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Introductions

• 15+ years CE Experience

• Denver, CO

• Solution Architect

• Field Service Strategy and Execution

Bill Caldwell

Sr. Director
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Introductions

• Dallas, TX

• Consultant specializing in Field Service

Olivia Lockhart

Associate
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Agenda

• Wave 2 Overview

• Demonstration - Themes

− Tailor Customer Experiences

− Elevate Employee Effectiveness

− Optimize Service Operations

• Additional Resources

• Q&A
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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—but only if they have access to the right 
information at the right moment in time.

Constellation: Market Overview – Field Service Management Tools – August 2021
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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
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Dynamics 365 Field Service Wave 2 2021

Deliver empathetic connected experiences 
that adapt to the evolving needs of 
customers across every channel.

Empower employees across your service 
organization to solve problems faster 
with actionable insights, enriched data 
signals and real-time remote expert 
support via mixed reality.

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

Tailor customer experiences Elevate employee effectiveness Optimize service operations
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Dynamics 365 Field Service
Feature summary

Elevate employee effectiveness Optimize service operationsTailor customer engagements

Engage customers with new customer 

portal homepage*

Enable customers to schedule service visits 

with a simple web experience

Mobile app available on Windows 10+ 

(public preview)

Customize the mobile app Booking calendar 

Field Service (Dynamics 365) mobile app 

usability enhancements

Rich notes with embedded mixed reality 

capture

Collaborate throughout the work order 

lifecycle with embedded Microsoft Teams

Functional location and asset tree 

improvements

Improvements to new Schedule Board

New feature spotlight in the Field 

Service Get Started hub

Update work hours via APIs

Simplified Work Order form

Release 

plans

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

Deliver empathetic connected 

experiences that adapt to the 

evolving needs of customers 

across every channel.



© 2021 RSM US LLP. All Rights Reserved. 

Engage customers with new customer portal 
homepage

• Single portal homepage for customer 

experiences 

• View upcoming, active and past appointments

• Self-schedule appointments

• View real-time location of frontline worker 

• Built on Power Apps portal, brand customizable 

and accessible from any device

• They can book new appointments, reschedule 

or cancel existing appointments and provide 

feedback for past appointments.

Documentation

https://docs.microsoft.com/dynamics365/field-service/field-service-portal-homepage
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Updates to self-scheduling within customer portal

• Customers self-schedule according to their 

preferences

• Invite individual customers manually if needed

• Available time slots based on real-time 

resource availability, location and skillset

• Displays travel duration for end customer

• Collect information pre-service  

• Validations and error messages

• Match company brand with customizable look 

and feel 

• Accessible from any device

Documentation

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


© 2021 RSM US LLP. All Rights Reserved. 

Demonstration

Tailor Customer Engagements
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Tailor customer engagements

Deliver empathetic connected 

experiences that adapt to the 

evolving needs of customers 

across every channel.
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Elevate employee 
effectiveness

Empower employees across 

your service organization to 

solve problems faster with 

actionable insights, enriched 

data signals and mixed reality.
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Field Service (Dynamics 365) mobile app on Windows 10+

• Mobile app available for Windows 10+ 

devices

• Download from Windows store

• Public preview

• Key capabilities

• Offline by default 

• Access device camera to take pictures and videos

• Barcode scanning

• Use deep-links to open records and views or create new 

records

Documentation

https://docs.microsoft.com/en-us/dynamics365/field-service/mobile-powerapp-windows
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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
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Mobile app usability improvements

• Native OS controls for date/time picker

• Expanding multi-line text boxes

• Service Task sub-grids enabled for 
work orders
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Rich notes with embedded mixed reality 
capture

• Capture picture/video and add mixed 
reality annotations 

• Add captures to Notes history 

Documentation available 11/1/21
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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

Documentation

https://docs.microsoft.com/dynamics365/field-service/field-service-teams-collaboration
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Functional location and asset tree improvements

• Quicker and easier experience to find 

locations and assets

• See number of matching records

• Expand and collapse entire tree

• Matching search results are 

highlighted and bolded

Documentation

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

Elevate Employee Effectiveness



© 2021 RSM US LLP. All Rights Reserved. 

Elevate employee 
effectiveness

Empower employees across 

your service organization to 

solve problems faster with 

actionable insights, enriched 

data signals and mixed reality.
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Optimize service 
operations

Drive proactive service with 
IoT, unlock new service 
revenue streams, and reduce 
downtime and service costs.
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Improved user experience with schedule board 
enhancements

• Feature parity with legacy schedule board

• Performance and usability performance

• Find availability (schedule assistant)

• Setting and alerts tabs

• Create new schedule board tabs

• Edit schedule board settings

• Extend hourly view via different client 

(scripts, stylesheets, and localization)

Documentation

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, videos and links to 

documentation

• Video tutorials to get up and 

running with Field Service

Documentation

https://docs.microsoft.com/en-us/dynamics365/field-service/field-service-get-started
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Edit work hours via APIs (Resource Work Hours Extensibility)

• Create, update, delete working 

hours via APIs

• Saves time for bulk edits

• Provides flexibility

• Supports integration scenarios

Documentation

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

Documentation

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

Optimize Service Operations 
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Optimize service 
operations

Drive proactive service with 
IoT, unlock new service 
revenue streams, and reduce 
downtime and service costs.
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Dynamics 365 Field Service
Feature summary

Elevate employee effectiveness Optimize service operationsTailor customer engagements

Engage customers with new customer 

portal homepage*

Enable customers to schedule service visits 

with a simple web experience

Mobile app available on Windows 10+ 

(public preview)

Customize the mobile app Booking calendar 

Field Service (Dynamics 365) mobile app 

usability enhancements

Rich notes with embedded mixed reality 

capture

Collaborate throughout the work order 

lifecycle with embedded Microsoft Teams

Functional location and asset tree 

improvements

Improvements to new Schedule Board

New feature spotlight in the Field 

Service Get Started hub

Update work hours via APIs

Simplified Work Order form

Release 

plans

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

• Bill.caldwell@rsmus.com

• Scott.lefante@rsmus.com

• Business Developer:  chris.guido@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/2021wave2/service/dynamics365-field-
service/

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