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FIELD SERVICE LIGHTNING

Field Service Lightning is a powerful, customizable set of features that you can use to set up a EDITIONS

mobile-friendly field service hub in Salesforce.

Running a field service business means managing a lot of moving parts. With Field Service Lightning, Available in: Salesforce

you get the tools you need to manage work orders, scheduling, and your mobile workforce. Here Classic and Lightning

are some of the things you can do. Experience

e Create service resources and service crews that represent your field service technicians, and Field Service Lightning
add details about their skills, service territories, and availability features and managed

package are available in
Enterprise, Performance,
Unlimited, and Developer
Editions. Work orders are
e Schedule one-time or recurring appointments for customers, and add details about technician also available in
preference and required skills and equipment Professional Edition.

e Setupmulti-level service territories that represent the regions where your technicians can work

e Track the location and status of your product inventory, warehouses, service vehicles, and
customer sites

e (reate maintenance plans and templates to standardize your field service tasks

e Generate service reports to keep customers informed about service progress

What's Included in Field Service Lightning

When Field Service Lightning is enabled, you gain access to a suite of standard objects that you can find in Setup and as tabs in Salesforce.

If you need advanced scheduling capabilities, download the Field Service Lightning managed package. The managed package builds
on the standard objects and includes:

e Ascheduling optimizer that allocates resources to appointments in the most efficient way possible by accounting for technician
skill level, travel time, location, and other factors

e Adynamic scheduling console that gives dispatchers and supervisors a bird’s-eye view of all scheduled appointments
e Qut-of-the-box scheduling policies and triggers that help you customize your scheduling model and display preferences

The offline-friendly Field Service Lightning mobile app for iOS and Android makes work a pleasure for technicians in the field, who can
update work orders, track parts, gather customer signatures, and connect with dispatchers from their mobile devices. Download the
app from the App Store or Google Play.

Ready to get started? The following resources will help you stay organized.



SET UP FIELD SERVICE LIGHTNING

Set up Field Service Lightning features in the way that best fits your business needs. EDITIONS

1. Enable Field Service Lightning Available in: Salesforce
Enable Field Service Lightning to start using field service features like work orders, service ClOSSi.C and Lightning
appointments, and more. Experience

2. Give Users Access to Field Service Lightning Field Service Lightning

features and managed
package are available in
Enterprise, Performance,

To give your team access to Field Service Lightning features, assign the necessary object
permissions to users.

3. Set Up Your Service Region Unlimited, and Developer
Establish service territories and locations to track the places where your team performs field Editions. Work orders are
service work. Service territories represent regions in which field service work can be performed, also available in
such as cities or counties. You can model your work region in more detail by creating locations, Professional Edition.

which are warehouses, vans, or work sites where inventory is stored.

4. Set Up Your Workforce
Create service resources and crews to represent your workforce. Service resources are Salesforce users who can perform field service
work, while service crews are groups of users—often with complementary skills or levels of experience—who can be assigned to
service appointments as a unit.

5. SetUp Time Tracking

Establish operating hours for service territories and service resources to indicate when field service work can take place. Use time
sheets to track how much time your field service employees spend on tasks.

6. Set Up Work Orders
A work order represents work to be performed on your customers’ products. Learn how to configure work order settings and create
time-saving templates called work types.

7. Set Up and Manage Your Inventory
Track and manage the storage, request, transfer, and consumption of every item in your inventory, and ensure that your mobile
workforce has the right parts in stock to do their job. Whether parts are transferred from the warehouse to the customer or between
technicians, your field service center has it covered.

8. Set Up Field Service Reports

Make your customers happy with fast field service reports delivered to their inboxes. Your technicians and dispatchers can create
reports for work orders, work order line items, and service appointments and email them directly to the customer. You can use
standard templates or create variations of your own.

9. Get Field Service Lightning Data
Create report types to track field service activity in your org. To take your reporting a step further, use the Field Service Analytics App.
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Enable Field Service Lightning

Enable Field Service Lightning

Enable Field Service Lightning to start using field service features like work orders, service
appointments, and more.

1.

From Setup, enter Field Service Settings inthe Quick Find box, then select Field
Service Settings.

Click Enable Field Service Lightning.

@ Note: If you don't have a Field Service Lightning add-on license, you just see an Enable
Work Orders option, which is on by default.

Click Save.

If you want, select the option to turn on in-app notifications for the Salesforce app and Lightning
Experience users when any of the following actions occurs on a work order or work order line
item that they own or follow:

e Atextorfile postis added

e Atracked field is updated

e The record owner changes

e The resource assignments change on a related service appointment

If the option to track all related objects is selected in your feed tracking settings for work orders,
users are also notified when child records of work orders—such as service appointments—are
created or deleted.

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Field Service Lightning
features and managed
package are available in
Enterprise, Performance,
Unlimited, and Developer
Editions. Work orders are
also available in
Professional Edition.

USER PERMISSIONS

To enable Field Service
Lightning:
e Customize Application

When you set up work types, which are templates for work orders, you can opt to automatically add a service appointment to new
work orders or work order line items associated with a work type. Configure the Due Date on auto-created service appointments by

indicating how many days past the Created Date it should fall.

