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The following is intended to outline our general product direction. 

It is intended for information purposes only, and may not be 

incorporated into any contract. It is not a commitment to deliver 

any material, code, or functionality, and should not be relied

upon in making purchasing decisions. The development, release, 

timing, and pricing of any features or functionality described for 

Oracle’s products may change and remains at the sole discretion 

of Oracle Corporation.
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Oracle Field Service: Vision and Development
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Worker-First

Customer-
Centricity

Agility and 
Adaptability

A New Era of Field Service

Our vision is to design a platform to 
meet the needs of the evolving service 
landscape, by focusing on three distinct 
tenants. Field Service



Oracle Field Service Recent Releases

Releases 22B-23A
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Oracle Field Service Release Readiness Pages
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Oracle Service has 
a new UX

You know it as 
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22B: User Properties Available in Forms
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Capability highlights 

• ‘User’ entity properties can now be used within 
forms configuration

• Simplify the collection of personal information 
belonging via forms

• This data can also be viewed, updated, and accessed 
via public APIs 

Key benefits 

• Customers can now leverage data associated with 
individuals within critical business flows

• This allows companies to expand they service their 
customers in the field and reduce delays

• Health Check (COVID temperature check)

• Upsell (e-mail, phone number, etc.)

• Skill Certification / Verification

Worker-first | Agility and Adaptability



22C: Data Entry via Near-field Communication (NFC) Tag Scanning

Capability Highlights

• Simplified data entry: scanning NFC tags via the 
Android and/or iOS apps

Key Benefits

• Accurate Data Capture: less mistakes caused from 
manual input of data

• Capture Data in one application: no need to 
switch between apps

• Incorporate into workflows: automation of 
standard actions, reducing replication, improving 
the employee experience, and more!
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Worker-first



22D: Visibility of Temporary Assigned Resources
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Capability Highlights

• NOTE: OFS already supports temporary 
reassignment via Work Zones, Routing, and 
Quota

• This feature improves the visibility of 
reassignment to the back office-users

• Time View shows when a mobile resource 
has been temporarily re-assigned to a 
different work zone

• Understand at-a-glace the “to” or 
“from” work zone 

Key Benefits

• Enhanced visibility of temporary 
reassignments

• Improved operational efficiency for back 
office users (dispatchers, supervisors, 
managers, etc.)

Worker-first | Agility and Adaptability | Customer-centricity



22D: Assignment Assistant: Current Resource Route Impact
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Capability Highlights

• Current resource route details is displayed at the top 
of Assignment Assistant

• I.e., the resource with the activity currently 
assigned

• ‘Routes impact’ hint box shows routes will be 
impacted by re-assignment/move

• ‘Routes impact column’ summarizes the impact of 
resources involved in re-assignment/move 

Key Benefits

• Visually compare routes before and after activity 
move

• Easily understand the impact of activity 
reassignment based on activity alerts and ‘Routes 
impact’ data

Worker-first | Customer-centricity



23A: Routing Plans Export and Import
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Capability highlights

• GUI menu options now available for importing and 
exporting plans

• Leverage APIs to back-up and restore plans

• Labels have been added to help distinguish plans 
and profiles across instances

Key benefits

• Easily manage and move routing plans between 
instances

• Configure, test, and improve routing strategy on 
test instance and seamlessly transfer to 
production

• Allows for “CI/CD” approach for Routing

• Backup and restore routing configurations

Agility and Adaptability



Cloud Customer Connect
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https://documentation.custhelp.com/euf/assets/docs/Field_Service/Oracl
eFieldServiceCloud_OptimizationBestPractices.pdf

Optimization Best Practices

 Best practices/suggestions from 
Customers, Center of Excellence and 
Product Management

 Updated at least once per year

 Updates always accessible via same URL
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https://documentation.custhelp.com/euf/assets/docs/Field_Service/OracleFieldServiceCloud_OptimizationBestPractices.pdf


Oracle Field Service Roadmap

This section will cover upcoming releases 23B+
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UPDATE 2 2B

Oracle Fusion Cloud Applications Suite

10/01/22   Copyright 2022 Oracle and/or its affiliates. Oracle 
and Java are registered trademarks of Oracle and/or its affiliates. 
Other names may be trademarks of their respective owners.

