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Key Findings 

• By leveraging mobile technology, field service management (FSM) vendors have evolved 

their software offerings from desktop-bound, reactive products into real-time, anywhere-

access solutions. Now the next step in this market’s technological evolution has begun,  

integrating FSM with M2M (machine-to-machine) remote monitoring to enable a uniquely 

proactive and predictive field service model. 

• Traditionally, field service workers have been heavily dependent on their clients identifying 

that a service issue exists and then calling in to report the problem.  M2M integration adds 

sensors and remote monitoring to take the place of the client’s eyes and ears, identifying 

issues before a serious equipment problem occurs and escalates.   

• At this time, the quickest avenue to creating a high-quality FSM+M2M capability is for field 

service management vendors to partner directly with already established M2M experts to 

provide a combined offer to customers. ServicePower exemplifies a vendor that has taken 

this approach, forging a strategic relationship with Bosch Software Innovations in early 

2014 and strengthening their robust scheduling and mobility capabilities.  In this regard, 

ServicePower is a member of a very select group of vendors that have made the leap to 

proactive, preventive field service capabilities. 

• A major benefit of this proactive, connected service model is a more satisfied customer, 

due to fewer equipment breakdowns and faster trouble resolution.  For the field service 

organization, benefits also include reduced labor costs due to quicker time-to-first-fix and 

the possibility of increased revenues via additional service contract options. Source: Frost & Sullivan   
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Key Findings (continued) 

• Before any purchase decision is made, field service organizations are advised to give 

careful thought to a number of possible implementation issues.  Major considerations 

would include incremental hardware requirements, the quality of communications security, 

and an optimal data analytics capability. 

• The hard-dollar benefits of the FSM+M2M service model need to be more clearly 

quantified and then more effectively promoted by vendors. At this time, only a limited 

number of FSM vendors offer the option of integrating remote machine-to-machine 

monitoring into their solutions, and they should not be squandering their current 

competitive advantage with ineffective marketing. 

Source: Frost & Sullivan   
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Mobile Field Service Management: A Growing Market  

12014 North American Mobile Enterprise Survey, Frost & Sullivan 
2Mobile Workforce Management Market (NC4B), Frost & Sullivan, December 2013 

The North American field service management (FSM) market continues to evolve as technology becomes 

more powerful and customer expectations become more demanding.  During the past decade, 

mobilization has been a key trend, transforming the previously desktop-bound FSM offering into a real-

time solution that tracks and locates field workers, optimizes dispatch, captures and transmits data to and 

from a worker’s mobile device, integrates with back-end systems, and automates work processes.  

This is a growing market.  Responses to the 2014 Frost & Sullivan Mobile Enterprise Applications survey 

indicate that over half of today’s businesses have implemented mobile field service management solutions 

to at least some degree.1  Frost & Sullivan currently forecasts the North American mobile workforce 

management market (a larger solution category that encompasses mobile FSM) to reach $2.9 billion in 

annual revenues by 2018.2   

Frost & Sullivan revenue projections for mobile FSM are based on a number of current and anticipated 

adoption drivers, including the hard-dollar business impacts being experienced by current users and the 

resulting high levels of satisfaction that surface year after year.  Other drivers include the growing 

popularity of prepackaged, hosted solutions, the wide availability of affordable tablets, and the marketing 

support of large, high-profile distribution channel partners, such as the Tier 1 wireless carriers. 

The revenue forecast and its estimated 2013-2018 CAGR of 40.5% is also predicated on the belief that 

this market’s nascent predictive analytics capabilities will grow in sophistication.  Up until recently, 

predictive analytics focused upon calculating individual field worker travel, arrival, and completion times.  

Now, however, cutting-edge mobile FSM vendors are harnessing the power of remote M2M monitoring 

and analytics to change the very nature of the field service ecosystem. 
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Currently have;     
plan to expand   

within year 
32.0% 

Currently  
have; no plans to 

expand within year 
21.0% 

Plan to introduce   
within year 

18.0% 

Intro within  
2-3 years 

6.0% 

Do not have;  
no plans to introduce 

23.0% 

Mobile Field Service Management Market: Deployment Plans, North America, 2014 

N=300 

Total Respondents (%) 

Source: 2014 Mobile Enterprise Applications Survey, Frost & Sullivan 

Key Takeaway: Over half of 2014 survey respondents report some level of deployment.  