If you want to use your knowledge base in field service, select the fields that the search engine should scan to suggest articles on

work orders or work order line items. Press the Shift key and click the fields you want to select.

Click Save.

Note: Enabling Field Service Lightning turns on geocoding (location data) for supported features. To learn more, see Calculating

Address Geolocation in Field Service Lightning.
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Give Users Access to Field Service Lightning

Give Users Access to Field Service Lightning

To give your team access to Field Service Lightning features, assign the necessary object permissions
to users.

@ Important: Field Service Lightning must be enabled in your org before you can manage
field service object permissions.

All users need the Field Service Standard user permission to access field service objects. Most user
licenses already include this permission; for the full list of licenses, contact Salesforce Support.

Field Service Lightning also includes three permission set licenses related to the managed package
and mobile app:

e Dispatchers need the Field Service Dispatcher permission set license to access the dispatcher
console

e Technicians need the Field Service Scheduling permission set license to be included in scheduling
optimization

e Mobile users (typically technicians) need the Field Service Mobile permission set license to use
the Field Service Lightning mobile app

You don't need a permission set license to access field service objects. For example, inventory
managers, admins, and customer support agents probably don't need one.

To give users access to field service features:
1. Create a permission set for each of the three Field Service Lightning permission set licenses.

a. From Setup, enter Permission Sets inthe Quick Find box, then select Permission
Sets under Manage Users.

b. Click New.

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To access field service
objects:

* Field Service Standard
To assign a permission set
license:

e Manage Users

To create a permission set:

* Manage Profiles and
Permission Sets

¢. Enteralabel, APl name, and description for your permission set. To keep it simple, use the same name as the permission set

license you plan to associate it with.

d. Under Select the type of users who will use this permission set, select the corresponding Field Service Lightning permission

set license.

e. (lick Save.

-

On the permission set overview page, under System, click System Permissions.

g. Click Edit.
h

. Enable the corresponding Field Service Lightning permission set license (Field Service Scheduling, Mobile, or Dispatcher).

i. Click Save.

2. On the permission set overview page, assign the permission set to relevant users. Assigning a permission set automatically assigns

the associated permission set license to the user.
3. Update all relevant user profiles to include access to field service objects.
a. InSetup, navigate to the profile you want to update and click Edit.
b. Under Administrative Permissions, select Field Service Standard.

c. Click Save.

d. Under Standard Object Permissions on the profile, define the access level to field service objects.
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o Tip: Forafull list of field service objects, see Field Service Lightning Objects.

e. C(lick Save.

Set Up Your Service Region

Set Up Your Service Region

Establish service territories and locations to track the places where your team performs field service
work. Service territories represent regions in which field service work can be performed, such as
cities or counties. You can model your work region in more detail by creating locations, which are
warehouses, vans, or work sites where inventory is stored.

1. Configure Service Territory Settings
Control how your users work with service territories.

2. Create Service Territories

Create service territories to track your field service work and ensure that service resources are
assigned to service appointments near their home base.

3. Configure Field Service Location Settings

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

Control how your users work with Field Service locations, which are customer sites or places where inventory is stored.

4. Create Field Service Locations

Locations are places, like warehouses, customer sites, or work vehicles, where inventory is stored. Create locations so you can track

the items stored there and restock when necessary.

Configure Service Territory Settings
Control how your users work with service territories.

@ Nofe: Field Service Lightning must be enabled in your org.
1. Assign user permissions.
Users Who Wiill... Need These Permissions

Enable Field Service Lightning Customize Application

View the Service Territories tab and service | Read on service territories

territories

Create or clone service territories Create on service territories
Edit service territories Edit on service territories
Delete service territories Delete on service territories
Create service territory members Edit on service resources

2. Customize service territory page layouts.

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To edit page layouts and set
field history tracking:

e Customize Application

To create and edit users:
e Manage Internal Users

Control which fields appear on your service territory page layouts, and confirm that your layouts contain the following related lists:
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e (Child Service Territories: Service territories that represent a component of the current territory

Create Service Territories

e Service Territory Locations: Warehouses, work sites, or vehicles that are located or operate in the service territory

e Service Territory Members: Service resources that work in the service territory

3. Make the Service Territories tab visible to your users.

Users create and manage service territories from the Service Territories tab. You can add the tab to a custom app or instruct users

to add the tab in Salesforce.

Create Service Territories

Create service territories to track your field service work and ensure that service resources are
assigned to service appointments near their home base.

Service territories represent regions where your field service team works. Service territories typically
represent geographical areas since service resources are based near the locations they service.
However, you may decide to create territories based on other factors, like field sales versus field
service. You can also organize service territories into hierarchies to reflect parent and child
relationships.

o Tip: Ifyou planto build out a hierarchy of service territories, create the highest-level territories
first.

1. From the Service Territories tab, click New.

2. Select Active to be able to add members to the territory or associate it with work orders, work
order line items, or service appointments.

3. Enter a name and description for your territory.

For example, enter the name of a county or district.

