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Optimizing Field Force Operations 
A Solution for Today, a Strategy for Tomorrow  

Introduction1 
Field service operations is the backbone of all facilities-based communications service providers 
(CSPs). The effort to streamline this function has been constant since the first networks, more than 
a century ago. Over time, service providers found efficiencies through wireless communications. 
First, through the early two-way radio dispatch systems in the late 1940s; then, the first data dispatch 
computers of the 1970s. Mobile data handsets in the 1990s were followed by today’s high-speed, 
high-definition tablets. Through the software in them, and processes behind them, both have 
improved how quickly technicians respond, and how well-prepared they are when they arrive on the 
job site. CSPs must keep with tradition and endeavor to take field service operations to the next 
level, for three important reasons. 

First, next to price, customer service is the key differentiator in 
what is now a highly competitive market. Well executed field 
operations result in good customer service. Second, new tools 
can now help to take customer service, tied to the technician 
install or repair processes, to the next level: analytics, automation 
algorithms, location technology, and integrated support systems, 
to name a few. Third, a well-oiled field service organization can 
positively impact the bottom line, from two directions: 
dramatically reducing operational expenses; and accessing new 
revenue streams from the hyper-connected world of the Internet 
of Things (IoT), smart homes and general interconnectedness. It 
is Stratecast’s contention that if CSPs take the necessary steps to 
automate, analyze, streamline and optimize their field service 
operations today, they will not only realize the cost benefits 
inherent in such efforts—they will also create new revenue 
opportunities. The new revenue would come from enabling technicians to upsell, and from CSPs 
positioning themselves to lead what Stratecast views as an emerging opportunity. The opportunity 
comes in supporting a growing range of connected devices and related services beyond their 
traditional communications purview, such as networked appliances or environmental sensors.  

The aim for many providers of home networked services may be to operate with a self-service/plug-
and-play model. However, the need for installing and managing the broadband connection, the 
complexity of home networking, and the nuances evolving from the greater “connected machine” 
IoT sector will require active field service support for a long time to come. Through a more 
diversified field force, skilled in supporting network connectivity and a range of networked devices, 

                                                 
1 In preparing this report, Stratecast conducted interviews with representatives of the following companies: 

• CSG International – Chad Dunavant, Vice President of Product Management 
• CSG International – Scott Dutton, Executive Director of Product Management 

Please note that the insights and opinions expressed in this assessment are those of Stratecast, and have been developed 
through the Stratecast research and analysis process. These expressed insights and opinions do not necessarily reflect the 
views of the company executives interviewed. 
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CSP field operations could meet that requirement with both internal resources and with the help of 
partners.  

This report explains how CSG International has helped CSPs improve field service operations with 
dynamic scheduling, route optimization, analytics and automation. The report also shows how such 
advanced and automated solutions prepare service providers to provide the field force of tomorrow. 

The Current Phase of Field Service Operations 
The technician is the most visible part of field service operations. Most streamlining efforts focus on 
making the technician more efficient. However, it is unfair to put the entire onus for performance 
on the technician. Many things can and do go wrong before the technician arrives on site. There are 
two aspects to field operations: installation and repair. Behind these two aspects are many back 
office support functions that also need streamlining and optimization. These functions include: 

• Service Order Management 

• Service Order Integration (with other Operations Support Systems – OSS) 

• Workforce Management (HR, location, availability, skill set) 

• Resource Management (tools, equipment, vehicles) 

• Routing 

• Scheduling (Assignment & Dispatch) 

• Internal Data Analysis 

• External Data Analysis 

• Communications with Technician 

• Notification to Billing and Customer Care Systems 

• Communications with Customer 

• Operations Management Reporting 

As with other operations functions, such as network management, provisioning, activation, and 
service assurance, the functions above cannot be automated until the processes around them and 
between them are near error-free. Analytics can help get these processes where they need to be. 
Until then, service providers will not be in a position to expand field service operations into 
whatever opportunity may come. Figure 1, below, shows relatively recent process improvements, 
and how CSPs benefit from them. It also shows areas where improvement is still needed. 

