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Bridging the Field Force Execution Gap
Today’s field service organizations are faced with the challenge of transforming 
decades old business processes into efficient, cost effective, and customer centric 
practices using the complete set of technological tools available today�

Service organizations’ inability to execute these critical business processes is what 
we refer to as the field force execution gap� In order to bridge the gap, businesses 
must automate these processes with field service management software� When done 
correctly, this transition to automated processes provides a rapid, significant, and 
sustainable return on investment to your company�

On one end we have a group of tired businesses processes, which have been managed 
forever in isolated functional silos�

Field technicians sent to battle armed with clipboards, ball point pens, pads of paper 
forms, and disconnected spreadsheets�

On the other end we have an army of stakeholders (end- users, executive 
management, service managers, field technicians, administrators, and original 
equipment manufacturers (OEMs) frustrated by their inability to increase service 
levels, reduce non- value adding costs, access critical data, streamline workflows, and 
grow revenues�

Before service automation technology, service departments were looked upon as 
cost centers and rarely profit centers� Field service management software automates 
the processes and bridges the gap between the needs of the stakeholders and the 
limitations inherent in the manual processes of the past�
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Investing in Technology
The technology tools you need to 
bridge the widening field force 
execution gap include some 
combination of the following 
building blocks:

Enterprise field 
management solution
The keystone in any service 
management solution is the 
enterprise system, which must be 
able to manage a broad array of 
service management functions�

 X Quotation capabilities
 X Work order management
 X Depot repair
 X Asset management
 X Robust reporting capabilities
 X Contracts management
 X Warranty management
 X Spare parts inventory
 X Service billing
 X Inspection management

Visual scheduler
With a visual scheduler,  
dispatchers can create, assign, 

dispatch, update, and reassign 
work orders based on various 
filters including technician skill sets, 
technician availability, customer  
priority codes, customer location,  
asset type, parts availability, and  
other relevant information�

Mobile application
Mobile service apps automate the 
most common tasks performed by 
field workers, like repairs, installations, 
preventive maintenance, inspections, 
site surveys, and assessments� The 
performance of these functions is 
enhanced by mobile features like 
picture taking and signature capture� 
Strong mobile service applications are 
native, meaning they can run without 
a connection, and cross-platform, 
meaning they can run on iPhone®, iPad®, 
Android™, and Windows® mobile devices�

Stakeholder web portals
Allow key stakeholders to access critical 
service data through a web portal� Web 
portal can be used to allow customers 
to enter service requests and view order 
status or to provide service managers to 

equipment and technician performance 
data they need to improve service levels� 
Stakeholders at all levels can create 
their own personal dashboards of key 
performance indicators�

Alerts and escalation 
Workflows
Identify and act on important business 
information by telling your system what 
to watch out for and how to respond 
to certain conditions when they occur� 
Identify precise conditions critical to 
the success of your business, alert 
preselected users of these conditions, 
and kick-off reports containing the 
information you’re looking for�

GPS technology
Using GPS vehicle tracking in 
conjunction with a visual scheduler 
can dramatically improve your service 
response times and accuracy� Real-time 
mapping displays where your techs, 
vehicles, and customers are located so 
you can schedule the best technician 
for the job� Real-time alerts can let you 
know when a tech arrives on site or 
when they’re running late�
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Knowing What to 
Look For
In order to drive the biggest ROI, you 
need to determine which benefits 
will be most valuable for your 
business� Generally, benefits from 
enterprise technology can be put 
into one of five categories:

Enhancements that improve 
effectiveness
Service management software can 
increase first-time-fix rates by 25% 
or more by providing in-depth service 
history on detailed asset records 
and identifying the right technician, 
equipment, and parts for the job 
before dispatching a vehicle and 
technician� Improving accountability 
over technicians’ time and truck 
inventories reduces leakage�

Enhancements that increase 
technician utilization
Many companies realize utilization 
increases of 15% or more with a 
field service management solution 
get techs where they need to be 
faster� It gives them the tools and 
information they need to finish the 
job successfully and in less time�

Enhancements that increase 
productivity
Increase in productivity of 10% or 
more in the field and 50% or more 
in the back office when you equip 
your field workforce with mobile 
technology� Accomplish more 
successful service visits in less time, all 
while eliminating paper, trips to the 
back office, and duplicate data entry�

