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What is
Service

Management
in BC?

* Repairs and maintenance
- Warranty
- Contracts for repairs or

maintenance

* Internal
* Invoicing, Costs, Inventory, GL
* Financial reporting

525



wontoso Electronics  Dynamics 365 Business Central

Cronus UD Ltd. Service Managament Postad Documents All Reports =
loaners Customers Serviceitems Rems fem Joumals Reguisition Worksheets
. l + Service Contract Quote + Service Order > Tasks & Service
Good afternoon, Alex Wilber! Sostsia sl Samttwss Bl
<+ Service Quote — Transter Order > History

Service Contracts

Open Servce . Service Contra_
Quotes o Bxpire

0

Pending User sk ) h Emais > Emaits Las
Tasks )

0

Self-Service

Current Time Sheet

Subenitzted Time
Sheet

0




Service Orders




wontoso Electronics

Dynamics 365 Business Central

« Servce Urder | ," g '_;:
SVO000004 - Trey Research
Notificstions 2 This customer has an overdue balance. | The customer’s credi limit has been exceeded.
Home Orger More options
ES Post_ % Archive Document [ Release to Ship & Prine_ & Creare Warshouse Shipmant
General Show mone
No SVO000004 Phone No
Description tma helen.ray@contoso.com
Customer No 20000 Cer Order Type
Contact No CT0000186 Contract No
Sell-To Response Date 04/06/2025
Name Trey Research Respose Trme 10:1433
Address Southwark Bndge Rd. 51-55 Proty Low
Cay Longon Seatus Pending

Country/Regon Code

Contact Name

Lines

Manage Line

B% Resource Allocations

-» s S-100 I

Na e No

SE1 0AX

G8

Helen Ray

Functions Order

B Service item Worksheet

SERVICE

——

o Troubleshocting & Fault/Rescl. Codes Relationships

Repar Sa
& No Ceinpton Coce

J» Dimensions

Open

F Comments

s
0 Service itam Log 2
:O‘/ v ~
Faut Code (o Snorey

Low

() Details

# Attachments ()

Document Check -

No ssues fo

Incoming Document Files -

Name

There & noThing 10 Show 5 ths new

Sell-to Customer Service His...

Customer No




wontoso Electronics Dynamics 365 Business Central

SVO000004 - Trey Research

Notfeatons 2 The customer Acs an overdue balance. |

Home  Order lore
T Post ra, Aschrve Document znﬂtmb!
General
: SYOO0000s
VZ‘CM
3ot CTO0D016
Seli-To

y SET 0AX
ntry/Region G8
Helen Ray
Lines Mansge Lwe Functons Osdes

€ Resource Alocations [y Service Jtem Worksheet

ON/OFF

Reisted Automa
General o
ON/OFF Have you tned turming it off an.
() Details P Attachments
—
Lines - - -

Have you tried turning & off 3nd on again?

L »

Sell-to Customer Service History

Customer No




wontoso Electronics  Dynamics 365 Busines:

Fault/Resolution Codes Relationships

Gt a1l

Senace bem Group

Fault Area Code

Lo
ERROR

Manage
LEAKING

NOISE h‘

=+ Mew Select from full list
SERVICE Clean ard great the Erew oroup 28 OescTined in MaMEnance Marl ' S o

SERVICE Oizan the coffes funnad chean the coffes funnal in Maint=nance ma.

Servicy fop== Groy

SERVICE Fiter basioet needs replacement

SERVICE Cl=an out wasts box and wasts pipe 25 descoribed i Maintenanos
SERVICE

SERWICE Tuern off the machane and wat for 60 mnutes

SERVICE Clean amd great the brew group a8 described n Mamienance mamu

SERVICE Cizan the coffes funnel ckean the coffes funnel in Mamtenance ma.




« Sernce Oirder

EF Post_

General

~ontoso Electronics

SVO000004

Home  Oeder

Mo optons

%8 Archive Document

Dynamics 365 Business Central

- Trey Research

= Fring_

& Release to Ship |

—
AT
L

& Create Warehouse Shipment

=}

Cescrpiion

Customer Mo,

Coourity

Postoode

Contact Mo

Lines Manage  Lme

Resource Allocations

CountryRegion Code

8

B¢ Service Item Workshest

CTOO00NE

Trey Research

Southwark Bradge Rd. 91-55

London

SET 0AX

Huden Ray

Functions  Order

D Troubleshooting & Faudt/Resel Codes Relytsanshus

Senal Mo Descrprtann

5-100 Semi-Automats Coffee

e
Dreg el

W

prnce Order Type
Contract Mo
Fesporese Date
Fusporsa Teme

P " .-1-|.

Latus

Felease Status

S SEwturs
Condie ot

INITIAL

& Dmmensiors ) Commants -

hedensay@oontoso.com

0a4/06,/2025

k1433

Perching

O Service Hem Log

R cinrtion

Fait Cocie Cinche

52 R2

20000 T4 Daxs

L
= B
o
=
Livew
[ ]
TEO6202S

@ Summary Freses

() Dwtails

& Astachments ()

Document Check -~

Incoming Document Files

Marme

Thee o reotieny f sham i the vatw

Sell-to Customer Service His_.

