
EXTREME WEATHER PHENOMENA 
ARE INCREASING AROUND 
THE WORLD AND THE GULF 
COAST STATES AND WEST 
COAST, IN PARTICULAR, HAVE 
EXPERIENCED MORE THAN THEIR 
FAIR SHARE OF SEVERE EVENTS 
OVER THE PAST FEW YEARS.

ith floods, fires, and 
hurricanes the damage 
caused by these events 

is devastating to the communities, 
residents and businesses affected; 
the damage from hurricanes Harvey 
and Irma, alone, is expected to 
exceed $150 billion.

Steve Wellen, CEO FieldAware 
reports, “The role of many field 
service organizations is to respond 
immediately to these disasters.” 
For example, some workers will get 
dispatched as soon as it is safe to 
do so, to ensure roads are reopened 
for other emergency services to 
get access, and damaged power 
supplies are restored, or broken gas 
mains, for example, are made 

safe. Other workers such as those 
from construction, electrical and 
mechanical contractors are called in 
to reconnect essential services and 
make safe any critically damaged 
buildings, roadways, and bridges.

In the wake of natural disasters, field 
service management solutions play 
an increasingly important role in the 
management of field service teams, 
monitoring workflows and progress 
and ensuring safety along the way.  
The field service organization must 
be the most efficient and responsive 
they can be and to do this an 
increasing number of organizations 
are taking advantage of the very 
latest field service solutions.

The critical role of field 
service in the wake of a 

Steve Wellen, CEO FieldAware, explains how field service organizations  
are responding to disasters and the vital role technology is playing 
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FIRST 
RESPONSE 
– SAFETY FIRST
Field service management solutions 
help deliver the most efficient ways of 
working so no time – especially the so-
called golden hours immediately after an 
incident – is lost. 

Many organizations in field service have 
long-used some form of scheduling and 
dispatch software, and this delivers real-
time insight into the work, the workers, 
and their location. While scheduling 
tools optimize in-day and scheduled 
work, it is the business intelligence from 
the performance analytics that helps 
managers make instant, on-the-spot 
resource decisions as well as preparing 
for longer-term programs and events.

“ Visibility is paramount, 
especially in the ever-
changing situations 
arising from natural 
disasters. Those working 
in the back office require 
full visibility for planning 
and managing the work, 
and it is essential for the 
overall safety of the teams 
involved in these high-risk 
areas of work.” 

Steve Wellen  
FieldAware CEO

With a field service solution, a dispatcher 
in the back office will know exactly when 
workers arrive at a job, how long they 
spend there, and when they leave. So, 
when one assignment is completed, the 
dispatcher can send the technicians to 
the next task in a smarter, more efficient 
way sending the crews or individuals 

with the right skills, the right equipment, 
and who are closest to the scene, on to 
the next priority job.

Tasks can be prioritized so that 
dangerous situations can be flagged 
and technicians reassigned as needed. 
The schedules can be redone at the 
touch of button so that teams can react 
and respond accordingly.

Steve indicates, “The importance of 
the first response to disasters is critical, 
and field service management solutions 
enable the work to be delivered 
efficiently, in terms of time, safety, 
productivity, and cost.”

PLANNING 
FOR THE 
UNEXPECTED
As part of the disaster recovery, 
accurate data management is 
essential to run an efficient business, 
but this is not always a straightforward 
task due to manual processes. How 
data is disseminated, collected, 
shared and used makes the difference 
between having an effective and 
responsive field service operation or 
not. Any paper-based processes are 
fraught with issues from delays 

in receiving vital information, to 
missing, incomplete information, or 
inconsistency in the data captured. 
 
Easy access to data is critical in  
speeding up the response of the field 
service organization. If a technician has 
everything they need at their fingertips, 
they know exactly what they are 
facing when turning up to each new 
task. Using mobile forms as part of 
the field service solution ensures that 
captured data can be easily accessed 
by whoever in the business needs it and 
when they need it. The ability to easily 
retrieve the required information not 
only means time and resource is saved, 
but regulatory and inspection criteria 
are adhered, to which is essential to 
emergency work and disaster response.

Mobile forms can also be auto-
populated and include drop-down 
menus, assisting data entry accuracy 
with prompts for completion and 
smart-logic to skip over irrelevant 
sections. Especially useful in highly 
stressed environments, like disaster 
situations the forms ensure that the 
right, accurate information is captured  
the first time, every time. This intuitive 
and automated way of data collection 
can be particularly useful when training 
a temporary workforce, new hires or 
on-boarding reallocated resources from 

elsewhere in the organization, allowing 
teams to be ramped up quickly during 
peak emergency times or extended 
periods of high-volume work. 

With mobile forms, data is entered just 
once on the technician’s device as the 
data is captured at the point of service, 
saving an enormous amount of time 
by removing any duplication of data 
entry at a later stage. Photos, scanned 
documents, and signatures can all 
be captured at the same time, while 
workflow ensures all ERP, CRM, and 
accounting systems are automatically 
updated. This communication is 
instant and in real-time, ensuring that 
everybody in the organization is kept 
abreast of progress – management, 
back-office and field.

