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Knowledge Transfer in Field Service 
Management: Challenges and Opportunities

In the modern age of field service management, access to the correct 
information and expertise is crucial to achieving efficient and effective service 

delivery. 

Knowledge transfer is the process of sharing information, insights, and 
expertise between individuals, teams, and departments within an organization. 
In field service management, effective knowledge transfer is critical for ensuring 
that field service teams have access to the right information and expertise at 
the right time. 

This can help to improve problem resolution times, increase customer 
satisfaction, and reduce costs associated with repeat visits and unnecessary 
downtime.

The importance of effective knowledge transfer in 
field service operations

Without effective knowledge transfer, field service teams may struggle to 
resolve complex issues or provide timely and accurate support to customers. 
This can result in increased costs, reduced productivity, and lower levels of 
customer satisfaction. However, with the rapid advancements in technology, 
a variety of tools can be used to support knowledge transfer in service 
organizations. 

Despite its importance, effective knowledge transfer can be difficult to achieve 
in service organizations. 

Common challenges include the lack of a centralized knowledge repository, 
difficulty in capturing and transferring tacit knowledge, resistance to knowledge 
sharing among field service teams, high turnover rates among field service 
technicians leading to knowledge loss, and limited time and resources for 
knowledge transfer activities due to the fast-paced nature of field service 
operations.

The role of field service technology in knowledge 
management 

However, with the rapid advancements in technology, a variety of tools can 
be used to support knowledge transfer in service organizations. These include 

knowledge management systems (KMS) that create and manage a centralized 
knowledge repository, artificial intelligence (AI) tools that automate knowledge 
capture, transfer, and retrieval, virtual training platforms that facilitate remote 
learning and upskilling of field service teams, collaboration tools such as team 
chat and video conferencing that enable real-time knowledge sharing, and 
mobile applications that provide field service teams with on-the-go access to 
critical information and knowledge resources.

Indeed, next-generation field service management (FSM) systems are crucial 
in combining these tools to create a seamless knowledge transfer experience. 
By integrating KMS and an AI-powered virtual assistant into a single platform, 
FSM systems can provide field service teams with a complete and up-to-date 
knowledge base that can be accessed from any location or device. 

One example of such an FSM system is that of our partner on this paper, 
Gomocha’s FMP360 platform, which offers a range of knowledge management 
solutions such as integrated KMS and an inutitively designed virtual assistant 
called “GomoAssist.” This platform can help field service teams quickly access 
the information and expertise they need to resolve issues and deliver high-
quality service.

Why people and processes are a critical part of 
improving knowledge management in field service

However, it is not just technology that needs to be addressed regarding 
effective knowledge transfer in field service management. 

People and processes are also important considerations that must be taken into 
account. Field service teams are made up of individuals with unique knowledge, 
skills, and experiences that can contribute to the overall knowledge base of the 
organization. Organizations can tap into this wealth of expertise by fostering 
a culture of knowledge sharing and collaboration and creating a more robust 
knowledge management system.

Processes also play a critical role in effective knowledge transfer. By establishing 
transparent procedures for capturing, storing, and sharing knowledge, 
organizations can ensure that information is accurate, up-to-date, and easily 
accessible. 

This can help to avoid confusion, reduce errors, and improve the efficiency 
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“Effective knowledge transfer is crucial for 

the success of field service management 

operations. With the right tools and practices 

in place, field service teams can access the 

information and expertise they need to deliver 

high-quality service and exceed customer 

expectations...”

of field service operations. Additionally, ongoing training and development 
programs can help field service teams stay up-to-date with the latest 
knowledge and best practices, ensuring they are equipped to handle any 
situation that may arise.

The purpose of this paper

Throughout this white paper, we will explore the challenges and opportunities 
associated with effective knowledge transfer in field service management. 

We will delve deeper into the different types of technology that can support 
knowledge transfer in service organizations, such as knowledge management 
systems, artificial intelligence tools, virtual training platforms, collaboration 
tools, and mobile applications. 

In addition, we will discuss the best practices for implementing these tools and 
fostering a culture of knowledge-sharing among field service teams. To provide 
real-world examples, we will highlight case studies of organizations that have 
successfully implemented knowledge transfer strategies and the benefits they 

have achieved. 

Finally, we will provide reflective questions for you as a field service 
management leader to consider your current situation and develop a plan for 
improving your knowledge transfer processes.

By leveraging the best practices and technologies discussed in this white paper, 
field service management leaders can create a culture of knowledge sharing 
and enable their teams to perform at their best. 

This can result in faster problem resolution times, increased customer 
satisfaction, and reduced costs associated with repeat visits and unnecessary 
downtime. Ultimately, implementing effective knowledge transfer strategies 
can help field service organizations stand out from the competition and achieve 
long-term success.

Effective knowledge transfer is crucial for the success of field service 
management operations. With the right tools and practices in place, field 
service teams can access the information and expertise they need to deliver 
high-quality service and exceed customer expectations. 
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Challenges in Establishing Effective 
Knowledge Transfer Systems for Field Service 
Teams

As we discussed in the openeing section of this paper, effective knowledge 
transfer is critical for success in field service management, but it can be 

challenging to achieve. Below are some of the common challenges faced by 
service organizations when it comes to knowledge transfer.

Lack of a centralized knowledge repository:

The lack of a centralized knowledge repository is a common challenge faced 
by many service organizations when it comes to effective knowledge transfer. 
Knowledge is often stored in various silos throughout the organization, with 
different teams and individuals holding onto their own information. This makes 
it difficult for field service teams to access the information they need to do 
their jobs effectively.

