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Optimizing Field Service: The
Centralization-Decentralization

Equation

In an era where the field service landscape demands strategic equilibrium, balancing
centralization and decentralization is paramount. This paper will explore how businesses
optimize their service networks, harmonize global and local approaches, and reshape

customer experiences.

complex interplay of strategies unfolds in field service management,
Ashaping the industry’s landscape. This paper will explore the dichotomy
between centralized and decentralized field service delivery approaches. We
will examine how field service organizations can harness technology to find a
balance that brings the best of both worlds by centralizing decentralization.

Balancing Centralization and Decentralization:

Centralization and decentralization stand as two prominent strategies within
field service management. The industry grapples with the intricate task of
harmonizing these approaches. Centralization offers standardized processes
and consolidated resources, while decentralization provides local expertise,
adaptability and crucially since the pandemic, resilience. Achieving equilibrium
between these strategies is essential for optimizing service networks.

Adaptation Amid Disruptions:

Recent disruptions, exemplified by COVID-19, have exposed vulnerabilities in
service networks that lean heavily toward centralization. Organizations now
recognize the paramount importance of adaptability. The ability to swiftly
respond to unforeseen disruptions, whether logistical challenges or regulatory
changes, is essential for ensuring operational continuity and customer
satisfaction.

Local Empowerment and Global Collaboration:

The advent of remote service technologies has empowered local technicians to
respond promptly to regional demands. Simultaneously, it has fostered global
collaboration. This transformation highlights the value of local contexts while
promoting efficiency and responsiveness through the synergy of global and
local expertise.

Consistency Across Regional Diversity:

Modern knowledge management tools and real-time reporting have emerged
as essential elements for ensuring service consistency in the face of regional
diversity. These tools bridge the gap between standardized excellence and
localized uniqueness. They enable organizations to provide consistent yet
contextually relevant service quality.

Data-Driven Decision-Making for Consistency:

A significant shift in field service operations involves the utilization of data-
driven decision-making. Organizations now harness data insights to maintain
consistent service quality while adapting strategies to regional contexts. This
data-driven approach places customer-centricity at the forefront of service
delivery, allowing consistent service across regions while empowering local
teams to respond dynamically.

Ultimately, the field service management industry has to find a way to navigate
the intricacies of centralization and decentralization. We must strike the right
balance: adapting to disruptions, empowering local technicians, ensuring
service consistency, and leveraging data insights are the keys to success in this
ever-evolving landscape.

The industry’s future lies in optimizing these dynamics to achieve customer-
centric excellence. Still, the tools available to them in modern FSM solutions
make such balance possible, as we shall explore in this paper.
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Centralization vs.
Decentralization in Field Service:
Navigating a New Era

The dichotomy between centralization and decentralization presents challenges and
opportunities in an evolving field service landscape. This chapter explores the shifting
dynamics of service delivery and supply chain management in a post-pandemic world, where
next-gen technology offers a path to balance and resilience.

Centralization vs. Decentralization: Field Workforce
Perspective:

In the context of field service organizations, centralization signifies a traditional
model where operations, decision-making, and resources coalesce at a
singular nexus. Here, the benefits of streamlined processes and standardized
procedures have long been championed as an approach that allows for the
reduction of costs and the efficiencies of economics that centralization brings.

However, there are undeniable tensions as we confront the advantages

and complexities accompanying such centralization. While the pursuit of
consistency and economies of scale is evident, one of the most fundamental
tenets of excellent service, especially of more advanced service strategies, is
proximity to the customer regarding understanding and operations.

Itis, therefore, essential to unravel the tension between universal efficiency
and local adaptability. By contrast, the alternative approach of decentralization
ushers in a paradigm where service delivery and decision-making ripple
through localized teams. This more localized empowerment allows for quicker
responses and, in the short term, more dynamic resolutions to the customers’
immediate problems.

Indeed, such a decentralized dynamic affords the luxury of tailoring services to
regional demands, capitalizing on local expertise, and fostering nimbleness in
response to diverse contexts.

However, in doing so, a field service organization can fall victim to multiple
regional variations not functioning in harmony, inconsistent levels of service
delivery for the customer, and significant unnecessary wastage in terms of
bottom-line costs and revenue leakage.

Centralization vs. Decentralization: Supply Chain
Perspective:

Given the scope of this paper, where we shall be looking at a balanced model
that allows for the blending of centralization and decentralization by leveraging
next-gen FSM technology, our primary focus will be on service operations and,

in particular, managing the mobile workforce.

However, in the conversation around centralization versus decentralization, we
also have to address the discussion around the service supply chain—particularly
regarding the availability of parts. While this topic deserves an entire paper,

it does significantly overlap with the subject of this conversation heavily as in
terms of the service and parts supply chain, the ramifications of centralization
resonate profoundly and so do need to be factored into this discussion as it
adds vital context.

