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FROM THE FIELD NOTES BLOG

The Power - and
Perils — of Visibility

One of the most frequently misunderstood aspects of visibility is figuring out how to actually leverage it. In fact,
when you improve your overall visibility, you may also uncover a fatal flaw lurking in your field service software

that was, up until now, invisible.

It’s a little like the proverbial dog that’s always chasing cars and, one day, finally catches one. Now what? He
can't drive it, can’t eat it, can’t share photos of his victory on Instagram. As it turns out, there just isn’t going to

be much of a payoff for his efforts.

Likewise, there’s often a disconnect that gets lost in the quest for visibility. Here’s the “catch”: Unless you have
the ability to act on the information you’re surfacing as a result of improving your visibility, you might not move
the needle on your ultimate goals very much. And field service operations can find themselves trapped by any

number of constraints that prevent them from taking meaningful actions based on these new insights.
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In other words, visibility by itself often winds up being nothing more than a painful reminder of everything that you'd like

to change about how you manage your operation, but are unable to change.

One way to avoid being frustrated when you do manage to improve your visibility but find yourself unable to act on any
of the insights it brings is to make sure your field service software solutions are delivered in an environment that supports
no-code customization. When you can easily add, delete, update, reorder, and experiment with new workflows —
implementing changes in real time without getting bogged down by delays, costs, or time-consuming approval cycles —

then you can fully harness the benefits of improved visibility.

Democratizing Visibility

The value of heightened visibility can also be thwarted if you’ve only factored in the needs of one type of stakeholder.
The pursuit of improved visibility is often a goal raised by management and backoffice personnel who need a better
understanding of what’s going on in the field. The thinking is that if you can’t be in all places at all times, you can at least

try to have a view into “everything everywhere all at once.”

But, as the movie by that name suggests, that’s easier said than done. Even when you have all the information, you may
not have the right context or perspective to fully appreciate what’s going on in all those various corners of your

“multiverse.” Or it may be challenging to figure out the best next steps to take based on the inputs you're getting.

On the other hand, the techs out in the field might find that information more meaningful and actionable than backoffice
personnel. They may also have insights about what additional information would help them get the job done as

effectively and efficiently as possible.

To get past the barriers created when the benefits of improved visibility are funneled into one stakeholder role, a field
service solution should be designed to share appropriate information and insights to all stakeholders, whether they’re in
the backoffice or working on mobile devices in the field. That doesn’t mean providing all data to all people, of course.
That wouldn’t be appropriate and generally isn’t very useful. But it does mean thinking about ways that the information

flowing through your environment could potentially benefit each different role in your operation.

Our new book on inggghing the Power of Vigigilitﬂ will help you chart your path to improved visibility, from spotting the
symptoms to leveraging the benefits. Get it
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