4. Optionally, enter an address.

You may want to enter the address of the territory’s headquarters.
5. If your territory is part of a larger territory, select a parent territory.

@ Nofte: A hierarchy of service territories can have up to 500 territories total.

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To create service territories:
e Create on service
territories

6. Select operating hours for the territory, which indicate when service appointments within the territory should take place.

For help, see Create Operating Hours.

7. C(lick Save.

8. Assign service resources to your territory from the Service Territory Members related list.

Service territory members are service resources who are available to work within the territory. If you haven't created service resources

yet, you can also define a service resource’s territories from the resource’s detail page.

Service resources use their territory’s operating hours by default, but you can define different hours for resources.

When you add a member, indicate whether this territory is the member’s primary, secondary, or relocation territory. The primary
territory is typically the territory where they work most often—for instance, near their home base—while secondary territories are
territories where they can be assigned to appointments if needed. Relocation territories represent temporary moves.

9. Optionally, assign locations to the territory from the Service Territory Locations related list. For example, if a warehouse is located

within the service territory and has a corresponding location record, you can add it.
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Configure Field Service Location Settings

Example: Create a hierarchy of territories to represent the areas where your team works in California. Include a top-level territory
named California,threechildterritoriesnamed Northern California, Central California,and Southern
California,andaseries of third-level territories corresponding to California counties. Assign service resources to each county
territory to indicate who is available to work in that county.

Configure Field Service Location Settings

Control how your users work with Field Service locations, which are customer sites or places where USER PERMISSIONS

inventory is stored.

@ Nofte: Field Service Lightning must be enabled in your org.

Your service locations can be as large as a warehouse or as small as a toolbox. They can be your

To edit page layouts and set
field history tracking:

e Customize Application

client sites or your service vans. They vary in size, location, and what they contain, and they are To create and edit users:

unique to your company.

1. Assign user permissions.

Users Who Will...

Enable Field Service Lightning
View the Locations tab and records
Create or clone locations

Edit locations

Delete locations

Create addresses for locations

* Manage Internal Users

Need These Permissions
Customize Application

Read on locations

Create on locations

Edit on locations

Delete on locations

Create on addresses

2. Customize the fields and related lists on the following objects’ page layouts.

@ Nofte: If you have your own field service terminology, remember that you can rename an object’s tab and labels. In Setup,
select Rename Tabs and Labels, and enter your own term for the object you'd like to rename.

Page Layout Recommended Customizations for Inventory Management

Location

0]

e Arrange the fields. The default layout includes only some of the available fields.

Important:

Add the Inventory Location field so you can track where inventory is stored.
Add the Mobile Location field so you can flag mobile locations such as service vehicles.

If you plan to create location hierarchies, add the Parent Location field, and optionally
the read-only Root Location and Hierarchy Level fields.

Optionally, customize the values in the Location Type field. Its out-of-the-box values are
Warehouse, Van, Site, and Plant.

e Add the Product Items related list, which shows the products stored at a location.

e Confirm that your layout includes the desired related lists:
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Page Layout

Address

Associated location

Create Field Service Locations

Recommended Customizations for Inventory Management

The Addresses related list shows addresses related to the location, such as billing and shipping
addresses.

The Assets related list shows assets at the location.
The Associated Locations related list shows related accounts.

The Child Locations related list shows locations within the location, such as vehicles which are
parked at a warehouse when not in use.

The Product Items related list shows product items (inventory) stored at the location.

The Service Territory Locations related list shows related service territories, which usually indicates
that the location is within the territory.

e Arrange the fields, which appear in the Addresses related list on locations.

e Optionally, customize the values in the Address Type field. Its out-of-the-box values are Mailing,
Shipping, Billing, and Home.

Associated locations let you associate multiple accounts with one location. For example, a shopping
center location may have multiple customer accounts.

e Arrange the fields, which appear in the Associated Locations related list on locations and accounts.

3. Make the Locations tab visible to your users.
Users create and manage service locations from the Locations tab. You can add the tab to a custom app or instruct users to add it

in Salesforce.

Create Field Service Locations

Locations are places, like warehouses, customer sites, or work vehicles, where inventory is stored. EDITIONS

Create locations so you can track the items stored there and restock when necessary.

@ Note: Field Service Lightning must be enabled in your org. Available in: Salesforce

1. From the Locations tab, click New.
2. Entera location name.
3. Select alocation type:

e Warehouse (default)

e Site
e Van

e Plant

Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To create locations:
e Create on locations

4. Ifinventoryis stored at the location, select Inventory Location. This allows you to you associate
the location with items in your inventory, known as product items.

5. Ifthe location can be moved, like a van or tool box, select Mobile Location.

6. Complete the other fields as appropriate.
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7. Click Save.

8. Inthe Addresses related list, create addresses for the location. The available types of addresses are Mailing, Shipping, Billing, and
Home.

