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! ! As manufacturers adapt from selling products to selling

uptime or operational capabilities as services, field
service teams become the linchpin to effective
business operations. They are the point of connection
between products, customers, and contractual
outcomes—nbut only if they have access to the right
information at the right moment in time.

Constellation: Market Overview — Field Service Management Tools — August 2021




RSM

Because field service technicians often are the only
employees to visit customer sites and assess
operations in detail, they have an outsized influence on
customer relationships and satisfaction. A growing
number of businesses have recognized that as the
effective custodians of customer relationships, field
service teams are frequently the best source of
customer insight and new sales opportunities.

Constellation: Market Overview — Field Service Management Tools — August 2021




{ ) Dynamics 365 Field Service Wave 2 2021 RSM

Optimize service operations
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Deliver empathetic connected experiences Empower employees across your service Drive proactive service with IoT, unlock new
that adapt to the evolving needs of organization to solve problems faster service revenue streams, and reduce
customers across every channel. with actionable insights, enriched data downtime and service costs.

signals and real-time remote expert
support via mixed reality.



Dynamics 365 Field Service RSM

Feature summary

Tailor customer engagements Elevate employee effectiveness Optimize service operations
Engage customers with new customer Mobile app available on Windows 10+ Improvements to new Schedule Board
portal homepage* (public preview)

New feature spotlight in the Field
Enable Customers to schedule Service ViSitS Customize the mObile app BOOking Calendar SerV|Ce Get Started hUb

with a simple web experience Field Service (Dynamics 365) mobile app Update work hours via APIs

usability enhancements o
Simplified Work Order form

Rich notes with embedded mixed reality
capture

Collaborate throughout the work order
lifecycle with embedded Microsoft Teams

Functional location and asset tree
improvements


https://docs.microsoft.com/en-us/dynamics365-release-plan/2021wave2/service/dynamics365-field-service/planned-features

RSM

Deliver empathetic connected
experiences that adapt to the

Tallor customer engagements evolving needs of customers
across every channel.

© 2021 RSM US LLP. All Rights Reserved.
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Engage customers with new customer portal

homepage

@ntoso

» Single portal homepage for customer
expe rl ences Welcome to your Contoso Field e e

Service Customer Portal

* View upcoming, active and past appointments

Active appointment

» Self-schedule appointments —
* View real-time location of frontline worker S
. . o R, SR
» Built on Power Apps portal, brand customizable
and accessible from any device e Eae]

1. Microsoft way, Seattle, USA

» They can book new appointments, reschedule e e ECTE
or cancel existing appointments and provide
feedback for past appointments.



https://docs.microsoft.com/dynamics365/field-service/field-service-portal-homepage

Updates to self-scheduling within customer portal RSM

« Customers self-schedule according to their
preferences

* Invite individual customers manually if needed
« Avalilable time slots based on real-time ° .
resource availability, location and skillset p—
» Displays travel duration for end customer nE A Se R
&
* Collect information pre-service 0OEEEO
clelclelelo

« Validations and error messages

Additional Information

« Match company brand with customizable look |

and feel

« Accessible from any device



https://docs.microsoft.com/dynamics365/field-service/scheduling-self-customers
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Demonstration

Tailor Customer Engagements
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Deliver empathetic connected
experiences that adapt to the

Tallor customer engagements evolving needs of customers
across every channel.

© 2021 RSM US LLP. All Rights Reserved.




Elevate employee
effectiveness

RSM

Empower employees across
your service organization to
solve problems faster with
actionable insights, enriched
data signals and mixed reality.

© 2021 RSM US LLP. All Rights Reserved.
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Field Service (Dynamics 365) mobile app on Windows 10+

Field Service (Dynamics 365) (Preview)

Dynamics 365 Field Service Mobile

& B ShowChart + New [i] Delete | v (O Refresh [ ShowAs Vv

« Mobile app available for Windows 10+

. @
Bookings v
devices Ty
@ m Today & -> Sunday, September 19, 2021 - Saturday, September 25, 2021 Week Vv
® DOWnload from WIndOWS Sto re B 19 sun 20 Mon 21 Tue 22 Wed 23 Thu
®
M . 8a
® P u b I I C p reVI eW Contoso coffee
R 9a 1, Microsoft Way, Seattle,
oo _ o ® Scheduled
« Key capabilities %
&
»  Offline by default o 1
*  Access device camera to take pictures and videos o Contoso Cable
* Barcode scanning B 4.thd|;t —
. . 'Ip cheaule
*  Use deep-links to open records and views or create new
records 2
3p

