are Powering

Field Service
+

Al is already influencing decisions across the service lifecycle. Three areas illustrate
particularly important opportunities for improving service performance and the impacts Al
insight can make on the people and processes responsible for delivering the service.

1 Predictive Maintenance

Predictive maintenance combines asset telemetry, service histories, equipment condition
data and Al/ML to identify patterns that indicate a developing problem before a failure
occurs. In field service, that insight can shift the organization from responding to
breakdowns toward anticipating service needs, prioritizing interventions and protecting
customer uptime.

Al can identify anomalies, estimate failure risk, recommend diagnostic steps and trigger
service events. Leading providers include IFS, ServiceNow, PTC and Siemens, with
capabilities spanning connected-asset monitoring, predictive service, diagnostics and
technician guidance. BCG reports 10% to 15% productivity gains in field operations among
companies using its field-service Al capabilities, while Geotab found that 88% of
respondents reported improvements in asset uptime, service costs or customer experience
from Al and new technologies.

Emerging Opportunity:

Predictive maintenance is moving beyond
“predict and alert” toward “predict,
prioritize and resolve.” The opportunity is to

connect an emerging asset problem to the
right technician, parts and service workflow
early enough to improve first-time fix rates,
reduce downtime and deliver a more
proactive customer experience.
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2 Parts Management

Part availability is often a decisive factor in field service performance. A technician may have
the skills to complete a repair but still require another visit because the right component
was not identified, available or delivered to the job. Al can improve parts forecasting,
inventory positioning, parts identification, work-order-to-parts matching and
recommendations for what a technician is likely to need.

Providers such as Syncron, IFS, PTC and ServiceNow are applying analytics and Al to
demand forecasting, inventory optimization, parts recommendations and service execution.
Geotab found automated parts and inventory management was the second-highest Al
investment priority among respondents, at 41%. A 2025 discrete-manufacturing field-service
survey found 40% identified skills-and-parts matching as an impactful Al capability.

Emerging Opportunity:

Al in parts management can transform from “stock the right parts” toward “predict the
right part for the right job.” Connecting asset condition, service history, work-order
context, technician skills and inventory availability can reduce repeat visits, improve
first-time fix performance and make scarce inventory more productive.



3 Scheduling

Field service scheduling is a dynamic optimization
problem. Customer priorities, technician skills, location,
travel time, parts availability, service-level
commitments, emergencies and changing job
requirements all have to be balanced as conditions
change throughout the day. Al can analyze these
variables continuously and recommend or automate
scheduling and dispatch decisions.

Leading providers including ServiceNow, IFS, Oracle and
PTC offer scheduling, dispatch and optimization
capabilities, increasingly enhanced by Al. Salesforce
found technicians estimated 47% of appointments did
not go according to schedule, while 38% said schedules
were often mishandled because of factors such as parts
availability, customer communication, appointment
duration or travel time. Geotab found intelligent
scheduling and route optimization among leading Al
investment priorities, at 28%.
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Emerging
Opportunity:

The scheduling opportunity
is evolving from “build the
schedule” toward
“continuously sense,
optimize and adapt.” The
opportunity is to make
scheduling responsive to
real-world conditions,
including what technicians
discover on site and how
jobs are progressing.
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Where Al Value Gets Lost

+

Al can generate remarkable insights. But insight alone does not create service impact. A
predictive maintenance model can identify an asset at risk and a scheduling engine can
identify the best technician and appointment window. The value of each depends on what
happens next.

This is where Al value can get lost. Insights need to be translated into action. In many service
environments, that connection is still dependent on manual processes. A supervisor may
receive an alert for a system at risk, but still needs to dispatch a technician who will need

to find the relevant procedure, locate the required part

and file required reports.

The problem also works in the opposite direction. The Al system may not have an adequate
flow of feedback and data needed to produce the best possible insight on an ongoing
basis. What did the technician actually find? Which diagnostic identified the problem?
Was the recommended procedure effective? Did the job require another visit? Much of this
information can remain unstructured, disconnected or simply never captured.

Al NEEDS THE Field service organizations therefore face a two-way challenge:
FRONTLINE. while technician observations, actions and outcomes need to
THE FRONTLINE flow back into the systems and models that generate the next
NEEDS Al. insight. The opportunity is not simply to put more Al into field
service. It is to create a more effective two-way connection
between Al intelligence and service execution.

Al insight needs to reach the technician at the point of service,

Deloitte's 2026 field service research points to the same underlying technology challenge:
organizations pursuing greater maturity are modernizing their technology stack, while
fragmented systems and rising service complexity make integration increasingly important.
IDC likewise identifies data silos and fragmented technology stacks as obstacles to moving
from reactive service toward predictive resolution.



