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ORACLE FIELD SERVICE  
 

   
KEY FEATURES  

 

DISPATCH CENTER 

·  Tasks list and out-of-the-
box views and user-
definable queries 

·  Task details such as 

escalation, spares, product, 
resources, contact, 
required skills 

·  Plan Board displays 

technician shifts and 
activities per day 

·  Task custom color setup in 
Plan Board and Gantt  

·  Gantt displays graphical 

representation of planned 
activities 

·  Overlapping tasks in Gantt 
are shown above each 

other 

·  Tool tip while dragging and 
dropping tasks in Gantt  

·  Map view shows 
technicians in the service 

area 

·  Skills management of 
service representatives 

·  Skills assignment to map 
skill requirements to tasks 

and task templates 

·  Optimization of field 
technician trips 

·  Trip management 
intervenes in case of 

exceptions 

·  Schedule or reassign tasks 

·  Management of multi-day 
tasks, customer access 
hours, customer 

confirmation, and task 
dependencies 

·  Close task automation 

·  Item and item instance 
rename 

·  Update invalid address 

·  Commutes scheduled 

within or outside of 
technician shift 

·  Service history 

·  Customer and technician 
timezones  

 

 Oracle® Field Service is the application that delivers effective and 

personalized field service while reducing costs.  Oracle Field Service 

is a key component of the Oracle E-Business Suite solution, the 

integrated suite that drives profitable customer interactions.  

Oracle Field Service Overview 

As customer care becomes a more important part of the global business strategy, field 

service organizations are faced with a growing number of challenges and 

opportunities.  Dispersed staff coordination, complex technical issue resolution, 

inventory management, and honoring warranties and service agreements are challenges 

to operating a profitable field service operation.  Oracle Field Service allows 

organizations to minimize cost and improve customer satisfaction through 

comprehensive service management and efficient service delivery.  It streamlines and 

automates every step in the process, from initial customer request through issue 

resolution and billing.  Technicians are more able to resolve service matters quickly, 

because the system dispatches the most suitable person, equipped with the right parts, 

in a timely manner.  With Oracle Field Service one can optimize service delivery, 

reduce service costs and improve service effectiveness. 

Figure 1:  Field Service Process 

Optimize Service Delivery 

Oracle Field Service optimizes the entire service delivery process from dispatch to 

invoice. 

Intelligent dispatch reduces response times 

The Dispatch Center provides a unified view of all of the information surrounding field 

service activities.  Several functions including escalated tasks, skills management, 
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DEBRIEF 

·  Parts usage, recovery, 
labor time spent and 
expenses capture 

·  Counter updates capture 

·  Proforma invoice 

·  Electronic signature record 

 

PREVENTATIVE 

MAINTENANCE 

·  Usage and time-based 
programs definition 

·  Usage, meter forecasts 
creation and maintenance 

·  PM schedule generation, 

and schedule PM service 
requests and tasks from 
PM schedule 

·  Actual usage capture and 

auto- adjustment of PM 
schedule upon work 
completion 

·  Customer and internally-

owned items support 

 

TECHNICIAN PORTAL 

·  Dashboard personalization 

·  Quick links to access 

spares functions 

·  Task search based on 
request number, customer 

·  Debrief capture 

·  Request creation and view  

·  Knowledge base search 

 

ADMIN PORTAL 

·  Features of Field Service 

Technician Portal 

·  Debrief capture and update 
across multiple technicians 

 

spare parts management and schedule optimization are provided in the dispatch center.  

The single view into the field service process optimizes the service delivery process 

with rapid response times and improved inventory management. 

 

Figure 2:  EBS Field Service Dispatch Center 

Technician applications increase productivity  

Oracle Field Service Technician Portal and Mobile Field Service are technician-facing 

applications that close the information gap between the service organization and the 

field worker.  The technician has access to all service, customer and product 

information and can debrief the call at the point of service.  In addition, the Oracle 

Field Service Administrator Portal enables the management of debriefs across multiple 

technicians, and also supports partner service scenarios. 

