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The Road Ahead: Transforming Field
Service with SAP FSM and Business Al



In today’s hyper-connected world, customer expectations for service are higher
than ever. A missed appointment, slow response time, or incomplete resolution can
erode trust in minutes. Organizations across industries—manufacturing, utilities,
consumer goods, wholesale distribution, and beyond—are realizing that field
service excellence is no longer optional. It's a competitive differentiator.

This is where SAP Field Service Management (FSM), combined with SAP Business
Al, is reshaping the service landscape. By enabling smarter scheduling,

empowering technicians with real-time intelligence, and introducing agentic Al
capabilities, businesses can deliver faster, more efficient, and more sustainable
service experiences. At Accrete, we help enterprises harness this power to
drive operational efficiency, reduce costs, and elevate
customer satisfaction.



The Shift from Manual Planning to Al-Driven Service

lraditional service planning relied heavily on manual scheduling. Dispatchers often spent hours juggling
technician availability, skill sets, parts inventory, and travel routes—leaving plenty of room for inefficiency.

But manual planning 1s reaching its limits. Modern businesses need data-drniven, intelligent scheduling that

adapts dynamically. With Al organizations can now:

Optimize
technician

routing

to reduce travel
time and CO,
emissions.

Increase workforce
productivity by
minimizing idle
time and unbilled
travel.

For example, Patterson Dental, a wholesale distributor, leveraged SAP FSM to cut scheduling effort
by 2-5 minutes per job, save 13 minutes of unbilled travel per billed hour, and reduce 40 metric tons

of carbon emissions annually. That's real impact—both financially and environmentally.

SAP Business Al:

Taking Field Service
to the Next Level

The integration of SAP Business Al into Field

Service Management is changing how service

teams operate. Features such as:

Joule for Dispatchers: Conversational Al
support that accelerates job assignment
and reduces dispatcher errors.

Predictive Routing & Job Duration
Prediction: Machine learning models
that optimize travel paths and forecast
job timelines.

Equiprnent Insights: Real-time analytics
that provide proactive maintenance
recommendations.

Activity Summaries: Instant access to past
resolutions for faster issue resolution.

The results are clear: SAP reports a 50%
increase in dispatcher productivity and
an 8% reduction in scheduling errors
when Al-driven features are deployed.




From Assisted Planning to Autonomous Service

The roadmap for SAP FSM points toward autonomous scheduling and dispatching.
What began as manual drag-and-drop assignment has evolved through:

Assisted Planning Automatic Scheduling 7 Agentic Al
(é_z_f!) Al suggests best-fit E Policies and rules @ Autonomous assistants
technicians. automate job anticipate delays, reassign
assignments. tasks, and escalate only
when needead.

With these advancements, dispatchers can focus on exceptions, while the Al
handles routine scheduling. Technicians, too, benefit from generative Al guidance,

receiving instant recommendations, documentation, and proven resolution
steps—improving both onboarding and productivity.

Building Trust with Al in
Service Operations

Adopting Al in field service i1sn't just about technology—it's
also about trust. Successful implermentations reguire:

lransparency: Communicating Al's role clearly to all
stakeholders.

Human-in-the-loop: Allowing technicians and planners to
override Al suggestions.

Pragmatism: Starting with pilots in high-volume, repetitive
processes that offer measurable outcomes.

This combination of Al + human expertise ensures
organizations capture the benefits of automation while

maintaining confidence in decision-making.

The Role of SAP Al Units

To enable premium Al features, SAP offers Al Units—a virtual currency that lets customers
consume Al services across the SAP portfolio. Each use case, from predictive routing to

generative Al knowledge retrieval, draws on Al Units, giving businesses flexibility to scale Al

usage at their own pace.

For organizations, this means greater clarity on cost, scalability across solutions, and the ability
to activate only the features that matter most to their service operations.




The Accrete Advantage

At Accrete, we combine our deep expertise in SAP S/4HANA, Field Service
Management, and SAP Business Al with practical industry know-how to help
organizations reimagine their service operations.

We help clients:

Deploy Al-powered Build self-service and Integrate Al-driven
scheduling and mobile-enabled field analytics and

routing to maximize service experiences insights for proactive
technician efficiency. for customers. rmaintenance.

Scale innovations like Joule Al agents and generative Al knowledge bases into
daily workflows.

Our proven implementation methodologies ensure that businesses not only
adopt new technology B y achieve measurable outcomes—whether that's
costreductionghigher custol atisfaction, or improved sustainability metrics.
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Final Thoughts

The future of field service is Al-enabled, autonomous, and customer-first. Organizations
that modernize with SAP F5M and SAP Business Al can expect not only improved
efficiency and cost savings but also the ability to deliver service experiences that delight
customers and differentiate their brand.

With Accrete as your partner, you can confidently take the road ahead—unlocking the
full potential of Al in field service while aligning with your business goals today and
preparing for the innovations of tomorrow.

Connect with Accrete to explore how SAP FSM and Business Al can transform your
service operations.
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