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Step-by-Step Look at How Leading Service 
Organizations are Moving from Manual, 
Disconnected Processes to Automated 
Systems with End-to-End Visibility and 
Integration  
According to several business management studies, the single most important 
characteristic of an effective executive is the ability to manage time. Sometimes there 
are just not enough hours in the day, and that, coupled with the fact that the world we 
operate in is changing faster than ever before, makes it ever more important to 
increase efficiency at your business.  

Time is not just a valuable asset for you - it’s also valuable for your tenants. Nothing 
improves customer experience more than showing your tenant how valuable their 
time is to you. Respecting their availability while also optimizing your technicians’ 
productivity helps you be competitive. A connected and proactive service 
maintenance solution can help your business rise above the competition and gain a 
360-degree view of the service lifecycle - from scheduling and contracts to 
warranties and business analytics - connecting the dots between disparate systems 
and data sources. 
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3 Ways Mobile Communication With Microsoft 
Dynamics 365 Field Service Can Reduce 
Service Maintenance Costs 
Nothing slows down maintenance technicians like lagging communications, poor 
technology, and missing information. Without a mobile platform, techs must wait until 
they return to the office to connect to peers and resources, wasting valuable time on 
unnecessary travel and follow-up appointments. Problems that could have been 
solved in a few moments take longer to fix. Without mobile connectivity, maintenance 
techs simply don’t operate at peak efficiency. 

Real-time communication has the power to dramatically and immediately reduce 
costs and drive productivity. Here’s how. 

IMPROVE THE FIRST-TIME-FIX RATE 

Fixing problems on the first call is one of the most effective ways to keep costs down. 
Real-time communication makes it easier.  

> Access to real-time inventory data reduces how frequently a tech is without the 
necessary parts on hand to complete a job on the first visit.

> Techs connected to internal social networks, knowledge bases, and analytics-
driven customer insights can suggest relevant upsells, solve previously invisible 
problems, and deliver better customer service.

> Using mobile devices to solve on-the-job problems via social networks and video 
conferencing magnifies impact.

> The same technology can automate and document service calls. Field agents can 
use tablets and smartphones to capture signatures and photos, refer to bar codes 
to track parts and keep inventory updated, or access the knowledge base.

> While on site, if the technician sees that the customer is scheduled for 
maintenance next week that’s going to take an hour and a half — why not optimize 
time and complete both jobs while they’re there? The technician can create an 
additional work order while on site and complete the two jobs at once without 
additional scheduling or travel time.

The effect? Improved ability to complete jobs the first time, in less time, and at a 
lower cost.  
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CREATE EFFICIENCIES WITH REAL-TIME, AUTOMATED ADAPTABILITY 

Adaptability from mobile communication can create efficiencies that drive down 
costs. Automated routing provides adaptability in real-time by enabling routing 
changes to be immediately sent to maintenance technicians. That reduces costs 
caused by canceled work orders or delays resulting from missed opportunities. With 
automation integrated into CRM, through help desk to dispatchers – and even to 
accounting and ERP – the process of adapting through automation can be managed, 
controlled, and renewed to maximize efficiency.  

This automated adaptability will also save the techs hours of travel time. They no 
longer must drive to the office first thing in the morning to pick up their work orders 
or return at the end of the day to drop them off. With mobility, it’s instantaneous. They 
will have time to complete an additional three or more work orders in a day based on 
time saved to and from the office.  

CREATE 
EFFICIENCIES WITH 

REAL-TIME, 
AUTOMATED 

ADAPTABILITY 
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IMPROVE TENANT COMMUNICATIONS WITHOUT ADDITIONAL SERVICE 
LOAD 

Through web portals and mobile apps, tenants have real-time access to field service 
agents, customer service staff, and sales people, enabling delivery of better 
customer experiences at reduced costs.  

Automation can also drive costs down. With a well-developed self-service portal and 
native web app, customers can reach out, set up multi-channel alerts, and receive 
the notifications they want and need. So, there are fewer missed appointments 
because tenants are more in the loop. By providing your tenants the choice of self 
service for scheduling service, and reviewing needed maintenance a dramatic positive 
impact will be seen on Days Sales Outstanding (DSO). 
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3 Cool Facts About Automated Service 
Scheduling With Microsoft Dynamics 365  
Field Service 
Now, let’s talk about the ways in which you can gain productivity through automated 
service maintenance scheduling. The days of your technicians trying to plan their own 
schedules and routes will be a thing of the past.  

By optimizing resources, your service team can quickly share and encompass all the 
information technicians need to deliver service effectively. Resource management 
tools enable dispatchers to assign resources and handle scheduling for multiple work 
orders at a time. With automation, your customer service team can assign work to the 
most available resources, while optimizing travel time and mileage, and reallocating 
resources as necessary. The right service technician is sent to the right service 
location, equipped with the right tools for a first-time fix. 