According to the US Bureau of Labor Statistics, the employment outlook for telecommunications 
equipment installation and repair technicians shows a loss of approximately 7,800 jobs, or four 
percent, over the next 10 years.2 The report cites the increasing demand for wireless and mobile 
services as the primary reason for the decline, as these new services require less installation and 
maintenance. Stratecast believes this to be a very narrow focus. While there indeed could be 

                                                 
2 More information on field service jobs in the US can be found here.  

https://www.bls.gov/ooh/installation-maintenance-and-repair/telecommunications-equipment-installers-and-repairers-except-line-installers.htm
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workforce reductions in field service operations over time, there are several factors to 
consider that could drive the market in both directions, and partially offset the declines.  

Figure 1: Field Service Management Benefits from Continuous Fine Tuning 

 
Source: Stratecast 

As the Bureau of Labor indicated, wireless technology is indeed less labor intensive. At the same 
time, the communication industry is going through a transformation to virtual networking. This 
includes customer premises equipment that can be reconfigured remotely, and a self-healing 
infrastructure. Both hold the potential to reduce the need for field technicians. Another factor 
making technicians and other operations personnel less necessary is the smart home. Smart homes 
are designed to be plug-and-play, self-configuring, and self-healing. According to a recent Stratecast 
report on the connected home, the home automation market is set to take off over the next four 
years.3 Stratecast is bullish on home automation, and puts the US home automation market for 
sensors and networking components, alone, at over $9 billion by 2021. It is worth approximately $5 
billion today.  

                                                 
3 For more information on home automation and the Connected Home, see Stratecast report CH 7-2, Home Automation 
Poised to Break Out: North American Smart Home Market at the Tipping Point, March 2017. 

High Level 
Enhancements Benefit Derived Shortcomings

Pre-Scheduling • Allows Operations to provide a committed service 

date with a wide time-of-day window

• Allows for pre-allocation of resources based on job 

type, equipment availability, tech availability   

• Job scheduling based on a limited data source

• Allocates resources, but makes no connection 

between the job type and individual tech skills 

• Does not allow for real-time schedule changes 

Daily quotas for field 
technicians

• Supports pre-scheduling

• Provides for a benchmark for measuring productivity 

for techs and field operations

• Provides incentive to technician to adhere to 

committed schedule

• Cannot leverage potential down time if assigned 

jobs are under time or cancelled

• Does little to drive higher productivity. Quotas set 

based on historical means, not analysis of the 

possible 

Route Optimization • Provides shortest path between job sites

• Supports strategic and efficient job clustering

• Saves travel time, energy resources, vehicle use

• Reduces the arrival window commitment

• Optimizes routing for known/typical field service 

scenarios, but cannot adjust to changing conditions

• Geographically clustering jobs is good, but only if 

the tech assigned to the jobs has the skills and 

resources to complete them

• Still room for narrowing the arrival window

Connect FSM to 
Order Management 
Systems/Processes

• Improves coordination between sales and operations

• Reduces order fallout related to manual processes

• Reduces time to get a new order on the schedule

• Falls short of a fully integrated system

• Does not ingest new data sources

• Does not support closed-loop operations
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In Uncertainty Lies Opportunity 
The factor that could partially offset a decline in field service personnel is this: The success of the 
home automation market depends, in part, on far more intelligent and interoperable devices than are 
available today; as well as a centralized, common management platform, for which standards do not 
yet exist. As the Stratecast report noted above revealed, consumer preference for smart appliances 
may not be a foregone conclusion, given the current complexity of adoption. It is in this window of 
uncertainty and complexity where new business opportunity can come for field service operations, 
making it more necessary and potentially profitable—or at a minimum, less costly.  

Field service operations can provide a comprehensive set of onsite installation and repair services 
for consumers and enterprises. As such, field service operations can become a stand-alone business 
in its own right. While automation and streamlining may lead to less reliance on technicians and 
others within field operations, such as dispatchers and planners, the optimization and analytics that 
lead to more dynamic routing and scheduling can also save and evolve technician jobs. In the end, it 
is not the number of jobs in this department, but how those jobs are better utilized for the good of 
the company. 

