Al Agents: The
Future of Field
Service

Andrew Wolf
Co-founder / Chief Product Officer




% zlnler

you with that, here is my suggestion:
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tic Al Revolution is Here

are industry is on the brink of another paradigm shift. Just as the rise of Software-
Service (SaaS) redefined enterprise software by making it more accessible, scalable,

d continuously improving, the next wave of transformation is being driven by Al Agents
powered by Large Language Models (LLMs). These Al Agents are poised to revolutionize
vertical SaaS applications by moving beyond static automation and enabling dynamic,
autonomous decision-making across complex business processes.

At Zinier, we believe Al Agents will be as transformative to enterprise SaaS as SaaS was to
on-premise software. In field service management, where real-time decision-making and
operational efficiency are paramount, Al-driven automation has already proven its value.
However, today’s Al-powered SaaS solutions primarily assist users in structured, rule-based
ways—enhancing workflows, automating repetitive tasks, and surfacing insights. Al Agents
go a step further: they don’t just respond to human queries, they take initiative, adapt to real-
world conditions, and drive productivity gains beyond what was previously possible.

D) . .
e azlnier THE AGENTIC Al REVOLUTION IN VERTICAL SAAS 2



What Are Al Agents, and How Are They Different from Traditional LLM
Chatbots?

While traditional LLM-based chatbots have demonstrated impressive conversational abilities,
they remain largely reactive. They rely on users to prompt them and provide direct
instructions, limiting their ability to drive meaningful operational efficiencies autonomously. Al
Agents, on the other hand, represent a more sophisticated evolution of Al capabilities.

Al Agents are persistent, context-aware, and capable of executing multi-step tasks with
minimal human intervention. Unlike chatbots, which primarily generate responses in a
dialogue, Al Agents can make decisions and take action based on goals, constraints, and
real-time data. In a field service setting, this means Al Agents could not only assist users with
queries but also take actions and interact with other Al Agents autonomously to help resolve
issues faced by customers, back office teams, and field technicians.

The Productivity Revolution: From Human-Led to Al-Driven Execution

The shift from traditional automation to Al-driven autonomy unlocks exponential productivity
gains. In today’s enterprise environments, automation tools typically streamline workflows but
still require human oversight at key decision points. Al Agents, however, operate with a higher
degree of autonomy, acting as intelligent co-workers that augment human capabilities rather
than simply responding to requests.

At Zinier, we are pioneering the integration of Al Agents into our cloud-based platform to
drive smarter, more autonomous field service operations. By embedding these capabilities
into our workflows, we aim to help enterprises unlock the full potential of Al-driven
automation, leading to faster response times, improved technician productivity, and a better
customer experience.

The future of enterprise software isn’t just about managing data—it’s about intelligent
systems that take action. Al Agents are the key to unlocking this future.
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THE ZINIE

The Perfect Foundation for Agentic Al

Early in our history and long before the rise of Agentic Al, we made the decision to take a
platform approach. This decision was based on the belief that point solutions wouldn’t
provide the flexibility required to meet the diverse and ever-changing needs of field service
organizations. Ultimately, we want our clients to rest easy at night, knowing they have a
future-proof solution freed from constraints — a solution that can be adapted as their needs
change, backed by a platform that can leverage new technologies as they evolve in the
future. It’s why we built Studio Z -- our suite of low-code / no-code builders -- and it’s why
we consider configurability and extensibility to be critical enablers in everything we develop.

Built for Integration, Ready for Al

To take advantage of an ever-changing technology landscape, the Zinier Platform was built
from the ground up to enable seamless integrations with external systems. Whether
integrating with legacy enterprise software or the latest Al-powered tools, our cloud-based,
events-driven architecture ensures that businesses remain at the forefront of technological
innovation.

This seamless connectivity is especially critical as we enter the era of Agentic Al, where
software isn’t just automating tasks—it’s autonomously managing complex workflows,
making real-time decisions, and adapting dynamically to new information. Every integration in
Zinier is powered by workflows that trigger actions based on events, making it easy to
incorporate LLMs and Al Agents into existing operations.

Automation-First: A Path to a Touchless Future

At Zinier, we believe in a truly “touchless” future — a world where service delivery is entirely
automated and only managed by exception, a world in which much of the manual work all
but disappears. This vision is the driving force behind our obsession with automation and Al.
We see Agentic Al not as a tool for incremental efficiency gains but as a transformational
force that can help teams eliminate manual work so they can focus on uniquely human tasks
such as problem-solving, innovation, and delivering exceptional customer experiences.

