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MIXED LABOR RESOURCE 
MODEL

THE CHALLENGE

The role of Field Service 
Organizations (FSOs) is changing. 
No longer are FSOs regarded simply 
as cost centers or necessary evils. 
FSOs provide important post-sale 
customer touch points that should 
be exploited by all verticals within 
the organization to increase sales 
and improve brand image and 
awareness.

At the same time, FSOs are increasingly challenged to also decrease costs and cycle 
time, increase profitability, productivity and field utilization, all while increasing the 
customer satisfaction and retention that leads to increased sales and improved brand 
image.

Historically, FSOs have relied upon a single labor channel to execute field services. A 
single labor channel inherently limits the FSO’s inability to react to seasonal demand 
spikes, dynamically change geographical coverage or impact fixed overhead costs.

For example, a service company that provides repair coverage in the US uses its own 
employees to provide services. A review of job data determined that this service 
company was not selected 40% of the times in which it was eligible due to its first 
available appointment slot being greater than 7 days in the future.

THE SOLUTION

An FSO must evaluate how best to 
execute its field service operations 
to achieve desired metrics, as well 
as contractual commitments. Often, 
employing a mixed labor channel 
model provides the mechanism 
through which FSOs can achieve 
both.
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Mixed labor channel models include employed field technicians, contracted third 
parties and on demand technicians. Using technology and automation, an FSO must 
intelligently determine and distribute work to the channel which best meets the desired 
metrics.

THE BENEFITS

FSOs control technician availability, 
cycle time and contractual SLA 
commitments through mixing labor 
channels, enabling it to distribute 
work to the labor channel with the 
most desired cycle time metrics. 7 
day availability suddenly becomes 
same day or next day availability 
by tapping into contractors and on 
demand labor forces.
Mixing labor channels enables FSOs 
to control seasonal or catastrophic 
demand spikes. FSOs can manage 
employed workforces at constant 
levels, without missing potential 
work or customer commitments 
by supplementing its labor supply 
with contractors or on demand 
technicians.

FSOs may staff for regularly 
required skills or geography while 
using contractors or on demand 
technicians in cases where special 
skills or distant geographical 
coverage is required.

FSOs can distribute jobs based upon 
quality of service metrics derived 
from traditional post event surveys 
or on site data collection. In cases 
where the FSO expertise for certain 
types of jobs is deficient, contractors or on demand technicians may be able to provide 
a higher quality of service.

FSOs can manage cost and margin metrics by reserving higher margin or more 
desirable jobs for their employed workforce, while sending less desirable or more costly 
work to contractors or on demand technicians.



ServicePower offers a wide range of planning, forecasting and analysis tools, consulting
services and scheduling products.

Contact ServicePower to find out how our Scheduling and Business Intelligence 
products help you decrease the cost of lost time. www.servicepower.com
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SUMMARY

Best in class field service 
organizations develop dynamic 
resource plans, according to 
Aberdeen’s Field Service 2013: 
Workforce Management Guide.

Dynamic scheduling requires the 
FSO to manage customer requests, 
as well as the supply of labor with 
the appropriate skills, geography, 
availability and quality, such that it 
may achieve cost and margin goals, 
improve efficiency, productivity and 
utilization, decrease cycle time and increased customer satisfaction.

Implementing a mixed labor channel strategy ensures field service organizations meet 
corporate metrics and customer commitments, maximizing the organization’s ability 
to exploit each customer touch point, increasing sales and improving brand image and 
awareness.

“Generally, my mix of employees vs 3rd parties is 70/30. However, I have to be able to 
fluidly and automatically shift between the workforces, not based simply on dedicated 
geography, but based on cost, margin, cycle time and quality metrics. The ServicePower 
field management platform provides me the ability to manage my field service 
operation to ensure we meet our metrics and provide the quickest, best customer 
service” – veteran field service manager responsible for 3,000 employed technicians for 
a Fortune 100 company.



www.ServicePower.com

About ServicePower
ServicePower Technologies Plc (AIM: SVR), is the only company 
that provides a complete global, mobile, field management 
platform enabling clients to mix labor channels, utilizing 
employed, contracted resources, and on demand resources 
while controlling all elements of the field service lifecycle, from 
planning, to execution to analysis. We offer a range of integrated 
software products and services that are used by some of the 
leading manufacturers, third party administration, insurance, and 
telecommunications companies, world wide.

For more information, email us at info@servicepower.com
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