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Challenges and change

The Fourth Industrial Revolution is not just an
idea; it is a fact. Smart devices, the Internet of
Things (IoT), artificial intelligence (AI), augmented
reality (AR), 3-D printing, and other innovations
are already here, and they have changed the way
many companies operate. They are particularly
attractive for field service providers, since they
allow users to save money and time without
compromising on quality. For example, companies
that use mobile devices and field service
applications to communicate with work crews are
in a better position to complete jobs quickly and
meet customers’ expectations. Likewise, firms
that employ technologies such as smart meters,
AI predictive maintenance solutions, and cyber
security systems have more options to help their
clients avoid outages and downtime.

The preparation process is likely to be
complicated, but it will be easier to navigate
with the help of existing field service
management (FSM) technologies.

The oil and gas service sectors have already
begun to benefit from the shift, but there are
more changes to come. By 2025, service
providers won’t just be using new equipment and
new methods. They’ll be taking advantage of the
fact that the adoption of these new technologies
is accelerating as the communication
infrastructure and technology is set to converge.

more bandwidth, software solutions are poised
to take advantage of the seamless real-time
communication infrastructure – even when users
are exchanging high volumes of data via AR or
other platforms.
No longer will various technologies operate
independently of each other, but instead
emerging technologies will allow users to
bring it all together. Service companies will
be able to equip their employees with devices
that can keep track of the workload while also
accessing AR platforms that link seamlessly
to data capture and analytics functions, which
in turn will drive AI-powered preventative and
predictive maintenance programs.

On the operational front, oil and gas service
companies will need to balance cost with
delivery more and more closely, especially
with the advanced support required from the
development of unconventional hydrocarbon
reserves – tight oil, shale gas, tar sands. Fields
of this type now account for an increasingly
large share of total production, especially in
North America, and there is no reason to

believe the trend will falter before 2025. This
represents a challenge, since unconventional
deposits tend to be more geologically
complex than conventional sites requiring oil
and gas operators to utilize new, advanced
technologies and processes to identify,
access and retrieve these reserves. Oil
and gas field service teams and the FSM
technologies they leverage will need to
keep pace to support these advanced
developments. Nevertheless, smart meters
and other types of high-tech equipment can
help make them easier to evaluate, monitor,
and control.

The total convergence of technologies is well
underway, and has the potential to lead oil and
gas service providers into a new era of optimized
performance and customer satisfaction. Early
adopters will be the first to benefit – especially
if they start to prepare well before 2025.

As new multi-purpose, intrinsically safe
devices such as hands-free headsets and next
generation mobile devices get smaller, more
cost-effective, and more widely available, the
network that enables them is advancing. With
the rollout of 5G mobile networks, which
promises to deliver much faster service, with
fewer interruptions, less lag time, and much
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Challenges and change continued

Laying the groundwork
On the customer satisfaction front,
expectations are changing. The growth
of e-commerce companies has changed
consumer expectations as it relates to rapid
delivery of goods and services – and high
levels of customer satisfaction – in all sectors.
Accordingly, oil and gas service providers that
are already using smart devices, mobile apps
and cloud computing to optimize scheduling,
workflow, and first-time fix rates are
proactively addressing these new increased
service level expectations and putting
themselves in a more competitive position.
Shifts in the labor market bolster the case
for the rapid adoption of new technologies
too. The last few years have been marked
by the Great Crew Change – that is, by the
retirement of many technicians and engineers
from oil and gas companies. This generational
turnover means that service operators are
now recruiting more entry-level staff from the
ranks of the tech-savvy Millennials. These
companies will have a better chance of
attracting and training the next generation of
technicians if they emphasize the role that
technology can play in fieldwork – that
is, if they highlight the fact that their employees
use high-tech equipment as well as muscle to
complete their tasks.
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This approach has the potential
to give rise to a virtuous cycle, in
which oil and gas service providers
that hire Millennials who like the
idea of working with new technologies
pave the way for the adoption of
future innovations.
These younger employees will be ready
to take new approaches to old problems,
using technologies with which they are
already familiar, in a new context. They will
be conversant with IoT devices and will
have an intuitive grasp of the advantages of
infrastructure, equipment, and work sites that
have their own links to the internet. They will
be experienced in using wearable devices
such as biometric monitors and handsfree communication units, and they will not
think twice about using AR to supplement
their training, to collect data, or to carry out
remote maintenance operations.
In short, they will have the skills
needed to reap the benefits of the new
technologies that are likely to emerge
over the next few years.