Because Zinier was designed with automation at its core, we are uniquely positioned to
unlock the full potential of Agentic Al—delivering a smarter, faster, and more adaptive
approach to field service management. The future of Al-driven automation isn’t coming; it’s
already here—and with Zinier, our clients can be ready to embrace it.
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Z SIDE

A Persona-based Approach to Al

Before delving deeper into Al Agents, it’s important to understand that Al solutions at Zinier
are need-driven and segregated by persona. As with our other products, Al solutions are split
between the four main personas: Field Technician, Backoffice User, Customer, and Developer
/ IT Team. For each persona, we have a chatbot interface called Z Sidekick where users ask
questions and take actions — this is the user’s gateway to interacting with Al Agents.

@ zsidekick A9 X *: FOR THE BACK!

2 Sidekick - 10:50am

= STl e memorminsesmorsinis ek o Instant answers to any workforce
gnv::uv;:;ée;thawmdlsmbuteMark‘spbstocther and SChedu"ng queStion
Transform workforce management with
L1 tailored intelligence and real-time insights.
i James Larson 10 . .
gt I pe— s Empower dispatchers to ask questions,

simone Plun 6

gather data sets, and make informed

Message > .« .
decisions seamlessly.

) Z Sidekick

4. FOR FIELD TECH!

Immediate assistance and a wealth p—
Of know‘edge in the ﬁeld Oh | don't have a 1K resistor. Is there a tech

nearby | can call that has one?

Help engineers and technicians tackle fault f?“’lek‘“””"“'“
. . ertainly.
reSO|Ut|on When and Where they need It: in There are 3 technicians currently in your area that
the field. Z-Sidekick is their trusted Al have a TKcohm resistor
companion, always there to help field teams e e
. . . James Larson 415-555-2347
simplify technical tasks, troubleshoot
L. . . Bernard Hwang 415-555-1877
efficiently, and elevate field service 4
Simone Plun 415-555-4461
efficiency.
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4 | am seeing error code 005 for the Router ASUS
- - AC1700. Can you give me the explanation for the
‘‘‘‘‘‘‘ code?

Z sidekick * 10:50a1
““““““““““ Certainly. Error code “005" refers to a “power source
issue in the cabling’.

asus_ac1700_userguide.pdf
12M8

[

Z sidekick * 10:50a1
Did that help?

=X
Accelerate your workflows with Al-
based suggestions

Enhance your solutions with tailored
intelligence for IT Teams. Saving you
countless hours, your developer companion
can suggest code snippets that help you
build and modify workflows effortlessly,
adjust interfaces on the fly, and code with
confidence.

4+, FOR CUSTC

Help customers resolve service
issues without the wait

Enhance your customer portal with tailored
intelligence that elevates the customer
experience. Drive customer satisfaction and
prevent truck-rolls by providing context-
aware answers that resolve technical issues
and appointment queries without the wait.

Zinier’s Agentic Al Approach

When users interact with Z Sidekick, they are actually interacting with Al Agents. The best
way to think about Al Agents is to think of them as specialist employees trained to perform
specific tasks within the structure of a larger organization. Let’s call this organization the Zinier

Intelligence Agency or “ZIA”

Directors: Assigning Work to Other Agents

The Director is a specific type of GenAl-powered agent that sits at the top of the ZIA
hierarchy and assigns work to other, more specialized Al Agents. When users submit a query
via the Z Sidekick chat interface, the Director is tasked with analyzing the natural language of
the request, determining which capabilities are required to complete the request, and
assigning the request to the best-suited Agent. Directors maintain a history of their
interactions with users (which they can refer to with future queries) and pass along any
required “context” (inputs) to help Agents effectively respond.
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Agents: Task-oriented, Domain-specific

Tasked with completing a request passed to it by the Director, each Agent is trained to do a
specific type of job (its “capability”) within a specific area of expertise (its “domain™):

Capability: The type of job an Agent is trained to perform. There are many types of
capabillities, including but not limited to:

5 Data Queries: An agent can be trained to answer queries related to the transactional data
of the client’s solution or data from an external system. Armed with GPT-powered natural
language querying capabilities, they understand the database and field structure relating
to a specific domain and allow users to generate SQL queries and Python visualization
scripts, as well as perform complex data analysis using plain language.

& Documentation Queries: An agent can be trained to answer queries and summarize
content related to documentation (i.e. PDFs and website content) for a specific domain.
Armed with GenAl-powered document search engine capabilities, these agents simplify
document querying, retrieval, and generation, allowing users to gain insights from their
documents.

n Workflows: While answering queries is nice, the true power of Al Agents comes with their
ability to take action and automate tasks. Traditional LLMs do this by executing specific
APIs. Leveraging our platform’s event-based architecture, Zinier has a more flexible and
powerful mechanism that Al Agents can leverage to take action: Workflows. Workflow
Agents are trained to take action by triggering workflows related to a specific domain.
Workflow Agents can also be triggered when an event is called, allowing them to operate
outside of the confines of the chat interface.