Roadmap: Field Service | PLACEHOLDER

C O N N E C T E D  R E S O U R C E S   

• KPI-Based Nearby Self-Assignment

• ROI-based ‘What if Scenarios’ workflow: import/export 
routing plans between environments

• Zoom Conferencing & Video Support via Collaboration

• Enhanced Nearby Activities Assignment

• Overnight Activities: enhanced usability to complete 

C O N N E C T E D  E N D - C U S T O M E R

• WMT ODA Skills: Spanish & Portuguese support

R E D W O O D - B A S E D  U S E R  E X P E R I E N C E  &  U I

• Enhanced Filter Criteria for Dashboards

• Multiple Redwood-based enhancements in 
Configuration screens

I N T E G R A T I O N S  &  E X T E N S I B I L I T Y

• OFS-Siebel OIC Accelerator 

• Absence Management with HCM

• Asset-Based Service: Continued Service Logistics and 
Fusion Service integration enhancements via OIC

• Plugin Framework: Major Initiative

o Faster implementation and zero maintenance with 
productized approach. Phase 1: Debrief Plugin

o Use as-is. Or modify

ANALYTICS

• KPI-based pre-built dashboards for customers to launch 
and configure – SLA and Resource Utilization

UPDATE 23A

The above is intended to outline our general product direction. It is intended for information purposes only, and may not be incorporated into any contract. It 
is not a commitment to deliver any material, code, or functionality, and should not be relied upon in making purchasing decisions. The development, release, 
timing, and pricing of any features or functionality described for Oracle’s products may change and remains at the sole discretion of Oracle Corporation.

C O N N E C T E D  R E S O U R C E S

• Parts Return – Asset-Based Service

• Multimedia Library Initiative: Multiple Pictures and 
Device Storage for iOS and Android

o Integration with Oracle Content Management to store 
pictures and documents

• Lock Activities for specific cases

• Time Sheet Approval Plugin Code

C O N N E C T E D  E N D - C U S T O M E R

• Booking Widget Launch

• Enhanced workflow for immediate notifications to 
when customer provides negative/positive feedback

U S E R  E X P E R I E N C E  &  U I

• Redwood based Capacity/Quota UI/UX

I N T E G R A T I O N S  &  E X T E N S I B I L I T Y

• Energy & Water (Utilities): Integration with Network 
Management Solution (NMS)

• HERE Map Service support 

• Asset-Based Service

o Inventory enhancements

o Enhanced integration OFS-Service Logistics via OIC 

ANALYTICS

• KPI-based pre-built dashboards for customers to launch 
and configure – Customer Experience

C O N N E C T E D  R E S O U R C E S

• Gig Economy and Contractors: Self Onboarding Widget 
Launch

• AI: Self-Assignment based on recommendations

• Calendars: Extended breaks (non-working time)

• Crew Management enhancements

• ODA Skill: Customer and Asset Information

• Video support via MS Teams

C O N N E C T E D  E N D - C U S T O M E R

• Where’s My Tech post-service external links & 
marketing

U S E R  E X P E R I E N C E  &  U I

• Continued Redwood support for new features

I N T E G R A T I O N S  &  E X T E N S I B I L I T Y

• Fusion Service Booking enhancements

• Asset-Based Service - Continued Service Logistics and 
B2B integration enhancements

ANALYTICS

• Continued KPI-based pre-built dashboards for 
customers to launch and configure 

UPCOMING F UTURE

1 Some features may have prerequisite requirements. See release documentation for details.
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Release Process

Continuous Feedback

Users – Features, UI/UX

• Idea Lab & User Community

• Direct Feedback: Backoffice & Field 
Resources

Executives – KPIs, Vision

• QBR & Executive Review

• Vision & Roadmap Sessions

Lean & Agile Approach

Releases

• Quarterly Releases with published 
timelines

• Customer Portal for Self-Scheduling

Beta & Pilot Program

• Design Validation

• Regional/Division/User-specific 
feature enablement

Additional Sources

• Quarterly Release Webinars

• Release Notes & Notifications

• Customer Forums

• Customer Advisory Board



Customer Centricity

with a focus on the Customer Experience
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Where’s My Tech and Oracle Digital Assistant
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• Multi-lingual support in ODA chatbot 
(23A-B)