The challenges identified above – making the
shift to unconventional oil and gas, meeting
customers’ higher expectations, integrating
younger employees, and optimizing the use
of new technologies – are not insubstantial.
But certain robust types of FSM solutions
and devices that are already available today
can help ease the transition by maximizing
operational efficiency on two key fronts: data
collection and communications.
Oil and gas service companies have always
needed to collect data so that staff members
can analyze tasks, assess problems, and
devise solutions, but new technologies have
vastly simplified this process. For example,
smart monitoring devices can compile
information on work sites automatically, at
predictable intervals, and make it available
for viewing online. Consequently, service
providers no longer need to deploy multiple
teams to inspect components or locations
one by one. Instead, they can review data

remotely, evaluate it quickly, and then devise
solutions on the spot, without the need for
meetings or other consultations.
As for communications, oil and gas service
companies have always had to contend with
the physical distances between their home
bases and work sites. This can slow the
pace of work, prevent field crews from
communicating easily with company
managers and customer representatives,
and complicate efforts to ensure the timely
delivery of invoices and other documentation.
In addition, oil and gas service companies
face a range of different and often extreme
environments in which they work, including
underground locations. They need the ability
to work offline and have the capability to
capture information via mobile apps even
when the device is not connected to the
network, so that teams can still operate
efficiently even in the most remote locations.
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Laying the groundwork continued

Scanning the horizon
FSM solutions are breaking down these
barriers. They facilitate communications
between headquarters, teams and
technicians in the field, and they give service
providers a way to ensure that their clients
know when and how their needs will be
met. Additionally, they allow for electronic
signatures and verification, as well as the
instant transfer of documents between
parties. Technicians never have to stop
working to wait for someone from the home
office to deliver the necessary documents
and authorizations. Teams and technicians
can work just as well when disconnected and
then, because of native mobile applications
and the cloud-based solutions some modern
FSM solutions utilize, the apps collect and
store data and then will sync, allowing for
undisturbed performance and updates.

In turn, improvements in data collection and
communications have allowed service providers
to optimize crucial day-to-day functions
such as scheduling, information sharing and
workflow, and management and analysis of
information. They have reduced the time, labor,
and resources needed to complete regular,
repeating, emergency, and administrative
tasks. They have given companies the ability
to benefit from analytics, which organize data
into categories that can be used to evaluate
performance and identify new objectives.
As a result, some modern, advanced FSM
technologies are helping service providers
curb costs and boost profit margins without
compromising customer satisfaction. This
is a positive development, especially since
fluctuations in oil and gas prices have
significantly affected clients’ decisions on
hiring service providers in recent years.

Embracing innovation is not just an
investment in the present. It’s also smart
planning for the future.
Already, field technicians can don voice-activated
smart glasses or headsets to access many of the
FSM capabilities available to them previously via
a hand-held device. They can receive their work
schedule and be able to update on-site arrival times
for any safety and regulatory requirements. They
can access customer history and records to have
a full understanding of the task they are going to
complete. Once at the customer site, they can
fill out digital forms, communicate with colleagues,
view analytics in real time, and make decisions
based on that information. They can instantly
update other business systems when they
integrate their FSM platform with other systems
of record such as ERP, CRM or accounting.
With the convergence of emerging technologies,
AI and AR will begin to play a more prominent
role. This means that there could be a job that has
been assigned predictively rather than because of
a breakdown or failure. Using a hands-free mobile
headset, the technician can scan barcodes that
allow them to conduct hands-free checks of
specific items and use the AR display feature to
view relevant information on performance or output.
If they can’t figure out how to fix problems on their
own, they can use the device to contact a colleague
with more expertise, who can use the audiovisual
display to view the same pieces of equipment and
offer remote troubleshooting.
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Scanning the horizon continued

What now?
The advantages of these new technologies are
obvious, but there will be a learning curve. That is,
oil and gas service companies’ workers will have
to learn how to use these multi-purpose solutions.
Undoubtedly, device manufacturers, user
experience designers and software engineers will
strive to give their products intuitive, user-friendly
interfaces that are built for purpose. It is a given
that technicians who are already familiar with
the benefits that modern FSM solutions deliver,
and that are available now, will probably be the
fastest to learn how to use solutions that integrate
multiple functions.
FSM solutions deliver great value and a return
on investment in their own right, but it goes
without saying that oil and gas service providers
should aim to hit the ground running as new
technologies come into play. Focusing on

operational and technology needs now and what
the stages of maturity mean to them in terms of
the convergence of the emerging technologies
with FSM is key. As early adopters, they will be
able to be the first to offer clients higher levels of
service. They will have an edge over competitors
that cannot maximize uptime and prevent outages
with new technologies such as AI, IOT and AR.
They will be able to operate more nimbly in an
environment where market fluctuations and cost
considerations are more important than ever.