Spares management capabilities streamline parts processing 

Oracle Spares Management supports key planning and logistics processes in the 

service management life-cycle.  Planning and replenishing the field service warehouse 

and technician inventories, generating priority orders for the field technician, 

managing excess parts and supporting reverse logistics are capabilities that refine the 

parts process. 

Reduce Service Costs  

Oracle Field Service reduces service costs through automated billing, dispatch 

avoidance and optimal scheduling of technicians. 

Automation shortens the billing cycle 

After the technician completes the service request, all debrief information such as call 

status, time, material, and expense are captured to complete the service process.  This 

debrief information can generate an invoice automatically with no other intervention.  

The shortened billing cycle reduces manual costs and improves margins. 



ORACLE DATA SHEET 

 

 3�  

 
Figure 3:  Field Service Technician Applications 

Dispatch avoidance minimizes expensive field visits 

Service organizations can minimize expensive service visits by using more cost-

effective channels for service delivery.  Oracle TeleService and Oracle iSupport enable 

first-call or web-based resolution through features such as a solution advisor, 

troubleshooting scripts, problem-solving techniques, and knowledge base access.  

Optimized scheduling reduces service delivery costs 

Oracle Advanced Scheduler enables effective resource assignment and dispatch at the 

lowest possible cost using algorithms that assigns the best people to the job.  It enables 

service organizations to track technician skills and competencies and matches them to 

the appropriate service needs.  Oracle Field Service also automates parts procurement 

and replenishment, ensuring that technicians always have what they need to complete 

the job quickly and efficiently.  

Improve Service Effectiveness 

Oracle Field Service Daily Business Intelligence enables the analysis and insight 

required to proactively manage field service delivery.  Organizations can quickly 

assess the health of their operations through the display of timely key performance 

indicators, and act on exceptions.  The dashboard provides key metrics that allow 

service organizations to reduce costs, manage service effectiveness, and protect 

customer satisfaction.  
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Figure 4:  Field Service Daily Business Intelligenc e: Monitoring and Analytics 

Preventive maintenance adds product value 

Service organizations regularly leverage preventive maintenance to reduce failures, 

extend product life, and ensure consistent performance.  Oracle Field Service 

preventive maintenance capabilities include defining proactive service programs, 

selling maintenance contracts and automatically generating and scheduling predictive 

service requests.  

Empowering field service technicians enables up-sell and cross-sell 

When technicians have easy access to all relevant customer and product information, 

they can easily suggest appropriate upgrades and services.  Oracle Field Service puts 

information about the customer products, and contracts at the technician fingertips and 

also allows them to create work orders in the field. 

Oracle E-Business Suite—The Complete Solution 

Oracle E-Business Suite enables companies to efficiently manage customer processes, 

manufacture products, ship orders, collect payments, and more—all from applications 

that are built on unified information architecture.  This information architecture 

provides a single definition of your customers, suppliers, employees, and products—all 

important aspects of your business.  Whether you implement one module or the entire 

Suite, Oracle E-Business Suite enables you to share unified information across the 

enterprise so you can make smarter decisions with better information. 
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·  Increase Customer 
Satisfaction  

·  Reduce Service Costs 

·  Optimize the entire 
service delivery 

process from dispatch 
to invoicing 

·  Increase the 
productivity of the 

Mobile Technician 

 

RELATED PRODUCTS  

·  Mobile Field Service 

·  Order Management  

·  Spares Management 

·  Inventory 

·  TeleService 

·  iSupport 

·  Advanced Scheduler 

 

RELATED SERVICES  

Services available from 

Oracle Support Services:  

·  Update Subscription 
Services  

·  Product Support 
Services 

·  OnlineDBA  

·  OnlineDBA for 

Applications  

KEY BENEFITS 

 