The traditional paradigm of concentrating sourcing, production, and
distribution at select hubs, the primary direction of travel for decades, now
has to be scrutinized through the lens of its vulnerabilities. The pandemic’s
onset brought into stark relief the fragility of such centralized networks, with

disruptions reverberating across production lines and logistics channels.

As with the workforce aspects of service operations, we need to peel back the
layers of challenges of centralization to the service and parts supply chain to
highlight the issues, and in doing so, we do reveal the merits of diversification
and redundancy as instruments to bolster supply chain resilience. In this
context, decentralizing supply chains emerge as a beacon, navigating the sea of
disruptions and minimizing the localized impact of unforeseen events.

However, the many benefits of centralization remain attractive. As with the
more detailed conversation around service operations we will touch on in this
paper, technology can help organizations strike a balanced approach between
the two disparate methods of the service supply chain.

Impact of the Pandemic: Realising the fragility of
centralization and the power of next-generation solutions
The pandemic brought with it a disruptive force that was unlike anything that

had been seen in multiple generations.

In many ways, the status quo broke entirely. Early into the pandemic, the
discussions turned to a new normal in the future, and we collectively, both as
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an industry and as a society, knew the ways things had been done for so many

years would no longer meet the requirements of the present. “Perh ap S for the
Nowhere was this more visible than with the service and parts supply chain. ﬁrst time in multiple

An insurmountable challenge bore down on globalized service networks as

the pandemic cascaded across borders. Long-standing free-flowing movement dec ade S , th e p ath
across borders slowed to a crawl seemingly overnight. ° °

o N towards globalization
Nowhere was this more noticeable than across the Schengen region in Europe,
where since 1985, borders had been open, and suddenly the trucks of logistics l. t s
providers formed long almost endless queues. an d centra lza 10 n
The knock effect for service organizations across all regions was dramatic. th at We h ad b een

Parts and consumables became scarce, meaning that no matter how carefully

an organization adopted bio-security measures that would allow field service On for Over h alf a
workers to provide the maintenance to keep the world turning. ] In many cases,

they were unable to complete a full repair, to deliver optimal service, as the

decade was suddenly
For the first time in multiple decades, the path towards globalization and laid bare as being

centralization that we had been on for over half a century was suddenly laid

bare as being dangerously fragile and lacking any resilience. dangerou Sly fragile

We saw well-established service supply chain networks teeter under the weight

of their dependencies, particularly in the intricacies of parts management. With and laCking any

borders shuttered, logistics paths unravelled, and centralized locations grappled

with manufacturing downturns. resilience...’,

With all disruption comes threat and opportunity, and this fragility raised a
clarion call for adaptability and resilience that resonates loudly some three
years since the pandemic first struck.

Yet, even during the pandemic, we quickly saw the psychological effect of the capabilities to operate with the efficacy of a global player with a global

normalization. In those early months of global lockdowns, the collegiate, ‘in- footprint. This in and of itself has changed the landscape of the field service

the-trenches’ mentality prevailed; we were all in it together, and our customers sector forever.

made allowances accordingly. More rudimentary means of delivering remote

service were accepted, as our customers were grateful for us as service Yet, even during the pandemic, we quickly saw the psychological effect of

providers getting the job done. normalization. In those early months of global lockdowns, the collegiate, ‘in-
the-trenches’ mentality prevailed; we were all in it together, and our customers

Indeed, while crises cast shadows, they also illuminate pathways. made allowances accordingly. More rudimentary means of delivering service
remotely were accepted, as our customers were grateful for us as service

The pandemic hastened the widespread embrace of remote service providers getting the job done.

technologies, nurturing a powerful alliance between global scope and local

prowess. Adopted mainly out of necessity, it was soon apparent that such However, as remote service became more accepted, service expectations soon
remote service technologies could bring harmony between centralized and returned to pre-pandemic levels. Indeed, now, with on-site and remote service
decentralized approaches to service delivery. being two sides of the same service-orientated strategy, delivering remote

service is not enough; it is an expectation to sit alongside on-site service —
Remote service technologies empowered local technicians, erasing and to provide remote service effectively, it is essential to embrace the next
geographical boundaries. It also shifted the power dynamically across all generation of field service management (FSM) platforms.
sectors, as smaller, more agile, and forward-looking organizations now had
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Indeed, it is the technologies driving digital transformation, the next-gen FSM

platforms such as Gomocha, that allow field service organizations to blur the
lines between centralization and decentralization, harnessing the dynamic
efficiencies of a localized approach and the consistency of service standards
and operational benefits of a centralized approach.

Striking the Right Balance

The epiphany from the pandemic’s long-lasting wake is the apparent need
and the growing demand for an approach that strikes an equilibrium between
decentralization and centralization. Here, we will find the fulcrum of effective

service delivery strategies at the heart of these contrasting paradigms.

