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Is your field service 
operation on the move?



Service lifecycle management is important to get right – with so many disparate 
applications, you need to ensure a system that delivers operational efficiency based on 
standardised best praces. Faster deployment and better ROI.

Just as you can’t run a business today without IT 
systems, you need to ensure that every part of your 
business works together.

That’s as true of field service operations as it is of back 
office applications.

Let’s face it – your business isn’t static, so why should 
your systems be. Your needs evolve. New technologies 
emerge. The complexities develop.

That’s why you need systems that not only tie together 
all parts of your business, but also give you the 
flexibility to try new things in the customer-facing parts 
of your business, to succeed.

As a shorthand, we call this Business Mobility – the 
ability to tie together fixed and mobile parts of your 
organisation into a new whole. That will increase 
efficiency, reduce costs and deliver new opportunities.

And, as importantly, to excel and continually exceed 
customer expectations, every time. Service engineers 
must arrive on time and resolve issues quickly - with 
minimal down-time and adverse
business impact. At the same time, operations must run 
at optimal efficiency and profitability. And information 
must be plentiful, accurate and available on demand.

And the way to ensure that is iNfield , a prepackaged 
field service application for enterprise customers.

The challenge 



The solution

Automating and streamlining manual processes allows 
you to centralise the disparate applications associated 
with service lifecycle management. Such a solution 
eliminates the costs and inefficiencies of a tactical, 
paper-based operation and provides standardised 
best practices to support key business improvement 
initiatives, fast deployment and deliver fast ROI. That’s 
iNfield .

It proactively addresses and optimises every element 
of field service including customer contact, scheduling 
and dispatching, mobile workforce management, work 
order management, service contract and warranty  
administration, parts and labour tracking, billing and 
payroll, resource planning,and metrics.

iNfield  also easily integrates into existing business 
environments to create a cost effective, high-impact 
solution that maximises the value and benefits of your 
legacy business systems and offers immediate bottom-
line results.

It is powered by a proven set of vertically rich industry-
specific business processes, industry-standard XML 
Web services, Microsoft .NET, and C2E patent 
pending technology that solve the challenges that have 
limited other field force applications currently on the 
market. The result? All critical information can be used 
instantly in the field, including all necessary process 

and enterprise information.

Built from the ground up using industry-best practices 
and procedures that your service personnel will already 
understand, iNfield  can be used ‘out-of-the-box’ to 
accelerate productivity and deployed quickly. That 
means your field service force will require virtually no 
training to be productive immediately.

iNfield  delivers these key benefits:

• It decreases administrative overhead while    	  	
   increasing cash flow and profitability.
• It accurately captures, processes and analyses field 	
   related information in real-time.
• It increases service personnel’s productive time in 	
   the field.
• It transforms service operations from reactive to 	
   proactive.
• It creates best practice procedures to support 	
   operational excellence and quality initiatives.
• It delivers the highest level of service to every 	
   customer, every time.
• It standardises operations for rapid, global 	  	
   deployment.
• It allows you to maintain an edge over the 	  	
   competition through superior value.



The iNfield  mobile solution strategically automates, 
standardises and streamlines manual processes and 
centralises disparate systems associated with customer 
service lifecycle management including

• Customer contact
• Scheduling and dispatching
• Mobile workforce communications
• Work order management
• Service contract and warranty administration
• Time, labour and material tracking
• Billing and payroll
• Resource optimisation
• Reporting and analytics

This proven solution eliminates your costly and
inefficient paperwork trail by linking all elements 
of your field service operation - customers, service 
engineers, suppliers and the office - through 
the seamless use of advanced software, wireless 
communications and mobile devices.

Providing remote access to key customer information 
is critical to the success of every service operation. 

That’s why iNfield  Enterprise arms mobile workers 
with real time, wireless access to the information they 
need - when and where they need it - right from their 
handheld. All the information needed to respond to a 
service or maintenance call - is at their fingertips.

Field service automation 
Automate your field service, from service request to 
dispatch and scheduling, with critical information 
immediately available to your field force via store-and-
forward messaging.

Warranty and asset management 
Provides the ability to create, administer, process 
and track warranties, claims and installed base assets 
through their lifecycles. The module also delivers the 
ability to develop, maintain and administer service 
agreements for each customer, with the flexibility to 
manage and measure as many different contracts as you 
would like to offer.

Service parts and logistics 
Provides 100% visibility into your spare part inventory 
levels and field locations, including multi-bin stock 

The detail



maintenance and serial number traceability, as well as 
full access to shipping and receiving, part costs and 
field demand. It integrates with C2E iNSTOCK to give 
you a full warehouse management system.

Return service management 
Helps you manage all of your reverse logistics business 
processes from return material authorisations (RMA) 
to routing, receiving, repairing, packaging, shipping 
and billing for a higher-quality return process and more 
profitable service and repair operations.

Contract lifecycle management 
Provides the ability to create, approve, revise, monitor 
and administer service contracts from initial quoting 
and pricing to activation and billing. Automates 
contract compliance, discounts, invoicing and 
renewals.

Contact centre and customer support 
Automates call handling, priority-based routing, 
entitlement verification, issue triage and resolution, 
parts management, technical support escalation, 
dispatch and scheduling, order entry, repair/return and 
billing. This module automatically creates and assigns 
tasks to the right team members and can manage 
complex multi-day, multi-step, multi-resource tasks. 
Full customer, contact and service history tracking with 
audit trail traceability.

Advanced scheduling optimisation 
Uses highly specialised mathematical algorithms to 
schedule your resources based on skills, service level 

agreements (SLAs), travel times, traffic delays, shift 
patterns and more. As changes occur, it automatically 
recalculates and updates the plan to maximise 
productivity and minimize cost. With the iNfield  
Scheduling Map View, you’ll have the ability to see 
all of your technicians and activities by location in 
real-time. On the Schedule Board you can view tasks 
organised by technician, date and status of assigned, 
unscheduled, rejected or overdue. When a schedule 
or specified parameter changes iNfield  Scheduling 
updates in real-time.

Mobile workforce automation 
Empowers a field force with up-to-date customer 
service information through wireline or wireless 
connectivity. This enables a field service engineer to 
immediately update the service record of a product, 
manage their service schedules, track inventories and 
capture signature for proof of work, print an invoice 
and capture GEODEC data with GPS Option. 

iNfield  gives you control over every part of your field 
service operation. From customer relations to resource 
management, billing to inventory, enjoy the benefits of 
a holistic wireless solution.
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