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Introduction
Artificial Intelligence (AI) is the process of building intelligent 
machines from vast volumes of data. Systems learn from  
past learning and experiences and perform human-like   
tasks. It enhances the speed, precision, and effectiveness of 
human efforts. 

One sector that is also benefiting immensely from AI is the 
trades industry. Traditionally perceived as a hands-on field, the 
trades (and field service management) are rapidly evolving 
thanks to the power of AI.

AI is designed to work alongside employees and can be 
integrated into the ways that virtually every employee 
carries out their responsibilities, regardless of industry. AI can 
automate employee workflows while also serving as a resource 
for answers. As a result, AI helps employees sharpen their 
strategies, execution, and analysis. 

Some of the essential branches of AI include:

• Machine learning: Deals with developing algorithms that can 
learn from data. ML algorithms are used in various applications, 
including image recognition, spam filtering, and natural 
language processing.

• Deep learning: Harnesses artificial neural networks to acquire 
knowledge from data. Deep learning algorithms effectively 
solve various problems, including NLP, image recognition and 
speech recognition.

• Natural language processing: Involves the interaction 
between computers and human language. NLP techniques 
are used to understand and process human language and in 
various applications, including machine translation, speech 
recognition, and text analysis.

• Robotics: Includes robot design, construction, and operation. 
Robots can perform tasks automatically in various industries, 
including manufacturing, healthcare, and transportation.

• Expert systems: Mimics human experts' reasoning and 
decision-making abilities. Expert systems are used in various 
applications, including medical diagnosis, financial planning, 
and customer service.
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AI Applications to FSM
AI can streamline operations, reduce costs, 
and enhance the overall effectiveness of field 
service management by providing automation 
capabilities along with data-driven insights.

Enhanced Output: One of the most significant 
advantages AI brings to the trades industry is 
greater efficiency and productivity by streamlining 
various processes. For instance, in construction, AI-
driven project management tools analyze historical 
data to predict potential delays, allocate resources 
optimally, and suggest real-time adjustments. This 
predictive capability not only minimizes project 
overruns but also allows for better allocation of 
resources, ultimately leading to cost savings. 

Contrary to the fear that AI will replace jobs, AI 
helps employees perform tasks faster and more 
accurately.  For example, consider an electrician 
using AI-powered diagnostic tools to troubleshoot 
electrical systems. These tools can quickly identify 
issues, suggest potential solutions, and even 
provide step-by-step instructions for repairs. This 
not only expedites the problem-solving process but 
also strengthens the electrician's expertise.

AI algorithms also factor in technician availability, 
location, traffic conditions, and service priorities 
to create optimized schedules and routes. 
This minimizes travel time, reduces fuel costs, 

and maximizes the number of service calls 
completed in a day – while streamlining project 
managers’ and dispatchers’ daily activities.

Timely Maintenance and Inventory: AI can 
analyze historical equipment data, sensor 
readings, and maintenance records to predict 
when equipment is likely to fail. This helps field 
service and/or fleet managers proactively 
schedule maintenance tasks, reducing 
unplanned downtime and improving asset 
reliability. AI-powered remote monitoring can 
also analyze real-time data from equipment 
in the field. If an issue is detected, technicians 
can receive alerts with diagnostic information 
and potential solutions. This allows for quicker 
problem resolution and reduces the need for 
unnecessary (and costly) on-site visits.

AI can track inventory levels of spare parts and 
supplies. When integrated with service requests 
and historical data, AI can predict which parts 
are likely to be needed for upcoming tasks. This 
ensures that the right parts are available when 
and where they are needed, minimizing delays.

Safer Work Sites: Safety is paramount in the 
trades as employees often work in hazardous 
environments. AI is stepping in to enhance 
workplace safety through various means. One 
notable application is the use of AI-enabled 
sensors and cameras to monitor job sites   
in real time. These devices can detect  
potential safety hazards, such as falls or 
equipment malfunctions, and send alerts to 
relevant personnel. 

Furthermore, AI-powered simulations are being 
used to train employees in virtual environments. 
This allows them to practice complex tasks and 
emergency procedures without being exposed 
to real-world risks. By reducing the likelihood of 
accidents and providing effective training, AI is 
fostering a safer work environment.
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Customized Solutions: AI is not just about automating processes; it's also about 
tailoring solutions to specific needs. Customization and personalization play a crucial 
role in meeting customer requirements. AI-powered systems can analyze customer 
preferences and historical data to provide tailored recommendations and solutions.  
In the automotive industry, for instance, AI-driven design software assists engineers in 
creating customized vehicle components. These tools consider factors like material 
properties, performance requirements, and cost constraints to generate optimal 
designs. This level of customization not only results in better-performing products but 
also reduces waste and production time.

Improved Customer Experience: AI can analyze field service data to provide insights 
into technician performance, service efficiency, and ultimately, customer satisfaction. 
By identifying trends and patterns, field service managers can make informed 
decisions to improve overall service quality and identify areas for training or process 
optimization.  

Companies can now gather data from various sources, including sensors, IoT devices, 
and historical records, to gain insights into their operations. For example, in the 
HVAC (Heating, Ventilation, and Air Conditioning) sector, AI algorithms can monitor 
equipment performance and energy consumption in real time. By analyzing this 
data, companies can identify inefficiencies and recommend adjustments to optimize 
energy usage. This decreases costs and increases customer satisfaction while 
aligning with sustainability goals.

Collaborative Work: Collaborative robots (also known as “cobots”) are designed to 
work alongside employees, enhancing their capabilities and efficiency. Equipped with 
sensors and AI algorithms, cobots can perform tasks that are repetitive, strenuous, or 
require high precision. 

In industries such as woodworking, cobots can assist carpenters by handling heavy 
lifting or repetitive sanding tasks. This frees up human workers to focus on more 
creative aspects of their craft. 

Similarly, in manufacturing, AI-driven robots and cobots are revolutionizing the 
assembly line. These smart machines are equipped with computer vision, enabling 
them to perform intricate tasks with high precision. This not only reduces errors but 
also increases production speed, resulting in higher throughput. Companies that 
integrate AI-powered automation in their processes experience reduced downtime, 
increased output, and a safer and more collaborative work environment.
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Conclusion
AI is proving to be an indispensable tool for companies which manage field 
service employees. From boosting efficiency and productivity to enabling 
data-driven decisions and enhancing workplace safety, AI is transforming 
every aspect of the trades. Rather than replacing human workers, AI is 
augmenting their skills and expertise, leading to a more efficient, innovative, 
and collaborative workforce. As AI continues to evolve, it holds the promise of 
unlocking even more opportunities and advancements in the trades industry, 
shaping its future in ways that were once unimaginable.
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