Domain: The domain is nothing more than the area of expertise or set of use cases the agent
has been trained on. Typically oriented around a specific set of needs and used to segregate
agents, a domain can be created around any topic. Some examples include Parts & Assets,
Workforce, Customer Service / History, Task Assistance, etc.

EXAI
Agents in the Parts Domain

Let’s bring this all together by examining an example of Agents in action in the Parts domain.
Within the Parts Domain, we might have the following Agents:

Vs
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Parts Domain Agents
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Parts Data

Trained on the relevant transactional
data of the client’s solution as it
relates to assets, parts and inventory
etc. Can answer questions such as:

“How many parts do | have on my
truck?”

Zinier Product Documentation
Trained on our internal product

documentation, and capable of
answering questions such as:

“How do | request a part from the
mobile app?”

Client Documentation

Trained on any client-specific
Operations Manuals or technical
documentation for parts and can

answer questions such as:

“What does a flashing red light mean
for Asset A?”

Parts Workflows

Trained on workflows specific to the
parts domain such as:

Parts Requests
Return Orders
Customer Notifications
Remote Assistance Request
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Scenario 1: Client Documentation Agent Query

I’'m a field technician tasked with inspecting a gas cooling system out in the field. Upon
inspecting the asset, | see an error message | don’t recognize. Here’s how Z Sidekick and
Agents would collaborate to answer the question:

1. From the Z Sidekick chat interface in the mobile app, | type my question, “What does Error
Code 70049 mean?”

2. The Director Agent of Z Sidekick for the Field analyzes the query and determines it to be a
client documentation query within the Parts domain.

3. Armed with the required contextual inputs (technician name, task name, asset name), the
Client Documentation Agent analyzes the technical specification document for the
cooling asset and sees a list of error codes in the documentation. It responds with the
description of that code and a clickable link to the referenced PDF.

O] Z Sidekick X

B You - 10:50am
What does Error Code 70049 mean?

- -

What does Error Code f0049 mean? >
- J
-
+ + +
+. +. +.
DIRECTOR AGENT DIRECTOR AGENT
Backoffice Field Customer
Analyzes query as written by the user from the chatbot Analyzes query as written by the user from the chatbot Analyzes query as written by the user from the chatbot
interface. Determines which domain and which interface. Determines which domain and which interface. Determines which domain and which
capability are required to complete the request and capability are required to complete the request and capability are required to complete the request and
assigns it to the best suited Agent assigns it to the best suited Agent assigns it to the best suited Agent
(o
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Parts Domain Agents
4 4 4 4
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Parts Data Zinier Product Documentation Client Documentation Parts Workflows
Trained on the relevant transactional Trained on our internal product Trained on any client-specific Trained on workflows specific to the
data of the client’s solution as it documentation, and capable of Operations Manuals or technical parts domain such as:
relates to assets, parts and inventory answering questions such as: documentation for parts and can
etc. Can answer questions such as: answer questions such as: Parts Requests
“How do | request a part from the Return Orders
“How many parts do | have on my mobile app?” “What does a flashing red light mean Customer Notifications
truck?” for Asset A?” Remote Assistance Request
\. (. (. (.
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Z Sidekick *10:50am

Looks like you are inspecting the Atlas TCX - X4561 asset. In this
case, the error code description means you have a “faulty Safety

Relief Valve”.

& ATLAS TCX - Technical Specification Manual.pdf
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Scenario 2: Parts Data Agent Query

Based on the description of the error code, it appears the valve for the cooling system is
faulty and needs to be replaced. From the Inventory App Module within the Zinier Mobile App,
| see that | don’t have any extra valves on my truck. With this in mind, I'd like to see if there are
any spare valves at my home base warehouse that | could collect and use to replace the
faulty valve. Here’s how Z Sidekick and Agents would collaborate to answer the question:

1. From the Z Sidekick chat interface in the mobile app, | type my question, “Are there any
Safety Relief Valves available at my home base warehouse?”

2. The Director Agent of Z Sidekick for the Field analyzes the query and determines it to be a
data query within the Parts domain.

3. Armed with the required contextual inputs (technician name, technician home base
location, part name), the Parts Data Agent queries the database and responds with the
quantity and status of the parts available at Warehouse A, which it determined to be my
home base warehouse.