Stratecast believes that someone must take control of managing and supporting the connected 
world—in an efficient, cost effective, and hopefully profitable manner—as the IoT vision continues 
to evolve into the intelligent and autonomous environment it has been predicted to become. Few 
companies are as well positioned to take on this role as are the pioneers of networked solutions: the 
CSPs. However, even they are not yet well enough positioned. Still, Stratecast believes that the 
opportunity for growth in the connected world sets a positive tone for CSPs and their field force 
operations. It may even move this department closer to becoming a profit center, rather than the 
cost center it has always been.  

In the connected everything world, all devices that are tethered to the home network are potential 
new touchpoints that technicians will need to know how to support. These touchpoints include the 
high-speed internet connection, video and telephone services, select appliances, thermostats, other 
smart-energy devices, security systems, and environmental sensors. CSPs will have the opportunity 
to evolve the skills of their field service techs, and partner with other field service groups, while 
acting as the center of intelligence for routing, scheduling and monitoring service orders and 
technicians. But, further improvements in both the cost structure and the customer experience 
resulting from these improvements are needed before operations groups can consider taking 
advantage of any new business opportunities presented by an increasingly connected world; or 
expect partners to see the CSPs as potential leaders in this space. The next section explains what 
CSPs need to do in order to position themselves for this new business opportunity. 

The Next Phase of Field Service Operations 
Listed below are some further improvements to the field service management process that will help 
CSPs optimize their field force operations, and put them in position to seize new business 
opportunities: 

• Eliminate the quota method. In the past, quotas were a good way to set expectations for 
the technician, customer and company. They attempted to maximize the field tech’s time, 
and to show responsiveness to customers. However, quotas were, in effect, a little better 
than guestimates. If a tech completed 4 out of 7 assigned jobs, this performance was often 
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considered a good day. Most of the time, fault for such non-productivity was not with the 
technician, but with the customer who would not be home, or who would call to reschedule. 
Just as often, the cause was also attributed to traffic delays, weather, or human factors 
(dispatchers and assigners). 

The quota method is undergoing replacement by systems that can respond to these real-
world conditions by predicting them and finding the best response, in order to maximize use 
of the work force. Cancellations are hard to predict, but their likelihood can be assessed, and 
near real-time data from external factors can be applied.  

• Reduce the amount of pre-scheduling. Taking a page from the promoters of the JIT (just 
in time) method of inventory and delivery, operations must give up the belief that assigners 
and dispatchers can predict, to a satisfactory degree, days in advance, what the business 
priorities, field conditions, and available resources will be on game day. Jobs will slip because 
of unknown conditions; but CSPs should know, in advance, which jobs to let slip. In other 
words, dispatchers need to be plugged into other systems that can tell them which job is 
most relevant to the business, at the moment, and assign jobs accordingly. 

• Double down on optimization. Route optimization has saved CSPs money and improved 
responsiveness, and therefore, customer satisfaction. However, route optimization is much 
more effective if teamed with scheduling optimization, which focuses on reducing the arrival 
window for technicians from four hours to 1-2 hours; potentially, to guaranteed 
appointment schedules. Focusing on optimizing the schedules of operations teams is now 
possible through the advance of analytics that can take into account in near real-time: 

• The true availability status of technicians 

• Potential changes to job status originating from customer requests 

• Required tools and resources 

• External impacts such as traffic and weather 

• Opportunities to sell or upsell 

Another benefit of the near real-time aspects of route and schedule optimization is the ability to 
eliminate idle time, and re-assign technicians to other jobs, or to assign them to low-priority tasks 
related to inventory, general maintenance, existing order exceptions or preventative maintenance.  

Analytics have already had a positive impact on optimization. The impact of analytics will only 
continue to grow. With advances in Big Data, machine learning, and some AI approaches, 
algorithms are now applied not just to technician performance, but to their skill set, location, 
criticality of the customer, available tools, and proximity of other techs. These technologies have 
gone a long way in truly streamlining the process of field force operations. 

The next section of this report highlights the tools offered through CSG’s workforce management 
applications, which help CSPs to leverage technician downtime for promotional opportunities, and 
to optimize routing, scheduling, and human resources to potentially take advantage of new business 
opportunities in IoT. This is followed by four examples of service providers leveraging this 
technology to optimize operations. 