Customer Mo

20000




—ontoso Electronics  Dynamics 365 Business Central

Cronus UD Ltd. Servi Posted Document All Repont = “’o
ye Customers Coaq a iteey items tem ma Reg '3 ' Worksheet « ¢
HeacCine Actons
. . I + Service Contract Quote  —+ Service Order > Tasks 5 Service
GOOd mornlng, AIeX W'Iber. + Service Contract 7 EE Service Tasks bon & Profit
4+ Sarvice Ou -

View Or eORt sernce task information, such as serwce order number. service tem SSIrpOon, repar status ang servCe tem YOU Can pent 3 st of the
sernce ks that Rave Deen enfievec

s Create Contract lenvoices
M Post Prepasd Contract Entnes

X Croer Planning

Sernce Uroers - Sen - Open

Today P 3 = Qu

User Tasks Job Queue Tasks .

My User Tasks Job Queve Tasks

Pending User
Tasks

0

Tasks Fadled

Self-Service

Current Time Sheet

Submtted Time




pritoso Electronics

Dymnamics 365 Business Central

Crerwral

& i Manage ‘T ShowDocument [ em Worksheet

SVOD0000:4
EwO000005

INTIAL 10000
IMITIAL 20000

S-100 Semi-Automatic Coffes Machine




ontoso Electronics Dynamics 365 Business Central

— Serace Bem Worksheet \

S-100 S-100 Semi-Automatic Coffee Machine

S Frine.  #5 Adjust Service Price & FaultyResol. Codes Relationships &8 Demand Oveniew 28 Troubleshooting

More options
General »
Lines Manage Funclions Line
3 = & Select items..
s Reference e it Fazlt Regton Famdt area Syt Fartcinsten Linst Prce B

Type Ma ey Dot L ncation Code Mggnare (ol Oty Coda Oy Copechg Fautt Code Cocly VT e Desoouns &
em SP-BOM1102 Coffee filter basket PS 1 MNOISE 52 R2 35.00 o
Hem SERM0R Hepar HOUR ¥4 MNONSE 52 R2 10000

=*| Rem a MNIONSE 5-2 B2 uli o]

Details




ontoso Electronics

Sernce Bem Worksheet

S-100 S-100 Semi-Automatic Coffee Machine

WP Frine. %5 Adjust Service Price & Fault/Resol. Codes Relationships &8 Demand Overview

General

65 Business Central

More options

Doxpusment Mo

Service ltem Mo

e Mo,

Serace Bem I:-.';:LF : g
Seral No

Fault Reason Code
Dousment Type

Loaner Mo

Lines Manage Functions Lee

= Newline % Delete Line

Type i3
= Hem = SP-EOMTI02
e SERI02

B Sellect items...

5-100

SERVICE

Oudler

Serace Shell No.

Servioe Prce Group Code

Fault Area Code
Symplom Code
Fault Code
Resolution Code

Fepar Status Code

Fanalt Sapson
Ouantity Code

1
2

5

il




~ontoso Electronics Dynamics 365 Business Central

T Service Order > Tasks 5 Service
=+ Sales Orde > Admenistration S profit

Serce Orders - S ce Orders -
Today .

Reguests Sent

Tasks In Queve

Self-Service

Current Time Sheet Time Sheets Pending Time S

Time Sheets In




—ontoso Electronics  Dynamics 365 Business Central

O Customer Statistics

]
n
m

.'>—~—-—< -

Customer Details




~0ntoso E.I.Ei;'trun_ics Dynamics 365 Business Central

PSVIO00003 - Trey Research

Home PrintSend  Invoice More optio
&L F Update Cheprasirienk {_:L Eumcl enirss

General

Mo FEWINN0N00E
Customer Mo 20000

anfact Mc CTODDDS

Trey Researth

Addre Southwark Brdge Rd 91-95
o -

Postoode SE1 DX

Contact Name Heden Ray

Limes 3nag= Lmne

= SP-BOMII0Z Coffes filler basket
SER102 e

Posting Date O4/06/2025

VAT Date Da/D6,72025

Nocument Dute 4062025

Order No SWO000004

aslesperson Code 10
Prirted
excure Code =T = L B ET

HOUR 1000 200,00

@ Summary Freses

Details 37 Astachments (1)

Incoming Document Files

25



Warranty




wontoso Electronics Dynamics 365 Business Central

L Card \ ," =

SV000003 - S-100 Semi-Automatic Coffee Machine

item Troubleshooting YMare spnors

General

(W)

Resporse Teme (Hours)

Descrption 5-100 Semi-Automatx Coffee Machme Pronty

It2en No S-100 v Last Service

Warranty Starting Date (Parts

iteen Dexcnption S-100 Semi-Automat Colfee Machne

Warranty Ending Date (Pars)