Real time and offline mobile capabilities empower workers with the tools and data to 
succeed in the field. Technicians update their work status and obtain a real-time list 
or map view of what’s happening with each service request and location. Additionally, 
insightful, step-by-step instructions provide insight to technicians to resolve the task 
at hand and speed issue resolution. 

COOL FACT #1: YOU CAN SCHEDULE INTERNAL AND EXTERNAL 
TECHNICIANS 

With Microsoft Dynamics 365 Field Service, if you have third-party contractors that are 
going out and completing jobs, you can have their dispatch plugged into the system, 
so they can then track or dispatch out to their various team members. You can even 
give their technicians ability to update their status and work orders within the system 
too.
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COOL FACT #2: YOU CAN CREATE AUTOMATED PREVENTATIVE 
MAINTENANCE SCHEDULES  

With Microsoft Dynamics 365 Field Service, you can build automated preventative 
maintenance schedules to ensure nothing slips though the cracks. For instance, if you 
perform maintenance every month, you can create a schedule within the system 
which then creates work orders automatically for you two weeks before, or within the 
timeframe that you specify. It then pops up on your schedule board automatically. 
Customer service reps then drag it to the appropriate resource, or it can be 
automatically associated to a predefined resource based on skillset and availability. 
This is a key step in transitioning to a connected, proactive service model that drives 
revenue and moves you closer to an outcome-based service organization.  

AUTOMATED 
PREVENTATIVE 
MAINTENANCE 

SCHEDULES 

WE’VE GOT OUR WORK ORDER CREATED. WE’VE GONE THROUGH THE STEPS AS 
IF WE HAD A CASE COME IN, WHETHER THROUGH A PORTAL, A PHONE CALL OR 
AN EMAIL. WE’VE INITIATED THAT CASE. WE’VE CREATED A WORK ORDER OFF OF 
THAT CASE. AS YOU CAN SEE, THERE’S NOT A LOT FOR ME TO DO ON THIS 
SCREEN. IT’S BEEN POPULATED FOR ME ALREADY. ONE THING THAT IS STILL 
BLANK, THOUGH, IS THE BOOKINGS. THE BOOKING IS THAT RESOURCE THAT IS 
GOING TO BE TIED TO IT TO COMPLETE THAT WORK.  
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COOL FACT #3: YOU CAN FILTER RESOURCES BASED ON SKILL SET OR 
TERRITORY  

Inefficient scheduling and dispatching result in a high mean time to repair if 
technicians arrive at job sites and don’t have the qualifications or inventory to 
complete the job, or techs far from job sites are sent when there are nearer techs 
available. If you enter a work order which needs to be scheduled, you can filter 
resources to find the right technician for the job. For instance, if you need a plumber, 
you can search for plumber, and filter by availability, skillset, territory. This can be 
performed manually or automatically based on the parameters you enter when you 
create a work order. With Microsoft Dynamics 365 Field Service, you can also send 
multiple technicians to a customer site if needed, with simply a drag and drop 
functionality.  

AUTOMATED 
PREVENTATIVE 
MAINTENANCE 

SCHEDULES 

YOU CAN SEE THE OTHER AREAS HERE. THEIR ROLE, WHAT TERRITORY ARE THEY 
IN, ORGANIZATIONAL UNIT, TYPE OF RESOURCE, PART OF A TEAM, BUSINESS 
UNIT, IF THERE’S SPECIFIC BUSINESS UNIT WITHIN THE ORGANIZATION.  
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Top Three Ways Microsoft Dynamics 365  
Field Service Can Boost Your Company’s 
Tenant Satisfaction 
Simultaneously improving tenant satisfaction and resource productivity is a 
challenge. In the past, if you spent a lot of time with a tenant to make them happy, 
your productivity decreased, or vice versa; if you tried to fit a few more appointments 
into each day, you might compromise on work quality or tenant interactions. 

Today, with Dynamics 365 Field Service enabling digital transformation, service 
maintenance can finally improve tenant satisfaction and improve resource 
productivity at the same time. When organizations transform the typical onsite care 
experience into positive tenant engagements, they build loyalty, encourage brand 
advocacy, and improve their bottom line. 