A centralized knowledge repository can help break down these silos and 
provide a single source of truth for all relevant information. This can include a 
knowledge management system (KMS) that creates and manages a centralized 
knowledge repository. 

A KMS can help field service teams to easily access information on products, 
services, and procedures, as well as past customer interactions and historical 
data.

By providing a centralized knowledge repository, organizations can avoid the 
risk of information loss due to staff turnover or other disruptions. 

They can also ensure that information is accurate, up-to-date, and easily 
accessible. With a centralized knowledge repository in place, field service teams 
can quickly access the information they need to resolve issues and deliver high-
quality service.

One way to implement a centralized knowledge repository is by creating a 
knowledge management strategy that outlines the steps needed to identify, 
capture, and store relevant information. 

This can include identifying the key stakeholders who will be responsible for 

managing the knowledge repository, defining the process for capturing and 
storing information, and establishing protocols for updating and maintaining 
the repository.

Overall, a lack of a centralized knowledge repository can hinder effective 
knowledge transfer in service organizations. By implementing a centralized 
knowledge repository, organizations can provide field service teams with easy 
access to the information they need, ultimately resulting in faster problem 
resolution times, increased customer satisfaction, and reduced costs associated 
with repeat visits and unnecessary downtime.

Difficulty in capturing and transferring tacit 
knowledge:

Capturing and transferring tacit knowledge can be a challenging task for field 
service organizations. Unlike explicit or codified knowledge, tacit knowledge is 
difficult to transfer and is often learned through personal experiences, insights, 
and expertise. 

This type of knowledge is often held by individual field service technicians, 
making it challenging to capture and transfer to others. In addition, the lack of a 
standardized format for tacit knowledge makes it difficult to store and transfer.

To address this challenge, organizations need to create opportunities for 
tacit knowledge sharing. One effective method is through mentoring and 
apprenticeship programs, where experienced technicians can share their 
knowledge and experience with newer technicians. Another approach is to 
create communities of practice, where field service technicians can come 
together to share ideas, best practices, and experiences. 

By sharing tacit knowledge in a structured manner, organizations can help to 
ensure that this valuable knowledge is not lost when experienced technicians 
leave the organization.

Moreover, technological solutions such as AI-powered virtual assistants can 
help in capturing and transferring tacit knowledge. These virtual assistants can 
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capture data on how field service technicians are resolving issues, including 
steps taken, decisions made, and other contextual information. This information 
can then be used to train other technicians and to provide guidance to virtual 
assistants to resolve similar issues in the future. 

By capturing and transferring tacit knowledge effectively, field service 
organizations can ensure that valuable knowledge is retained within the 
organization, and future technicians can build on the knowledge and 
experience of their predecessors.

Resistance to knowledge sharing among field 
service teams:

Another challenge faced by service organizations is the resistance to knowledge 
sharing among field service teams. This can be due to various reasons such 
as lack of trust, fear of losing job security, or the perception that sharing 
knowledge may not be beneficial. To overcome this challenge, organizations 
need to create a culture of knowledge sharing that encourages open 
communication and collaboration. 

This can be achieved through various means such as training and development 
programs, recognition and reward systems, and creating an environment of 
psychological safety where employees feel comfortable sharing their knowledge 
and expertise.

It is also important to note that resistance to knowledge sharing can sometimes 
be attributed to the lack of a clear understanding of what knowledge is 
considered valuable or how it can be used to improve service delivery. 
Therefore, it is crucial for organizations to identify and communicate the value 
of knowledge sharing, both in terms of individual and organizational benefits.

Overall, overcoming resistance to knowledge sharing requires a strategic 
approach that involves creating a supportive culture, providing incentives 
for sharing knowledge, and communicating the value of knowledge sharing 
throughout the organization. 

By doing so, organizations can create an environment where knowledge sharing 
is not only encouraged, but also becomes an integral part of the organization’s 
DNA.

High turnover rates among field service 
technicians leading to knowledge loss:

High turnover rates among field service technicians can have a significant 
impact on an organization’s ability to effectively manage and transfer 
knowledge. When experienced technicians leave, they take with them a wealth 
of knowledge and expertise that can be difficult to replace. 

This can lead to a loss of institutional knowledge, slower problem resolution 
times, and decreased productivity.

To address this challenge, field service organizations need to have a proactive 
approach to knowledge transfer. This includes creating a knowledge transfer 
plan that outlines strategies for capturing and transferring critical knowledge 

and expertise before employees leave the organization. 

One effective approach is to implement mentoring and apprenticeship 
programs, which can help to transfer tacit knowledge from experienced 
technicians to new hires.

In addition, organizations can use technology to capture and document 
knowledge as it is created. This can include the use of knowledge management 
systems, virtual collaboration tools, and mobile applications. By capturing and 
storing knowledge in a centralized repository, organizations can ensure that 
critical information is not lost when employees leave the organization.

Finally, ongoing training and development programs can help to ensure that 
new hires are equipped with the knowledge and skills they need to perform 

“Field service organizations 
need to have a proactive 

approach to knowledge 
transfer. This includes 

creating a knowledge 
transfer plan that outlines 

strategies for capturing 
and transferring critical 
knowledge and expertise 

before employees leave the 
organization ...”
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their jobs effectively. By investing in the development of their employees, 
organizations can not only reduce the impact of high turnover rates but also 
improve the overall quality of their field service operations.