The precipice between standardized processes and regional adaptability is to
be navigated with caution, yet with the emergence of the next wave of FSM
solutions that incorporate the previous generation’s best-in-class options as
table stakes and build greater functionality, this balance does seems more

achievable than ever.

Each decision is anchored not in hasty reactions but in an informed data-led

wave of insights driving forward service excellence. We can embrace this as an

opportunity illuminated by a global crisis.

In partnership with:

@ mocha

With eyes on local context and a nod to holistic decision-making, service
organizations can unlock the essential workflows that make them efficient
and effective, and these, in turn, can be the keys to more advanced service
strategies that can yield greater profitability and longer-term agreements.

Itis here, in this wild frontier of the second decade of the twenty-first century,
a world characterized not only by the mass disruption that shook many
industries to their very core, but by the acceleration of a golden era of digital
transformation that had begun long before the pandemic and now is reaching
a maturity where it is ready to bloom, that we can explore with earnestness
notions that on their face are seemingly juxtaposed, concepts such as

Centralizing Decentralization.

This is an era of new opportunity, where the long-standing status quo has been
torn down, and we have the chance to rethink, revise, and rebuild the future of
field service with bold new thinking that discards what didn’t work in the past
and embraces what can work tomorrow.

“The precipice between standardized
processes and regional adaptability is
navigated with caution, yet with the
emergence of the next wave of FSM
solutions that incorporate the previous
generation’s best-in-class options

as table stakes and build greater
functionality. This balance seems more
achievable than ever...”
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The Challenges of Globalization
and Centralization

In the relentless pursuit of centralization, field service organizations have reaped the rewards
of standardized efficiency and global reach. However, there is a double-edged sword to
centralization, which reveals challenges that compromise both customer satisfaction and
profit margins. The disruptive forces of recent years have added an urgent layer to this debate,
highlighting the need for adaptable strategies that harmonize centralized and decentralized
approaches in the ever-evolving field service landscape.

or decades, the direction of travel for all business processes followed the
Froad towards ever more globalization and centralization. In the opening
chapter, we touched on how the global disruption of recent times brought the
fragility of such thinking to the fore and raised the concept of “centralizing
decentralization.”

In this second chapter, we will scrutinize the promises and pitfalls underpinning
the architecture of globalized and centralized service operations.

As we examine the challenges of continuing reliance on centralized systems, we
will uncover the multifaceted implications emanating from a more pragmatic
blend of centralized systems and regional autonomy.

The Benefits of Centralized Service Networks
The pursuit of globalized service networks has been driven and fuelled by many

aspirations, each heralding promises of amplified reach and economies of scale.

These benefits range from the allure of tapping into a broader customer
base to harnessing the efficiency and cost-effectiveness accompanying the
consolidation of resources.

At the core of the drive for centralized service networks lies the allure
of tapping into a broader customer base and transcending geographical
boundaries to bring services to a global audience.

By centralizing certain aspects of operations, field service organizations

can wield the power of standardized processes, streamlined workflows,

and consistent service delivery. This standardization, in turn, promises to
elevate efficiency and effectiveness, fostering a seamless experience for both
customers and stakeholders alike.

The benefits are not solely limited to customer reach; the potency of
economies of scale is another huge benefit for those who moved towards
centralization. Consolidating resources, be it workforce expertise, technology
infrastructure, or supply chain management, has the potential to unlock

unparalleled cost savings. Indeed, such consolidation enables the optimization
of resources, minimizing redundancy and reducing overhead expenses. As
operations become more integrated and interdependent, economies of

scale ripple through the organization, often resulting in enhanced financial
performance and competitive advantage.

These benefits are incredibly attractive to any field service organization that
works across multiple regions, and it is clear there are strong reasons why so
many companies followed the path towards centralizing service operations for

SO many years.

The Double-Edged Sword: Challenges and Considerations:
However, as with any strategic pursuit, the journey toward centralized service
networks has challenges. As discussed in the opening chapter, the quest for
consistency and efficiency can sometimes clash with the need for localized
adaptation and responsiveness. As operations become increasingly centralized,
the potential loss of personal touch can lead to diminished customer

experiences.

This is particularly pertinent in a period of economic uncertainty such as
now, where service standards can be a core differentiator at a time when the
temptation for many companies is to compete on price to win or maintain
business.

Similarly, as the drive towards servitization continues to become ever more
critical within multiple industry verticals, the skillsets that drive excellent

customer experiences are essential for internal and external reasons.

Therefore, this trade-off between centralized uniformity and de-centralized,
localized service must be deftly managed to ensure that the allure of
centralization doesn’t come at the expense of customer satisfaction or profit

margins.