  



 
 
 

SPIE #16, May 2017       © Stratecast | Frost & Sullivan, 2017 Page 7 

CSG Preparing Service Providers for Tomorrow’s Field Operation 
CSG Workforce Express Scheduling and Resource Allocation Manager is a workforce management 
application that incorporates business best practices, multiple data sources and advanced algorithms 
to help companies dynamically manage every aspect of field service operations. The solution is used 
today by several North American broadband operators, who have asked to not be identified because 
of the benefits the Workforce Express solution 
provides them in this competitive market. 
Workforce Express has helped CSPs complete 
more than 250,000 work orders per day, 85 million 
per year.  

Workforce Express has four primary components 
that work together to enable dynamic resource 
allocation and scheduling, and also to allow the 
end user to be part of the process. These 
components are: 

1. Resource Planning & Scheduling – 
Optimizes resource availability, stores up-to-date technician and shift profiles, manages 
appointment scheduling, performs contractor management, conducts capacity forecasting, 
and does performance analytics. 

2. Route Optimization – Optimization is done continuously throughout the day, allowing for 
the dynamic dispatch of techs and resources based on circumstances on the ground. This is 
where job clustering, technician skill, and job priority are meshed with other data such as 
cancellations, rescheduling, location, and equipment requirements, to make the best decision 
at the time. 

3. Field/Mobile Execution – Provides connectivity between the field tech, the back office 
and the customer. It delivers real-time communication with the technician, collects 
signatures for job completion, and issues eReceipts. 

4. Customer Experience – Using the customer’s preferred channel, it communicates the 
service status to both tech and customer. The portal communicates tech info to the 
customer, and customer data to the tech. It handles all messaging and updates for schedule 
status and next appointments. It is also used by some CSPs to allow end users to track the 
tech on the way to the appointment, Uber style. 

CSG is seeing its CSP customers begin to support break-fix-repair requests for iPads and iPhones in 
the home. As tech skills evolve to cover these other touchpoints, or partnerships are developed with 
other field service organizations, Workforce Express coordinates tech skills with specific jobs. CSG 
expects the demand for this capability, as well as Partnership Management solutions, to accelerate 
over the next 3-5 years. CSG also expects the current 60/40 split between in-house technicians and 
a contracted workforce to become more even, with a 50/50 split, as CSPs form partnerships with 
non-traditional connected device suppliers, such as appliance manufacturers. 

Below are four examples of North American service providers using CSG’s Workforce Express 
Solutions to optimize routing, scheduling, resource utilization and down time. In the end, these 
solutions are improving both the CSPs’ bottom line and their customers’ experience. 
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Cable Provider Downshifts on Arrival Window; Achieves Fast Payback 
A Tier 1 cable and home Internet service provider in 
North America employs more than 25,000 field techs. 
The company was previously struggling with on-time 
arrivals for service calls. This was negatively impacting 
the customer experience. Efficiency also suffered from 
high repeat rates on both installation and repair. After 
implementing CSG’s Workforce Express Automated 
Dispatch solutions, and implementing operational 
process improvements, in three different markets, this 
Tier 1 operator launched a customer guarantee program, which guaranteed not only same-day 
service, but also reduced the service window to 1-2 hours (from approximately 4 hours). The 
company improved its on-time arrivals, even for the shortened window, to more than 98%. By not 
pre-planning job assignments, and providing technicians with the most relevant job to start their 
day, shift start time improved by 60 minutes.  

Using CSG’s Optimized Appointment Scheduling solution, and capitalizing on opportunities to 
offer same-day appointments to customers by being able to react dynamically to changing conditions 
in the field, this operator realized a return on investment across its three test markets in 12, 11, and 8 
days, respectively. In one market, this remarkable ROI interval was due to the company’s ability to 
add 1000 additional complex installs per month, which saved $137,000 per month; and increased 
revenue by $104,000 per month from upsells. These efforts also increased customer satisfaction. 
Another market added 2,700 installs, cut $362,000 in monthly expenses, and added $274,000 in 
revenue. The numbers for the third market were slightly better than the first. This is a good sign 
because the initial markets were chosen for their diverse customer bases and unique geographies; 
yet, all showed similar improvement. If deployed across the company’s footprint, the Workforce 
Express solution should prove itself many times over, and result in significant impacts to the 
company’s operations budget. 