Service kem Group Code SERVICE -

Service Price Group Code v Warranty % (Parts
Varant Code v Warranty Startng Date (Labour

Status Instalied v Warmranty % {Labour)
Sernce Rem Components No Preferved Rescurce

Search Description S-100 SEMI-AUTOMATIC COFFEE MACHINE Blocked

04/06/2025

04/06/2027

m |

3

04/06/2025

040672027

0o

Customer No. 40000 ) - Phone No

Sell-to Location of Sernce tem
Alpine Sio House

Walter-Gropuus-Strasse 5

Park Stadt Schwabsng

Munchen

DE-80807

@D Summary Preves -
(5 Details ¢ Arachments (1)

Customer Details -

Customer No 40000

Alpine Sk House

andeberryScontosn com

.00

.00
TMED)

ian Deberry




_Amtoso Electronics Dynamics 365 Business Central g

= Senace Orer
Service ltem Worksheet - SV000002 Airpot Coffee Machine

7 W

o L Adfusst Service Price & FaultyResol. Codes Relationships & Demand Owenview = Troubdeshooting Fage More options

-

General

Dooasment Mo, SVDD00O006 Serace Shell Na w
Service ltem Mo SNDOO00Z Senace Price Group Code N
tem Mo SP-SCMTD0S Fault Area Code

Sernce Bem Geoup Code SERWVICE Symplom Code

Seral No Fault Code v
Fawlt Reason Code Resolution Code

Docsment Type Crrcdier Repar Status Code INITRAL

Loaner No

Lines Manage Fundtions Line = B

=P Mewline =% Delete Lline  BP Select items_ =
=t
e :='t"'|‘:"b.'f: Uil e B T LS L L
£=] o Sz Leragbaeze Lacatesn Lade Mezre Code bty Code Coce Cpacden Earl WAT e Decognt & L Lot Dzt Type
—+ lem = SP-ROMT02 Ceffes filter basket PCS 1 40 00 100 4000 ‘Warranty Dec Qg
Resource LIMA, Lina Townsend HOUR 1 12000 100 120000  Warranty Disc. il i]

R L
Customer »
Shipping >

L

[ T




Service Contracts




_wonitoso Electronics

Dymnamics 365 Business Central

Loarvice I
s | L L

General

Month
Cuarier

[ X

Carveed

Dretails 5 Astachments (0

Customer Statistics

Service
Payments

Customer Details

0.00



~ontoso Electronics

Dymnamics 365 Business Central

SVC000001 - Prepaid Contract - Monthly

. This customer has an overdue balance.

& Cpen Contract

General »

Shore details

8 Lack Comtrast A Sign Confract

- £

i Creare Servwe Ihidece oy Creste Serace Credit Mama

SWCD0000T 40000 000,2025 Signed

LINES Manage

= New Line

—  SVODO002

Invaicing >

Aurpot Coffes Machme

SP-SCMID0S 24

20000

BO0L00

£ o,

NO2S 3122005 317122005
0000 | TMED

Shipping >

3M

001 /2025

1.200.00

MAIMNTEN

DE-S0a0T

) 25



<ontoso Electronics Dynamics 365 Business Central

SVC000001 - Prepaid Contract - Monthly

3 Thes customer has an overdue balance.  Show details w

Home FPrepare ProngSend Contract  Repornt Mg opbons 0

& Open Contract B Lock Contract [ Sign Contract s Creste Senioe Ivveece g Creats Senace Creda Mems

Senvice Penod ELT ] Service Order Type MAMNTEN

Invoice Details

° Armual Amcunt 1.200.00 Automatic Credit Memos

mvoice Penod Month Contract Limes on Invoice
et Irwpice Diste 071,001 /2025 Mo. of Unposted Imvosoes

Hext Invoioe Penod 025 e N 0VES Mo, of Posted Invoices

Price Update DRDEI0S

Details

) 25



~ontoso Electronics Dynamics 365 Business Central

Loaner Custom S e lten tem Journals  Requsition Worksheets 7
. - ' T Service Contract Quote T Sernce Order > Tasks ’ = Service
I lll / \IeX Wllber. =+ Service Contract | Eiﬂn:q?a;b Bon = Profit
=+ Service Quote <

w Create Contract Service Orders
M s

s Create Contract immoces

¥ Post Prepasd Contract Entnes

Activities Order Planning

Service Orders Service Contracts

Sennce Orders -
Today ' Fu = O xpuwe

Job Queue Tasks .