Indeed, as the scope of a service organization broadens, so do the challenges
that come from sustaining a truly centralized approach across a global network.
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Maintaining operations across geographic boundaries is complex and requires
an ongoing process, people, and technology coordination. Cultural variances
amplify service nuances, and the essential regional details that can shape

or skew service delivery can get lost within a homogenized and inefficient

organization.

However, for the organization that falls too far down the path of chasing the
uniformity that centralization promises, the potential dilution of a regionalized
touch amidst a sea of standardization looms, underscoring the importance of
navigating this dichotomy between centralized and decentralized approaches.

In crafting service experiences, where the line between uniformity and
individuality is deftly traced, the challenge persists in honoring the local
essence while embracing the overarching organizational identity.

The Realities That Were Laid Bare By Global Events of the
Last Few Years:

This is, of course, before we even consider the frailties of a fully centralized
organization laid bare not only by the pandemic, as we touched on earlier,

but also by seismic events such as the increasing failure of Schengen during
mass migration, the disruptive impact of climate change, as well as varied
governmental and industrial responses to this challenge, and the ongoing
conflict in Ukraine and now., sadly in the Middle-East once more.

As discussed in the previous chapter, the vulnerabilities concealed beneath
the glossy veneer of centralized structures have been exposed hugely in recent
years as wave after wave of disruptive force has swept over the world.

Such disruption has unmasked the fragility that ensues when dependencies on
global networks are at the center of operations.

From the shuttering of borders to the tremors reverberating through

supply chains, in recent times, we’ve seen first-hand a real-time litmus test

for adaptability and resilience, and the field service mechanisms of those

companies who had become less mobile through the embrace of centralization
ultimately failed.

Border agreements such as Schengen collapsing impacted the flow of parts
and cross-border field service workers. As these pacts have wavered, so did
technician movement and service response times. Yet, amidst the turmoil,
we were in many ways fortunate that our industry was entering new levels of
technological innovation, and technologies embedded within next-gen FSM
solutions had reached a maturity level where they were already proving to be
effective for those organizations in the early adopter segments.

In the previous chapter, we touched on remote service as one such example;
another would be the levels of sophistication found in the scheduling engines
of modern next-gen FSM platforms, such as Gomocha, which in the previous
iteration of FSM tools, would have been rudimentary and cumbersome in terms
of being able to be adaptable to rapidly changing scenarios, or would have
required expensive investment in best-in-class additional solutions.

The introduction of such elements in next-gen FSM platforms is where field
service organizations can meet the demands of a decentralized approach
with refined strategies that capitalize on localized strengths while remaining
focussed on being able to offer a more coordinated and seamless service
interaction that we have become accustomed to in a more centralized

approach.

Later in this paper, we explore such technologies in greater depth as

we see how technology can pave the way to this strategy of ‘centralized
decentralization,” which can lead to a harmonic blend of the best of both
worlds.

But first, in the following chapter, we explore how we harmonize global or
regional teams and how such an approach may look.

“For the organization that falls too far
down the path of chasing the uniformity
that centralization promises, the potential
dilution of a regionalized touch amidst a sea
of standardization looms, underscoring the
importance of navigating this dichotomy...”
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The Path Forward: Harmonizing

Global Teams

In the evolving field service landscape, striking the right balance between centralized and
localized teams is pivotal for achieving service excellence. This chapter delves into the
practicalities of harmonizing global and local entities within service networks and explores the
transformative potential of ‘decentralizing centralization' empowered by digital transformation.

s field service organizations pursue an evolving service paradigm that
Acontinues to drive service excellence and organizational resilience, they
must focus on how to approach harmonizing global or centralized teams and
local, regionalized teams across the fabric of service networks.

In the preceding chapter of this paper, we looked at both the benefits and
challenges of the prevailing centralized approach and how a return to a more
decentralized approach can mitigate these challenges. Still, of course, it may

mean the loss of many benefits.

The main thrust of this paper is that we now have the potential to embrace the
best of both worlds, empowered by digital transformation. We can harness the
efficiencies of centralized models while securing the more resilient and reactive

benefits of a decentralized approach.

Later in the paper, we explore the technologies that can underpin the digital
transformation that allows such an approach, but first, let us examine the
processes required to find the equilibrium that allows for ‘centralizing
decentralization.

Finding Synergy Between Global and Local Teams

Whether your service organization is a global operation with a follow-the-sun
service solution or a national organization with multiple regional teams, you can
apply decentralizing centralization.

The idea becomes more potent at a larger scale. However, while maintaining
efficiency and consistency of the service through some elements of
centralization, local empowerment is still felt for organizations with a smaller
footprint.

As we have seen in this paper, exceptional potential is harnessed when global
teams adopt standardized processes and specific layers of centralized decision-

making.

