
Field + Fleet
How well aligned are field service
and fleet management?



186 senior field
service leaders

At GPS Insight, we specialize in combining all
aspects of field and fleet. We partnered with a third-
party research firm to explore the relationship
between fleet management and field service
operations.

Telcos, manufacturing, 3rd-
party service providers, utilities,
security, and more

Our goal is to understand how the two
business units work together and use these
shared tools to drive efficiencies across the
organization.

by the IT department to implement technology like
GPS tracking, cameras, and telematics. But when
these tools guide field service workers to be more
effective and safer drivers, who is taking ownership of
them? 

It’s a gray area, and the danger is that 
when field and fleet tools sit between two 
departments, they aren’t being used to their 
full potential. 

U.S., U.K., Sweden, Austria, Belgium,
France, UAE, Netherlands, Germany,
Australia, Norway, Finland, and Lithuania

Most field service engineers wouldn’t consider
themselves professional drivers. Ask them what they
do for a living, they’d probably say their core focus is
servicing assets, providing maintenance, and helping
customers. Their managers would probably agree.
Yet a large part of a technician’s day is spent behind
the wheel, getting from job to job. 

Fleet managers are typically responsible for 
ensuring vehicles are ready to use—assisted 

Are field service technicians
professional drivers?

GPS Insight marries
field and fleet

The demographics:
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Roles Industries Regions



Understanding technological
maturity in FSM
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Dynamic scheduling

 

Internet of Things (IoT)

 

 

One layeroftechnologythatis viewed as a 
clear indicator of technological maturity are 

Anothersolutiontype thatis slightly less 
prevalent is dynamic scheduling. Dynamic scheduling
solutions are best suited for large or mid-size service
organizations with complex workflows.

Within the organizations represented in this 
study, we saw that 44% of respondents used 
dynamic scheduling.

Unsurprisingly, FSM systems and mobile
applications remain the backbone of modern field
service operations for many organizations. 

In fact, 78% of respondents have an FSM 
solution in place, and 76% have dedicated 
mobile applications for their field service 
engineers and technicians.

TOPFSMTECHNOLOGIES USED

IoT tools, as they are at the forefront of modern field
service. In this area, 37% of respondents are utilizing
IoT connectivity. 

However, a smaller percentage of organizations 
stated they had real-time data analysis in 
place, which many would view as essential to 
truly leverage the potential of the IoT solutions. 
Only 18% of respondents are using real-time 
data analysis, which leaves room for expansion.
Another indicator of how broader technological 
trends may influence the relationship between 
field and fleet: 31% of field service companies 
are using knowledge management tools, and 
41% are also using customer portals. 

FSM System

Dynamic Scheduling

Mobile Apps

IoT

78% 76%

44%

37%

To kickoff the study, we wantedto discover the
types of Field Service Management (FSM)
systems service organizations have in place.
The maturity of the FSM technology stack can
help us determine how data can move between
these field and fleet solutions.

FSM Systems and Mobile Apps



Understanding technological
maturity in fleet management
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Less than half (34%) of the companies had dashcams
installed within their vehicles. Of these companies,
only 13% had internal views within their dashcams.

Given the role dash cams can play in reducing 
insurance costs, and the low cost of the 
solution, it’s surprising they are not used more.

However, it does mean field service 
organizations have a great opportunity to 
improve their fleet management capabilities.

TOPFLEETTECHNOLOGIES USED

Not a single company had integrated solutions
for field service and fleet management
business operations. 

This means that in terms of solutions, fleet 
and field still remain in two distinct silos.

Dash cams

GPS System

Fleet Maintenance

Driver Behavior

Dash Cams

91%

43%
36% 34%

Let’s consider the fleet management tools 
available to field service organizations.

Fleet management tools
 
GPS tracking is almost universally adopted, with
91% of organizations having GPS technology within
their fleet. Since the majority of modern Light
Commercial Vehicles (LCVs) used by field service
organizations have GPS included as a standard
option, this is expected.

Driver behavior technology—also known as 
telematics—was the second most used, at 43%. 
followed by fleet maintenance software, which 
36% of the organizations were using. 

A much smaller group, only 12% of the total 
study respondents, used a dedicated 
vehicle maintenance app. Interestingly, this 
could mean that fleet maintenance doesn’t 
require the instant accessibility for field 
service engineers and technicians, and a fleet 
management software is used for this purpose. 
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If systems used for field service
management and fleet
management are siloed in their
respective business units, does
this mean the data from each is
also siloed?

To better understand, we asked our respondents
which of the following best described their business:

• Our fleet management tools are owned by the 
fleet management team, and our field service 
management tools are owned by the field 
service management team, and data is NOT 
shared between the two. 

Our fleet management tools are owned by the 
fleet management team, and our field service 
management tools are owned by the field 
service management team, and data IS shared 
between the two.

Our fleet management and field service 
management tools are owned by a central IT 
team and provided to the relevant operational 
business units.

• 

• 

The most common response was the first statement, 
with no data flow between business units, at 36%. 
The second option was at 34% with data sharing, 
and the third at 30%, with a central team. 
For companies not sharing, this does seem to be an 
area where they could find quick wins to drive better 
operational efficiency.

The benefits of having access
to fleet management data can
undoubtedly play a role in
helping field service
management avoid
unnecessary disruption to day-
to-day operations. 

Additionally, data from field
service work schedules could be
beneficial for fleet managers to
understand when they should be
scheduling necessary
maintenance.

DATA SHARED BETWEEN Field + Fleet

Does data flow between
field service and fleet?