Job Queuve Tasks

Tasks Fasled Tasks In Queue s Last Reguests Sent

Self-Service

Current Time Sheet Time Sheets

Time Sheets In
progress

0




_ontoso Electronics Dynamics 365 Business Central

Headine Actions
~ % I . Order > Tasks E Service
H |, A|eX Wl | ber Create Contract Service Orders S X B S Adinnstiotion & Profit
FOrSer > History
Options
o s Enching Date 0052025 =
Activities - L —
b Create Sernce Order
Service Orders
Servce Owders Servce Orders Servce Ovders Serwice Ot
Today in Process Fineshed inactive
Filter: Service Contract Header
User Tasks Job Queue Tasks - e
My User Tasks Job Queue Tatks -
Pending User
Tasis
Self-Service Schedule-. oK Cancel
Current Time Sheet  Tine Sheets Pending Time Sheets -

= Approved Time
O === =

=l

2ot




What is | orsienon
Service | e
Management
not great at?

Aftercare




Customer
Engagement

Let people
know who
you are

Get interest
& leads in

Sell them

Build a
more stuff relationship
they might & sell them

need

stuff

Look after &
support

Nurture,
love & keep

happy




Service

V 365 Customer Service
@ 365 Field Service
W 365 Project Operations




What is
Field
Service

Frontline / mobile workers
External to the office
Travel

Scheduling

Work Completion

Invoicing

@ 365 Field Service

[Q Work Order}

D25



@ 365 Field Service

Consulting Upgrades

Installation

Asset tracking

. Work Order

Visit
Calibration
Carer

Training




e

Work Order

Dynamics 365 Field Service

Service location
Billing

Type of work

Characteristics

Work orders

Schedule board
Bookings

Resource requirements
Requirement groups
Time off requests

Time entries

Q  Contacts

Service delivery

< Save

11084 <.
Work order

General

Details

Status

Priority

Service account
Work order type
Incident type
Trade
Agreement

Summary

Account instructions

Products and services  Tasks

Save & close + New Ui/ Delete

Reference  Timeline

@ Unscheduled
High
&4 Contoso Ltd. X

(& Diagnose and repair X

[® HVAC full system diagnosis an...

& Electrical X
& 3 year HVAC maintenance X

Assess the ductwork, air handler,
coils, heat pump, and thermostats.
Run all firmware upgrades. Replace
filters over & months old.

Conduct repairs as needed and
under NTE. Quote approval required

Maintenance entrance is located on
alley between NE 80th St. and

O Refresh

& Share v

1day Contoso Ltd.

Active for Service account

Related v

T Copilot

This work order was created on Apr 16, 2024 when Mica
Pereira reported unusual noise from the HVAC-B6-002
ductwork.

Several notes have been added with photos from the
customer showing where the problem is heard. There is also
a note from Mona Kane that outlines the suspected cause
as the recirculator fan and recommends diagnosis starts
there.

Please review before using to ensure this Al-generated content is accurate,

complete, and appropriate.
Learn more Terms

4 9

Re-generate summary

Booking suggestions
| David So Wed Apr 17, 2024
HVAC Technician @ 10,00 AM-12:00 PM
Cd 20min travel time

Maricel Bautista Wed Apr 17, 2024

ME HVAC Technician .

@ 365 Field Service

Ty Copilot

Hi Molly,
Ready to explore? Select one of the
suggestions below to get started...

Analyze
How many Work orders are there?

Ask
What are my Accounts?

Act
Navigate to Bookings

when was the last work order for
HVAC-B6-002

Copilot 10:35am

Work order 11051 was completed on Jan
8th, 2024 [Reference]

Al generated content may be incorrect d?_] Q

summarize work order 11051
Working on it...

(@ Stop generating

uestion about the data in this app,




@ 365 Field Service

Work Order
®

. . { ) Field Service rovew
Service location

Swees

Billing Focused Other Filte HVAC Repair Needed - URGENT

- " *. Review the k ord:
Type of work > Claudia Mazzanti work order
HVAC repair needed - U (1) 533 AM Claudia Mazzanti ' ;

icti N HVAC . that ko Yo Mo &
Characteristics ‘ same one that was making violly Cla
,p Collin Ballinger
mollyclark@contoso.com Workshop prep

> s Inbox

Create work order

rs Needed

" * Forward

Claudia Mazzanti

srs Needed 123N To: Molly Clark

e re .

Edmee Plant
v

EXTERNAL) Quota per




Work Order

Dynamics 365 Field Service

Washington Oregon

Scheduling

Y Filters B Hourly v B Gantt v €

= Jul 27, 2023
> Search
7 AM

Jul 21-28, 2023

10 AM

Skills

David So 91823
5 2Ym | Work order
2h

1 booked © 63

88561

Work order
2h

Availabi Ilty Miguel Garcia 70992
7h booked © 88 M| Work order

Location (territory) v‘ |

85610

Work order
2h 30min

87943

Work order
1h

. » Cameron Evans 90900
Tl'avel tlme ¥ 6h booked ® 75 15m| Work order
2h

75036
Work order

Priority

Allan Munger e
4h booked ©® 5( 2YM | Work order
2h

1h

72300
Work order

(©)

Optimisation
y Carlos Slattery 79411

63 2°M_| Work order

1h 30min

h booked 63

Work order
2h 15min

Lydia Baur 90052
75 | Work order
2h

6h booked

¢ 1-300f300 >

Open requirements Other requirements

Name | Status |
New
41008 New

40019 New

Role

Technician
Technician

Technical lead

85090

1h 45min

Work order

83691

Work order
3h

Start date
7/27/2023
7/28/2023

7/27/2023

End date

7/30/2023

8/5/2023

7/30/2023

@ 365 Field Service

Jul 28, 2023

4 AM

Duration
3h 30min
1h 50min

1h 30min

—_—0

Search by requirement name
Priority
High
High

High




Scheduling

Skills
Availability

Travel time
Priority

Optimisation

Please follow steps below to schedule your service visit. If requiring emergency service outside of available
times, please reach out to Contoso customer support 555-555-01234.