New technologies are not just
emerging; they are also
converging. They are moving
in the direction of being able
to work together smoothly,
across multiple platforms.

The time to start preparing for the
innovations of 2025 is not 2024;
it is now.
Oil and gas service companies that are
already using FSM solutions and technologies
in 2019 are acquiring the tools they need to
build a foundation for the next step.
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But there is still time for late adopters to catch
up, and service providers that want to be wellprepared should start looking for the solutions
and devices that are built with the future in
mind. Solutions that are designed to capitalize
on the technology convergence will best meet
their immediate needs. Of course, these needs
will not be uniform across the industry. But
there are a few points that all users should
consider before deciding which technologies
to adopt, namely: utility, versatility, and security.
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What now? continued

Utility

Service providers shouldn’t seek out new
technologies simply for the sake of having
the biggest, shiniest array of new gadgets.
They should instead look for solutions and
devices that collect relevant data, facilitate
communications between all parties, and
improve workflow. They should also focus
on finding tools that are easy to use, with
intuitive interfaces that technicians can learn
to operate quickly and without specialized
training. Additionally, they should seek out
technologies with features such as analytics
that generate value for their users rather than
simply presenting the same old information in
an attractive new format.

Security

Robust security features that safeguard proprietary
and private data are also critical but should not
impose unnecessary communication barriers
between company managers and administrators,
field technicians, and client representatives. The
ideal solutions will allow the parties to exchange
data, documents, and comments in real time and
to upload new information quickly and easily –
without compromising security or privacy.

Versatility

Oil and gas service companies that can strike
the best balance between expenditures and
profit margins have always had an edge
over competitors. This balance is easier to
achieve with FSM solutions that are easy to
use in different settings, i.e. both web and
mobile applications as well as support for
multiple operating systems (iOS and Android).
Additionally, they will get more use out of
devices that can be used for more than one
type of job without much modification – for
example, smart monitors that can collect data
from disparate sources such as gas wells, utility
grids, and fleet depots that send out trucks to
provide additional transport capacity when no
rail tank cars are available.
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Moving towards the
“new normal”
Technology, like field service
management solutions, has made
significant inroads into many sectors of
industry, including oil and gas services,
and is fast becoming the norm.
If not in use, then companies must fully evaluate
what technology they need today – and what
is likely to be needed in the future. Market
leaders who adopt a robust FSM platform are
positioned to outpace the competition and lay
the foundation to extend that differentiation
as new, emerging technologies become more
accessible and begin to converge in the oil and
gas services space.
The emerging technologies bring a whole
new set of capabilities and these are set to

become ubiquitous and indispensable tools
by 2025. But they are not stagnant. They will
evolve further, and the best way to prepare for
this evolution is to start paying attention now.
By using and gaining benefit from the FSM
solutions and devices that are available today,
they will gain the insight and skills needed to
move to the next level.
If they do, they are likely to reap benefits
in the short term because technological
innovations with the right combination of
features help users optimize performance
and improve customer satisfaction. But they
will also help themselves in the long term by
finding new ways to support the companies
that help meet the world’s growing demand
for energy – just as they have always done,
only faster and better and cheaper.

Technologies that meet these criteria have
the potential to help oil and gas service
companies improve their performance in the
near term, but they can also play a role in
preparations for the future.

The more useful, versatile, and secure
the solution, the more it will be used.
And the more these solutions are
used, the more experience technicians
will gain with features that will be
available on integrated multi-function
devices by 2025.
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About
FieldAware
FieldAware for Oil and Gas is an innovative
field service management solution that
simplifies field service operations.
Fast and easy to implement, FieldAware’s
dynamic and flexible solution drives
maximum productivity from field
workers while providing access to
real-time information in the back office.
With seamless integration to business
applications, FieldAware streamlines data
sharing for complete, timely, and accurate
exchange of information. We extend the
value of the solutions Oil & Gas service
providers already rely on (ERP, CRM and
accounting) – reducing DSO, increasing
customer satisfaction and improving First
Time Fix Rates.
Our comprehensive solution supports
the optimization of your entire operation
by providing increased efficiency and
transparency across all field work. FieldAware
is the modern, flexible choice for today’s Oil
and Gas field service organization.

Contact Us
To learn more about our solutions
or to schedule a demo:
Call us on
US and Canada 800-935-0736
UK
0800 098 8487
Australia, APAC 1800 821 628
Email us at sales@fieldaware.com
Visit www.fieldaware.com