However, the insights and reactions of local teams equally add an unparalleled
edge through their innate understanding of cultural nuances and adaptability
to regional idiosyncrasies. Digital transformation serves as a vessel that

can empower both aspects of this dichotomy, bringing it into harmony and

bestowing real-time insights to global entities and centralized tools to local
counterparts. There is undoubtedly a synergistic blend across the two that
negates the idea of these two approaches being mutually exclusive.

Some of that realization arrives with the technological advancements we
have seen in recent years; much of it comes from the disruptive impact of a
pandemic and a global recession that has left us questioning the status quo,
which we may never have done if not presented with challenges.

The combination of these two factors, though, does lead us to a position where
we can now clearly envisage a third approach that builds on that synergy and
establishes a service network that thrives through resilient adaptability while
embracing the robust efficiencies of centralized structures.

A Balanced Approach: Crafting a Multifaceted Solution

This is the central pillar of the concept of Centralizing Decentralization.

This endeavor encapsulates the spectrum of global and local virtues within

a more holistic and strategic approach to service strategy that focuses on
customer needs alongside the core metrics that define well-structured service
operations such as first-time fix, technician utilization, and profitability.

It is a dual-pronged strategy, where centralization and decentralization walk
hand in hand, unlocking many benefits that resonate across the service

landscape.

The harnessing of the technology can allow for streamlining workflows,
culminating in the attainment of standardized operations refined and road-
tested to prove effective.

The harnessing of the technology can allow for the streamlining of workflows,
culminating in the attainment of standardized operations that have been
refined and road-tested to prove effective.

With scheduling, resource allocation, and reporting folded into a centralized
platform, field service organizations can access the economies of scale and
transmute redundancy into efficiency, enhancing operational dexterity.
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However, decentralization sits on the opposite end of this spectrum,
empowering local and regional teams to adapt their approach in resonance
with regional intricacies.

As a vehicle for enhanced customer experiences, this decentralized facet
provides field service organizations with the nimbleness to address regional
challenges swiftly and precisely.

Adapting to ever-fluctuating landscapes, be it regulatory shifts or unexpected
disruption, this balance between the consistency of centralization and the
dynamism of decentralization, which has previously been incredibly hard to
achieve, is now increasingly within reach for all field service organizations.

In this model of centralized decentralization, responsive customer experiences
become the keystone, built from the convergence of centralization’s efficiency

and decentralization agility.

The two previously disparate approaches are woven together through real-time
insights afforded us by the technology we embrace with digital transformation.

These insights facilitate seamless alignment between global and local entities,
culminating in a service organization that can flourish with operational
resilience and customer interactions that resonate and grow service revenue.

“In this model

of decentralized
centralization,
responsive customer
experiences become
the keystone, built
from the convergence
of centralization’s
efficiency and
decentralization
agility...”
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Leveraging Modern Knowledge

Management Tools within a
M System

Gen

ext-

In this chapter, we explore the pivotal role of modern knowledge management tools in
bridging centralized and decentralized field service operations. These tools facilitate efficient
knowledge sharing, empower technicians, and ensure consistent service quality while
embracing regional differences, aiming to foster customer trust.

ater in this paper, we shall look at the variety of tools in the next-gen FSM
I_system, allowing for much of the functionality of the balanced centralized
decentralization model we outline. However, the most critical aspect of
effective service delivery at the heart of digital transformation for field service
organizations is the ability to move insight and expertise where and when
needed.

This can take many forms, including remote service, diagnostics, and knowledge
repositories, but it is the art of knowledge management. Indeed, this topic

is so essential that we have published a whole paper on the subject, again in
partnership with Gomocha, which you can find here.

However, in this conversation, modern knowledge management tools
emerge as the linchpin that bridges these two seemingly disparate notions of
centralized and decentralized modes of operation.

The Role of Modern Knowledge Management Tools:

In the dynamic evolution of service operations, modern knowledge
management tools guide the convergence of global strategies and localized
execution. These digital platforms create an ecosystem where information
sharing, collaboration, and decision-making transcend geographical confines
yet empower localized teams.

By centralizing knowledge and insights, these tools usher in an era of
streamlined processes, enriched communication, and informed actions—
essentially, the cornerstone of operational prowess. So, let’s look at the various

elements of effective knowledge management.

Centralized Repository for Best Practices: Modern knowledge management
tools are at the heart of this transformation. These tools provide a digital haven
—a hub where field service organizations nurture a repository of best practices,
guidelines, and procedures.

This central hub can allow for best practices to rise to the top. In contrast,
language and translation tools can make this content accessible and valuable

across regional locations. This ensures that global teams and localized
technicians have access to a harmonized set of established processes.

Streamlined Communication and Collaboration: The heartbeat of these tools
resides in their ability to bridge the chasm between global and local entities,
overcoming boundaries to forge a seamless flow of communication. Technician
enablement tools remove the discourse between international and regional
teams from their geographical shackles.