Limited time and resources for knowledge transfer 
activities due to the fast-paced nature of field 
service operations:

Limited time and resources are often cited as a challenge when it comes to 
knowledge transfer in field service management. This is especially true in the 
fast-paced nature of field service operations, where field service technicians 
are often working under tight time constraints. As a result, knowledge transfer 
activities may be overlooked or postponed, leading to delays in problem 
resolution and reduced customer satisfaction.

To address this challenge, organizations need to make knowledge transfer a 
priority and integrate it into the overall business strategy. 

This can involve dedicating resources and time to knowledge transfer activities, 
such as ongoing training and development programs or creating a knowledge 
sharing platform that makes it easy for field service teams to access the 
information they need on-the-go.

One approach to optimizing time and resources is to leverage technology tools 
that automate and streamline knowledge transfer activities. For example, AI-
powered virtual assistants and chatbots can be used to quickly answer common 

questions and provide real-time support to field service technicians. 

Mobile applications can also be used to provide on-the-go access to critical 
information and knowledge resources, allowing field service technicians to 
quickly access the information they need to perform their jobs effectively.

Another approach is to prioritize the capture and transfer of critical knowledge, 
such as troubleshooting techniques or customer service strategies, to ensure 
that this knowledge is not lost when employees leave the organization. 

This can involve creating a knowledge transfer plan that includes strategies 
for capturing and transferring knowledge before employees leave, as well as 
ongoing knowledge sharing activities that keep the knowledge base up-to-date 
and relevant.

Ultimately, effective knowledge transfer is essential for success in field service 
management, but it is not without its challenges. By recognizing and addressing 
these challenges, organizations can create a culture of knowledge sharing and 
implement strategies and technologies that support the effective transfer of 
knowledge between individuals, teams, and departments.

By overcoming the challenges associated with knowledge transfer in field 
service management, organizations can reap a wide range of benefits that can 
help to drive business success. 

In the following section, we will explore some of the most significant benefits of 
effective knowledge transfer in greater detail.

“Mobile applications can also be used 

to provide on-the-go access to critical 

information and knowledge resources, allowing 

field service technicians to quickly access the 

information they need to perform their jobs 

effectively....”
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Benefits of Effective Knowledge Transfer for 
Field Service Management

Building on the challenges outlined in the previous section, it is clear that 
effective knowledge transfer is a critical component of successful field 

service management. 

Overcoming these challenges can lead to a range of benefits, from improved 
productivity and customer satisfaction to reduced costs and increased 
employee engagement. In this section, we will explore the benefits of effective 
knowledge transfer in more detail, highlighting how field service organizations 
which  leverage knowledge transfer strategies can achieve measurable 
improvements in their field service operations.

Improved problem-solving and decision-making:

Effective knowledge transfer can significantly improve problem-solving and 
decision-making in field service management. When field service technicians 
have access to relevant and accurate information, they can quickly diagnose 
and resolve issues, reducing the amount of time and resources required for 
problem resolution. 

By sharing knowledge and experience across the organization, field service 
teams can learn from each other’s successes and failures, leading to better 
decision-making and more efficient operations.

One way to improve problem-solving and decision-making through knowledge 
transfer is to create a database of common issues and their solutions. This 
database can be regularly updated with new information and insights, allowing 
field service technicians to quickly access the information they need to resolve 
issues. This can also include the use of AI-powered tools, such as chatbots and 
virtual assistants, to help diagnose and resolve issues in real-time.

Another approach is to create a culture of continuous learning and 
improvement, where field service technicians are encouraged to share their 
experiences and insights with each other. 

This can include regular knowledge-sharing meetings, training and 
development programs, and opportunities for cross-functional collaboration. 
By fostering a culture of learning and improvement, organizations can create a 
more agile and responsive field service operation, better equipped to handle 
any challenges that may arise.

Increased efficiency and productivity:

Effective knowledge transfer can also lead to increased efficiency and 
productivity in field service management. By providing field service technicians 
with easy access to the information and resources they need, organizations can 
reduce the amount of time and effort required for problem resolution, leading 
to faster resolution times and increased customer satisfaction.

One approach to increasing efficiency and productivity through knowledge 
transfer is to implement a knowledge management system that centralizes all 
relevant information and resources. 

This system should be regularly updated with new information and insights, 
ensuring that field service technicians have access to the most up-to-
date information available. By providing easy access to this information, 
organizations can reduce the amount of time and effort required for problem 
resolution, leading to increased efficiency and productivity.

In addition, organizations can leverage the expertise of experienced field 
service technicians to create training and development programs that help new 
hires quickly get up to speed on the job. 

This can include mentoring and apprenticeship programs, where experienced 
technicians work closely with new hires to transfer their knowledge and 
expertise. By providing new hires with the knowledge and skills they need 
to perform their jobs effectively, organizations can increase efficiency and 
productivity across the entire field service operation.

Improved customer satisfaction:

Effective knowledge transfer can also lead to improved customer satisfaction 
in field service management. By providing field service technicians with easy 
access to relevant information and resources, organizations can improve 
problem resolution times, reduce the need for repeat visits, and deliver a 
higher level of service to customers.

One approach to improving customer satisfaction through knowledge transfer 
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is to create a centralized knowledge repository that includes information on 
customer preferences, past interactions, and service histories. This information 
can be used to personalize the service experience and provide a higher level of 
service to customers.

In addition, organizations can leverage the expertise of experienced field 
service technicians to identify and address common customer pain points. By 
sharing their knowledge and experience with other field service technicians, 
experienced technicians can help to improve service delivery and overall 
customer satisfaction.