1 Service product

Rancilio Silvia espresso machine

12345 NE Turing St, Suit 202
Seattle, WA 98109

3 Select date and time
> December 2020

Su Mo Tu We Th Fr

©0
T4
S,

f‘\J /
)

(=
b

\\‘ I/
A NS

"
> )|

2 Service type

Monthly Silvia maintenance package

° 2 Hours

Time available

9:00 am

10:00 am

12:00 pm

02:00 pm

03:30 pm

04:30 pm

9:30 am

11:00 am

12:30 pm

02:30 pm

02:30 pm

05:00 pm

v

10:00 am

11:30 am
01:30 pm
03:00 pm

03:00 pm

@ 365 Field Service

Please follow steps below to schedule your

service visit. If requiring emergency service
outside of available times, please reach out

to Contoso customer support
239-555-0108.

Service product
Rancilio Silvia espresso machine

Q 12345 NE Turing St, Suit 202
Seattle, WA 98109

2 Service type

Monthly Silvia maintenance package
© 2Hours

3 Select date and time
> December 2020

Su Mo Tu We Th Fr

v




Work Order

Scheduling

Dispatch

Communication

Customer, Frontline
worker & Scheduler

Contoso >

Sherri: Your appointment #132587

with Jon Powers is coming up soon.

We'll notify you when we're on the
way.

Learn more at short.url/contoso.

&
Contoso >

Sherri: Your appointment #132587
with Jon Powers is coming up soon.
We'll notify you when we're on the
way.

Learn more at short.url/contoso.

Sherri: Your technician Jon Powers
is on the way! Estimated arrival is
12:58 PM.

Track their status here:
short.url/contoso.

@ 365 Field Service

-

Contoso

Sherri: Your appointment #132587
with Jon Powers is coming up soon.
We'll notify you when we're on the
way.

Learn more at short.url/contoso.

Sherri: Your technician Jon Powers
is on the way! Estimated arrival is
12:58 PM.

Track their status here:
short.url/contoso.

Sherri: Your technician has
completed work order #132587.
Thank you for choosing Contoso.

View details here:
short.url/contoso.




Work Order

Scheduling

Dispatch

Communication

Customer, Frontline
worker & Scheduler

aao

Your technician is here
David arrived at 6:59 AM

& David So
\,

Your technician

bointment #91823

Thursday, July 27
7:00 AM

2501 Redmond Way
Redmond, Washington 98163

g Contact us
(239) 555-0108

support@contoso.com

NE 124th St NE 124th Sy

JUANITA

o Juanita Beach Park

Juanita Bay

Jasper’'s,Dog Park

NE 112th St

HIGHLANDS-KIRKLAND

e

0

NE 85th St

124th Ave NE

SOUTH-ROSE HILL

SIS a.Is

NE 70th St

Doris Cooper NE 60th St
Houghton Beach|Park

LAKEVIEW Bridle Trails

State Park

Coz
Cove Yarrow

Point

© Contoso - Powered by Microsoft

@ 365 Field Service

NE 124th St

NORTH REDMOND

NE 116th St
AVONDALE

WILLOWS NE 116th St

NE 111th St

132nd Ave NE

NE 104th St
EARLMONT

Arena Sports

IN AV puzeL

Redmond

£

T NE 85th St
3

%

BEAR CREEK

NE 80th St union HILRS

Redmond Way NE

(9)
Redmond Way,

Redmond; WA 98052,
SNYDERS — United States

CORNER
o Marymoor. Park

GRASS LAWN

Marymoor Park
ADELAIDE

132nd Ave NE
AN AV YIgPL

Wy
OVERLAKE

BRIDLE




@ 365 Field Service

Work Order

6:23

Schedu Ilng e Contoso =

Dashboard Resources

‘) Upcoming work order
Dispatch @ Startsin20 min

Contoso 9:00AM - 11:00AM

Update status Details

4 assigned Get expert help
Contoso + 3 more Connect to a

* Mobile App remote expert.