Current customers can offer significant expansion opportunities. 

Mobile Field Service Management: Current Deployment 

Plans 
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Source: 2014 Mobile Enterprise Applications Survey, Frost & Sullivan 

Mobile Field Service Management Market: Level of Customer Satisfaction, North America, 2014 

Mobile Field Service Management: Current User 

Satisfaction 

Key Takeaway: User satisfaction is very high, with only 1 percent of survey 

respondents reporting any level of dissatisfaction. 
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Increase in customer satisfaction

Reduced paperwork

More accurate billing

Faster trouble ticket resolution

Improved competitive advantage

Enhanced customer engagement

Improved field service response times

72 73 74 75 76 77 78 79

Mobile Field Service Management Market: Top Impacts in Business,  
 North America, 2014 

% of “Significant” or “Somewhat Significant” Ratings 

Current Users 
N=161 

78% 

76% 

76% 

75% 

74% 

74% 

Source: 2014 Mobile Enterprise Applications Survey, Frost & Sullivan 

74% 

Mobile Field Service Management: Business Impacts 

Key Takeaway: Business impacts focus on increased efficiencies and enhanced 

customer engagement. 
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Mobile Field Service Management:  Key Market Trends 

Deployments are becoming more sophisticated:  Fewer businesses report deploying simple, out-of-

the-box solutions that focus only on “dots on a map” worker tracking.  Instead, the majority are purchasing 

mobile solutions that are 70-80 percent pre-built before then adding customer-specific requirements 

around workflow automation, back-end integration, customer engagement processes, etc.  Fully 

customized solutions also remain popular as IT organizations increase their level of development expertise 

and focus on providing their internal clients with high-value assistance.  The trend away from simple plug-

and-play solutions—and toward a higher level of customization and backend integration--reflects a more 

sophisticated level of wants and needs when it comes to mobile field service management.  

More businesses are choosing the cloud:  With regard to mobile enterprise applications, more 

companies are being given the choice of implementing an on-premise solution or taking a cloud-based 

approach.  The percentage of businesses that are using only on-premise apps is decreasing, while more 

companies are either opting solely for cloud-based mobile solutions or are carefully deploying a mix of on-

premise and cloud-based solutions.  Businesses that trend toward the cloud value the cost, scalability, and 

time-to-market advantages.  

Customers are demanding faster, better service from field workers:  A May 2014 survey3 revealed 

that prolonged service industry wait times are costing U.S. companies approximately $130 billion in annual 

productivity losses. Over one-third of U.S. customers report that they have cancelled their service or 

discontinued use of that brand because of a frustrating service experience.  Companies that deploy a field 

service workforce risk losing business and revenues unless they determine how to provide quicker, more 

efficient service and support.  M2M remote monitoring offers an opportunity to provide a more proactive 

and preventive type of field service. 

3Customer Service Wait Times Could be Costing Americans More Than $100 Billion a Year, New Survey Finds, ClickSoftware, July 15, 2014 
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Mobile Field Service Management:  Portfolio of 

Capabilities 

• GPS Tracking 

• Mapping 

• Geofencing 

• Standard Reports 

• Time, Labor and Material 

Tracking 

• Work Order Management 

• Contract and SLA 

Management 

• Data Capture 

• Repair Guidance 

• Scheduling Optimization 

 

• Customer Feedback 

• Loyalty Rewards/ 

 Coupons 

• Customer Registration for 

Marketing 

Communications 

• Competitive Intelligence 

 

Key Takeaway: Businesses are moving away from simple worker tracking, with field 

service organizations wanting more sophisticated workflow automation functions and 

richer customer engagement features–all accessible on a field tech’s mobile device. 

Track 

Workers 
Optimize/Automate 

Processes 

Engage 

Customers 

Source: Frost & Sullivan   

Mobile Field Service Management Market: Portfolio of Capabilities, North America, 2014 
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Mobile Field Service Management: Reactive vs. 

