
7 Tips for Choosing a 
Communication App for the Field

Field teams are relying on mobile devices more to get the job 
done each day. While many field service organizations have 
deployed apps to the field, many of these have primarily covered 
areas like work order management and schedule management. 
Yet as one of the most mobile industries by nature, many 
field teams struggle with communication in the field and on 
the move. Many organizations are now looking to meet this 
need with mobile communication apps for their field teams.  
 
But how do you choose the right one for your field service 
organization?  Check out seven tips to help your decision!



Understand What Can Be Enhanced Through 
Faster Communication

Status updates? Team meetings? Issue debrief? Tech to tech transfer? Cross and 
up-sell? Helpful to have a list of key tasks that are impacted by communication, 
especially as you map out desired capabilities and look at potential tools. 

For example, if improving resolution times and fix rates is a key goal, then having 
streaming video built-in to the app would be helpful so that techs don’t have to 
waste time trying to describe a malfunction over the phone. If increasing field 
alignment is a goal, features like broadcast alerts and file sharing are key. Be sure 
to capture feedback from the field, ultimately you want to save them time.

Understand What Communication Tools Field 
Teams are Using Today (or Not!)

Your organization likely has a set of communication tools in place. Email, desktop 
instant messaging, etc. But are field teams actually using them? If not, what are 
they using and why? 

For many teams, they aren’t satisfied with the way they communicate with one 
another. Many of the tools provided are designed for desk-based teams - not 
teams out in the field. So many turn to unsafe consumer apps like WhatsApp or 
texting since they are faster and better fit their workflow. It’s important to not 
simply assume field teams will adopt tools office teams use. Identify the pain 
points and gaps with current tools and pilot something new with a small, local 
group of field techs to gauge utility. 



Consider the Ability to Work Across 
Devices and Locations

This is a given. With the need for frequent coordination with others in the field and 
teams back in a central office (think dispatch or support), it’s important that any 
communication app for the field can work across all devices. Does the app work 
on smartphones and smartwatches? Tablets and laptops? Will it work over WIFI 
and data? You want teams to be able to stay connected anytime, anywhere so they 
can get support or assistance when they need it most.

Don’t Overlook the Value of an 
App that is Easy to Use

Your field teams’ days are pretty packed. Installs, service appointments, travel, 
internal meetings and more. Taking time to learn new technology is a major 
investment. So look for tools that provide a simple, intuitive experience that techs 
can understand immediately. Minimal to no training should be required.

Apps truly designed for the field teams will support one-handed workflows. For 
example, it should be easy to go from a group text to a live video call with a few 
taps of your thumb. Easy to use technology is critical. Not just in saving time, but 
de-risking your investment in new technology and reducing the time-to-value.



Take a Look at Administrative Tools,  
Controls and Security

If you’re going to bring a communication tool to your field organization, you 
need to be able to manage it. Unfortunately, for many of the field teams that have 
turned to texting or unsafe consumer apps (#1), they have put themselves and 
their business is in a dangerous position.

Look for tools that offer administrative capabilities like: 

• An admin console that provides insight into usage and activity.   

• A way to manage access. In the event an employee leaves the company, you 
want to make sure they can no longer access company information.

• Centralized communications group structuring. Admins should be able 
to create the communication groups that mirror the structure of your field 
organization. This will help tremendously with onboarding.

Look for Opportunities to Compliment Team 
Workflows through Integrations

Using service management tools like ServiceMax, ServicePower or ClickSoftware? 
What about CRM like Salesforce or Oracle? Get weather alerts for your teams?

Odds are it’s yes to one or all of these. And these systems provide your field teams 
structured information each day. But what if your techs have questions on a work 
order or a conflict with a service appointment? Where do they go for the ad-
hoc or real-time coordination? Many communication tools built for the field offer 
integrations that let you directly bring context from these other systems into a 
channel where you can collaborate and take action in real-time. 



Identify Apps that Cover All Your Teams’  
Communication Bases

In our personal lives, we’re using apps that let us communicate with friends and 
family in a number of ways: text, photos, GIFs, video calling and more. It’s easy 
and convenient to move across those mediums and choose the one we want. 

Similarly, that type of convenience and flexibility can be a real productivity 
boost for field teams. For example, being able to quickly move from text to 
a video stream while trying to resolve an issue on site or launching the team 
conference call in a matter of taps. Look for tools that give your techs the power to 
communicate how they want - text, voice or video - to best accomplish the task at 
hand. 

Technology is hard enough as it is. Having to pop around between five different 
apps to communicate effectively isn’t smart. Give your teams a single tool that 
covers all their comms needs.

What’s Next?
Get in touch to learn how the right communication 

tool can transform your field team operations! 
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