9. Inthe Files related list, attach files like blueprints, photographs, or registration information.

Set Up Your Workforce

Create service resources and crews to represent your workforce. Service resources are Salesforce EDITIONS
users who can perform field service work, while service crews are groups of users—often with
complementary skills or levels of experience—who can be assigned to service appointments as a

Available in: Salesforce

unit Classic and Lightning
Experience
1. Configure Service Resource Settings Available in: Enterprise,
Set up service resource settings and user permissions in your org. Performance, Unlimited,
2. Create Service Resources and Developer Editions

Service resources are individual users or groups of users—known as service crews—who can
perform field service work. Create service resources so you can assign service appointments to
them.

3. Create Service Crews
Set up teams who can be assigned to field service appointments as a unit. A service crew is a group of service resources whose
combined skills and experience make them a good fit to work together on appointments. For example, a wellhead repair crew might
include a hydrologist, a mechanical engineer, and an electrician.

4. Set Up Skills for Field Service

Assign skills to service resources to indicate the type of work that they can perform. You can also add required skills to work orders
and work types so only resources with certain skills can be assigned to complete the work.

Configure Service Resource Settings

Set up service resource settings and user permissions in your org. EDITIONS

@ Nofte: Field Service Lightning must be enabled in your org.
Available in: Salesforce

1. Customize page layouts. Classic and Lightning

a. Decide which related lists to include on the service resource detail page layout. The following Experience

related lists are specific to field service: Available in: Enterprise,
Performance, Unlimited,

e Absences: View and manage the service resource’s absences. ”
and Developer Editions

e (apacities: View and manage the service resource’s capacity, or how much they can
work in a specified time period.

USER PERMISSIONS

e Service Appointments: View and manage the service appointments assigned to the

service resource. To edit page layouts and set

e Service Crews: View and manage the service crews that the service resource belongs field history tracking:

to. * Customize Application
e Service Territories: View and manage the service territories where the service resource To create and edit users:

is available to work. * Manage Internal Users
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Create Service Resources

e Skills: View and manage the service resource’s skills, which represent certifications and areas of expertise.

e Time Sheets: View and manage time sheets, which are used to track the service resource’s time at work.

b. Decide which fields to include on service resource page layouts. The following fields can be removed from the layouts if desired:

e Active: When selected, this option means that the resource can be assigned to work orders. For service tracking purposes,
resources can't be deleted, so deactivating a resource is the best way to send them into retirement.

e (apacity-Based: Capacity-based resources are limited to a certain number of hours or appointments in a specified time
period. A resource’s capacity is defined in the Capacities related list.

e Description: A description of the resource.

¢ Include in Scheduling Optimization: When selected, this option means that the service scheduling optimizer can assign this
resource to work orders during the optimization process. Use only if the Field Service Lightning managed package is installed.

If you intend to create service crews, update the field-level security settings of the Service Crew field so it's not hidden. Then,
add the field to service resource page layouts and make sure that the User field is not marked required.

2. Assign user permissions.

Users Who Will...

Enable Field Service Lightning

View the Service Resources tab and service resources
Create service resources

Edit or deactivate service resources

3. Make the Service Resources tab visible to your users.

Need These Permissions
Customize Application

Read on service resources
Create on service resources

Edit on service resources

Users create and manage service resources from the Service Resources tab. You can add the tab to a custom app or instruct users

to add the tab in Salesforce.

Create Service Resources

Service resources are individual users or groups of users—known as service crews—who can EDITIONS

perform field service work. Create service resources so you can assign service appointments to

them.
1. From the Service Resources tab, click New.

2. Enteraname and description.

Available in: Salesforce
Classic and Lightning
Experience

You may want the name to be the name or title of the associated user or crew. Available in: Enterprise,

Performance, Unlimited,

3. Ifthe resource represents an individual user, select the user in the User field. If the resource and Developer Editions
represents a service crew, leave the User field blank and select the crew in the Service Crew

field. Service resources must list a user or a service crew.

4. If you want to assign the resource to service appointments, select Active.

5. Indicate whether the resource is a technician, dispatcher, or crew.

USER PERMISSIONS

To create service resources:
e Create on service

Resources who are dispatchers can't be capacity-based, included in scheduling optimization, resources
or added to service crews. Only users with the Field Service Dispatcher permission set license

can be dispatchers.

10
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6.

9.

Enter a location if applicable. Service resources might be linked to a location if they manage or operate the location (such as a
warehouse or van).

Select Capacity-Based if the resource is limited to working a certain number of hours or appointments in a specified time period.
You can define the resource’s capacity in the Capacities related list.

Contractors are likely capacity-based.

If you're using the Field Service Lightning managed package with scheduling optimization, select Include in Scheduling Optimization
to let the scheduling optimizer assign the resource to service appointments.

Only users with the Field Service Scheduling permission set license can be included in scheduling optimization.

Click Save.

Once a resource is created, add information about their capabilities.

1.

2.

In the Service Territories related list, select the territories where the resource is available to work.

Indicate whether each territory is the resource’s primary, secondary, or relocation territory. The primary territory is typically the territory
where they work most often—for instance, near their home base—while secondary territories are territories where they can be
assigned to appointments if needed. Relocation territories represent temporary moves.