Proactive 

• GPS Tracking 

• Mapping 

• Geofencing 

• Standard Reports 

• Time, Labor and Material 

Tracking 

• Work Order Management 

• Contract and SLA 

Management 

• Data Capture 

• Repair Guidance 

• Scheduling Optimization 

 

• Customer Feedback 

• Loyalty Rewards/ 

 Coupons 

• Customer Registration for 

Marketing 

Communications 

• Competitive Intelligence 

 

Key Takeaway: Current field service automation and optimization capabilities tend to react 

more than anticipate.  Transforming today’s field service model into a more proactive 

process could increase operational efficiencies and improve customer satisfaction. 

Track 

Workers 
Optimize/Automate 

Processes 

Engage 

Customers 

Source: Frost & Sullivan   

Mobile Field Service Management Market: Portfolio of Capabilities with Reactive Automation and 

Optimization Elements Highlighted, North America, 2014 
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Mobile Field Service Management: Leveraging M2M 

The Internet of Things (IoT) is a real and growing 

phenomenon.  By 2020, analysts expect billions 

of units/devices to be connected with each other, 

without any human interaction needed. These 

connections are taking place in both the 

consumer and business realms. 

The machine-to-machine (M2M) category is a 

subset within the Internet of Things universe. 

This category is concerned with connecting 

business devices, utilizing a variety of wireless 

and wireline connectivity technologies. 

Forward-thinking field service organizations are 

leveraging M2M capabilities to build a more 

proactive field service process. 

 

 

“M2M communications consists of using a device (for 

example, a sensor and a meter) to capture an event (such 

as temperature, inventory level, location, or environment 

status), which is then relayed through a network (for 

example, wireless, wired or hybrid) to an application 

(software program), to translate the captured event into 

meaningful information (for example, there is a breach, 

corrosion requires attention, items need to be restocked, 

or an accident has occurred).” – based on a Numerex 

Corporation definition 

Source: Frost & Sullivan 

Image Source: Ericsson   
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Mobile Field Service Management Market: Machine-to-Machine (M2M) Market Evolution  

and Roadmap, US, 2008-2018 

Market Maturity 
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Endpoint 

Monitoring 
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Interactions 

“Big Data” 

Management 

and Smart 

Customer 

Relationship 
From Asset 
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Driving 

Business 

Efficiencies 

New Product 

and Service 

Innovation 

to 

to 

Source: U.S. Machine-to-Machine (M2M) Communications Market, Frost & Sullivan, June 2013 

Mobile Field Service Management: Leveraging M2M 

Key Takeaway:  The new 

generation of M2M 

applications tend to be 

more collaborative and 

take advantage of 

services that are in the 

cloud. By adding 

context and combining 

multiple data points 

from a variety of 

coordinated sources, 

M2M remote monitoring 

becomes the 

cornerstone in a new 

way of thinking about 

smarter, more 

connected field service. 



19 

Location 
Awareness 

Long-Life 
Batteries 

The Cloud 

Sensors/M2M 

Wireless 
Communications 

Enabling 
Technologies 

Proactive Field Service Model 

Proactive Field Service Management: Enabled by Multiple 

Technologies  

Key Takeaway: M2M sensors are one of multiple technologies converging to enable a 

proactive field service model. 

Source: Frost & Sullivan   



20 

Field Service Management:  With and Without Remote 

M2M Monitoring 

Without M2M Remote Monitoring: 

Customer 

identifies 

equipment 

breakdown or 

distress 

Field 

service tech 

is 

dispatched 

Service 

tech 

diagnoses 

on site 

Tech may 

or may 

not have 

required 

parts/ 

expertise 

With M2M Remote Monitoring: 

Sensor 

connected to 

equipment 

registers 

deviation from 

predefined 

operational 

parameters 

Diagnostics 

are 

automatically 
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Service case 

generated 

Work order 

is assigned 

to service 

tech; Order 
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service 

tech’s 
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device 

Service 

tech 

diagnoses 

problem 

remotely 

Service 

tech 

repairs 

remotely 
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or 
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Close out 

case? 