Service

* Inspections

See all Open

* Guides
Qj Approvals
o Knowledge Base Streamline requests

Send and keep track of all your requests in
one place

© 2 P © 6

Activity Chat Teams Walkie Ta More

* Remote Assist




Work Order

Scheduling

Dispatch

Service

* Mobile App

* Inspections

* Guides

» Knowledge Base

* Remote Assist

MOUe

£ Bookings

Quacking Snacks

No bookings

No bookings

Sunday, Apell 27th

No bookings

f

00008

Bookable Resource Booking

Customer Service MNotes

SERVICE TASKS (Ov5)

Confirm stand

Confirm vendor/owner ID

Health and Safety check

POS Failure

Get signature

SERVICES

Fault
Estirmated [0 minutes)

PRODUCTS

X25 POS

Estirnated 0

Tumeline

(53]

@ 365 Field Service

Customer

Signature

Service

Notes

Timeline

n)25



Work Order

Scheduling

Dispatch

Service

* Mobile App

* Inspections

* Guides

» Knowledge Base

* Remote Assist

Health and Safety check

mpection Template Version

Designer Preview Logic Translation Versions Related

Paget

Health and Safety check

Are there any cables loose *

Please take a photograph

(Vsssme lile

Are there any hot Rquids

Toolbox  Advan

TextBox
Checkbox
Radsogroup
Dropdown
Entity Locku
Number
Date Time
File

Matrix (Oyna

f"’ 365 Field Service

GYe -

Health and Safety

Related

Health and Safety check

Are there any cables loose *

Are there any hot liquids *

Yes

Is the area accessible *

) 25



® 9 9 @

Work Order

Scheduling

Dispatch

Service

* Mobile App

* Inspections

* Guides

* Knowledge Base

* Remote Assist

G

Products

Diagnose the problem

Ens arer
HVAC repair

Check and replace the air filter

rc Juse an

Check and add refrigerant

Low r 2rant

Inspect the compressg
nspect the compresso g R REEI

G

Smart-Al e

General ERERS Services Products

he problem

are no

Inspect the compresgg
el i -+ Add task

@ 365 Field Service

HVAC repair

Turn off the power to the unit.

Before you start working on the fan,
make sure to turn off the power to the
HVAC unit to avoid any accidents.

5)25



@ 365 Field Service

Work Order

Copilot

Scheduling e chai
Hi David,

Ready to explore? Select one of the
. suggestions below to get started...
Dispatch
Help me write

,//o Write an email to my team about our top
priorities for next quarter from file

Prep for meetings

Q e e
SGche = Help me prepare for meeting

What's new?
What's the latest from person, organized

® MObile App by emails, chats, and files?

* Inspections

Search documents for how to access

. the turbine on this heat pump.
* Guides

® Checking the heat pump manual...

* Knowledge Base

* Remote Assist

@ View prompts

® Ask a work question 9




@ 365 Field Service

Work Order
B /9:53

Scheduling B s
J

Recents
N
DiS patCh i (’;. Markus Long
o
J
Carole Poland e i
Service ,

) Hilary Reyes et ;*,;

* Mobile App

Amanda Brady

Markus Long

* Inspections
* Guides

+ Knowledge Base

+ Remote Assist ol

Markus Long

Meetings Assets

5)25



Work Order

Scheduling

Dispatch

Service

* Mobile App
* Inspections

* Guides

* Knowledge Base

Remote Assist

Copilot

Hayden Lopez

Here is the Work Order

Beth Davies
Thanks, that would be nice

Kayo Miwa

viewed with the cl

Dream team
Erika Happy 10 have you Dack

August Bergman

© | haven't checked available tim...

Charlotte and Babak

Babak: | asked the client to send

Emiliano Ceballos

Marie Beaudouin

Ohhh | see, yes let me

Oscar Krogh

You: Thanks! Have a r

Marketing team sync

Kayo: So glad to hear that the r

Kian Lambert

Have you run this by Beth? Mak

Team Design Template
Ret

et's set up a brainstorm

]

'° Hayden Lopez cChat Shared (3]

Hayden Lopez 4/17, 1022 AM

'o | need help with this issue, can you hop on a call?

10:26 AM

'° Here is the Work Order : 11084 : HVAC Repair

\ ) Field Service

Work order : 11084

Incident type : HVAC Repair
Account : Contoso Ltd.
System Status : Scheduled

Open \"‘k order

@ 365 Field Service

Sure, please send the work order




@ 365 Field Service

Work Order

Dynamics 365 Field Service New look e pel Q Sr Y 0 3 ?