Reducing service operation costs:

Effective knowledge transfer can also lead to reduced costs in field service 
management. By reducing problem resolution times and increasing efficiency 
and productivity, organizations can reduce the amount of time and resources 
required for each service call. This can lead to significant cost savings over time.

One approach to reducing costs through knowledge transfer is to create a 
knowledge management system that includes information on common issues 
and their solutions. By providing field service technicians with easy access 
to this information, organizations can reduce the amount of time and effort 
required for problem resolution, leading to cost savings over time.

In addition, organizations can leverage the expertise of experienced field 
service technicians to identify and address common issues that lead to service 
calls. By capturing this knowledge and developing solutions that address these 
issues, organizations can prevent future service calls, leading to reduced costs 
and increased customer satisfaction.

Another way to reduce costs through effective knowledge transfer is by 
improving first-time fix rates. 

When field service technicians are equipped with the right knowledge and 
tools, they can quickly diagnose and resolve issues on the first visit, eliminating 
the need for follow-up visits and reducing associated costs. This can be 
achieved through ongoing training and development programs, as well as by 
providing technicians with access to a centralized knowledge repository that 
contains up-to-date information on products and services.

Overall, effective knowledge transfer can lead to significant cost savings in 
field service management. By reducing problem resolution times, preventing 
future service calls, and improving first-time fix rates, organizations can increase 
efficiency and productivity while also reducing costs and improving customer 
satisfaction.

Reducing the skills gap:

Field service technicians need to have a diverse range of skills to effectively 
perform their job duties. However, skill gaps can exist in certain areas, leading 
to inconsistencies in service delivery. Effective knowledge transfer can help 
to address skill gaps by providing opportunities for field service technicians 
to learn new skills and best practices from their peers and more experienced 
colleagues. 

This can include formal training programs, mentorship and apprenticeship 
opportunities, and on-the-job learning opportunities.

By addressing skill gaps, organizations can improve the overall quality of their 
service delivery, leading to increased customer satisfaction and loyalty. It can 

“Organizations can leverage 
the expertise of experienced 

field service technicians to 
identify and address common 

issues that lead to service 
calls. By capturing this 

knowledge and developing 
solutions that address these 

issues, organizations can 
prevent future service calls, 

leading to reduced costs 
and increased customer 

satisfaction...”
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also help to reduce the risk of errors or accidents, and increase the efficiency 
and effectiveness of field service operations.

Improving employee engagement and retention:

Effective knowledge transfer can also have a positive impact on employee 
engagement and retention. By providing opportunities for learning and 
development, organizations can demonstrate their commitment to their 
employees’ personal and professional growth, which can lead to increased job 
satisfaction and loyalty.

In addition, knowledge transfer can help to create a sense of community and 
shared purpose among field service teams. By encouraging collaboration and 
knowledge sharing, organizations can create an environment that fosters a 
sense of teamwork and shared responsibility.

By investing in employee engagement and retention through effective 
knowledge transfer, field service organizations can benefit from a more 
engaged and committed workforce, which can lead to increased productivity 
and profitability.

Enhancing innovation and continuous 
improvement:

Finally effective knowledge transfer can also help to enhance innovation and 
continuous improvement in field service operations. 

By creating a culture of knowledge sharing and collaboration, organizations 
can encourage the development and implementation of new ideas and best 

practices. By sharing knowledge about new technologies, tools, and techniques, 
field service technicians can work together to identify opportunities for 
improvement and innovation, ultimately leading to a more effective and 
efficient service delivery.

Moreover, knowledge transfer can help to create a feedback loop that 
drives continuous improvement. By capturing and analyzing data about 
service delivery and customer feedback, organizations can identify areas for 
improvement and implement changes to improve the quality and efficiency of 
their service delivery.

In summary, effective knowledge transfer can have a significant impact on field 
service management. 

By addressing the common challenges associated with knowledge transfer, 
organizations can benefit from improved service quality, increased customer 
satisfaction, reduced costs, and enhanced innovation and continuous 
improvement. It is essential for organizations to prioritize effective knowledge 
transfer and make it an integral part of their overall business strategy to drive 
success in field service management.

As field service organizations continue to face new challenges and demands, 
there is a growing need to leverage technology to support effective knowledge 
transfer. Technology solutions such as knowledge management systems, virtual 
collaboration tools, and AI-powered virtual assistants can help organizations to 
capture, store, and transfer knowledge in a more efficient and effective manner. 

In the following section, we will explore some of the key technologies that can 
be used to support effective knowledge transfer in field service management, 
and how organizations can leverage these tools to drive business success.

“By investing in employee engagement and 

retention through effective knowledge transfer, 

field service organizations can benefit from 

a more engaged and committed workforce, 

which can lead to increased productivity and 

profitability...”
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The Technology Driving Effective Knowledge 
Transfer in Field Service Management

As we have seen in the previous section, effective knowledge transfer is 
critical for success in field service management, and technology plays a 

vital role in facilitating this process. 

So far, in this paper, we have explored some of the common challenges service 
organizations face regarding knowledge transfer and some of the key benefits 
they can achieve in overcoming these. 

Now, we will explore how technology can be leveraged to overcome these 
challenges and promote effective knowledge transfer in field service 
management. We will discuss some of the most popular technologies, including 
knowledge management systems, artificial intelligence tools, virtual training 
platforms, collaboration tools, and mobile applications, and examine their 
benefits in promoting effective knowledge transfer.

