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The Services Era Arrives

Field services organizations face a defining moment. For decades, leaders optimized for
utilization, billable hours, and efficiency. That approach made sense when service was
transactional and labor-intensive. Today, it's breaking down under the weight of talent
shortages, growing system complexity, and rising customer expectations.

This ebook explains why 2026 marks an actual inflection point for field services and

how artificial intelligence is reshaping the economics of service delivery. We explore
why traditional metrics now work against you, how Al can capture and scale institutional
knowledge, and why restoring human judgment is the real prize of digital transformation.

You'll learn how leading organizations use Al to shorten technician time-to-value, automate
transactional work, and shift from cost center thinking to revenue-driven service models.
We also introduce TSIA's perspective on Al Economics™, outcome-oriented Al services, and
the structural advantage incumbents with deep service data hold.

By the end, you'll have a clear framework for action, practical recommendations you can

apply immediately, and a path to reposition field services as a strategic growth engine that
delivers the outcomes customers value and trust.
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‘l'SIg\fntelligence

Al. For Technology Services.

*
al

What it is

TSIA Intelligence is TSIA's new Al-powered assistant. It delivers instant, actionable
insights from TSIA's exclusive, industry-validated research. Built only for Technology
Services, it helps you make smarter decisions.

*+

Why it matters

Trusted Answers, Not Generic Al: Based on TSIA's proprietary data—not the open web.

Instant Value: Summarizes reports, answers questions, and visualizes data in seconds.

Built for Tech Services: Specialized insights tailored to your industry challenges.

Experience TSIA Intelligence today—
for free—in the TSIA Portal.

Generic Al gives general answers. TSIA's Al gives the right ones.

Ask a question >
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How do | measure the business impact of

Al initiatives?

Qi Answer

Effectively implementing an Al strategy in your organization requires a structured approach that
aligns with your business objectives, promotes cross-functional collaboration, and leverages the

transformative potential of Al. The process encompasses identifying use cases, fostering a culture of

innovation, securing necessary funding, and establishing a governance framework.

CXO-Driven

Direct Report to CEO

Discrete Al Dev Funding

Ask anything...

Al
“Core Beliefs”

Al is Our Future IP

Al is a Company-Shared IP

()

Investment
Prioritization

Formalized Corp Al No Al Projects in
R&D Budget Development

Formalized LOB &

IT Al Budget Departmental Art Project
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The End of Services or
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2 Pricing must shift

to value and outcomes

3 Incumbents have an advantage
over startups if they retool existing services

@ECONOMICS

The Services Era and the
Race to Al Profitability

Download the g
Al Economics Declaration 3 X Duchoraiing
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( 2025 in Review )

The Talent Paradox That
Al Finally Breaks

Field services quietly became one of the most overqualified workforces in the technology

industry. Highly trained technicians spend hours documenting work, managing inventory,
and navigating systems that were never designed for scale. The result is a paradox: the
people best equipped to solve complex problems spend much of their day on tasks that
don't require their expertise.

At the same time, the industry faces a shrinking talent pool and rapidly increasing machine
complexity. Equipment now generates more data than humans can process manually,
while experienced technicians retire faster than organizations can replace them. This
collision exposes the limits of efficiency-first models.

Al changes the equation, not by replacing technicians, but by removing the friction that
prevents them from applying judgment, creativity, and empathy. Organizations that act now
can restore the human advantage in field services and move decisively from transactional
labor to outcome-driven value.
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Why 2026 Is the Inflection
Point for Field Services

Field services spent the last several years in survival mode. Inflation, supply chain volatility,
and talent shortages forced leaders to focus on resilience. That reactive posture has
reached its limit. External pressures persist, and incremental fixes no longer keep pace
with reality.

The core issue is chronic underinvestment in technology. Field services were long treated
as a cost center, constrained by travel, overtime, and physical labor. Without automation,
organizations relied on skilled technicians to handle everything, from diagnostics to
documentation. Costs rose, reinforcing the cost-center mindset.

Al breaks this cycle. When Al automates scheduling, work summaries, and basic
diagnostics, labor effort decouples from service value. Expertise scales without
proportional headcount growth. Training accelerates, and administrative friction falls away.

This shift aligns directly with Al Economics™, which reframes profitability around outcomes

rather than effort. As customers experience Al-enabled services elsewhere, expectations
rise. In 2026, technology investment and workforce reimagination will become
foundational, not optional.

Have questions? Let us know. | 9
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From Transactional Labor
to Human-Centric Value

Many technicians didn't become data clerks by choice. As equipment complexity
increased, the burden of managing diagnostics, documentation, and systems fell
on the only scalable resource available: technical experts. The consequence is
predictable. High-value talent spends too much time on low-value work.