What the Frontline Needs

The field technician needs more than information. They need relevant intelligence

throughout the execution of the job.

© Context

Information relevant to the
specific customer, asset, work
order and service history.

o Guidance

Clear procedures,
recommendations and next steps
at the point of service.

(+) Assistance

The ability to ask questions,
troubleshoot problems and
access technical knowledge
without leaving the workflow.

o Automation

Workflows that move work forward,
remove administrative steps and
reduce unnecessary coordination.

The service organization also needs something
from the technician. Field technicians are
closest to the asset and customer. They see
conditions that may never appear in the
service management system. They recognize
exceptions, observe related issues, discover
unexpected asset conditions and learn which
interventions actually work.

Capturing that information turns field activity
into an additional source of service
intelligence. The frontline therefore becomes
both a consumer of Al and a source of the data
that makes Al more useful.

Visibility
Current information about priorities,

schedule, parts, customer
requirements and job status.

Feedback mechanisms

Simple ways to record
observations, diagnostics, parts
used, actions taken and outcomes.

A consistent experience

A practical interface that can support
multiple service processes without
forcing technicians to navigate a
collection of disconnected applications.
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Work Order #36879

Repair issues found during quarterly
HVAC inspection.

What needs to be done?

Blower Motor °
HVAC $200.00

Electrical Components
HVAC $190.00

Condensate Drain
HVAC $170.00

Air Filters
HVAC $240.00

Spark Igniters
HVAC $130.00

Total cost: $930.00

Requires cost approval over $930.00

Resolve




From Al Insight - \‘
to Frontline Action —
and Back Again

+

The technology exists today to bridge this gap and enable
a bidirectional connection between Al and the field. A
Frontline Al Platform can provide an operational layer
between Al applications, service management systems
and the technicians doing the work. It can deliver
intelligence into the flow of service, help technicians act
on it, automate appropriate processes and capture what
happens as a result. Key components include:

« Frontline user interface: A simple, accessible
experience that puts customer, asset, work-
order information, workflows and Al assistance
where the technician works.

« Al in the flow of service: Al-powered guidance,
recommendations, knowledge and decision
support delivered in the context of the customer,
asset and task.

» Process automation: Digital workflows that turn
observations and recommendations into
assignments, actions, escalations, parts requests
and follow-up.

» Closed-loop processes: Connecting the initial
insight or service issue through diagnosis, action,
verification and resolution.

« Data capture and structured tagging: Turning
technician observations, diagnostics, images, parts
used, decisions, actions and outcomes into usable
service data.

 Integration: Connecting frontline activity with field
service management, CRM, ERP, inventory, loT and
other operational systems.

« Multifunction capability: Supporting multiple
service processes through a common platform
rather than creating another isolated technician
experience for every use case.




The result is a bidirectional operational layer:

l Al APPLICATIONS

)

BETTER SERVICE INSIGHTS & RECOMMENDATIONS

g
o

IMPROVED INTELLIGENCE TECHNICIAN CONTEXT & ACTION

Q\

o

DATA, OBSERVATIONS & OUTCOMES

This is where the value of a frontline platform extends beyond technician enablement. It
provides a way for Al to become part of how service is delivered while making field
activity itself a richer source of data and intelligence.

For service organizations, that creates a compounding effect: better field data supports

better Al; better Al supports better service decisions; better decisions and execution
generate better data.
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A Practical Starting Point

-+

Implementing Al on the frontline can be transformative for a field service organization, but
the infrastructure and data requirements should be addressed in parallel with Al model
development. The digital foundation creates value even before sophisticated Al is
embedded in every workflow.

First, establish a digital platform designed specifically for field technicians. Understanding
that frontline workers interact with technology differently than desk workers, replace paper
forms, manual reporting, disconnected knowledge sources and fragmented mobile
applications with digital workflows that are intuitive and visual for inspections, diagnostics,
service procedures, issue reporting, customer handoffs and job completion. Usability is
critical: technicians need time and repeated exposure to make digital work a natural part of
service delivery.
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Second, recognize that delivering Al insight to technicians and translating that insight into
action is a journey. Start with practical capabilities such as Al-powered service briefings,
technician copilots, knowledge access and guided troubleshooting. As models mature,
extend Al into predictive alerts, parts recommendations, job prioritization, scheduling and
workflow guidance.