For example, a service resource might have the following territories:
e Primary territory: West Chicago
e Secondary territories:

- FEast Chicago

- South Chicago

e Relocation territory: Manhat tan, for a three-month period

If the resource is capacity-based, define their capacity in the Capacity related list.
a. Click New Resource Capacity.
b. Entera start date and an end date to indicate when the capacity is in effect for the resource. For example, if the capacity represents
a six-month contract, enter the contract’s start and end dates.
¢. Specify how much the resource can work:
e Select the Time Period that the capacity is based on: hours, days, or months. For example, if the resource can work 80 hours
per month, select Month.

e Ifyou want the resource’s capacity to be based on the number of hours worked, fill out Hours per Time Period. For example,
if the resource can work 80 hours per month, enter 80.

e If you want the resource’s capacity to be based on the number of service appointments they are assigned to, fill out Work
Items per Time Period. For example, if the resource can complete 20 appointments per month, enter 20.

You must enter a value in at least one of these fields: Hours per Time Period and Work Items per Time Period. If you're using the
Field Service Lightning managed package and would like to measure capacity both in hours and in number of work items, enter
a value for both. The resource is considered to reach their capacity based on whichever term is met first—hours or number of
work items.

d. Click Save. You can set multiple capacities for a resource as long as their start and end dates do not overlap.

@ Important: If you aren't using the Field Service Lightning managed package, capacity serves more as a suggestion than
a rule. Resources can still be as scheduled beyond their capacity, and you aren't notified when a resource exceeds their
capadity.

n
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3. Inthe Skills related list, assign skills to indicate the resource’s areas of expertise. For details, see Assign Skills to Service Resources.

Create Service Crews

Set up teams who can be assigned to field service appointments as a unit. A service crew is a group EDITIONS
of service resources whose combined skills and experience make them a good fit to work together
on appointments. For example, a wellhead repair crew might include a hydrologist, a mechanical
engineer, and an electrician.

Available in: Enterprise,
Performance, Unlimited,

1. From the Service Crews tab, click New. and Developer Editions

2. Entera crew name and size.

3. Save your changes. USER PERMISSIONS

4. From the Service Crew Members related list, add service resources to the crew. You can specify To create service crews:
start and end dates for crew members and flag the crew leader. Only service resources of the e Create on service crews
Technician resource type can be added to crews. To create service resources

5. Create a service resource record to represent the crew, which is used to assign the crew to representing crews:
service appointments. Changing a crew’s members doesn't affect its service appointment ¢ Create on service

resources

assignments.
To assign service crews to

@ Note: You can't activate a crew service resource unless the related service crew contains service appointments:
at least one active member. e Edit on service

a. From the Service Resources tab, click New. appointments

b. Enter aname for the crew.

Leaving the User field blank, select the crew in the Service Crew lookup field.

e

Select a Resource Type of Crew.
e. Select Active to be able to assign the crew to service appointments.

Service resources that are crews can't be activated unless the crew has at least one active member.
f. Skip the scheduling optimization option, which doesn't apply to service crews.

g. Save your changes.

6. Assign the crew to service appointments.
a. Inthe Assigned Resources related list on an appointment, click New.
b. Select the service resource that represents the crew, and fill out the other fields as needed.
¢. Saveyour changes.
The crews that a service resource belongs to appear in the Service Crews related list on the resource’s detail page. You can also see all

service crew memberships in the Service Crew Members tab in Salesforce. A service resource can be a member of multiple crews as long
as the membership dates don't overlap.

o Tip: To change the fields that appear in the Service Crew Members related list, update the Service Crew page layout.

Service crews aren't available in Salesforce mobile web, Salesforce for Android, Salesforece foriOS, scheduling optimization, or the Gantt
display.
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Set Up Skills for Field Service

Assign skills to service resources to indicate the type of work that they can perform. You can also
add required skills to work orders and work types so only resources with certain skills can be assigned
to complete the work.

1. Configure Skill Settings

Before you create skills, add skill related lists to field service page layouts and specify who can
view and create skills.

2. Create Skills

To get started with skills, create basic skills in your org. When you assign skills to service resources
or mark them as required on work orders and work types, you can add details like skill level and
duration.

3. Assign Skills to Service Resources

Assign skills to service resources to track their certifications and areas of expertise.

Configure Skill Settings

Before you create skills, add skill related lists to field service page layouts and specify who can view
and create skills.

@ Nofe: Field Service Lightning must be enabled in your org.

1. Customize page layouts.

a.

To be able to specify required skills on work types, add the Skill Requirements related list
to work type page layouts.

To be able to specify required skills on work orders, add the Skill Requirements related list
to work order page layouts.

To be able to specify required skills on work order line items, add the Skill Requirements
related list to work order line item page layouts.

To be able to assign skills to service resources, add the Skills related list to service resource
page layouts.

2. Assign user permissions.

Users Who Will...