Growing CSP Finds Efficiencies in Automation 
With 6,000 field technicians across a majority of states, another operator was challenged by growth 
organizationally, geographically, and in the diversity of its services portfolio. The company provides 
its customers with cable TV, Internet and telephone services.  

For this organization, Workforce Express drove a 54% increase in intelligent and automated routing. 
This increase made the company 20% more efficient by increasing the number of technicians that a 
single dispatcher could manage. Technicians themselves became more efficient as a result. 
Productivity rose by 11.4%, saving the company $500 per technician per month. Automation also 
drove up the company’s already respectable on-time arrival rate by 2%, to more than 98%. 

A Tier 2 Modernizes and Streamlines for a Better Customer Experience 
A third operator, smaller than the two companies previously mentioned, had problems that were 
proportional and in urgent need of fixing. This company serves 600,000 customers, with 600 field 
techs spread across the US. The company’s territory covers over nine regions and six time zones, 
which were served by seven dispatch centers. Because it was so spread out, this network operator 
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struggled with a mix of regional practices and 
processes, and non-standard tools across the company. 
It also relied on manual routing and paperwork orders.  

Workforce Express helped this company drive back 
office efficiencies by reducing or eliminating costs 
associated with manual operations such as paper, fax, 
toner and, mostly, time. The company’s new automated 
processes helped reduce open work orders by 60%, and 
improved by 200% the handling time for job 
assignments. The company also re-organized into a 
more standard operation across regions, instituting dedicated teams for capacity planning, routing, 
outage management and dispatch. Company 3 was able to reduce its seven dispatch centers into a 
single national center.  

CSG has also helped a West Coast broadband provider achieve similar results. Company 4 uses 
Workforce Express’ Optimized Appointment Scheduling and other features in support of its 
455,000 residential and business customers, across 140 cities in three states. The company provides 
high-speed internet, video and phone services. The consistency of results across service providers 
shows that the industry may be ready for that next step into expanded field operations supported by 
analytics, automation and a regiment of broadly qualified technicians and partner companies. 

What will it take to Get Started? 
While Stratecast believes that the larger field service opportunity is worth pursuing, there are 
some familiar challenges. The biggest challenges to creating an effective offering to support 
this opportunity comes down, as it always does, to integrating all of the contributing 
systems. One challenge is to collect and correlate internal and external data sources for near real-
time analytics. The bigger challenge is integrating workforce management and optimization solutions 
with: 

• Multiple order management systems 

• Service order management systems 

• Sales and promotional systems 

• Billing systems 

• Partnership management systems 

• Customer notification and communication systems 

• CRM and SLA Management Systems 

• Training and skill-set correlation databases 

• Equipment and tool inventory systems 

• Security and geo-fencing systems 
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Further complicating the opportunity are the service providers themselves. An example is a large 
broadband operator in South America that is considering the option of casting field tech jobs out to 
bid, on a nightly basis, to qualified freelance or certified technicians. This idea may represent the 
wave of the future for technicians, but it also represents an initial challenge in security, quality 
management and other unknowns. CSPs should proceed cautiously, but not so slowly that they miss 
this golden opportunity to simultaneously reduce costs, maximize the time of field techs, improve 
response time and customer satisfaction, and lay the groundwork for a potential new revenue 
stream. 