Knowledge management systems (KMS) to create 
and manage a centralized knowledge repository:

Knowledge management systems (KMS) are software platforms that allow 
organizations to create and manage a centralized knowledge repository. A 
KMS can be used to capture and store information on products, services, 
procedures, past customer interactions, and historical data. By providing a 
centralized knowledge repository, organizations can ensure that information 
is accurate, up-to-date, and easily accessible, which can help to improve the 
quality and efficiency of field service operations.

A KMS can also help organizations identify knowledge gaps and areas for 
improvement. By analyzing the data captured in the KMS, organizations can 
identify patterns and trends in customer issues and use this information to 
improve product and service offerings.

Additionally, a KMS can help to facilitate collaboration and knowledge sharing 
among field service teams, leading to increased efficiency and faster problem 
resolution times.

Artificial intelligence (AI) tools to automate 
knowledge capture, transfer, and retrieval:

Artificial intelligence (AI) tools can automate knowledge capture, transfer, and 
retrieval in field service operations. For example, AI-powered chatbots can 
provide real-time support to field service technicians, answering common 

questions and providing guidance on problem resolution. AI-powered virtual 
assistants can also be used to capture data on how field service technicians 
resolve issues, including steps taken, decisions made, and other contextual 
information. This information can then be used to train other technicians and 
provide guidance to virtual assistants to resolve similar issues.

In addition, AI-powered predictive analytics can identify potential issues before 
they occur. By analyzing data from various sources, including past service 
calls, weather patterns, and sensor data, AI-powered predictive analytics can 
identify patterns and trends that indicate an issue may occur in the future. This 
allows field service teams to proactively address the issue before it becomes 
a problem, leading to increased efficiency and reduced costs associated with 
downtime and repeat visits.

Virtual training platforms to facilitate remote 
learning and upskilling of field service teams:

Virtual training platforms can facilitate remote learning and upskilling of field 
service teams. These platforms can include video tutorials, webinars, and 
other forms of online training that can be accessed from anywhere with an 
internet connection. By providing field service technicians with on-demand 
access to training resources, organizations can ensure that their teams have the 
knowledge and skills they need to perform their jobs effectively.

In addition, virtual training platforms can be used to facilitate ongoing learning 
and development. By providing access to a range of training resources, 
including new product and service updates, organizations can help field service 
teams to stay up-to-date with the latest developments in their industry. This 
can lead to increased efficiency, improved customer satisfaction, and reduced 
costs associated with repeat visits and unnecessary downtime.

Collaboration tools such as team chat and video 
conferencing to enable real-time knowledge 
sharing:

Collaboration tools such as team chat and video conferencing can be used to 
enable real-time knowledge sharing among field service teams. These tools 
allow field service technicians to communicate with each other in real time, 
sharing insights, best practices, and other knowledge resources. By providing a 
platform for real-time collaboration, organizations can help to break down silos 
and facilitate knowledge sharing across different teams and departments.
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In addition, collaboration tools can help to improve the speed and efficiency 
of problem resolution. Organizations can facilitate faster decision-making and 
problem-resolution times by allowing field service teams to communicate 
in real-time. This can lead to improved customer satisfaction, reduced 
costs associated with repeat visits, and increased efficiency in field service 
operations.

Mobile applications to provide field service teams 
with on-the-go access to critical information and 
knowledge resources:

Mobile applications have become increasingly popular in recent years, and 
they can be a powerful tool for effective knowledge transfer in field service 
management. Mobile applications can provide field service technicians with 
on-the-go access to critical information and knowledge resources, such as 
troubleshooting guides, equipment manuals, and customer information. This 
can help to reduce problem resolution times and increase the efficiency and 
productivity of field service teams.

In addition to providing access to information, mobile applications can also 
capture and store knowledge in real-time. For example, field service technicians 
can use mobile applications to document their steps to resolve a particular 
issue or record customer feedback. This information can then be used to train 
other technicians and improve the overall service delivery quality.

Another benefit of mobile applications is that they can be customized to meet 
the specific needs of field service organizations. For example, organizations 
can develop mobile applications that integrate with their existing knowledge 
management systems, allowing field service technicians to access information 
relevant to their job roles and responsibilities.

Overall, mobile applications can be a powerful tool for effective knowledge 
transfer in field service management. By providing field service technicians with 
on-the-go access to critical information and knowledge resources, organizations 
can improve problem resolution speed and quality, leading to increased 
customer satisfaction and reduced costs associated with repeat visits and 
unnecessary downtime.

Field Service Management (FSM) Systems:

Field Service Management (FSM) systems are software solutions designed to 
help organizations manage their field service operations more effectively. These 
systems can include many features and functionality, including scheduling, 
dispatching, work order management, inventory management, etc.

One key benefit of FSM systems is that they can help streamline knowledge 
transfer by providing field service technicians access to a centralized knowledge 
repository. This repository can include information on products, services, 
procedures, and past customer interactions, allowing field service technicians 

to quickly access the information they need to do their jobs effectively.

FSM systems can also capture and store real-time knowledge, such as customer 
feedback, product issues, and service requests. This information can then be 
used to train other technicians and improve the overall service delivery quality.

In addition, FSM systems can be customized to meet the specific needs of 
field service organizations. For example, organizations can configure their FSM 
systems to include workflows and processes that support knowledge transfer, 
such as automated notifications and alerts for updates to the knowledge 
repository.

Overall, FSM systems can be a powerful tool for effective knowledge transfer 
in field service management. By providing field service technicians access to 

a centralized knowledge repository and enabling the capture and storage of 
knowledge in real time, organizations can improve the speed and quality of 
problem resolution, leading to increased customer satisfaction and reduced 
costs associated with repeat visits and unnecessary downtime.