Need These Permissions

Set Up Skills for Field Service

Available in: Salesforce
Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To edit page layouts:
e Customize Application

To create and edit users:
* Manage Internal Users

Enable Field Service Lightning
Create, update, and delete skills in Setup
Assign skills to service resources

View resources’ skills

Add required skills to work orders, work order

line items, or work types

View required skills on work orders, work order

line items, or work types

Customize Application
Customize Application
Edit on service resources
Read on service resources

Edit on work orders, work order line items, or
work types

Read on work orders, work order line items,
or work types

13
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Set Up Skills for Field Service

3. Decide how skill levels should be determined.
Skills assigned to a service resource or to a work order, work order line item, or work type can have a skill level from 0 to 99.99. For
example, you can:
e Use the Skill Level field to indicate years of experience.
e (reate a matrix that corresponds professional license classes to skill level numbers.
O
e Ifyou'd like to limit potential skill level values, create a validation rule that, for example, only allows multiples of 10.
e (Create field-level help that lets your users know how skill level is determined.
Create Skills

To get started with skills, create basic skills in your org. When you assign skills to service resources
or mark them as required on work orders and work types, you can add details like skill level and
duration.

1.

o w N

From Setup, enter Ski11s inthe Quick Find box, then select Skills under Field Service.
Enter a name. Forexample, Electrician Certification.

Enter a description.

Skip the Assign Users and Assign Profiles sections, which are specific to Live Agent.

Click Save.
You can now assign the skill to service resources or list it as required on work types, work orders,
and work order line items.

Assign Skills to Service Resources

Assign skills to service resources to track their certifications and areas of expertise.

1.
2.
3.

Navigate to the resource that needs a skill assigned.
In the Skills related list, click New Service Resource Skill.

Select a skill. Skills must be created before they can be assigned to a resource; to learn how, see
Create Skills.

Enter a skill level from 0 to 99.99 based on how your business measures skill level.

5. Enter astart date and, if needed, an end date. For example, if a technician must be recertified

6.

in a particular skill every six months, you can enter an end date that's six months later than the
start date.

Click Save. The resource’s skill now appears in their Skills related list.

o Tip: Tomake it easier to track a resource’s abilities, upload photos of licenses and certifications

in the Files section on the resource’s detail page.
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EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To create skills:
e Customize Application

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To assign skills to resources:
e Editon service resources
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Set Up Time Tracking

Set Up Time Tracking

Establish operating hours for service territories and service resources to indicate when field service
work can take place. Use time sheets to track how much time your field service employees spend
on tasks.

Create Operating Hours

Define operating hours and assign them to service territories, service territory members, or
accounts to indicate their field service hours.

Set Up Time Sheets

Control what you track on service resource time sheets.

Create Time Sheets
Time sheets let service resources track their time and attendance.

Create Operating Hours

Define operating hours and assign them to service territories, service territory members, or accounts
to indicate their field service hours.

By default, only System Administrators can view, create, and assign operating hours.

@ Important: Before you get started, read Operating Hours Considerations.

1.

2
3.
4

Click the Operating Hours tab, then click New.
Enter a name, description, and time zone.
Click Save.

In the Time Slots related list on the operating hours, create time slots for each day. For example,
if the operating hours should be 8 AM to 5 PM Monday through Friday, create five time slots,
one per day. To reflect breaks such as lunch hours, create multiple time slots in a day: for example,
Monday 8:00 AM - 12:00 PMand Monday 1:00 PM - 5:00 PM.Toestablish
24/7 operating hours, create a time slot for each day of the week that begins and ends at 12:00
AM.

Assign the operating hours to one or more service territories.

a. Navigate to the service territory detail page.

b. Select the desired hours in the Operating Hours lookup field on the territory detail page.
c. Save your changes.

Service resources automatically use their service territory’s operating hours. If a resource needs

different operating hours than their territory, update their service territory member record to
reflect this.

a. From the Operating Hours tab, create separate operating hours to assign to the service
territory member.

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To create operating hours:

e Create on operating
hours

To assign operating hours
to service resources:

e Edit on service resources

To assign operating hours
to service territories:

e Edit on service territories

To assign operating hours
to accounts:

e Edit on accounts

b. Fromthe Service Territory Members related list on the service territory, click the Member Number for the territory member whose

hours you want to modify.

¢. Select the desired hours in the Operating Hours field.
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d. Save your changes.

Set Up Time Sheets

7. Ifneeded, assign operating hours to accounts. From the account detail page, select the desired hours in the Operating Hours field.

@ Note: Ifthe Field Service Lightning managed package is installed in your org, the default operating hours used when booking
an appointment for an account are set elsewhere. From the Field Service Settings tab, click Global Actions, then select

Appointment Booking and update the operating hours listed there.

Set Up Time Sheets

Control what you track on service resource time sheets.

Time sheets make it possible to track service resources’ time and attendance. A time sheet covers
a defined period of time, such as a week or a month. Each time sheet is made up of time sheet
entries, which track specific tasks, travel time, and break time.

@ Nofte: Field Service Lightning must be enabled in your org.

1. Customize the Time Sheet Entry page layout.

a. From Setup, enter Time Sheet Entries inthe Quick Find box, then select Page
Layouts under Time Sheet Entries.

b. Click Edit next to a layout you want to change or click New to create one.
¢. Select and arrange the fields on the Time Sheet Entry page layout.

d. Click Save.

