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Field Service Overview

Part of Dynamics 365 CRM
Field Service isn’t just integrated into CRM, but it is a core part of 
CRM meaning you can leverage all the capabilities of the Dynamics 
365 & Power Platform Suite of tools, and this now includes native 
integration to Business Central. 

Managing Service Operations
Create contracts and agreements that can manage Warranties, 
Routine Maintenance, Emergency Call Outs along with Project 
Installs and more

Real-Time Insights
With the use of the mobile app, data is updated in real-time by the 
field engineer meaning the whole organisation can see and 
feedback on what is happening on the ground. 
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Smart Scheduling
Smart scheduling optimises resource allocation, based on skills, 
region and more, allowing teams to respond quickly to service 
requests, enhancing efficiency.

Work Order Management
Work orders contain service tasks to manage expected activity and 
output per job so that when an engineer arrives on site, they 
already know what needs to be done. 

Inventory Tracking
Inventory tracking allows for almost real-time visibility of stock 
levels from Business Central (and other ERP), enabling van stock 
management with ease.

IoT Integration
Integration with IoT devices means Work Orders could be raised 
and an engineer awaiting scheduling without human intervention, 
driving predictive maintenance. 

Key Features - Schedulers
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Key Features - Engineers

Mobile Access
Mobile access empowers field technicians with the information they need on the go, enhancing 
productivity and service quality. Ability to see the job, and tasks expected.

Offline Functionality 
Allows engineers to still complete the data, reports and tasks in the App whether they are 
connected to the internet or not and then synchronises back to FS once a connection is detected.

Historical Data
Engineers have access to historical data at the touch of a button so can use this to diagnose 
potential issues and identify recurrences
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Key Features – Mobile App
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Business Benefits & Outcomes
Improved Customer Satisfaction
Real time updates and reports can be sent to Customers to allow them to be kept upto date 
on the status of their Work Orders

Reduced Operational Costs
The combination of reduction of manual paperwork and smart scheduling mean that jobs 
and paperwork can be completed in the most efficient order and whilst still on site, leading 
to less ‘admin’ time and wasted travel time.  

Increased First-Time Fix Rates
Providing Knowledge Base articles and previous product fixes as insights into possible route 
causes mean that Engineers can diagnose the issue more effectively. 

Enhanced Service Visibility
Greater visibility into service operations enables better decision-making and improved 
management of resources. Spot trends and behaviours developing.

Asset Tracking
Enables all users to see Customer Assets and the statuses of them. 
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Field Service Scheduling Agent
AI-Driven Scheduling Support
The Agent uses AI to determine the best route bases on either time 
or priority

Integration with Dispatcher Workflow
The Agent is accessed via the Scheduling Board, meaning it is 
already in the place most Schedulers are working.

Balancing Automation and Control
The Agent recommends a Schedule and then gives the user a 
chance to make changes before committing it to the board 

Strategic Evolution in Field Service
This Agent is the first step towards a more efficient and automated 
scheduling service and it is only the beginning.
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Single Technician Optimization
The agent optimizes schedules for one technician at a time, 
balancing bookings, priorities, and travel to improve efficiency.

Rapid Disruption Response
It quickly adjusts schedules to handle early completions, 
cancellations, or delays, minimizing impact on other appointments.

Human-in-the-Loop Approach
The agent provides recommendations for dispatchers to review, 
ensuring human judgment guides final scheduling decisions.

Seamless Integration
Supports various resource types within the Universal Resource 
Scheduling framework, ensuring easy adoption without major 
changes.

What the Agent Can Do Today
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What Is Being Added in Wave 1 2026

Multi-Resource Optimization
Once the 2.0 version is released, up to 5 resources can be scheduled simultaneously from the 
Scheduling Board

Strategic Optimization Plans
Optimisation Plans can be set up to run over night and can be used for up to 30 resources. 
These will also be reviewed before being committed to the board. 

Optimization Scopes and Transparency
In addition to resources, 2.0 will allow scheduling per Territory or Per Resource group to be 
optimized by the Agent

“From Tactical to Strategic Tool
Enhancements transform the agent into a strategic tool aligned with AI-driven complex 
coordination and human oversight.” – Microsoft Docs

Public Preview June 2026, GA March 2027
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Business Benefits & Outcomes
Reduced Manual Effort
The agent automates scheduling tasks, saving dispatchers time on recalculations and 
reprioritizing work orders.

Improved Service Reliability
By optimising promise windows and priorities, late arrivals and missed appointments are 
minimised.

Better Technician Utilization
The agent fills schedule gaps caused by cancellations or early completions to boost 
productivity.

Enhanced Dispatcher Confidence
AI-backed recommendations reduce variability and support consistent, reliable 
scheduling decisions.
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Demonstration
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Field Service & Business Central
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Field Service Integration

Standard Microsoft-supported integration
Uses the same structures and processes as the Dataverse and Sales 
Integration, utilising Virtual Tables for some aspects

Field Service manages operational work execution
The Order are scheduled using the Universal Resource Scheduler.
The completion of the orders is carried out using the dedicated 
Field Service Mobile app

Business Central manages finance, invoicing, and inventory
Details are returned to BC about what stock has been consumed in 
Van Locations for Inventory Management, and Consumption 
against a Service Order to be invoiced. 

Two Types of Integration
Either Project based for simple time billing or Service Order based 
for more advanced servicing and Part consumption
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When to Use

• Work is managed as part of a project lifecycle

• Typical for installations, long-running jobs, or contract work

• Requires detailed project tracking and financial reporting

How it Works

• Work orders are linked to Business Central projects

• Technician time posts as project time entries

• Materials post to project consumption

• Invoices generated from the project in Business Central

Project Based
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Service Order Based
When to Use

• Combination of project work and ad-hoc service

• Recurring maintenance plus project-based work

• Different billing and operational models in one environment

How it Works

• Project work orders link to Business Central projects

• Break-fix or service calls create or can be created from Service Orders

• Time and materials routed based on work type

• Finance rules applied consistently in Business Central

Requires Business Central Premium to access and use the Servicing Modules



CRM CONNECT 2026

Business Benefits & Outcomes
Project Based:

• Accurate project cost and margin tracking

• Supports fixed-price or milestone billing

• Strong financial and reporting control

• Clear visibility of project performance

Service Based

• Flexibility across service and project delivery models

• Single operational experience for technicians

• Clear separation of billing logic

• Scales as service offerings expand
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Demonstration
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Demonstration of Scheduling Assistant - Now
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Demonstration of Work Order to Service Order



CRM

FOR ALL THINGS DYNAMICS 365 CRM & POWER 
PLATFORM

Thank you!


	Slide Number 1
	Field Service Overview
	Field Service Overview
	Key Features - Schedulers
	Key Features - Engineers
	Key Features – Mobile App
	Business Benefits & Outcomes
	Field Service Scheduling Agent
	Field Service Scheduling Agent
	What the Agent Can Do Today
	What Is Being Added in Wave 1 2026
	Business Benefits & Outcomes
	Demonstration
	Field Service & Business Central
	Field Service Integration
	Project Based
	Service Order Based
	Business Benefits & Outcomes
	Demonstration
	Demonstration of Scheduling Assistant - Now
	Demonstration of Work Order to Service Order
	Slide Number 23