Meanwhile, modern equipment produces massive data streams. A single asset can
generate more diagnostic information in a day than a human can process in a week.
The problem isn't skill. It's an overload.

Al recenters humanity in field services by taking over the predictable, transactional
work. Automated scheduling, intelligent documentation, and Al-assisted diagnostics
handle the routine. Technicians regain time for judgment-based work.

The role of the technician evolves. Instead of fixing isolated failures, they interpret
data, manage exceptions, and guide customers through complex decisions. After
Al-driven digital support exhausts standard options, the technician becomes the
trusted expert who resolves what automation cannot.

This shift also changes how success is measured. Utilization tracks time spent.
Value comes from outcomes delivered. Organizations that enable this transition
unlock deeper customer relationships, higher renewal rates, and expansion

opportunities across the land, adopt, expand, and renew (LAER) stages.
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The 3 Interconnected Challenges
Shaping Field Services in 2026

Field services leaders face three challenges that reinforce one another. Solving them in

isolation rarely works. Addressing them together creates leverage.

The talent crisis and knowledge gap

Retiring technicians take decades of institutional knowledge with them. Traditional
training methods can't transfer that expertise fast enough. New hires often require 18

to 24 months to reach proficiency, which constrains growth and service quality.

Al captures and operationalizes tribal knowledge by learning from historical cases,

documentation, and expert behavior. Junior technicians gain guided access to insights

that once lived only in veterans’ heads, dramatically shortening time-to-value.

The utilization dilemma

Utilization rewarded effort when
service was transactional. Today, it
incentivizes busy work. Al reduces
administrative tasks, which can make
utilization appear lower even as
customer outcomes improve.

Absorption offers a better metric.

It measures revenue and outcome
coverage relative to cost. When you
optimize for absorption, automating
low-value work becomes a feature, not
a threat.

Lagging technology
investment versus
Al Economics™

Underinvestment locks organizations
into commoditized break-fix models.

Al Economics provides a path out by

enabling outcome-oriented Al services,
where customers pay for uptime and
productivity, not visits and hours.

Without Al infrastructure, organizations
can't credibly offer or price outcomes.
With it, field services shift from cost
containment to margin expansion.

Have questions? Let us know. | 11
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Field services challenges impact on growth

Hindering Growth ¢ > Enabling Growth

Talent Crisis Value Paradox Technology
Slows onboarding, Burdens technicians, Investment
loses expertise limits responsiveness

Blocks Al adoption, misses
high-margin services

Figure 1: How Field Services Challenges Impact Growth. Graph showing business growth challenges: Talent Crisis, Value Paradox, and
Technology Investment, with a wave pattern that intensifies across the purple and blue gradient sections.
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The Capabilities Field Services
Must Master in 2026

Transformation requires alignment across people, processes, and technology.
Al underpins all three, but humans remain central.

e®e People: empowering the technician hero

", Leading organizations democratize expertise. Al-guided troubleshooting, agent
assist tools, and intelligent knowledge systems put veteran insights in every
technician’s pocket.

Administrative automation gives technicians time to connect with customers,
explain decisions, and build trust. Senior staff focus on mentoring and complex
cases, not documentation.

Processes: automating the transactional, prioritizing outcomes
Qy Al enables a progression along the remote services continuum. Embedded
diagnostics and self-healing resolve many issues autonomously. Generative
Al self-service handles most routine questions. Agentic automation manages
dispatching, parts, and escalation workflows.

Humans engage only where judgment and creativity add value. Service models
move toward predictive maintenance and outcome-based commitments.

Technology: augmentation, not replacement

g Al augments human capability. Research shows most organizations invest
in Al-guided troubleshooting and virtual assistants to support, not replace,
technicians. Mobile and voice-enabled tools provide hands-free access to
insights in the field.

The result is faster proficiency, higher confidence, and consistent service quality
at scale.

Have questions? Let us know. | 13
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Top Al Capabilities To Master in Field Services

haracteristie “ Key penetit AR m
Empowering , . Handles Focus on genuine
Rest ] t
PeoPIe technicians estoring umanty administrative tasks connection

Automating . Manage .
X Autonomous service Al-first experience
transactional tasks complex tasks
Augmentation, Provides guidance
Intelligent diagnostics Mobile empowerment
TeChnOIOgy not replacement L L and knowledge 3

Figure 2: Chart showing Al integration framework with categories for People, Process, and Technology, highlighting benefits and outcomes.

Recommendations for
Field Services in 2026

Field services leaders should act decisively in three areas. Each step addresses a core
constraint and accelerates transformation.

Prioritize technician time-to-value:
Use Al to shorten onboarding and accelerate proficiency. Measure success by how
quickly new hires handle complex cases independently, not just by cost reduction.