2. Customize the Time Sheets page layout.

a. FromSetup,enter Time Sheets inthe QuickFind box, then select Page Layouts under
Time Sheets.

b. Click Edit next to a layout you want to change or click New to create one.
c. Select and arrange the fields on the Time Sheet page layout.
d. Add the Time Sheet Entries related list to the Time Sheet page layout.

e. C(lick Save.

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To edit page layouts and set
field history tracking:

e Customize Application

To create and edit users:
* Manage Internal Users

3. Add the Time Sheets related list to the service resource page layout. This lets service resources manage their time sheets.

T 9

Click Edit next to a layout you want to change or click New to create one.
Select Related Lists.
d. Dragand drop the Time Sheets related list to the Service Resource page layout.

e. C(lick Save.
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Create Time Sheets

Time sheets let service resources track their time and attendance.

@ Nofte: Field Service Lightning must be enabled in your org.

1.
2.
3.

From the Time Sheets tab, click New.
Use the lookup field to enter a service resource within your org.

Enter a start and end date for your time sheet.

If you want to use a different time sheet for each day, enter the same start and end date.

In the Time Sheet Entries related list, click New.

Enter start and end dates and times.

Time sheet entries are for individual activities; for example, travel, dryer repair, or break. Therefore,
the start and end dates are usually the same. Only the time changes.

Fill in the rest of the fields according to your needs.

Click Save.

Set Up Work Orders

Create Time Sheets

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To create time sheets:
e Create on time sheets

Awork order represents work to be performed on your customers’ products. Learn how to configure
work order settings and create time-saving templates called work types.

Configure Work Order Settings

Control how your users work with work orders by customizing page layouts, user permissions,
and more.

Create Work Types

Chances are, your business performs the same tasks for multiple customers. Work types are
templates that save you time and make it easier to standardize your field service work.

Create Work Orders

Create work orders to track work to be performed for a customer.

Choose Preferred Service Resources on Work Orders

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

You can designate certain service resources as preferred, required, or excluded on specific accounts or work orders. Work orders

inherit their associated account’s resource preferences.
Add Required Skills to Work Orders or Work Types

Define skill requirements on work types, work orders, and work order line items to ensure that the work is assigned to a service

resource with the right skills.

Create Service Appointments

Service appointments help you track field service work to be performed for customers. While work orders describe the work to be
performed, service appointments are where you add the scheduling and assignment details. You can associate service appointments

with several types of records.

Create Maintenance Plans

An ounce of prevention is worth a pound of cure. Create preventive maintenance plans for specific assets so your customers never

miss a beat.
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Configure Work Order Settings

Control how your users work with work orders by customizing page layouts, user permissions, and EDITIONS

more.

1. Customize page layouts. Available in: Salesforce
Classic and Lightning

a. Tolet users view and create work orders that are related to other records, add the Work
Orders related list to other objects’ page layouts. These objects’ page layouts can include
the related list: Available in: Professional,

Enterprise, Performance,

Experience

e Account
Unlimited, and Developer
® Asset Editions
o (ase
* Contact USER PERMISSIONS

e Entitlement
To edit page layouts and set

¢ Maintenance Plan field history tracking:

@ Nofe: To add the Work Orders related list to maintenance plan page layouts, ¢ Customize Application
change the field-level security for the Maintenance Plan and Suggested To create and edit users:
Maintenance Date fields on work orders to make them available to users. e Manage Internal Users

e Service Contract

b. To let users view work order line items that are associated with a particular asset, add the Work Order Line Items related list to
Asset page layouts.

¢. Tolet users make one work order the parent of another, add the Parent Work Order field and Child Work Orders related list to
work order page layouts. To let users see the top-level work order in a work order hierarchy, add the read-only Root Work Order
field.

d. To let users make one work order line item the parent of another line item, add the Parent Work Order Line Item field and Child
Work Order Line Items related list to work order line item page layouts. To let users see the top-level line item in a work order
line item hierarchy, add the read-only Root Work Order Line Item field.

e. Control which related lists appear on work order page layouts. You may want to include the following.
e Products Consumed: Products used during the completion of the work order
e Product Requests: Products requested for the work order
e Product Request Line Items: Line items on product requests
e Products Required: Products needed to complete the work order
e Resource Preferences: Preferred, required, or excluded service resources on the work order
e Service Appointments: Appointments indicating when the work is scheduled
e Service Reports: Reports summarizing the work for customers
e Skill Requirements: Skills that technicians need to complete the work order
e Time Sheet Entries: Schedule of technicians’ time spent on the work order

e Work Order Line Items: Subtasks or steps on the work order

2. Assign user permissions.
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Users Who WIill.... Need These Permissions Permissions Are Auto-Enabled on
These Standard Profiles

Enable Field Service Lightning Customize Application System Administrator
View the Work Orders tab, work orders, Read on work orders Read Only, Standard User, Solution
and work order line items Manager, Contract Manager, Marketing

User, and System Administrator

Create or clone work orders Create on work orders Standard User, Solution Manager, Contract
Manager, Marketing User, and System
Administrator

Edit work orders Edit on work orders Standard User, Solution Manager, Contract
Manager, Marketing User, and System
Administrator

Delete work orders Delete on work orders System Administrator
Create, clone, edit, or delete work order  Edit on work orders Standard User, Solution Manager, Contract
line items Manager, Marketing User, and System

Administrator

3. Make the Work Orders tab visible to your users.
Users create and manage work orders from the Work Orders tab. You can add the tab to a custom app or instruct users to add the
tab in Salesforce.