Scheduling &

R t
ke SVOO000007 - saved 9/19/2024 9:46 AM  Adatum Corporation

57 Pinned Work Order - Work Order (New) ~ Created on Service account

s Save @ Save&Close -+ New [T] Book [f Rebook [i] Delete () Refresh

My Work General Products and services Tasks Reference Timeline Related “

Dispatch
Get Started

Dashboards Details
‘:b Copilot PREVIEW (D) P

Scheduling Satus ® In Progress

Service

Work Orders Priority 2 No priority Booking

Schedule Board . & Thu, Sep 19, 2024
" . (B 5 IK  Ivan Koletic
Service account 8 Adatum Corporation X je 10:28 AM - 10:52 AM

® MObiIe App Bookings

- * 2 24mi
Resource Require... Work order type Pl Maintenance X s

 Inspections . 2 6min travel time

esuien et Crods External Project

© GUideS Time Off Requests ® InProgress Vv

Incident type * A Business Central - Default Incident Type X

Time Entries B8 Canceled

* Knowledge Base

Agreement 3
Bjomers © Completed

* Remote Assist
2 Summary
Xl
&l Accounts ® In Progress
L Contacts 5 & robert.townes@contoso.com
Cp On Break

Service Delivery
Scheduled

& Cases Account instructions

& Travelin
Service IAVES9




@ 365 Field Service
/’ Work Order

Dynamics 365 Field Service Q_ fabrikam|

Accounts

{" Scheduling [~ Show chart + New £l Fa.bri.kam, vlnc,

( Home v: Redmonc

(® Recent . R Fabr-ikam Residences, Inc. o : o o
Work orders (preview) ty: New York : Q Filter by keyword

<7 Pinned Work orders

ID

Dispatch

Incide 9 91823 Priority Created on
My work ervice account: Fabrikam, In
87395 HVAC High 7/8/23 9:56 AM
D> Getstarted Show more results for fabrikam

Dashboards 12416 Ductwurx repan AUGLUIT LU PUTaUUT m progress Medium 7/8/23 9:30 AM

Scheduling 22304 Heat pump diagnosis and repair Adatum Corporation Scheduled High 7/9/23 4:45 PM

l @ Work orders 32019 Thermostat replacement Lamna Healthcare... In progress Medium 7/9/23 4:31 PM

Schedule board v
33401 HVAC annual service First Up Consultan.. In progress 7/9/23 3:10 PM

£ Bookings

) 40019 HVAC full system diagnosis and re ~ Lamna Healthcare... Unscheduled High 7/10/23 12:04 PM
Resource requirements

Requirement groups 41008 Full system diagnosis and repair Humongous Insurance Unscheduled High 7/10/23 11:30 AM

Time off requests
Review, post, check and Titne antries
manage

45876 Heat pump diagnosis and repair Northwind Traders Completed Urgent 7/10/23 9:20 AM

47812 Ductwork installation Bellows College Canceled Low 7/11/23 1:00 PM

lsfomers

O
(]
(I
(]
O
([
O
(]
O
O
O

49870 Ductwork repair First Up Consultan.. Completed Medium 7/13/23 4:00 PM
Accounts

i G 50003 HVAC annual service Lamna Healthcare... Scheduled No priority 7/13/23 2:09 PM
ontacts

M c17ec HV/AC full euctam Aiannncic and re 1 amna Haslthrara SRR S| [ SR - 7/12/22 1068 AN

Carvica daliviars

1-250 of 680 Page 1
Service




Work Order

Scheduling

Dispatch

Service

Review

Review, post, check and
manage

Field service feedback

¢ ey Irj
FES‘I]J Customer satisfaction survey

Hi {{First Name}}
We hope d technician. Please share your thoughts on how
it went so that we can make your experience better next time.

1.How would you rate the overall quality of our ser

Dissatisfied ‘ﬁi’

2. Please rate your ex
ery difficult
what difficult

Neutral

3. How would you rate your satisfaction with our field service technician in terms of:

@ 365 Field Service

L AL

nervoice microsoft oo

BX Field service
““p& feedback
DUCKFEST  cocnomer satiafacton

Hi Peter

We hope you had a great experience with
our field technician, Please share your
thoughts on how it went so that we can
make your experience better next time

1. How would you rate the overall quality
of our service?

2. Please rate your experience scheduling

+ B =

n)25



Work Order

Scheduling

Dispatch

Service

Review

Review, post, check and

manage

Dynamics 365 Field Service

Resource requirements
Requirement groups
Time off requests

Time entries

Customers
Accounts

A Contacts

Service delivery

& Cases

Agreements

Functional locations
loT alerts

loT devices

lytics and Insights

Field service histo...

& Reports

Service

@ 365 Field Service

Work order summary

Date range

Work orders

951

Work orders by system status

L] L] L]

Work order trends by work order type

Work order type Open

Open work orders

353

In progress

Substatus

All

Broken promise (%) Mean time to schedule (mins)

6.37% 15.12

Work order trends by system status

L]

Mean time to complete by work order type (mins)

Mean time to schedule (mins) Broken promises (%)

Mean time to travel (hrs)

Technician

All

Mean time to travel (hour)

0.66

Mean time to completion

3.00

Work orders by substatus

Mean time to complete (hrs)