It can take the concept of putting the correct information in the right place at
the right time to the level of technician-to-technician interaction. Remember,
your organization’s most significant source of knowledge is embedded within
your field service workforce.

Therefore, real-time conversations, insights sharing, and collective
troubleshooting become the tenets of this collaborative environment. This
fundamental tool catalyzes problem-solving and propels the journey of
knowledge sharing across regions.

Localized Adaptation with Global Insights: Here, the key lies in balance-
where local ingenuity goes hand in hand with global understanding. Technician
enablement tools extend local teams the power to tailor their approach in
resonance with regional requirements.

The gems of best practices, extracted from one region or team, cascade into
another, enriching the overall efficiency of the service operations and the
service quality we deliver to our customers.

This equilibrium ensures that the essence of global knowledge converges with
the finesse of local customization, establishing a potent and precise operational
structure.

Continuous Learning and Improvement: As the process unfurls, the need
for continuous learning turns ceaselessly. Therefore, a series of technical and
soft learning tools, such as those available in the FSN Education platform, can
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provide many skills needed for customer engagement.

Through the conduit of these tools, technicians can take their learning path

of personal development by embracing continuous learning. An on-demand
approach to education can allow technicians to work through the training they
need, making it more accessible so they can sit alongside or in addition to any
structured training.

This cycle of perpetual evolution nurtures ongoing refinement, ensuring that
the service practice remains aligned with the evolving horizon of technology
and operational best practices.

Empowering Field Technicians: Regarding knowledge management, the
spotlight falls on technician enablement tools, an essential part of FSM
solutions that ultimately play a critical role in bestowing authority upon field
technicians.

Empowered by these tools, technicians become the architects of informed
decisions on-site, their troubleshooting prowess ignited, and their dependence
on central entities attenuates. The result is a decentralized, localized workforce
where efficiency reigns supreme and responses to customer challenges are
swift, adaptable, and tailored.

Emphasizing Consistent Service Quality Amidst
Decentralization:

In decentralized service networks, the balance of harmonization cannot just
exist; it has to thrive to succeed. This balance must encompass local agility’s
rapidity and resilience with centralized excellence’s consistency. The aim is
to ensure consistent service standards, where the responsive cadence of
localized teams in client interactions finds its counterpart in the backbone of
standardized processes.

Modern knowledge management tools blend these two aspects, ensuring
service delivery transcends local intricacies while embracing localization.

Centralized Platforms’ Role in Standardization: Within this balance and
harmonization, the undercurrent of standardization remains unwavering.
Centralized platforms like Gomocha epitomize this role, acting as the
custodians, gateways, and translators of standardized workflows, best practices,
and guidelines. Across regions, the service approach and standards remain
constant, and customers experience a clear and consistent experience of
service excellence.

Balancing Localiztion and Uniformity: The challenge is delicately poised
- pursuing decentralized empowerment against the canvas of centralized
uniformity. Modern knowledge management tools emerge as facilitators,
enabling this delicate balance.

In this mix, decentralized and localized teams align with central repositories,
drawing wisdom from global resources while retaining the ability to adapt to
the nuanced regional challenges specific to their area of operation.

“In decentralized
service networks,

the balance of

harmonization
cannot just exist;
it has to thrive
to succeed. This
balance must
encompass local
agility’s rapidity
and resilience
with centralized
excellence’s
consistency....”

Ensuring Customer Trust Through Consistency: Perhaps the most critical
aspect of this approach that has underpinned much of the conversation in this
chapter is the essence of driving always toward growing customer trust.

In the centralized decentralization model, consistency in service quality
emerges as the cornerstone of this trust. In this approach, centralized platforms
that can empower decentralized teams prove to be a must-have investment. As
such, solution providers like Gomocha must play a significant role, as we shall
explore in the next chapter.

Ultimately, it is the harnessing of the technology that will allow for the
streamlining of workflows, culminating in the attainment of standardized
operations that have been refined and road-tested to prove effective.
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Envisioning Next-Gen Platform
Capabilities for Centralizing

Decentralization

In this chapter, we delve into the essential elements expected in a next-generation FSM
solution, further exploring the concept of centralization decentralization. Modern FSM
platforms, like Gomocha, serve as the critical hub where intelligent algorithms, unified
communication tools, and real-time insights converge to drive data-driven decision-making.

aving looked at the importance of knowledge management in the previous
H chapter, let us look at the other elements expected in a next-generation
FSM solution that can help field service organizations embrace the concept of
centralization decentralization.

The modern, next-gen FSM platforms, such as Gomocha, are the vital hub
where intelligent algorithms sit harmoniously with unified communication
tools.

At the same time, real-time insights weave the fabric of data-driven decision-
making.

Intelligent Scheduling and Routing:

As we look at next-gen platforms, the criticality of automated scheduling

and routing algorithms comes into focus. Here, the technology combines the
seamless allocation of a proficient workforce, considering the complex variables
of location, skills, and availability.