4

ia)
mr = o 3§ . . ENG 14:09
SO N | LD v ’ > DB 7 000
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https://docs.microsoft.com/en-us/dynamics365/field-service/mobile-powerapp-windows

Customize the mobile app Booking Calendar

« Change the primary (bold) field on Booking
Calendar control

« Add up to three additional fields of data

« Remove the need to click into Bookings to see key
pieces of information

5PV A, Datum Corporation (sample)

Hardware Failure

5PV A, Datum Corporation (sample)

Inspection

15AM - Adventure Works (sample)

RSM



Mobile app usability improvements RSM

 Native OS controls for date/time picker £ .. V »
i< 02213 LS + R |

» Expanding multi-line text boxes

PRODUCTS

 Service Task sub-grids enabled for
work orders

PRODUCTS

+ New Work Order Product

SERVICES September 2021 >

° Replace Trunk or Base Unit (Fl... o

Used (0 minutes)

1 2 3 4

5

6 7 8 9 10N

0 minutes

12 13 14 15 16 17 18

Replace CPU and Controller (Flat Hou...
Estimated (0 minutes)

19 20 21 22 23 24 25

SERVICE TASKS (0/4) 26 27 28 29 30

Confirm part to replace
Compression Band

\  Review Procedure
Compression Band

See All
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Rich notes with embedded mixed reality

capture

Bookable Resource Booking

ustomer Service Notes Timeline Related

2 -~

- Wesley Hodgson

« Capture picture/video and add mixed [*
reality annotations = e

« Add captures to Notes history

Wesley Hodgson
April 21, 2021, 11:07 AM

Here's a quick shot of the pump

mechanism that has been
rrrrrr g trouble

Signature




Collaborate throughout the work order lifecycle with

Microsoft Teams

* Integrated within the work order
form

* Initiate chats with one or multiple
colleagues

« Automatically links chats to a case
and work order

* Associate conversations to the
work order for ease of viewing by
team members
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Contoso coffe

& Save @’ Save and close

Café Duo not working

Work Order

Summary Settings  Service Tasks

General
A Case number
Subject

Service
account

Billing
account

System status
Sub status

Work order
summary

Payment Incident

Primary
incident
type

Primary
incident
description

Primary
inridant

WO0126534

Café Duo

£ Fourth Coffee

8 Fourth Coffee

Open-Scheduled

£\ Water Flow Issues

Water flow issues
due to water
supply

2 75 harre

Products

Timeline + ¥ E

Services Address Record Log Related

£ Search timeline

& Enteranote. (']

@
2

(]

(- Auto-post on wall Café Duo not working
Trial after queue setup was added to Café Duo
271572021 315PM

3 Email from Ruprecht Thaddeus
How to set up and configure coffee machines.
The customer first contacted about a machine setup

Active

15/2021 31590

£ Email from Alex Wu
How to set up and configure coffee machines.
The customer first contacted about a machine setu

Closed 21572021 313P0

1] Task modified by Contoso Admin
How to set up and configure printers, scanners, and
The customer first contacted about a printer setup a.

Overdue

31208

L:,,‘ Auto-post on wall Café Duo not working
Trial after queue setup was added to Average ord

1 312PM

2 Auto-post on wall Café Duo not working
Trial after queue setup was added to Average ord

21 31200

A7 Post by Cecil Folk

Description of timeline item lorem ipsum dolor sisd

b New [@ Deactivate 8 Connect v R, Assign () Emailalink v [i] Delete

Collaboration ©

Chat Y @

High 02/15/20213:00 PM  Enrico

Chats linked to this work order ©
g Café Duo not working 230PM
You: Sounds good. Thanks, Edward.

Customer Details
Your recent chats ©

la% Devon Lane 945 AM
B primarycontact QR e v
Email coffeemachine@ ASH Q3 Sales Opportunity 649 AM
fourthcoffee.com B Bart sust made that ¢ v &
Mainphone  725-055-0179 @ Bessie Cooper 7
o You: Thanks! Have a nice weekend
Theresa Webb an
© Where are we with the Fabrikam deal for Q37
Incident Select
*  Café Duo not working & =1
83’3 .

Edward Rutledge was added 1o the
conwersation will all chat history

*} Edward Rutledge  2:30 PM

Hi team, | think it's an edge
hardware issue. Based on the
performance log. | recommend
doing a part replacement.

230PM
Sounds good. Thanks, Edward.
1l go ahead to schedule it.