Technology is critical in enabling effective knowledge transfer in field service 
management. Organizations can leverage various technologies to capture, 
store, and share knowledge more effectively, from knowledge management 
systems to virtual training platforms, collaboration tools, and mobile 
applications. By doing so, they can overcome the challenges associated with 
knowledge transfer and reap the benefits of faster problem-resolution times, 
increased productivity, and improved customer satisfaction. In the next section, 
we will look at real-world case studies that illustrate how organizations use 
technology to enable effective knowledge transfer in field service management.

“Organizations can configure 
their FSM systems to include 

workflows and processes 
that support knowledge 

transfer, such as automated 
notifications and alerts for 

updates to the knowledge 
repository...”
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Case Studies of Successful Knowledge 
Transfer in Field Service Management

The benefits of effective knowledge transfer in field service management are 
clear, but implementing knowledge transfer strategies and technologies can 

be daunting. 

To illustrate the potential impact of effective knowledge transfer in practice, we 
will examine case studies from leading companies in the field service industry.

These case studies demonstrate the challenges field service organizations face 
and how knowledge transfer can be leveraged to improve service delivery, 
increase efficiency, and reduce costs.

Through these examples, we can gain insights into the technologies and 
strategies used by successful field service organizations to overcome these 
challenges and improve their operations.

Schneider Electric: 

Schneider Electric is a global energy management and automation specialist, 
and its field service teams are responsible for installing and maintaining 
complex systems that support power grids and industrial operations.

They faced a challenge with knowledge sharing and collaboration among their 
dispersed field service teams, which led to inefficiencies and increased costs. 
They implemented a global knowledge management system (KMS) to centralize 
and share knowledge across their field service teams to address this. 

This system created a single source of truth for all relevant information, 
including best practices, service procedures, and past customer interactions. 
The KMS also included a knowledge base that allowed field service technicians 
to quickly search for and access the needed information.

As a result, Schneider Electric achieved a 20% reduction in service costs and a 
25% increase in first-time resolution rates.

Siemens: 

Siemens is a global technology company specializing in electrification, 
automation, and digitalization. They faced challenges training new hires and 
transferring knowledge from experienced technicians to new hires.

They implemented artificial intelligence (AI) tools to capture and transfer 
knowledge from experienced field service technicians to new hires to address 
this challenge. 

The AI tools captured data on how experienced technicians resolved issues, 
including the steps taken and the decisions made. This information was then 
used to train new hires and provide guidance to virtual assistants to resolve 
similar issues.

By leveraging AI-powered tools, Siemens reduced training times by up to 50% 
and increased customer satisfaction.

Honeywell: 

Honeywell is a global industrial software company that provides solutions for 
industrial automation, aerospace, and building technologies. They faced the 
challenge of training their field service teams efficiently and cost-effectively 
without sacrificing quality.

To address this, Honeywell implemented a virtual reality (VR) training platform 
that provides immersive and engaging training experiences for their field 
service teams. The VR platform simulates real-world scenarios and enables field 
service technicians to practice and refine their skills in a safe and controlled 
environment. 

This resulted in a 70% reduction in training costs, a 25% reduction in service 
time, and improved accuracy and consistency in service delivery.

Philips Healthcare: 

Philips Healthcare is a leading healthcare technology company that provides 
medical equipment and services for diagnosis, treatment, and monitoring. 
While working remotely, they faced difficulty providing their field service teams 
with easy access to critical information and expertise.

To address this, Philips implemented a mobile knowledge-sharing platform that 
provides on-the-go access to relevant information, including troubleshooting 
guides, service manuals, and training videos. The platform also enables field 
service technicians to connect with subject matter experts in real time for 
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additional support. As a result, Philips achieved a 25% reduction in service time 
and a 15% increase in customer satisfaction.

Cisco: 

Cisco is a global technology company specializing in networking, security, and 
collaboration solutions. They faced a challenge with developing the skills and 
knowledge of their field service teams and improving customer satisfaction.

To address this challenge, Cisco implemented a comprehensive knowledge 
transfer program that included training, mentoring, and knowledge-sharing 
tools. This program paired experienced technicians with newer technicians to 
share knowledge and provide guidance. 

Additionally, they created a knowledge-sharing platform that enables field 
service technicians to access information and share knowledge with their peers 
easily.

As a result, Cisco achieved a 40% reduction in service costs and a 30% increase 
in customer satisfaction.

The consistent thread in all these examples

These examples demonstrate how technology can help organizations 
overcome the challenges associated with knowledge transfer in field service 
management. By leveraging knowledge management systems, AI tools, virtual 
reality platforms, mobile applications, and collaboration tools, organizations can 
improve the efficiency and effectiveness of their field service teams.

Indeed, across industries, companies are turning to technology to address 
the challenges of effective knowledge transfer in field service management. 

By implementing knowledge management systems, artificial intelligence 
tools, virtual training platforms, collaboration tools, and mobile applications, 
organizations are breaking down silos and empowering field service teams with 
easy access to information and expertise.

However, technology alone is not enough. To achieve the full potential of 
effective knowledge transfer, companies need to create a culture that values 
knowledge sharing and collaboration. 

This can involve establishing formal mentoring and apprenticeship programs, 
creating communities of practice, and recognizing and rewarding employees 
who contribute to knowledge-sharing efforts.

