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1. Heading to indicate the future trend 

As we enter another year, many of us ponder grandiose New Year’s 
Resolutions or at least plot a way to be ‘better’. One of the reasons I 
think we often fail at meeting or exceeding our resolutions and 
personal goals for the future is we either set our sights on something 
that is way too lofty of a goal, or worse yet, something that would take 
a true transformation of our entire lives. Drastic change is difficult, and 
it is also really hard to maintain for a sustained period of time.  

This is one of the reasons I think the future outlook for field service 
should center around things that take incremental improvement, not a 
revolutionary shift. A dramatic transformation can be difficult as too 
many customers depend on service to just get the job done, and too 
many service organizations depend on an ecosystem in order to simply 
deliver on an SLA. This all makes those outlooks into 2020 (which isn’t 
that far off any more) just aspirational.  

But despite that somewhat cynical view into what is possible, I do 
think service, and in particular field service, has an opportunity to do 
great things in the coming future. Based on Aberdeen research this 
year, three areas in particular will have a big impact on the field in 
2016 and beyond. The key is for organizations to invest, implement, 
and create a strategy around these areas to reap the benefits that are 
just around the corner.  

 Engage your customers in their own service experience. 
Customers are invested in the success of the service 
organization. A customer by definition has bought the 
equipment, they have a service contract, or they want to avoid 
downtime on a machine. So why would they want the service 
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organization to fail? The answer is they don’t. But the 
disconnect comes from not having clear channels for 
communication in place and from not expecting more from 
your customers. As seen in Aberdeen’s State of Service 
Management 2015: Connect to Your Customers report (March 
2015), the top initiative to improve customer engagement for 
the Best-in-Class right now is to create a communication 
strategy which works to interact with customers on the 
channels and frequency they want (71% of the Best-in-Class). 
This enables a conversation to move beyond the reactive, 
“show up when something fails” approach, which creates a 
combative relationship. Customer engagement is an area that 
provides value now for the service organization and the 
customer.  

 Remote resolution will lead the way for the Best. The 
buzzword and marketing wave of “The Internet of Things” took 
over much of the conversation across many industry sectors in 
2015. But many organizations are still challenged with how 
they will actually connect to all of the data and make it useful. 
In 2016, the investments that service organizations have made 
will begin to pay off, at least for the Best-in-Class. In 2015, 
approximately one-third of all service issues were resolved 
remotely. But as seen in Aberdeen’s Evolution of Smart Service: 
Connected to the Future of Resolution (March 2015), in 2016 the 
Best-in-Class expect that number to jump by nearly 10% (even 
Laggards forecast they will be able to improve by more than 
7%). The value of the IoT for the end customer is its ability to 
connect service to the right answers to solve problems faster 
and more efficiently. The Best-in-Class will continue to use 
data to deliver better service to customers now, not some time 
off in 2020.   

 Analytics and data management will create new 
opportunities for service to excel. As discussed above, the 
IoT is creating a flood of data points from machines, 
customers, and products. And with this accumulation of data 
comes the challenge of finding how to turn it into insights. 
Trends like Big Data and the IoT to some extent stop at the 
point where we capture data points but avoid the “now what” 
questions and answers. 2016 will be the year that top 
performing organizations begin to have those “aha” moments 
with the data they have been capturing for some time now. As 
seen in Aberdeen’s The Simple Analytical Solution to Complex 
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Data (October 2015), top performing firms have begun to 
improve their ability to effectively engage increasingly 
complex data while expanding the number of people within 
the organization who can find this data useful. Even service is 
getting into the data and analytics game. In Aberdeen’s State 
of Service Management 2015 report (March2015), the top 
technology investment for the Best-in-Class in 2016 will be BI 
and Analytics tools specific to service management. The key 
for the future of service is that these top performers plan to use 
this insight to find new ways to service their customers, drive 
revenue, and improve service delivery. 

These are just three of the trends coming in 2016, which will make 
service really exciting for customers, manufacturers, and the field 
team. Feel free to continue to read all of the far off trends gaining 
traction in 2016, but won’t actually be relevant until 2020 and beyond. 
But many of your peers will look to the present as they prepare to excel 
at service delivery in the coming months, not the next decade.  
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