Close 

case 

Source: Frost & Sullivan   
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Traditionally, today’s field service workers are reactive--heavily dependent on their customer identifying 

that a service issue exists and then calling in to report the aforesaid issue.  A field tech is then dispatched 

to the customer site to diagnose the problem.  The tech may or may not have the parts and expertise 

needed to immediately fix the issue.  There is no guarantee that the trouble ticket will be closed out after 

this first visit. 

Best-in-class Field Service Management vendors are making a more proactive process available to their 

customers.  These vendors are partnering with M2M providers to add sensors and remote monitoring to 

take the place of the customer’s eyes and ears.  This type of solution requires the customer to define their 

equipment’s preferred operational parameters upfront.  Sensors can measure vibration, usage, 

temperature, sound, output levels, etc.  The devices or equipment would then be securely monitored and 

an alert sequence would be initiated when any deviation from the parameters takes place.  The alert 

sequence would automatically collect all relevant data and generate a trouble ticket, which would then be 

transmitted to a service tech’s mobile device (smartphone or tablet). The technician could then run remote 

diagnostics and resolve the situation either onsite or via a remote program.  

Assuming that the correct parameters are defined at the start, the remote monitoring capability can identify 

issues before a serious equipment problem occurs and escalates.  The result is proactive maintenance 

and the avoidance of costly repairs or premature replacement. 

Currently, there are a limited number of companies offering the FSM+M2M option.  One Field Service 

Management vendor that is actively partnering with an M2M expert to offer this level of proactive, 

preventive servicing is ServicePower. 

Field Service Management:  With and Without Remote 

M2M Monitoring 

Source: Frost & Sullivan   
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Proactive Field Service Management: ServicePower 

Source: Frost & Sullivan, ServicePower   

Bosch Software Innovations technology extends the capability of current ServicePower M2M solutions to 

proactively identify an equipment need and then trigger the appropriate service event: 

• The Bosch Suite--which includes M2M, Business Process, and Business Rules Management—

interfaces with sensors installed on ServicePower client equipment. 

• Equipment data is collected and then wirelessly transmitted to the ServicePower M2M Connected 

Services software.  Additional relevant information is gathered—for example, the ambient temperature 

and weather for a particular zip code.  

• These data are analyzed, and the appropriate service event is identified (repair, maintenance, 

restocking, or inspection) and activated as a result, using ServicePower ServiceScheduling and 

ServiceMobility solutions. 

 

ServicePower, a global field service management platform provider, forged 

a strategic relationship in early 2014 with Bosch Software Innovations to 

enhance the current ServicePower M2M Connected Services offering. 

 

• The service tech receives the job order on his or her mobile device, along 

with any relevant customer history, prediagnostics, and necessary 

diagrams or specs.  Once the job is complete, all relevant data and 

feedback is updated in real-time via the mobile device. 
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Proactive Field Service Management: ServicePower 
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Key Takeaway: 

Parametric data (sensor 

data) is collected, plotted, 

and then used to predict 

and model future 

equipment failures. 

ServicePower then 

schedules maintenance 

services as needed, and 

dispatches the job to the 

appropriate field tech via 

ServiceMobility. 

Source: ServicePower (with permission)   
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Traditional desktop-
based offering – Reactive 
service and support  

Addition of 
mobile access 
to FSM 
capabilities – 
Real-time service 
and support 

Integration with 
M2M remote 
monitoring and 
analytics – 
Proactive service 
and support 

Field Service Management Market: Technology Evolution, North America, 2008-2018 

2008 2018 

Field Service Management:  Technology Evolution 

Key Takeaway: Field Service Management solutions are demonstrating a steady 

progression from reactive to real-time to proactive service and support. 

Source: Frost & Sullivan   

Reactive Real-time Proactive 
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Lower  

service costs 

 

 

Increased  

customer 

satisfaction 

 

 

Increased  

service revenue 

Reduced labor costs:  A tech with the appropriate level of expertise and the 

right repair parts translates into a quick time-to-first-fix. 

More satisfied customers:  End-customers are happier due to fewer equipment 

breakdowns and faster trouble resolution. 

New revenue sources:  Proactive capability can be translated into additional 

service contract models and more profitable and customized service 

relationships. 

Insights into customer behavior:  Customer usage data can be collected for 

analysis by product and marketing teams. 