• Immediate notification(s) of the 
negative feedback (22D)

• Marketing and Post-Service Messaging 
including, external links (2023)

Connected Customers
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Where’s My Tech and Oracle Digital Assistant
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Connected Customers



Booking Widget
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Connecting your business with your customers 



Worker-First Era

with a focus on the Mobile Workforce
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KPI-Based Nearby Activities Workflow

Self-Assignment
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AI Driven Activity Recommendations (23A+)
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Guided experience for a hybrid workforce

Workflow Manager

Workflow Manager enhancements 
based on machine learning and 
analytics

• Predictions: status and 
completion time of each step to 
be analyzed based on 
companywide historical data

• Notifications and warnings to the 
technicians for predicted delays

Copyright © 2023, Oracle and/or its affiliates. All rights reserved.



Forms Initiative
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Field Operations Driving Form Workflows

• High Volume Form Performance (23A)

• Forms Configuration Preview (23B)

• Dynamic Forms Launcher (23C)

• Shared Form Handoff & Completion (2023)



Multimedia Library Initiative
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Functional Enhancements and User Experience Improvements related to Files and Photos

• Migration from Device to In-App Camera (22C)

• Multiple Photo Capture/Uploads (23C/D)

• Image Compression Changes (23C/D)

• Integrated Cloud Storage Solution (23C/D)
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Connected Resources 

Collaboration Enhancements

• Collaboration analytics

• Asset History Chatbot within Collaboration

• Feedback – In Process

3rd Party Applications

 Zoom Integration 

o MS Teams Integration

Empower Mobile Workforce

Copyright © 2023, Oracle and/or its affiliates
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Augmented reality and video solutions

Empower Mobile Workforce and Provide Remote Customer Service

• Integrated partners’ Augmented Reality solutions

o EDXtechnologies,  TechSee, CareAR

• Assets Visualizations

• Remote Assist

Copyright © 2023, Oracle and/or its affiliates



Agility and Adaptability

Streamlined Backoffice Operations

Connected Solutions

Performance and Reliability



Routing Optimization & Statistics
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Ongoing Optimization of Activity Routing and Predictability

• Routing Plan “What-If” Export/Import (23A)

• Simplified Routing Quick Start Plan

• Routing UX & ROI Metrics
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Drive usability and analytics usage in planning and execution 

Copyright © 2023, Oracle and/or its affiliates

Quota & Capacity Management Initiative

• Enhancements in Support Quota 
Management for the ‘time-slot’ based 
booking via REST API (23B)

• UX Enhancements based on customer 
feedback (23B-C)

• Analytics enhancements for strategic 
planning (2023)
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Prebuilt Dashboards



• Connected and Extendable

o HCM – Absence Management and Shift 
Patterns (released)

o Enhancements in OFS-WACS

o Enhancements in OFS-NMS

• Asset-Management Enhancements

o Parts Return 

o Parts picking & packaging process

Connected Solutions



Plugin Framework and Library
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Plugin Library
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Install Standard Plugin

36

 Choose the Standard Plugin 
type while creating a new 
plugin 

 Select required plugin:
- Debriefing 
- Sample 

 Verify properties to be used 
or/and installed for plugin. 
Confirm installation

 Open in App

* Plugins are supported the only English language in 23A release

* Standard plugins are not included to the limits of 10 hosted plugins per environment 



Copyright © 2023, Oracle and/or its affiliates

Download the Source Code and Modify Plugin

37

 Download the Source code  Upload as a Hosted Plugin via 
interface or Rest API

 Implement code change



Gig Economy
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Self-Onboarding and Self-Management

Gig Economy & Worker
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3rd Party Contract Companies

Gig Economy & Worker
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3rd Party Contract Companies

Gig Economy & Worker
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Thank you

Questions?
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