MANAGING 
THE FUTURE 
According to Steve, “After the initial 
emergency response, many field 
service organizations will be involved 

in ongoing work for weeks, months or 
even years to help rebuild the affected 
communities and restore all services 
to residents and businesses alike.”

The business needs to be able to 
have the agility to flex its resources, 
bring on new team members and 
allocate technicians and engineers 
quickly to address the immediate 
needs of the emergency work and 
the ongoing needs of the rebuilding 
program. Organizations don’t want 
to be working with dated and overly 
complicated field service systems and 
solutions, which need considerable 
training and ongoing management. 
New and reallocated resources need 
to hit the ground running, so the 
easier to use and more intuitive the 
solution the better. 

The importance of data on the 
performance and responsiveness of 
each worker and team, for example, 
helps to feed into future planning and 
ongoing disaster management. 

Organizations compile the data 

into reports, identifying trends and 
spotting areas for improvement. For 
instance, if crews took too long to arrive, 
managers can better plan standby 
crews for future situations or more 
resource may have been needed to be 
allocated to certain areas above others.

Use of analytical data helps improve 
decision making and productivity, 
making it possible to complete more 
jobs per day, and helps control 
costs. For field service organizations, 
squeezing more jobs into one day in 
the aftermath of a disaster accelerates 
the resumption of operations, especially 
useful for business continuity,  
minimizing lost revenue and bringing 
employees back to work more quickly. 

Information collected using field 
service solutions, and especially one 
which has a dynamic mobile forms 
capability, is accurate and reliable and 
can instantly give a real-time insight 
into the business. 
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This not only gives those making 
on-the-spot decisions confidence in 
the information they are using, but 
also means the data can be easily 
searched, extracted, and analyzed for 
future planning and resourcing needs. 
This helps to transform collected data 
into instantly, actionable business 
intelligence, again helping hugely during 
times of relief efforts and the ongoing 
reconstruction work.

Much of the work which goes into 
rebuilding communities after the 
devastation of natural disasters, will 
also inevitably involve compliance 
and regulatory requirements, as well 

safety elements. All data on workflow 
and processes needs to be correctly 
captured, recorded, and managed. 
Again mobile forms components 
within field service management 
solutions not only speeds up 
processes but critically ensures 
compliance targets are met on every 
job, every time, by every worker. The 
ability to respond immediately to 
customers or regulatory authorities is 
increased, and an audit trail is in place 
for accountability.

Field service management increases 
accountability as well, by collecting 
accurate, reliable information on field 

operations and associated costs. 
Managers are better equipped to make 
the right decisions regarding resource 
deployment during emergencies 
and on a daily basis. Beyond that, 
organizations which base decisions on 
accurate, meaningful information that 
reveal historical patterns, trends and 
metrics can respond more effectively 
to day-to-day tasks as well as the next 
hurricane, flood, heat wave or blizzard.

DISASTER 
MANAGEMENT: 
REAL-LIFE 
EXAMPLES
One of our FieldAware customers 
provides generators for both 
back-up power and covering 
emergency service needs. Efficiency 
and speed of service are vital 
elements in responding to their 
customer needs in both planned  
and unplanned situations.

They use FieldAware to schedule 
service calls and notify technicians of 
jobs through their smartphones. The 
technicians get a parts list, customer 
history, and turn-by-turn directions to 
the customer site. They can use the 
system to deliver service, enter data, 
and complete job orders. 

“ With approximately two 
thirds of our employees 
based in the field,  
mobility and the ability  
to conduct business  
using smartphones  
is very important to us,”  

says their CFO.

Because FieldAware is completely 
customized and presents technicians 
with only the fields and information they 
need, jobs are now documented much 
more quickly. The time required to close 
out each work order has decreased 
from 45 minutes to five minutes. Greater 
efficiency has increased schedulable 
hours by 17 percent, speeding customer 
response time. 

Operations have been streamlined as 
well. Adjusting schedules now takes 
seconds, whereas before it took up to 
45 minutes. Once a job is scheduled, 
technicians instantly see all the 
information they need to complete the 
job, and operations can keep tabs on 
jobs at all times. “The system is updated 
continuously as items are entered into 
the workflow. It’s a huge increase in 
productivity not having to chase data,” 
says the Operations Manager.

Job information flows seamlessly 
into their CRM system, keeping all 
systems updating simultaneously. 
As well as response times, overall 
customer service has improved along 
the way. With complete customer 
history available, schedulers and 
technicians can make proactive 
recommendations for preventative 
maintenance. This allows the 
company to take a more proactive 
role in maximizing their customer’s 
overall equipment effectiveness and 
helps for future planning.

All work orders are now closed out 
daily—compared with up to two 
weeks previously—so customers can 
be invoiced faster helping manage 
company cash flow and with system 
reporting, the company is able to 
manage labor utilization, technician 
costs and revenue per hour in the 
event of planned and emergency work. 

Greater efficiency  
has increased 
schedulable  
hours by 

17%, 
speeding customer 
response time. 
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