Finally, design the feedback loop from the beginning. Capture the observations,
diagnostics, parts, actions and outcomes that Al models need to improve. Build the habit
that technician input is not administrative overhead—it is operational data that can improve
recommendations, automation and service outcomes.
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1 Digitalize

Establish the digital foundation for field service by enabling technicians with a digital toolkit
or platform. Replace paper work orders, service forms, binders, spreadsheets and
disconnected mobile applications with digital processes: inspections, service procedures,
safety checks, diagnostics, issue reporting, customer handoffs, parts requests, work-order
updates and job completion. The objective is not Al yet. It is to create the digital backbone
for Al delivery and service-data enrichment.

At this stage, establish:

©@ A frontline technician user interface
Digital service workflows and forms

Structured data capture and tagging

(+)

©

© Access to customer, asset, service history and technical information

© Basicintegrations with field service, CRM, ERP, inventory and asset systems
(+)

The identity, roles and permissions needed to support field work

The result is a digital representation of service work and the beginning of a reliable
stream of field-service data.

Success looks like:
Technicians use the platform as part of normal service delivery, and the

organization captures structured information that previously disappeared into
paperwork, phone calls, notes or disconnected systems.




2 Acclimate

Make digital service work part of the everyday technician experience. Digitalization does not
automatically create adoption and consistent use. Technicians and service leaders need to
experience the technology as something that makes the job easier and more useful, rather
than another system they have been asked to use.

Introduce simple, high-value capabilities first:

© Faster access to service information and Al copilots
Easier reporting and job documentation

Digital service briefings and work preparation
Notifications and relevant asset or job alerts
Simple issue escalation and collaboration

Visibility into schedule, priorities, parts and job status

© © © O © ©

Immediate feedback from the system

Salesforce found technicians estimate they spend more than seven hours per week on
inefficient or low-value tasks such as manual data entry and job summarization, while
37% said administrative tasks keep them from doing their actual jobs.

Success looks like:

Technicians routinely use the digital environment because it improves how service gets
done—not simply because management requires it.




3 Empower

Begin delivering Al intelligence directly into service work. Once usage of the digital
workflows are established and technicians are comfortable using them, Al can progressively
guide and support the work. The first applications should generally augment decisions
rather than attempt to automate them. The important change is that Al is no longer simply
producing an insight somewhere else in the enterprise. The insight arrives where the
diagnosis, decision or service action occurs.

© Predictive asset alerts @ Anomaly identification

o Diagnostic and o Technician skill and
troubleshooting assistance knowledge recommendations

o Parts recommendations and o Scheduling and job-prioritization
parts-to-job matching guidance

© Contextual service procedures

At the same time, the platform captures the technician's inputs. What did the technician
find? What did they decide? What action did they take? Was the problem resolved? The
platform creates a meaningful feedback loop between Al and field execution.
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Success looks like:
Al is helping technicians make better or faster decisions, while technician actions
and outcomes are becoming usable inputs for the next generation of Al.




4 Improve

Close the loop and continuously expand the value of Al. As the organization accumulates
field data, Al models can become more informed by actual asset and service conditions. As
technicians interact with Al, the organization can identify where recommendations are
useful, where they are ignored, where exceptions occur and where service workflows
themselves should change.

The feedback loop becomes:

Al INSIGHT
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BETTER Al INSIGHT TECHNICIAN ACTION
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MODEL/PROCESS IMPROVEMENT (= DATA & OUTCOME

At this stage, organizations can increase
the depth of Al integration:

INFORMATION % RECOMMENDATIONS

RECOMMENDATIONS ﬁ GUIDED DIAGNOSIS AND DECISIONS
GUIDED DECISIONS % AUTOMATED WORKFLOWS
INDIVIDUAL SERVICE ACTIONS % CLOSED-LOOP PROCESSES

HISTORICAL SERVICE DATA % REAL-TIME SERVICE INTELLIGENCE




They can also increase the breadth of Al

across service workstreams such as Success looks like:
predictive maintenance, parts, scheduling, Al becomes increasingly
diagnostics, customer communication, embedded in service processes,
knowledge and technician support. Al and frontline data continuously

the digital platform begin to both guide improves the intelligence being
and orchestrate the work of individuals delivered, and successful patterns
and teams, improving collaboration and can be replicated across
productivity. The same digital frontline customers, asset classes, service

platform can support new service use teams and geographies.
cases and new Al applications without

requiring technicians to learn a new
experience each time.

The Takeaway

Field service's Al journey is moving beyond the question of “What can Al do?” As Al
adoption accelerates, the more important question becomes: “How do we maximize the
impact of Al in our service operations?”

That requires more than powerful Al insights. It requires connecting Al intelligence with the
technicians doing the work and capturing the intelligence generated by service itself. A
frontline digital platform creates an operational layer that makes that connection possible,
allowing Al to become part of how service gets delivered while making field activity a
source of intelligence for the next generation of Al.
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