CSPs should consider the following steps if they decide to move forward with building a 
comprehensive field service organization that extends beyond traditional telecom: 

• Complete the optimization and automation of current field service operations processes 

• Develop an integration plan for accepting service orders from external systems 

• Develop an integration plan for accepting external data inputs to be used in analysis and 
dynamic scheduling  

• Identify networked devices and services that your internal service force could conceivably be 
trained to support 

• Strike partnerships with companies that sell and support these devices and services 

• Agree on a certification process and performance standards 

• Update technician profiles to reflect all certifications 

• Identify networked devices and services companies with which it makes better sense to 
partner and utilize their field service organizations 

• Enhance your partnership agreement contracts to support billing and compensation between 
both types of partner relationships 

CSPs know this would not be an easy process, but it also would not be a totally unfamiliar one. They 
can choose to do it themselves, or risk letting someone else step in to do it and relegate their own 
field operations to the cost center it has always been.  
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Stratecast 
The Last Word 

In addition to being one of the oldest, most fundamental operational components in the 
communications industry, field service operations is also one of the most expensive. Because it is so 
essential and so costly, these factors combine to earn the department a lot of scrutiny. CSPs are 
continuously looking for ways to streamline processes, better utilize resources and optimize overall 
operations. Underlying these efforts is the constant pressure to improve the customer experience, all 
while engaged in a constant battle to grow and support increasingly complex technologies.  

Like many other areas of the business, CSPs are turning to analytics to help them reach the next 
peak of efficiency in field operations. However, for perhaps the first time, CSPs have an opportunity 
to transcend the idea of merely efficient field operations, and reach for actual business opportunity 
within.  

There was much hope a decade or so ago that next-generation Network Operations Centers (NOCs) 
and Service Operations Centers (SOCs) might likewise transcend, and begin to earn their keep by 
leveraging guaranteed classes of service through deeper performance insights and enhanced service 
level agreements. In retrospect, this idea was a little ambitious. However, the opportunity now in 
front of CSPs to lead service operations for a larger connected universe offers new hope. It, too, is 
ambitious and requires a large step outside the CSP’s comfort zone, and more than a little risk. 

However, expanding the scope of field service operations to take on this greater role has great 
potential for generating revenue through partnerships. If CSPs choose not to seize the opportunity, 
someone else will. However, CSPs are well positioned to take the lead; and workforce management 
solutions are rising to the challenge of providing the efficiencies and intelligence necessary for 
supporting this new opportunity. 
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About Stratecast 
Stratecast collaborates with our clients to reach smart business decisions in the rapidly evolving and hyper-
competitive Information and Communications Technology markets. Leveraging a mix of action-oriented 
subscription research and customized consulting engagements, Stratecast delivers knowledge and perspective 
that is only attainable through years of real-world experience in an industry where customers are collaborators; 
today’s partners are tomorrow’s competitors; and agility and innovation are essential elements for success. 
Contact your Stratecast Account Executive to engage our experience to assist you in attaining your growth 
objectives. 

 

About Frost & Sullivan 

Frost & Sullivan, the Growth Partnership Company, works in collaboration with clients to leverage visionary 
innovation that addresses the global challenges and related growth opportunities that will make or break 
today’s market participants. For more than 50 years, we have been developing growth strategies for the Global 
1000, emerging businesses, the public sector and the investment community. Is your organization prepared 
for the next profound wave of industry convergence, disruptive technologies, increasing competitive intensity, 
Mega Trends, breakthrough best practices, changing customer dynamics and emerging economies? For more 
information about Frost & Sullivan’s Growth Partnership Services, visit http://www.frost.com. 

 
 

CONTACT US 
For more information, visit www.stratecast.com, dial 877-463-7678, or email inquiries@stratecast.com. 

About ODAM 
The processes and tools that communications service providers (CSPs) have utilized to run their businesses 
have changed over time. More than a half-century ago, CSP network and business management processes 
were manual (OAM&P). As CSPs evolved over the years, so did the operations support systems (OSS) and 
business support systems (BSS) that address CSP business and network management needs. In recent years, 
the lines between OSS and BSS have become less clear, with much overlap. In addition, the roles in which 
OSS and BSS operate have expanded beyond traditional boundaries. As such, Stratecast now uses the term 
Operations, Orchestration, Data Analytics & Monetization (ODAM) to encompass both the traditional OSS 
and BSS functions and the new areas in which business and operations management must now work together, 
including virtualized networks and telecom data analysis. 

http://ww2.frost.com/research/industry/information-communications-technologies/telecommunications-strategic-forecasting-stratecast/
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