Siloed data

Data Not Shared

Data Shared

Data is Central

36%

30%

34%



5.8

Technical maturity

 We alsoasked how respondents 
perceived their organization in terms of
technical maturity compared to their
competitors, from 1-10, with 10 being the
most advanced. 

The average response was 5.8, 
indicating most companies believe 
they are slightly ahead of their 
competitors. However, looking at the 
smaller response set of companies 
with data flow across the two 
business units and systems, this 
number rose to 7.3.

Improving data flow across FSM 
systems and fleet management 
systems is a desirable outcome for 
companies who want to make the 
most of their information.

PERCEIVED TECHNICAL MATURITY 
COMPARED TO COMPETITORS

 

6 | GPS Insight Field + Fleet Research Report

7.3
 

SCALE OF 1-10

Response from Companies with
Data Flow Across Both Systems

Average Response
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73% of companies offer
preventive maintenance or
uptime as a service

However, when looking at the sub-group of service
organizations that stated they have data flow across
their field service and fleet management systems,
there is an increase. Here, 81% of organizations say
they offer more advanced layers of service, in addition
to the traditional break-fix model.

Taking this thinking one step further, our study 
asked our respondents if they leveraged IoT 
and connected assets to deliver these more 
sophisticated service routes. 

The numbers were slightly lower across both 
groups. Still, of those organizations in the entire 
response set that offered more advanced 
layers of service, 59% of organizations stated 

We asked our respondents to identify if their
companies offered preventive maintenance or up-
time-as-a-service solution as part of their service
offering.

In the overall data set, there is a significant 
number (73%) of organizations offering this 
service.

they were utilizing IoT/connected assets to underpin
the more sophisticated service offerings. 

In comparison, 67% of the smaller subset 
response group said they leveraged IoT/
connected assets.

Customer appetite

Our study asked the group who has yet to introduce
more advanced services if they believed there was a
strong customer appetite for more advanced forms of
service, such as an preventive maintenance or
outcome-based solutions within their industry.

The response to this question was emphatic: 
91% of companies stated they felt there was 
an appetite for such solutions. However, the 
adoption of such solutions appears to be 
vertically aligned. Even with the overwhelming 
belief that a preventive maintenance offering 
would interest their customer base, almost 
two-thirds (62%) stated their main competitors 
didn’t offer more advanced services.

91% of companies believe there’s a
customer appetite for a preventive
maintenance or uptime service
offering

Advanced service offerings

Understanding the maturity level
of service operations



Our study asked if fleet management is a separate
business unit from the field service operations, or fleet
management is part of the field service business unit.

The results show 48% of companies have 
separate field and fleet business units. 

Slightly under a third of organizations said 
their fleet management business unit was 
part of their field service operations team, 
while just over a fifth of respondents (21%) 
noted that the fleet management business 
unit was encompassed within another 
business unit. Commonly, this business unit 
was human resources.

Communication
The results show more frequent communications within
organizations where fleet management and field service
are under the same umbrella. 

For instance, in these organizations, daily 
communication between the field service and 
fleet management teams occurred in 32% of 
companies, compared to 16% of the remaining 
organizations within the entire response group. Weekly

communications, which was the most 
common interval for this subset response group, 
was cited by 38% of companies, compared 
to only 22% of organizations where fleet 
management was either standalone or within 
another business unit.
For organizations where fleet management 
operates outside of the field service business 
unit, the most common frequency of 
communication between the fleet management 

and field service management team was monthly, which
was the frequency 36% of companies stated was the
case.

Responsibility
 

What is somewhat surprising is that it is very rare
among all companies, including those where field
service and fleet are within the same business unit, for
the field service lead to have responsibility for the fleet
management team. 

Even in organizations where the two business 
units were in the same division, we only see 
dotted-line responsibility in this regard. This was 
present in 17% of companies within this group. 
However, while it is clear that among most 
organizations within the study, field and fleet 
service business units operate separately, they 
are still primarily aligned. On a positive note, 
74% of all companies within the study stated 
that they believed the two business units were 
aligned with the same organizational goals.

DIVISION FLEET MANAGEMENT FALLS UNDER
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What is the structural
relationship between field
service and fleet management?

Separate Business Unit

Part of Field Service

Part of Other Division

48%

21%

31%



Initial conclusions
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When the silos are merged, and industry leaders continue to effectively show how the
combination of field and fleet will improve businesses, more field service organizations will
be able to realize these gains. 

Organizations that can effectively use fleet management
data within their field service operations are more
technologically mature. 

Organizations that see fleet management as part of the 
field service business unit are further along this path 
than the industry. 

When the barriers of information flow are removed, the 
efficiency of the fleet management organization will 
have a direct impact on the performance. 

From a service profit and loss perspective, fleet 
management tools such as driver behavior coaching 
apps can reduce fuel costs, and dash cams that can 
reduce insurance costs will impact the bottom line.



About GPS Insight
GPS Insight helps field and fleet service businesses by delivering
innovative solutions and actionable insights. Organizations across
the globe turn to GPS Insight when they have high operating costs,
are worried about safety on the roads, and struggle with field and
fleet inefficiencies that waste valuable time and money. GPS Insight
offers best-of-breed technology for organizations with drivers and
technicians in the field, fleets of vehicles, trailers, and other mobile
assets. GPS Insight provides many solutions that include vehicle and
asset tracking, fleet management, AI-enabled smart cameras, field
service management, and regulatory compliance solutions.

GPS Insight
 7201 E.Henkel Way 

Suite 400 Scottsdale, AZ 85255

Sales: 866-690-0719 
Support: 866-477-4321
gpsinsight.com

Get a Demo

https://www.gpsinsight.com/?utm_formpage=EBOOK
https://www.gpsinsight.com/forms/demo