O 0 @«

Avg. CSAT

4.70

Work orders by primary incident type

Avg. incidents types

&

)25



Work Order

Scheduling

&< O 2) https//businesscentral.dynamics.com
) 333 Dynamics 365 Business Central

CONTOSO, LTD

4 Projects Open  Plannl
D. h ) Headline
spate ) Good aft
.
Service
/ Activities v
~ Invoicing
Review e
J 0

Review, post, check and

>

User Tasks

manage
My User Tasks

Pending User
Tasks

0

>

(2) e + : -~

&
N

Dynamics 365 Field Service Integration Setup

/

Home Mapping Synchronization Actions v Automate v Fewer options

38 Assisted Setup {7 Test Connection

Connection from Dynamics 365 Business Central to Dynamics 365 Field Service

Field Service URL https://contoso.crm.dynamics Active scheduled sync.. 0of 0

Enabled ( 7)

Additional Settings

Project Journal Templ... INTEGRATIO 2 4 | Hour Unit of Measure | HOUR

Project Journal Batch FS & 4

@ 365 Field Service

D) 29



@ 365 Field Service

Work Order

Dynamics 365 Business Central g Environment

= prod_53248

Scheduling CRONUS USA, Inc. Service Management Posted Documents All Reports

Service Orders:  All v Hv L B —+ New [i] Delete  [iff Post.. -~ Print/Send ~ Warehouse ~~ Order ~»  Synchronize ~

Coup..
to

Dyna..
Dis patch No. T Status Order Date Order Time Customer No. Name Location Code Response Date Response Time Release Status 365

00005 Pending 9/18/2024 11:21:36 PM 10000 Adatum Corporation 9/18/2024 11:21:36 PM Open
SVO000001 In Process 9/10/2024 2:13:48 PM 10000 Adatum Corporation 9/11/2024 2:13:48 AM Open
SV0000002 In Process 10/1/2024 2:13:49 PM 20000 Trey Research 10/2/2024 2:13:49 AM Open
SV0000003 In Process 10/1/2024 2:35:39 PM 40000 Alpine Ski House 10/1/2024 2:35:39 PM Open
SVO000004 In Process 10/1/2024 2:35:40 PM 50000 Relecloud 10/1/2024 2:35:40 PM Open

SV0O000007 *  Finished 9/10/2024 9:45:34 AM Adatum Corporation 9/10/2024 9:45:34 AM Open

Review, post, check and
manage




Work Order

Scheduling

Dispatch

Review, post, check and
manage

Dynamics 365 Business Central

SVO000007 - Adatum Corporation

Order

Synchronize

[l post... | v ‘v Archive Document

State

Post Codse

Country/Region Code

1tact Name

Lines Manage

K% Service Lines

- SV000006

Invoicing

Line

us

Actions

Related Automate

[ Release to Ship |~ ¥ Print...

@ Ship

Invoice

Robert Townes

Functions

SERVICE

Ship and Invoice

@ Ship and Consume

Serial N Descript

@ 365 Field Service

Environment:
=2 prod_53248

im: Create Warehouse Shipment

Status Finished

Open

Repair Status

on ode

CMS100-00002 S-100 Semi-Automatic INITIAL

9/10/2024




@ 365 Field Service

Work Order

Environment:

Dynamics 365 Business Central 2 prod 53248

Scheduling
SVO000007 - Adatum Corporation

Order  Synchronize Actions Related Automate

DlspatCh 6 Post... | v ‘v Archive Document n/ Release to Ship | v ¥ Print... f;} Create Warehouse Shipment

State P
s Status Finished

Post Code Open

Country/Region Code us @ Ship

] Invoice
itact Name Robert Townes

® Ship and Invoice

Ship and Consume

Lines Manage Line Functions

K% Service Lines ‘m Cancel

Repair Status

Review, post, check and o
manage

- SV000006 SERVICE CMS100-00002 S-100 Semi-Automatic INITIAL

Invoicing

9/10/2024




@ 365 Field Service

Work Order

Dynamics 365 Business Central

SVO000007 - Adatum Corporation

Working on it...

Order SVO000007 -> Invoice PSVIO00005
Posting lines 3

Posting serv. and tax 1

Posting to customers

Posting to bal. account

Review, post, check and
manage

Invoicing




Business
Central

and Field
Service

The best of both worlds

Internal and External view

Frontline worker transparency



What | can do now with Field Service
linked to Business Central

« \Work orders delivered out of the
office to front line workers

Scheduling of Resources

* Live visibility of where the front

 Travel Times line workers are
 Estimated and actual times and « Geo Fencing
pricing

* Inventory use at source

* Mobile offline application « Satisfaction survey linked to the

 Capture Signatures work order

525



Thank You.

Gemma - g.mooney@noded.co.uk

Peter - p.norman@node4.co.uk

525


mailto:g.mooney@node4.co.uk
mailto:g.mooney@node4.co.uk
mailto:g.mooney@node4.co.uk

) What's new in
j Business Central?

i Glastonbury Stage - Conference Theatre

13:30 - 14:10

Please rate all s

@ Gemma Mooney
Noded

What are the new features in Business Central

that our team are excited about? Learn what's
been added by Microsoft and what they're
planning to add to our favourite product.

Iet us know how we did Add rating

)25
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