The result is an efficient approach that constantly refining itself to seek
workforce optimization.

By working on one platform, field service organizations can benefit from the
efficiencies not only in cost but also in sharing best practices across the broader
organization. However, localized teams may have different requirements for the
same work orders.

For example, there may be union requirements in specific regions that don’t
affect others. This is where the approach prevalent in next-generation FSM
platforms is essential, generally, low-code or no-code to make localized rules
within the system to adapt to localized requirements.

This union of global strategies and localized execution ensures a continuum of
efficient service delivery- a true embodiment of centralizing decentralization.

Unified Communication and Collaboration for Localized
Service:

In the context of next-generation advancements, a cohesive integration
emerges, facilitated by adopting technician-friendly mobile apps. This
integration serves as a conduit between global teams and local technicians,
allowing communication to occur seamlessly in real-time.

As local technicians and global teams collaborate, their responsiveness to
clients demands an unmatched efficiency level. The exchange of expertise
across various regions fosters synchronized and comprehensive knowledge
sharing.

This integration of efforts enhances service agility and effectiveness, aligning
with the balanced interaction between centralized and localized strategies.

Real-time Reporting for Global Insights and Local
Adaptation:

A central repository of best practices, procedures, and guidelines emerges
in this digital landscape—a vault of knowledge accessible to global and local
teams. This invaluable resource forms the backbone of a balanced approach
fueled by real-time data flow.

Here, local teams draw inspiration from insights generated in real-time,
wielding the brush of adaptability to tailor service delivery according to regional

nuances.

This synergy between centralization and decentralization shapes the
cornerstone of service excellence—an integration perfectly synchronized
through modern knowledge management tools.

Data-Driven Decision-Making for Consistency:

The most significant shift in field service operations since we entered an age of
digital transformation is the ability to collect, mine, and harvest data insights
from our install base. This ability allows us to build incredible data-driven
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service efficiencies and push toward consistency.

This era of data enlightenment brings forth a landscape where information
becomes a guiding north star. The wealth of operational data offers evidence-
based insights that steer us toward higher levels of service excellence.

Through meticulous analysis of trends and patterns, we navigate a course
grounded in informed decision-making, dispelling conjecture.

Integrating comprehensive analytics and reporting tools within next-gen
platforms takes center stage. This application of tools stands as a cornerstone
of real-time insights, facilitating the seamless flow of information across diverse
regions. Armed with a panoramic view of our service ecosystem, we can

swiftly adapt, allocate resources judiciously, and maintain an unerring focus on
achieving consistency.

Data-driven approaches perhaps summarise the balancing of the equation
between centralized and decentralized operations best —and vital to
centralizing decentralization.

The ability to see data from across the install base allows an organization to

see the key trends that will drive more efficient service workflows and better
optimization of assets.

(14 3
Yet, at the same time, it is this very centralized approach to data analysis that n t ls mO e

allows the localized, decentralized team the ability to make quick decisions

e e i s e of decentralized
centralization,
responsive customer

experiences become

the keystone, built

from the convergence

of centralization’s

efficiency and

decentralization

agility...”
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Conclusion: Centralising
Decentralisation for Next-Gen

FSM Systems

In this concluding chapter, we summarize the key insights from our exploration of
centralization, decentralization, and the concept of centralizing decentralization in field service
management. We reflect on the lessons learned and provide thought-provoking questions to
help you apply these concepts to your organization's service operations.

Across this white paper, we have looked at the potential strengths and
weaknesses of the centralized approach to field service management
that became prevalent before the pandemic, the benefits of the decentralized

approach, and its limitations.

Neither is optimal, but we can seek the best of both worlds in opportunities
digital transformation brings in what we have termed centralizing
decentralization.

In this final chapter, we look at key takeaways before a series of reflective

questions designed to apply learnings to your organization.

Balancing Act: Striking Strategic Harmony:

Centralization and decentralization form the focal points of our discussion, and
at the heart of this dialogue is the quest for a strategic unity between these two
approaches. Our exploration has illuminated the complexity of attaining this
unity- a careful equilibrium that nurtures the cohesiveness of service networks.

Like a finely tuned mechanism, this careful equilibrium empowers service
networks with resilience, flexibility, and a strong customer focus. By integrating
these strategies, we outline a roadmap for a future where centralizing
decentralization emerges as the guiding principle to realize service excellence.

Pandemic Insights: Fragility Exposed, Adaptability
Imperative:

The pandemic’s disruptive aftermath laid bare the vulnerabilities inherent in
globalized networks, prompting a revaluation of service frameworks.

To progress as an industry, we must address this vulnerability, and this insight
underscores the critical requirement for adaptability. Amid the uncertainties
that swept the world, we recognized the necessity of constructing service

networks capable of navigating disruptions with composure.