Optimized equipment uptime:  No need to wait for a serious malfunction that 

shuts down equipment. 

Benefits of a Proactive FSM+M2M Service Model 

Source: Frost & Sullivan   
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Issues to Consider Before Adoption 

When evaluating whether to transition from providing a reactive to a preventive field service function, field 

service organizations should be encouraged to give serious thought to the following considerations: 

 

• Does the preferred field service management vendor have experience and expertise in this area? 

• Is the equipment to be monitored already digitally enabled? 

• Are the required remote monitoring devices/sensors affordable? 

• Will new mobile devices have to be purchased for the field service techs? 

• Does the solution collect, filter, sort, and analyze the right data? 

• Is this solution truly useful?  Will it increase revenues and/or reduce expense in some significant way? 

• Is the solution secure and private in terms of data transmission? 

Source: Frost & Sullivan   
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Businesses or organizations that wish to provide a more proactive, predictive, and preventive level 

of field service to clients are advised to begin by taking these first steps: 

 

  

 Identify a high-potential use case.   

 

 Decide on the composition of the purchase decision-making team.  Include those 

 organizations that will be impacted by this new capability and process.  This would 

 typically include Finance, IT, and the service engineers themselves.  Involving the 

 service techs early in the process helps to ensure a better solution and quicker 

 acceptance in the field. 

 

 Reach out to trusted vendors to discuss and understand options, pricing, etc. 

 

 Run the business case.   

 

 Consider a quick, limited trial before full roll-out. 

First Steps  

Source: Frost & Sullivan   
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The Last Word 

2 

To establish a high-quality FSM+M2M capability, the quickest avenue to 

entry is to establish a working partnership between the field service 

management vendor and a respected M2M expert. Actual acquisitions may 

take place further down the road. 

3 

The hard-dollar benefits of the proactive, predictive, preventive FSM+M2M 

service model need to be marketed and promoted more effectively.  FSM 

vendors that currently enjoy this capability would be advised to implement 

a more aggressive (and effective) marketing strategy, especially before 

their traditional competitors add this capability to their own portfolios. 

1 

Cutting-edge vendors of mobile field service management solutions are 

expanding the utilization of predictive analytics to mean more than just 

using algorithms to calculate tech arrival times. Integrating M2M sensors 

and remote monitoring into the solution is a real competitive differentiator 

that proactively identifies repair and maintenance issues before a serious 

problem occurs and escalates. This capability is another indication that the 

North American mobile FSM/MWM market has entered a new phase of 

technology innovation. 

Source: Frost & Sullivan   
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Legal Disclaimer 

Frost & Sullivan takes no responsibility for any incorrect information supplied to us by 

manufacturers or users.  Quantitative market information is based primarily on interviews 

and therefore is subject to fluctuation.  Frost & Sullivan research services are limited 

publications containing valuable market information provided to a select group of customers. 

Our customers acknowledge, when ordering or downloading, that Frost & Sullivan research 

services are for customers’ internal use and not for general publication or disclosure to third 

parties.  No part of this research service may be given, lent, resold or disclosed to 

noncustomers without written permission.  Furthermore, no part may be reproduced, stored 

in a retrieval system, or transmitted in any form or by any means, electronic, mechanical, 

photocopying, recording or otherwise, without the permission of the publisher. 

 

For information regarding permission, write to: 

Frost & Sullivan 

331 E. Evelyn Ave. Suite 100 

Mountain View, CA 94041 

 

© 2014 Frost & Sullivan. All rights reserved. This document contains highly confidential information and is the sole property of Frost & Sullivan.  

No part of it may be circulated, quoted, copied or otherwise reproduced without the written approval of Frost & Sullivan. 
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Value Proposition: Future of Your Company & Career 

Our 4 Services Drive Each Level of Relative Client Value 
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Global Perspective 

 

40+ Offices Monitoring for Opportunities and Challenges 
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Industry Convergence 
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360º Research Perspective 

Integration of 7 Research Methodologies Provides Visionary Perspective 
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Implementation Excellence 

Leveraging Career Best Practices to Maximize Impact 
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Our Blue Ocean Strategy 

Collaboration, Research and Vision Sparks Innovation 