Shift toward outcome-oriented Al services:

Move pricing and contracts toward Al-enabled guaranteed outcomes. This
aligns incentives with customer value and naturally shifts focus from utilization
to absorption.

Invest continuously in strategic empowerment:

Commit to Al tools and training that enhance judgment, digital literacy, and customer
interaction. Treat empowerment as an ongoing capability, not a one-time project.

Field Services in 2026:
The Path Forward

Al doesn’t remove humanity from field services. It restores it. By automating transactional
work, Al creates space for technicians to apply judgment, empathy, and creativity where they
matter most. That shift transforms field services from a necessary cost into a durable growth
engine.

TSIA provides a complete body of research on field services transformation, Al Economics™,
and outcome-oriented service models. If your organization needs support to accelerate

technician time-to-value, modernize metrics, or design Al-enabled service offerings, you can
access best practices, frameworks, and advisory services through a TSIA membership“‘ plan.

The organizations that act now will define the next decade of field services. Those who wait
will compete on price in a market that no longer rewards it.
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TSIA's Complete Ecosystem

Benchmarking

Proprietary, data-driven comparisons against peer companies.

Performance Optimizer (self-serve or researcher-led): Measures
maturity, identifies gaps, and compares against industry averages.

/N DataViews & Key Metrics: Bite-sized benchmarks (e.g.,
0 l 0 ' renewal rates, adoption ratios) available in the TSIA Portal.

Expert Inquiry

An Expert Inquiry is a direct engagement = certinia
with a TSIA Research Executive to answer Boesk Profaonal Suvices Inpach

a specific business question or validate il .

a strategy. Inquiries are addressed via a

curated email response or a 30-minute call,

depending on the complexity of the issue.

TSIA Intelligence (Al) *

The first Al built exclusively for technology services.
Provides trusted answers in seconds, complementing \

the expertise of human researchers.
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Advisory Services

Advisory Blocks:
1-4 hour hyper-focused, virtual sessions solving a specific challenge.

Interactive Strategy Reviews (ISRs):
Researcher reviews strategy docs and hosts a 2-hour
interactive session with recommendations.

Workshops:
Half to full-day engagements for team enablement
and transformation planning.

Speaking Engagements:
Keynotes, executive briefings, or panels delivered by TSIA experts.

TSIA Portal: Research & Insights

Arich library of proprietary research and tools.
Formats include:

« Research Reports (deep analysis)

« State of the Industry Reports (annual, free) &=
« Framework Papers (visual best-practice models) .
« Atrticles (thought leadership) = == =
L] o [ == L]

« DataViews (benchmark stats, always paid)
« Webinars & Podcasts (free, expert-led)

« Industry Stories (real-world applications)

Have questions? Let us know. | 17
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Membership Plans

Free

Explore TSIA's
ecosystem with limited
access to research
and Al tools—ideal for
getting familiar before
you commit.

gl Limited TSIA

Intelligence

<

7 Al Inquiries:
Specialized Al Q&A
for technology
services.

v 7 Al Content
Assistant Uses:
Instant summaries
and deep dives into
reports, videos, and
more.
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Best for you

Individual

Get full, self-serve
access to all research

areas, TSIA Intelligence,

and benchmarking—
built for SMB leaders
and solo professionals
ready to level up.

Single User

Unlimited TSIA
Intelligence

/Q)+

<

Al Inquiry:

Specialized Al Q&A

for technology
services.

v Al Content
Assistant: Instant
summaries and
deep dives into
reports, videos,
and more.

( Learn more )

( Best for your company >

Enterprise

Access organization-
wide research, expert
advice, and advanced
benchmarking to drive
large-scale service
transformation.

2¢% Unlimited Users

@l Unlimited TSIA

Intelligence

<

Al Inquiry:

Specialized
Al Q&A for

technology
services.

v Al Content
Assistant: Instant
summaries and
deep dives into
reports, videos, and
more.

Community & Peer Learning

Advisory Boards:

Peer councils by Research Area.

STAR Awards:

Recognition of member success stories.

Oﬂq T
b oy
Technology Services World

Conferences:

Keynotes, breakouts, and networking with
thousands of executives.

SUMMIT

Executive-Hosted Forum:

An invite-only experience for TSIA Advisory
Board executives to think deeply, connect
meaningfully, and act decisively on the future
of technology services.

Contact us

Questions? Our team is here to guide you toward

the right TSIA solution for your needs.

Have questions? Let us know. | 19
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TSIA (Technology & Services Industry Association)
is dedicated to helping technology and services
organizations large and small grow and advance
in the technology industry. Find out how you can
achieve success, too.

Have questions? Let us know.
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