A common thread among these examples is the absolute importance of 
knowledge management in effective field service management. Organizations 
can improve problem-resolution times, reduce costs, and increase customer 
satisfaction by centralizing and sharing knowledge. Through technology, 
coupled with a culture of knowledge sharing and collaboration, companies 
are well-positioned to meet the challenges of field service management in an 
increasingly complex and competitive marketplace.

The case studies presented in this section demonstrate the critical role 
of knowledge transfer in achieving success in field service management.
Companies such as Schneider Electric, Siemens, Honeywell, Philips Healthcare, 
and Cisco have leveraged various technologies and approaches to overcome 
knowledge transfer challenges and achieve significant benefits such as cost 
savings, increased productivity, and improved customer satisfaction.

Building on these successes, organizations can adopt best practices for 
knowledge transfer to enhance their field service operations. In the following 
section, we will explore some of these best practices in greater detail and guide 
field service organizations looking to implement effective knowledge transfer 
initiatives.

“ Technology alone is not enough. To achieve 

the full potential of effective knowledge 

transfer, companies need to create a 

culture that values knowledge sharing and 

collaboration...”
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Best Practices for Knowledge Transfer in Field 
Service Management 

The case studies we have just examined provide compelling evidence of 
the benefits of effective knowledge transfer in field service. In this section, 

we will explore best practices for knowledge transfer and how they can be 
implemented in field service organizations.

A key aspect of effective knowledge transfer is using technology to streamline 
processes and make knowledge resources more accessible to field service 
teams. By following these best practices, organizations can improve the 
efficiency and effectiveness of their field service operations and deliver better 
service to their customers.

Establish a centralized knowledge repository that is 
accessible to all field service teams:

Creating a centralized knowledge repository is a critical step in effective 
knowledge transfer. By consolidating knowledge resources in one place, field 
service technicians can quickly access the information they need to resolve 
problems and complete service calls. To ensure that the repository is accessible 
to all field service teams, it should be designed with usability in mind. This may 
include a search function, easy navigation, and a user-friendly interface.

A centralized knowledge repository provides a single source of truth for all field 
service teams, making it easier to access and share knowledge.

This can be achieved by using a knowledge management system (KMS) 
accessible via desktop or mobile devices. When implementing a KMS, ensuring 
that the system is user-friendly, easy to navigate, and searchable is essential. 
Field service organizations should also designate a team responsible for 
updating the KMS regularly to ensure the information is accurate and up-to-
date.

Encourage knowledge sharing and collaboration 
among field service teams through regular training 
and mentoring:

Knowledge sharing and collaboration are essential for building a continuous 
learning and improvement culture. To encourage these practices, organizations 
should provide regular training and mentoring opportunities for field service 
teams.

This may include classroom training, on-the-job coaching, and peer-to-peer 
knowledge sharing. In addition, organizations can use digital tools such as team 
chat and video conferencing to enable real-time collaboration and knowledge 
sharing among field service teams.

Field service organizations should encourage knowledge-sharing and team 
collaboration through regular training and mentoring programs.

This can include setting up peer-to-peer mentoring sessions or creating virtual 
communities of practice where team members can share their experiences and 
knowledge. 

Organizations should also provide ongoing training to keep their teams up-to-
date with the latest technology and best practices. Organizations can use virtual 
training platforms that offer flexible, on-demand learning opportunities to make 
this process more efficient and scalable.

Use technology to automate knowledge capture, 
transfer, and retrieval and to enable remote 
learning and collaboration:

To effectively implement this best practice, field service leaders can start by 
assessing their organization’s current technology capabilities and identifying 
areas where technology can be leveraged to improve knowledge transfer 
processes. 

They can consider investing in a knowledge management system that uses 
artificial intelligence tools to capture, store, and retrieve knowledge, making it 
easily accessible to field service teams.

Virtual training platforms can also provide remote learning opportunities for 
field service teams. These platforms can create interactive, immersive training 
modules that simulate real-life field service scenarios. 

This approach can help field service teams gain practical experience and 
develop problem-solving skills while reducing the need for expensive and time-
consuming in-person training sessions.

Mobile applications can also provide on-the-go access to critical information 
and knowledge resources. These applications can provide field service teams 
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instant access to manuals, technical specifications, and other important 
information needed to diagnose and resolve field problems effectively. Field 
service leaders can work with their IT teams to develop customized mobile 
applications that meet their organization’s specific needs.

Overall, by leveraging technology to automate knowledge capture, transfer, 
and retrieval and to enable remote learning and collaboration, field service 
organizations can improve problem resolution speed and accuracy while 
reducing the time and resources required for training and development.

Measure the effectiveness of knowledge transfer 
initiatives through key performance indicators 
such as first-time resolution rates and customer 
satisfaction:

Measuring the effectiveness of knowledge transfer initiatives is crucial for 
ensuring they achieve their intended outcomes. Key performance indicators 
(KPIs) such as first-time resolution rates and customer satisfaction can provide 
valuable insights into the impact of knowledge transfer initiatives on field 
service performance. 

By regularly tracking these metrics, organizations can identify areas for 
improvement and adjust their knowledge transfer processes accordingly.

To ensure that knowledge transfer initiatives are effective, to put it simply, it is 
essential to measure their impact.

Key performance indicators (KPIs) such as first-time resolution rates, customer 
satisfaction scores, and average resolution times can help organizations 
understand how well their teams perform and where improvements are 
needed. 

By regularly tracking these metrics, organizations can identify trends and 
make data-driven decisions to improve their knowledge transfer processes 
to continuously move the needle in the right direction through continuous 
improvement.