Enhancements that increase 
revenue
Better management of service 
contracts, customer equipment, 
inventories, and warranty work will 

improve your revenue per call� Likewise 
better accountability over time and 
materials will minimize the amount of 
unbilled labor, equipment and materials� 
Give techs the mobile tools to make 
sales in the field, speed the billing 
cycle, and identify additional service 
opportunities to increase add-on work 
and sales opportunities�

Enhancements that increase 
customer satisfaction
While all of the above items are 
quantifiable in terms of cost reduction, 
cost avoidance or increased revenues, 
customer satisfaction is the most difficult 
to measure and may take the longest 
time to show measurable returns� That 
doesn’t mean it’s any less important� 
Contract attrition rates will decrease 
as your customers see more and more 
value in your services� Your technicians’ 
access to critical knowledge about your 
customer’s sites, equipment and service 
history will clearly differentiate your 
company from less informed competitors�

Measuring the Return on 
Investment
In order to accurately measure the return 
on investment, you need to conduct a 
thorough review of your current steps� 
From there, identify opportunities you 
have to reduce costs, increase revenues, 
or increase customer satisfaction� 
Then, compare the existing process to 
the proposed process and quantify the 
estimated benefit of the enhanced process�

Let’s look at an example:
ABC® Company sells and services new 
and used aerial lift (bucket) trucks, 
boom trucks, cranes, pressure diggers 
and digger derricks� The company has 
50 technicians in the field and about 
20 more in two service centers (average 
fully burdened rate of $55,000)� The 
company’s technicians deliver (install) 

new equipment and maintain, repair, 
rebuild and recondition existing 
equipment� In addition the technicians 
perform about 6,000 inspections per 
year on equipment in the field and 
at their two service centers, including 
comprehensive annual inspections, 
OSHA and ANSI inspections, 
Department of Transportation 
inspections and a variety of specialty 
tests including structural, dielectric and 
oil spectroanalysis�

The company has a service manager and 3 
dispatchers (average fully burdened rate of 
$75,000) who schedule emergency service 
as well as preventive maintenance and 
annual inspections� In addition, there are 10 
administrative positions in accounting and 
customer service (average fully burdened 
rate of $38,000) that take customer calls, 
review time and expense reports, enter 
data into the company’s computer system, 
maintain service history records, prepare 
service quotes, generate customer invoices, 
complete inspection reports and maintain 
perpetual parts inventory records for 
vehicles and service centers�



Guide to Understanding ROI Calculations for Field Service Management Software

4

Measuring the Return on Investment
Example Continued:

The company has a combined utilization rate of about 60% for its service technicians� 
The company also has a first-time-fix rate of 70% and a customer retention rate of 
80%� Inventory adjustments are running about 5% of purchases�

See the chart below to examine the ROI for ABC® Company by using a step-by-step 
activity analysis:

Sample ROI Table  
for Field Service  
Management Software

Cost
Savings

Revenue 
Increase

Customer 
Experience

Call Taking / Scheduling and Dispatch

Reduce the time to take calls, 
pass information to dispatch, 
and record call information 
by 5 minutes per call (the 
company receives 10,000 
service calls per year)

$15,225 +

Access to service history, 
visual scheduling, and GPS 
saved dispatchers 5 min per 
job scheduled�

$125,000 +

Scheduled jobs automatically 
appear on the technician’s 
mobile device eliminating the 
need for the dispatcher to 
call with info for the service 
call saving 3 min per job 
scheduled

$9,135 +

Access to service history 
and the ability to select 
technicians based on skill and 
availability provides the right 
technician, equipment, and 
parts� In addition, technician 
access to info increase first-
time fix rate by 5%

$125,000 +++

Selecting the right technician 
the first time based on 
relevant factors and the 
ability to adjust schedules, 
could result in a 5% or 
more increase in service tech 
utilization

$125,000 ++

Preventative maintenance 
contracts and scheduled 
annual inspections are 
automatically placed in the 
scheduling queue saving 5 
min per occurrence (about 
6,000 per year)

$18,030 +
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Sample ROI Table  
for Field Service  
Management Software

Cost
Savings

Revenue 
Increase

Customer 
Experience

Field Work

Performing inspections  
on a mobile device saves 
as much as 10 min per 
inspection�Customer info 
is preloaded, drop-down 
menus provide a complete 
list of answers, pictures taken 
on the mobile device are 
automatically attached to the 
inspection record, previous 
inspections can be accessed 
and updated, etc�

$26,440 +

Using a mobile device for 
reporting time, equipment 
usage, parts and expenses 
saves the technician 10 min 
per job