Type a new message

AOCOBE B - B



https://docs.microsoft.com/dynamics365/field-service/field-service-teams-collaboration

Functional location and asset tree improvements RSM

* Quicker and easier experience to find e ]
|Ocations and assets = ¢ o B Sae @ Save&cose -+ New [ Deactivate [ Delete @ GeoCode () Refresh @ Chec

Advanta Campus - saved

. © Recent N2 Functional Location
« See number of matching records D [ ——
* Expand and collapse entire tree b S <] B stowsses
« Matching search results are T
highlighted and bolded P
£ Bookings
A Room 201

A= Resource Require... A
Room 202

Requirement Gro..
q > & HVAC Unit

B Time Off Requests v A AdvantaB
Time Entries > & HVAC Unit

A Advanta C
Customers

> A Advanta Dining Hall
Accounts

R Contacts

H Servic C



https://docs.microsoft.com/dynamics365/field-service/assets-functional-location#search-the-functional-location-tree
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Demonstration

Elevate Employee Effectiveness




Elevate employee
effectiveness

RSM

Empower employees across
your service organization to
solve problems faster with
actionable insights, enriched
data signals and mixed reality.

© 2021 RSM US LLP. All Rights Reserved.




Optimize service
operations

RSM

Drive proactive service with
loT, unlock new service
revenue streams, and reduce
downtime and service costs.

© 2021 RSM US LLP. All Rights Reserved.
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Improved user experience with schedule board
enhancements

« Feature parity with legacy schedule board

(@ Fabrikam Service Initial publicview  Redmond store  Service dispatch  Auto456  Store 789 Optimize unscheduled...

BS 7 Fiters B Houryview ~ BB Listview <[5 3/26/2021-4/1/2021 > [5 Book

AM 10:0 00 PM
City Power Trwy research electroni City Light Assembly
L, |Reavirement Rm rement
2 {2h 07m
10T Device installation Folloulmp Trey Research Pri Contoso Pharma Engineering
10m ‘lg:men\ 1600 Rem rement Req irement
bril t i
. irement A
210 {2 31m

Friday - 3/26/2021

» Performance and usability performance

* Find availability (schedule assistant)

« Setting and alerts tabs

* Create new schedule board tabs

« Edit schedule board settings — — —————————

100 ~

. . . . O Name From Date To Date Duration Fulfilled Duration Remaining Duration Priority Teritory Time From Promised Time To Promised
* Extend hou rIy view via different client CPes——
O Treyre 2

(scripts, stylesheets, and localization) == —I—



https://docs.microsoft.com/dynamics365/field-service/preview-schedule-board
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New feature spotlight in the Field Service Get Started
hub

* New carousel view introduces new
features, wdgos and links to o Hello, John Clark!
documentation il e T

 Video tutorials to get up and e
running with Field Service el o

Set up your frontline workers



https://docs.microsoft.com/en-us/dynamics365/field-service/field-service-get-started

RSM
Edit work hours via APIs (Resource Work Hours Extensibility)

= & save ﬁ'ﬁ Save & Close = New Show Work Hours [B Deactivate ]E Delete O Refresh Q} Check Access

« Create, update, delete working
hours via APIs

Abraham McCormick

Bookahle Resource - Information

General  Project Service  Field Service  Scheduling  Omnichannel Work Hours  Related

« Saves time for bulk edits

+ New v [ Today T NP September 2021 Month ™

PY P rOVI d eS -ﬂ exi bi | ity Sunday Monday Tuesday Wednesday Thursday Friday Saturday

Aug 29 30 31 Sep 1 Sep 2 3 4
o:00 AM Working o 00 AM Working © 900 AM Working 2 9:00 AM Working 0 ©:00 AM Working

«  Supports integration scenarios

5 6 7 8 9 10 11
9:00 AM Working 7 900 AM Working > 9:00 AM Working 9:00 AM Working 9:00 AM Working

12 13 14 15 16 17 18

o:00 AM Working < 900 AM Working 900 AM Working = 9:00 AM Working Z  9:00 AM Working



https://docs.microsoft.com/en-us/dynamics365/field-service/field-service-work-hours-calendar-api

Simplified work order form

« Simplified command ribbon

* Ability to turn price
calculations on/off

 Error dialogs
« Simplified time commitments

 Location sharing enabled by
default for new environments

v 3 0 2 |

B = #

B & 8 = 3

b &b @ F % © @A

=)

Dynamics 365

¢« B © Bsae @G saveaclose + New [T Book 2 CreateIncidentType [i] Delete 2 Create loT Flows () Refresh

WO -1000000103 - saved
Work Order - Waork Order -

Work Order Business Pro...