( A
10} Z Sidekick X
B You - 10:50am
Are there any Safety Relief Valves available at my home base
warehouse?
Are there any Safety Rfllief Valves I
available at my home se warehouse? >

N4

+ + +
+. +. +.
DIRECTOR AGENT DIRECTOR AGENT
Backoffice Field Customer
Analyzes query as written by the user from the chatbot Analyzes query as written by the user from the chatbot Analyzes query as written by the user from the chatbot
interface. Determines which domain and which interface. Determines which domain and which interface. Determines which domain and which
capability are required to complete the request and capability are required to complete the request and capability are required to complete the request and
assigns it to the best suited Agent assigns it to the best suited Agent assigns it to the best suited Agent
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Parts Domain Agents
e e s
(£
& & o] 24
Parts Data Zinier Product Documentation Client Documentation Parts Workflows
Trained on the relevant transactional Trained on our internal product Trained on any client-specific Trained on workflows specific to the
data of the client’s solution as it documentation, and capable of Operations Manuals or technical parts domain such as:
relates to assets, parts and inventory answering questions such as: documentation for parts and can
etc. Can answer questions such as: answer questions such as: Parts Requests
“How do | request a part from the Return Orders
“How many parts do | have on my mobile app?” “What does a flashing red light mean Customer Notifications
truck?” for Asset A?” Remote Assistance Request
(. (. (.
\ \
\
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1O Z Sidekick X

Z Sidekick *10:50am

At Warehouse A, there are a total available quantity of 5 Safety
Relief Valves for the Atlas TCX asset.

Part Status Quantity
Available 5
On hold 3
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Scenario 3: Parts Workflow Agent

Alternatively, | might decide that | don’t have time to pick up the part and want to submit an
inventory request to have someone send it to me. Here’s how Z Sidekick and Agents would
collaborate to fulfill that request:

1. From the Z Sidekick chat interface in the mobile app, | type, “Can someone at the
warehouse send it to me right away?”

2. The Director Agent of Z Sidekick for the Field analyzes the chat history and query and
determines it to be a Workflow query within the Parts domain.

3. Armed with the required contextual inputs (technician name, technician truck location,
customer site location, part name), the Parts Workflow Agent pre-fills the Parts Request
Workflow and makes the form available for me to validate and submit.

O Z Sidekick X

e You - 10:50am
Can someone at the warehouse send it to me right away?

. »

Can someone at the wlrehouse send it

to me right away? >
\. J
-
+ + +
+, +, +,
DIRECTOR AGENT DIRECTOR AGENT
Backoffice Field Customer
Analyzes query as written by the user from the chatbot Analyzes query as written by the user from the chatbot Analyzes query as written by the user from the chatbot
interface. Determines which domain and which interface. Determines which domain and which interface. Determines which domain and which
capability are required to complete the request and capability are required to complete the request and capability are required to complete the request and
assigns it to the best suited Agent assigns it to the best suited Agent assigns it to the best suited Agent
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Parts Domain Agents
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Parts Data Zinier Product Documentation Client Documentation Parts Workflows
Trained on the relevant transactional Trained on our internal product Trained on any client-specific Trained on workflows specific to the
data of the client’s solution as it documentation, and capable of Operations Manuals or technical parts domain such as:
relates to assets, parts and inventory answering questions such as: documentation for parts and can
etc. Can answer questions such as: answer questions such as: Parts Requests
“How do | request a part from the Return Orders
“How many parts do | have on my mobile app?” “What does a flashing red light mean Customer Notifications
truck?” for Asset A?” Remote Assistance Request
(N A A (N
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0} Z Sidekick X Y’ ;
Model Name
Z Sidekick - 10:50am Safety Relief Valve o
Looks like you'd like to make an Inventory Request .
for a Safety Relief Valve from Warehouse A. To Request Quantity
proceed, complete the form below. ;
Destination Location
Robert Fox (Truck ID 684T06) »
\ -
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Edit Parts Data ® Active *®

Mame
£ zinier

Parts Data

: Al hgents
Description

Trained on and can answer questions about the transactional
data of the client's solution as it relates to assets, parts and
B Fault Resolution & Ticket History Diata t : inventory etc,

Domain

Q, Parts & Assets

Capability
Q,  Data Query

Data Source

Q. Zinier Solution

Data Table Domain

1 » Numnber of Records =~

=

OUR VISION
Configurable Al Agents = Unlimited Possibilities

Zinier's platform enables organizations to unlock the transformative power of Agentic Al by
seamlessly integrating Al Agents into solutions that drive automation, efficiency, and
innovation. While the examples above showcase just a few potential use cases, the true
uniqueness of Zinier’s Al Agents lies in their configurability. With our upcoming Al Agent
Builder, we're paving the way for businesses to train and deploy Al Agents for any use case
or domain—all through a completely no-code interface. This will open the door to a limitless
range of possibilities.

By combining configurability, extensibility, and intelligence, Zinier is redefining field service
management, empowering organizations to embrace Al-driven transformation and move
toward a future of fully touchless automation. We can’t wait to see what happens next.

e

@ZB Angrew Wolf

\ y Co-founder / Chief Product Officer

Zinier.com
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