$44,070 +

Having parts inventories 
on trucks in real-time helps 
ensure that parts removed 
from truck inventories get 
applied to jobs and billed to 
customers, reducing leakage 
from 5% to 2%�

$138,600

Better accountability and 
control over technician time 
with mobile time reporting 
and GPS tracking will impact 
unbilled time� Reduce 
unbilled/ unaccounted for 
time from 5% to 2%�

$78,750

Back Office

Reduced administrative time 
to review and enter data from 
field reporting sheets expense 
reports and inspection 
reports� No more back-office 
data entry�

16,000 daily time sheets 
@ 5 min each

$24,360

3,000 weekly expense reports 
@ 10 min each

$9,135

6,000 inspection reports 
@ 15 min each

$27,400
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Sample ROI Table  
for Field Service  
Management Software

Cost
Savings

Revenue 
Increase

Customer 
Experience

Reduced administrative 
time to prepare customer 
quotes for service or repair 
from inspection reports with 
quote generation integrated 
with electronic inspection�
Assuming 50% of inspections 
result in a quote and take 30 
min each�

$27,400 +

Knowledge of what is 
covered by warranty down 
to the component level 
allows you to maximize your 
warranty recoveries from 
OEMs� Assuming you can 
improve warranty recoveries 
by as much as 5%�

$50,000 +

Improved Cash Flow

Automating cash flow can 
result in technicians invoicing 
same day, cutting as much as 
two weeks out of the billing 
cycle� The result is an additional 
14 days cash reducing interest 
on line of credit�

$26,850

Customer Retention

Improved first-time-fix rates, 
a more streamlined customer 
call taking process, and a 
more efficient field service 
experience all lead to better 
customer retention� Better 
management of service 
contracts and recurring 
inspections will minimize 
missed opportunities� 
Assuming you get a 1% 
revenue bump from these 
improvements�

$105,000 +++

Totals

Total Annual Cost Savings $374,080

Total Annual Revenue 
Increases

$445,325

Total Annual Benefits $820,405
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The contents of this document contain Epicor viewpoints and opinions, are for informational purposes only, and are subject to change without notice� Statements, including Return on Investment 
calculations or other calculation or prediction of financial results, depicted or represented herein, are illustrative of potential end-user benefits� The results of using our software and services will vary 
for each business depending on a number of factors such as training and your business processes� No statement or representation shall not be considered a guarantee, or warranty of any kind, and we 
disclaim the warranties of merchantability and fitness for a particular purpose� This document and its contents, including the viewpoints, testimonials, dates, and functional content expressed herein are 
believed to be accurate as of its date of publication, December 9, 2020� Use of Epicor products and services are subject to a master customer or similar agreement� Usage of the solution(s) described in 
this document with other Epicor software or third-party products may require the purchase of licenses for such other products� Epicor, the Epicor logo, Eclipse, and Prophet 21 are trademarks or registered 
trademarks of Epicor Software Corporation in the United States, and in certain other countries and/or the EU� ABC is a trademark or registered trademark of American Broadcasting Companies, Inc� 
Android is a trademark or registered trademark of Google LLC� iPhone and iPad are trademarks or registered trademarks of Apple Inc� Windows is a trademark or registered trademark of Microsoft 
Corporation in the United States and/or other countries� Copyright © 2020 Epicor Software Corporation� All rights reserved�

Raise field service, 
repair, and inspection 
performance with 
Service Pro, cloud field 
service management 
software for Epicor® 
ERP, Epicor Eclipse™, 
and Epicor Prophet 21®.

Sample ROI Table  
for Field Service  
Management Software

Cost
Savings

Revenue 
Increase

Customer 
Experience

Total Annual Software License 
Costs (85 users)

$71,400

Total One-time Costs 
(Configuration, Data, 
Conversion, Implementation, 
Training)

$60,000

Amortized One-Time Costs 
(5 years)

$12,000

Total Annual Costs $83,400

Annual Return on 
Investment

983�70%

About Encompass
Encompass Solutions is a business and software consulting firm that specializes in ERP systems, EDI, and Managed Services 
support for Manufacturers and Distributors. Serving small and medium-sized businesses since 2001, Encompass has helped 
modernize operations and automate processes for hundreds of customers across the globe. Whether undertaking full-scale 
implementation, integration, and renovation of existing systems, Encompass provides a specialized approach to every client’s 
needs. By identifying customer requirements and addressing them with the right solutions, we ensure our clients are 
equipped to match the pace of Industry.

Contact us today    info@encompass-inc.com     www.encompass-inc.com