TURN YOUR TECHNICIANS INTO MARKETING WHIZ KIDS 

Technicians can be marketers, too: Positive customer experiences beget repeat 
tenants and referrals. These days, technicians are some of your best marketers and 
salespeople. Key tenant experience occurs during interactions with technicians, so 
interactions that go well or exceed expectations build valuable relationships with 
individual tenants and may lead to capturing new leads or opportunities. And with 
mobile integration, that information will be on your service tech's screens in real time. 
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SAVE YOUR TENANTS TIME 

When you automate service maintenance, your company saves time, but so do your 
tenants. Connected service maintenance allows an organization to detect, 
troubleshoot, and resolve issues remotely so technicians are dispatched only when 
necessary. In a traditional service team structures, the tenant has a problem and calls 
to get it fixed. A technician is dispatched with the tenant’s history and record of the 
concern call only. Connected and proactive service eliminates the tenant concern by 
attempting to complete self-healing repairs remotely before sending out a 
technician. Organizations can identify and solve problems at minimal cost before the 
tenant even becomes aware of them.  

When your tenants have mobile access, they can place work orders, receive 
notifications when they’re scheduled, and monitor the resulting appointment. They 
can be automatically updated on the status and location of techs and be prepared 
for their arrival. In the event of a conflict in schedule, tenants can log in and reset the 
appointment to a more convenient time. And the tech can be routed to a new call, 
and as such, reduce loss of utilization.  

SAVE YOUR 
TENANTS TIME 

YOUR TECHNICIANS ARE BETTER PREPARED TO SERVE YOUR TENANTS 

Automated service ensures that your technicians not only arrive to service calls with 
all the necessary parts, but they also anticipate other issues that may arise because 
of the reported problem. They can then create a consultative relationship with the 
tenant which is more meaningful than simply taking orders. Microsoft Dynamics 365 
Field Service also manages Service Level Agreements (SLAs), further improving 
tenant satisfaction.  
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Proactive and Connected Service Maintenance 
Begins with Dynamics 365 Field Service 

Microsoft Dynamics 365 Field Service is a complete, cloud-based service 
management solution, including service locations, assets, preventative maintenance, 
work order management, resource management, product inventory, scheduling and 
dispatch, mobility, collaboration, billing, and analytics.  

Dynamics 365 Field Service helps you: 
> Optimize your service schedule with efficient routing, resource skill matching, and 

reduced travel time

> Increase first time fix rates and on-time delivery performance

> Enhance real-time communication and collaboration between customer service, 
dispatch, technicians, and tenants
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Dynamics 365 Field Service Includes: 

WORK ORDER MANAGEMENT: 

Quickly generate work orders, encompassing all the information you need to 
dispatch technicians to service locations.  

SCHEDULE BOARD AND DISPATCH: 

A flexible drag-and-drop schedule board lets dispatchers assign resources and set 
up schedules for multiple work orders using a list or map view.  

RESOURCE MANAGEMENT: 

Configure resource information to efficiently match the best service tech to a work 
order based on availability, proximity to service location, and required skills.  

SERVICE LOCATIONS AND ASSETS: 

Store and manage information about your tenant's service locations and serviceable 
assets.  

PREVENTATIVE MAINTENANCE: 

Configure service agreements for your tenants that will automatically generate 
recurring work orders to ensure equipment is properly maintained before issues 
occur.  

INVENTORY MANAGEMENT: 

Extend the Dynamics 365 product catalog with an inventory management system 
that tracks real-time inventory levels by warehouse, including mobile truck stock.  

BILLING:  

Completed work orders can be turned into invoices for billing. 

MOBILE APP: 

The mobile app gives field techs quick and easy access to everything they need to 
execute a work order, including schedule information, customer contact information, 
turn by directions, and more, right on their chosen hand-held device. 
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How Alithya Is Helping Organizations 
Drive Service Excellence 
Alithya delivers innovative Microsoft ERP, CRM, BI, and digital solutions and services 
on premise or in the cloud to manufacturing, oil and gas and utility organizations in 
North America and Europe. The award winning company enables you to achieve 
successful business outcomes and is one of the largest resellers of Microsoft 
Dynamics 365 (formerly Dynamics AX and CRM).  

Alithya is a leading strategy and digital technology company with over 2,000 highly skilled professionals 
delivering solutions across Canada, the US and Europe. Alithya’s Microsoft practice covers a wide array of 
capabilities including Dynamics, Azure, business analytics, digital solutions, advanced analytics, application 
development and architecture. Focused on business outcomes, our combined companies have delivered 
Microsoft ERP, CRM, BI and digital solutions to over 1,500 clients. Alithya’s global offering is to deliver 
strategy and digital technology services. 
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About Alithya 

C O N T A C T  U S

 FOR MORE INFORMATION ON MICROSOFT DYNAMICS 365 FIELD SERVICE, 
SCHEDULE A CONNECTED SERVICE ASSESSMENT AT

  (866) 420-7624 
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