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PowerObjects was founded in 1993

We have been 100% focused on CRM since 2008

Recognized leader in the industry

Worldwide Microsoft Partner of the Year in 2012 and 2013

Our staff is diverse – hailing from 17 different countries 
and speaking 31 different languages

One of the most widely visited Dynamics CRM websites 
in the world- including our blog and our free online 
Dynamics CRM guidebook: The CRM Book

About PowerObjects
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Our POV
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Field Service:  Drivers for Change

• Increase Service Revenue x% or $ Over a Period 
of Time

• Reduce Costs x% or $ Over a Period of Time
• Increase Employee Productivity
• Increase Customer Satisfaction / NPS
• Increase Employee and Partner Satisfaction
• Adhere to Regulatory Compliance

Provide Timely and Effective 
Communications

Improve First Time Fix Rate

Grow Service Revenue and 
Sales

Eyes to the Future:
“Internet of Things” with 
connected Machines
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Field Service in Microsoft Dynamics CRM: 
Changing the CRM Landscape
• Salesforce Automation      Sales Forecasting

• Lead Management        Operational Reporting

• Opportunity Management

• Sales Processes (Lead-to-Close)

• Pipeline Management

• Scheduling/Dispatch Time & Resource   

• Service Activities       Inventory      Assets/Warranty

• KPIs & Reporting      Customer & Sub Contractor Portals

• Mobility     SLA’s     Route Optimization

• Service Agreements      RMA/RTV     Process Automation

• Trouble Ticketing     Case Management

• Customer Portals      Knowledgebase

• Customer History     Unified Service Desk

• Operational Reporting        Chat

• QA Reporting

• Campaigns         Web Forms

• Surveys

• Social

• Nurture

• Marketing Automation
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Closed Loop Service Lifecycle

PRODUCT / SERVICE
PURCHASE

SERVICE
ISSUE

WORK ORDER
CREATION &

DISPATCH

REPAIR INVENTORY CLOSE ANALYZE

• Service Contract
• Maintenance 

schedule
• Tiered SLA

• Case Management
• Knowledge 

Management 
• Remote device

Monitoring
• Customer Self 

Service
• Entitlement Check

• Workforce routing 
& Optimization

• Partner Visibility
• SLA Compliance

• Mobile Access
• Work Orders

Collaboration
• Service History

• Parts Management
• Forward Logistics
• RMA & RTV

Management
• Van Stock Visibility
• Purchasing

• Signature Capture
• Invoicing
• Product/Services

Pricing

• Ticker
• Reports
• Dashboards
• Failure Analysis
• Profitability



Delivering Value Across the Enterprise

EXC. Management Operations Management Mobile Resources IT Organization Customer

• Rapid and on-demand
configuration

• Robust reporting and business
intelligence

• Revenue expansion and growth

• Delivering productivity gains

• State-of-the-art routing and 
scheduling

• Advanced work process 
automation and reduces back 
office

• Improved resource asset 
utilization

• Increased Productivity

• Enhanced coordination 
with dispatch

• Electronic capture of all 
info, including signatures

• Flexible deployment options 
with off-the-shelf functionality

• Highly scalable software 
platform

• Comprehensive integration 
with existing apps

• Improved customer experience

• Faster response and ticket 
closing

• Better visibility and status 
information

• Differentiator driving customer 
loyalty
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Average Time to Repair
16-20% 

Decrease 

13-17%
Increase

20-25%
Increase

15-20%
Increase

12-16% 
Decrease

Customer Satisfaction Scores

Productivity

First Time Fix Rates

Field Service Costs

20-25%
Increase

Service Revenue

Benefits of Dynamics Field Service



Visibility into Your Business



Visibility into Your Field Organization



Our POV
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DEMO



DEMO AGENDA



Service Management Lifecycle

• Warranty
• Service Contract
• PM Schedules
• Product History
• Configuration

• Contact Center and USD
• CTI
• Knowledgebase
• Customer Portal
• Chat

• Call Center
• Escalations
• Scheduling
• Optimization
• Dispatch

Technician
Debrief

Work Order
Management

Case
Management

Installed 
Base

• Calendar 
• T&M
• Inventory
• Mobile
• Offline

Business Process Driven Service Flow
Case Management, Break/Fix, PM, Depot Repair, etc.



Four Methods for Schedule, Assign & Dispatch

Immediate Dispatch
(Rules Based)

Manual Assignment
(Queue or Preferred Providers)

Interactive Assignment
Schedule Board

Automated Assignment
Resource and Route Optimization

ATC Coordinators Notify Technician
or Partner/
Distributor



Questions ?

Dan Cefaratti 
Field Service Practice Director
Phone: 678.404.5495
Email: dan.Cefaratti@powerobjects.com
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