Summary Settings Products Services  Service Tasks

GENERAL

& Work Order Number  * WO -1000000103
Service Account * [ Fourth Coffee Northwest

Billing Account Fourth Coffee Northwest

Functicnal Location -

System Status * Scheduled

S substatus [ Proposed

Work Order Type * B Install or replace

Work Order Summary -

Work Hour Template —

SLA —

O SLA Timer Succeeded

Work Order (54 Hrs)

Timeline + ¥

P search

Schedule Work Order

Articles  Location Record Log  Related

O Search timeline

& Enter anote

@

Get started

Capture and manage all records in your timeline.

PRIMARY INCIDENT
Primary Incident Type * A\ Replace Broken Part

Primary Incident
Description

Primary Incident
Fetimatad Nuratinn

2.5 hours

<

RSM

Run Report

Close Work Order .

CUSTOMER DETAIL

a Primary Contact

& Email

& Address Phone

INCIDENTS

@ Replace Broken Part
WO -1000000103

BOOKINGS

WO -1000000103

m WO -1000000103



https://docs.microsoft.com/en-us/dynamics365/field-service/create-work-order#show-simplified-work-order-commands
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Optimize Service Operations




Optimize service
operations

RSM

Drive proactive service with
loT, unlock new service
revenue streams, and reduce
downtime and service costs.

© 2021 RSM US LLP. All Rights Reserved.




Dynamics 365 Field Service RSM

Feature summary

Tailor customer engagements Elevate employee effectiveness Optimize service operations
Engage customers with new customer Mobile app available on Windows 10+ Improvements to new Schedule Board
portal homepage* (public preview)

New feature spotlight in the Field
Enable Customers to schedule Service ViSitS Customize the mObile app BOOking Calendar SerV|Ce Get Started hUb

with a simple web experience Field Service (Dynamics 365) mobile app Update work hours via APIs

usability enhancements o
Simplified Work Order form

Rich notes with embedded mixed reality
capture

Collaborate throughout the work order
lifecycle with embedded Microsoft Teams

Functional location and asset tree
improvements


https://docs.microsoft.com/en-us/dynamics365-release-plan/2021wave2/service/dynamics365-field-service/planned-features

Field Service Resources RSM

 Bill.caldwell@rsmus.com
e Scott.lefante@rsmus.com
* Business Developer: chris.quido@rsmus.com

 Check out our CRM Experts presence on the web.
- RSM Technology Blog
- Dian Taylor (MVP)
- Scott LeFante (MVP)

* Microsoft Field Service Wave 2: https://docs.microsoft.com/en-
us/dynamics365-release-plan/2021wave?2/service/dynamics365-field-

service/

* Field Service Microsite - https://rsmus.com/what-we-
do/services/technology/crm/microsoft-dynamics-365-crm/field-
service.html



mailto:Bill.caldwell@rsmus.com
mailto:Scott.lefante@rsmus.com
mailto:chris.guido@rsmus.com
https://technologyblog.rsmus.com/microsoft-dynamics/dynamics-365-customer-engagement/
https://d365goddess.com/
https://serviceevolved.blog/
https://docs.microsoft.com/en-us/dynamics365-release-plan/2021wave2/service/dynamics365-field-service/
https://rsmus.com/what-we-do/services/technology/crm/microsoft-dynamics-365-crm/field-service.html

THANK YOU FOR
YOUR TIME AND
ATTENTION
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QUESTIONS
AND ANSWERS
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This document contains general information, may be based on authorities that are subject to change, and is not a substitute for professional advice or services. This document does not constitute
audit, tax, consulting, business, financial, investment, legal or other professional advice, and you should consult a qualified professional advisor before taking any action based on the information
herein. RSM US LLP, its affiliates and related entities are not responsible for any loss resulting from or relating to reliance on this document by any person. Internal Revenue Service rules require us to
inform you that this communication may be deemed a solicitation to provide tax services. This communication is being sent to individuals who have subscribed to receive it or who we believe would
have an interest in the topics discussed.

RSM US LLP is a limited liability partnership and the U.S. member firm of RSM International, a global network of independent audit, tax and consulting firms. The member firms of RSM International
collaborate to provide services to global clients, but are separate and distinct legal entities that cannot obligate each other. Each member firm is responsible only for its own acts and omissions, and
not those of any other party. Visit rsmus.com/aboutus for more information regarding RSM US LLP and RSM International.

RSM, the RSM logo and the power of being understood are registered trademarks of RSM International Association.
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