The pandemic and subsequent global disruptions have served as a pivotal

reminder of the essential nature of crafting robust systems that can
withstand challenges while maintaining operational continuity and customer
contentment.

Empowering Locality: Technician Agility, Global
Collaboration:

Amidst the transformative wave of remote service technologies, the
empowerment of local technicians emerged as a remarkable evolution.

This wave of technologies granted local technicians newfound agility to address
regional demands with unparalleled efficiency as they could leverage the
insights of the centralized knowledge and marry these with the dynamism of
the more reactive decentralized approach.

It empowered decentralized decision-making by widening access to centralized
insights and efficiencies. This newly adopted enhanced collaboration, where
global teams and local technicians converge to exchange expertise in real-time,
is at the core of centralizing decentralization.

This transformation reaffirms the significance of local contexts while infusing
service delivery with efficacy and responsiveness.

Consistency through Diversity: Unified Excellence,
Harmonized Nuances:

Finally, within this intricate interplay of diverse service environments, the
emergence of modern knowledge management tools and real-time reporting
now represents the foundation of service consistency.

These tools are the connecting link between standardized excellence and the
nuanced approach of localized focus. Blending global insights with regional
adaptations can result in a more cost-effective and resilient approach to service
delivery for the service provider and yield better service experiences for the
customer. This creates an approach to service operations where consistency
and diversity coexist seamlessly, supported by a centralized foundation that
accommodates complex regional variations.
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Reflective Questions: Paving the
Path Forward

We hope you discuss this paper with your colleagues as you look to the future of your field
service operation. The following questions will further explain how these concepts may
apply to your organization. They focus on prompting introspection within your organization.

1.  Collaborative Synergy: How could the collaboration between global and local teams create a more harmonious
service network, fostering seamless cooperation and elevating customer experiences?

2.  Adaptable Expertise: How can you harness modern tools to empower local technicians, enabling them to
promptly cater to regional needs and amplify their contributions to the broader service ecosystem?

3. Digital Resilience: How prepared is your organization’s technological infrastructure to navigate our industry’s
ongoing disruption? What measures can be implemented to enhance its adaptability and resilience in the face
of unexpected challenges?

4.  Platform Synergy: Reflect on your technological landscape- how can the integration of centralized platforms,
reminiscent of Gomocha’s platform, bolster localized service delivery? How can you ensure consistent quality
while embracing the benefits and overcoming the challenges of regional diversity?

5. Remote Revolution: How can you leverage the seismic shift catalyzed by remote service technologies to
optimize local technician productivity? How can this be achieved while upholding the mantle of service
excellence?

6. Strategic Balance: In crafting your service strategy, how might you balance the established benefits of
centralization’s efficiency with the dynamism of decentralization? How can you achieve an equilibrium
capitalizing on standardized processes and custom-tailored services?

7.  Agile Adaptation: Reflect on the lessons drawn from the pandemic-induced challenges. How have these
experiences prompted a re-evaluation of your service network’s adaptability? How can these lessons sculpt a
future-ready, agile structure?

8. Knowledge Management Evolution: To what extent do your current knowledge management practices bridge
the chasm between standardized procedures and regional expertise? How can these practices evolve to ensure

a greater balance between consistency and contextual relevance?
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About Gomocha

Gomocha is the field service platform for forward-thinking field service
operators.

Through a combination of service demand management, dispatch scheduling,
technician enablement, and analytics—not to mention white glove service—
Gomocha uncovers hidden efficiencies, matching skill with demand so your
field workers deliver an exceptional customer service experience time after
time.

With offices on the East and West Coasts of the United States and in The
Netherlands, Gomocha has supported the global field services community for
more than three decades.

To reveal hidden service efficiencies and win in a service-first world, visit:

www.gomocha.com

Additional links for further insight:

. Find out more about how Gomocha are supporting field service
organisation to drive improved efficiency here

. Request a no-obligation free-trial of the Gomocha solution to see how it
could improve your field service operations here

. Read the White Paper “Four Service Scenarios’

. Read the White Paper “Improving the Service to Cash Cycle”

. Read the White Paper “Knowledge Transfer- The Art of Information”

About Field Service News

Field Service News is the industry leading publication for field service
professionals globally.

With an unparalleled collection of widely respected industry leaders from both

industry and academia contributing insightful and informative articles published

daily, plus access to key educational materials for field service professionals
including white papers, podcasts, video and webinars fieldservicenews.com is
a key resource visited by over thirty thousand field service professionals each
month.

Stay up to date on industry trends @ fieldservicenews.com

For full access to the entire premium resource library and FSN courses you can
also join FSN PRO.

Find out more here and use the code ‘KNOWLEDGE’ for a one month free trial.

To use this code select the monthly option for either FSN PRO or FSN PRO+ and
enter the code in the relevant discount code section at the bottom of the form.
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