Continuously improve and update knowledge 
transfer processes and technologies based on 
feedback from field service teams and customers:

Finally, it is vital to continuously improve and update knowledge transfer 
processes and technologies based on feedback from field service teams and 
customers. 

This may include gathering feedback through surveys, focus groups, or other 
channels and using this feedback to inform changes to knowledge transfer 
processes and technologies. By taking a continuous improvement approach 

to knowledge transfer, organizations can stay ahead of emerging trends and 
technologies and ensure their field service teams have the knowledge and 
resources they need to succeed. 

Field service organizations should view knowledge transfer as an ongoing 
process that requires continuous improvement. This can be achieved through 
regular feedback from field service teams and customers. Organizations can 
collect feedback through surveys or leveraging customer data to identify areas 
for improvement.

By continuously improving their knowledge transfer processes and 
technologies, organizations can stay ahead of the curve and ensure their teams 
are equipped with the knowledge they need to provide exceptional service.

Incorporating best practices for knowledge transfer can help field service 
organizations improve efficiency, reduce costs, and enhance customer 
satisfaction. 

Organizations can optimize their field service operations by establishing 
a centralized knowledge repository, encouraging knowledge sharing and 
collaboration, leveraging technology to automate knowledge transfer, and 
measuring the effectiveness of these initiatives.

In the final section, we will summarize the critical points discussed in this 
paper and offer reflective questions for field service leaders to consider when 
implementing knowledge transfer practices within their organizations.

“Field service organizations 
should view knowledge 
transfer as an ongoing 

process that requires 
continuous improvement. 

This can be achieved 
through regular feedback 

from field service teams and 
customers...”
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The Importance of Knowledge Transfer 
in Field Service Management: Reflective 
Questions for Your Field Service Organisation

Throughout this paper, we have explored the importance of effective 
knowledge transfer in field service management. 

We discussed the key challenges field service organizations face in this regard, 
including the loss of experienced technicians, the need to upskill new hires 
quickly, and the increasing complexity of service requests.

We also examined how effective knowledge transfer can lead to numerous 
benefits, such as improved first-time resolution rates, increased customer 
satisfaction, and reduced costs.

Moreover, we explored the role of technology in knowledge transfer, including 
knowledge management systems, artificial intelligence, virtual training 

platforms, collaboration tools, and mobile applications. We also discussed best 
practices for knowledge transfer, such as establishing a centralized knowledge 
repository, encouraging knowledge sharing and collaboration, measuring 
effectiveness through KPIs, and continuously improving processes and 
technologies.

In light of these discussions, we can now explore some reflective questions for 
you as a field service leader on critical challenges, benefits, technologies, and 
best practices for knowledge transfer.

Here are eight questions to consider when reflecting on how your own 
organization is positioned to utilize knowledge management tools and 
processes to drive efficiency and delight customers

Reflective Questions for your consideration: 

The following are a selection of initial questions to prompt you in your thinking as a field service management leader in relation to how effective your organization 
is in terms of utilising knowledge management and how you may be able to improve in this area. 

1.	 What are the main challenges that your organization faces in transferring knowledge between experienced and new field service technicians?
2.	 How does your organization address the loss of experienced field service technicians and the need to upskill new hires quickly?
3.	 How can effective knowledge transfer improve first-time resolution rates and customer satisfaction in your organization?
4.	 What other benefits can effective knowledge transfer bring to your organization beyond those mentioned in this paper?
5.	 What technologies does your organization currently use to automate knowledge capture, transfer, and retrieval, and to enable remote learning and 

collaboration?
6.	 What technologies do you think would be most effective for your organization to implement in the future to improve knowledge transfer?
7.	 To what extent does your organization currently use best practices for knowledge transfer, such as establishing a centralized knowledge repository and 

measuring effectiveness through KPIs?
8.	 How can your organization improve its knowledge transfer processes and technologies based on feedback from field service teams and customers?
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About Gomocha

Gomocha delivers cutting-edge mobile technology to fully optimize field service
organizations.

The name Gomocha is derived from a combination of the words GO, MOBILE
and CHANGE – with change suggestive of the ease with which our customers
can configure our platform to satisfy their diverse, ever-changing and
increasingly sophisticated needs.

When you work with Gomocha, you can rest assured that our collaborative,
shoulder-to-shoulder approach will help you achieve not only your current and
near-term goals, but also prepare your organization for long-term success – no
matter what the future holds.

philosophy
We design and deliver products and services that allow our customers to take
the competitive lead in their industries, by ensuring that their field service
operations have cutting-edge mobile technology at their fingertips. Your
success is our success.

vision
Excellent customer service separates the leaders from the followers. That’s
where we excel. FMP360 is a platform that powers a fully optimized mobile
workforce and allows you to implement the latest technological innovations.
We help you serve all of your customers with top-notch attention to detail. All
day, every day.

process
The shoulder-to-shoulder way in which Gomocha and its customers work
together is unque in its kind. It’s about the strong, symbiotic relationship with
Gomocha that informs and enlivens the business process discussions that guide
the implementation of our customer’s new field mobility solution.

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” 

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.

https://www.gomocha.com/
https://www.gomocha.com/try-it-out/
https://fieldservicenews.com/premium-resources/white-paper-four-service-scenarios-2022/
https://fieldservicenews.com/premium-resources/white-paper-improving-the-service-to-cash-cycle-boosting-the-service-pl-through-digitalisation-2022/
http://www.fieldservicenews.com
https://fieldservicenews.com/the-essential-resource-for-field-service-managers/