@ Note: The Work Orders tab is default ON for the following user profiles: Read Only, Standard User, Solution Manager, Contract
Manager, Marketing User, and System Administrator.

4. Optionally, add work orders as a navigation tab item in the service console.

5. Control which fields appear on work order page layouts. Depending on when your org was created, the field-level security settings
on some fields must be updated so the fields can be added to the page layouts.

6. Optionally, add your own custom values to the Status picklist field on work orders or work order line items.
The Status field comes with these default values:
* New
e InProgress
e On Hold
e Completed
e (Cannot Complete
e (losed

e (anceled

When you create a custom value, select a status category that the value falls into. The available status categories match the default
status values. For example, if you create a Waiting for Response value, you may decide that it belongs in the On Hold category.

The status Category field can be useful to reference in custom apps, triggers, and validation rules. Status categories let you
extend and customize the work life cycle while still maintaining a consistent work classification for tracking, reporting, and business
process management.
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7.

Create Work Types

If you want your team to be able to attach Knowledge articles to work orders or work order line items, add Knowledge components

to work order page layouts.

@ Note: Knowledge must already be set up in your org.

a. Tolet users view and modify linked articles from the console, navigate to work order page layouts in Setup. In the layout editor,
select Custom Console Components and add the Knowledge One widget to the console sidebar (recommended).

b. To let users view and modify linked articles from a work order’s detail page, add the Articles related list to the work order detail

page layout (recommended).

¢. Tolet users attach Knowledge articles to work order line items, follow the previous two steps for work order line items layouts.

Create Work Types

Chances are, your business performs the same tasks for multiple customers. Work types are templates
that save you time and make it easier to standardize your field service work.

1.
2.

7.

From the Work Types tab, click New.

Entera name and description. Try to use a name that helps users quickly understand the nature
of the records that can be created from the work type. For example, Annual
Refrigerator Maintenance Of Valve Replacement.

Enter an Estimated Duration, which is how long the work is estimated to take, and a Duration
Type of Minutes or Hours.

Select a service report template to be applied to service reports for records that use the work
type. If a different service report template is specified on the record, that overrides the work
type template.

Add a Minimum Crew Size and Recommended Crew Size to indicate the desired size of a service
crew assigned to the work. For example, specify that the work is best handled by a crew of 3
(recommended crew size), but can be done with just 2 technicians (minimum crew size).

o Tip: The crew size fields are hidden for all users by default. If you don't see them, you
may need to update their field-level security settings in Setup.

If you'd like a service appointment to be automatically created on work orders and work order
line items that use the work type, select Auto-Create Service Appointment.

@ Note:

e By default, the Due Date on auto-created service appointments is seven days after
the created date. Admins can adjust this offset from the Field Service Settings page
in Setup.

e If a work type with the Auto-Create Service Appointment option selected is added
to an existing work order or work order line item, a service appointment is only created
for the work order or work order line item if it doesn't yet have one.

e If someone updates an existing work type by selecting the Auto-Create Service
Appointment option, service appointments aren't created on work orders and work
order line items that were already using the work type.

Click Save.
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Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To create work types:
e Create on work types

To apply work types to work
orders or work order line
items:

e Edit on work orders

To apply work types to

service appointments:

e Edit on service
appointments
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8. Ifthe task represented by the work type requires certain skills or certifications, add them in the Skill Requirements related list. Skills
must be created before they can be added as a required skill; to learn how, see Create Skills.

9. If certain products are needed to complete the type of work, add them in the Products Required related list.

10. To apply a work type to a work order, work order line item, or service appointment, select the work type in the Work Type lookup
field on the record when creating it. When you add a work type, the work order or work order line item inherits the work type’s
settings.

@ Note:
® You can update a record’s settings after they're inherited from the work type.

e Ifaworkorder or work order line item already has required skills or products, associating it with a work type doesn’t cause
it to inherit the work type's required skills or products.

e Customizations to required skills or products, such as validation rules or Apex triggers, are not carried over from work types
to work orders and work order line items.

@ Example: Suppose you own a window company that often installs windows. Your window installations typically last 90 minutes.
You can create a work type with the following settings:

e Name: Window Installation
e Description: Standard installation of single- or double-paned windows
e Estimated Duration: 90
e Duration Type: Minutes
e Skill Requirements:
- Window Installation witha skill level of 50

- Window Cleaning witha skill level of 10

e Products Required: 1 Hammer

e The option to auto-create a service appointment is selected

When a customer needs a window installed, create a work order for them and select the Window Installation work type in the
Work Type lookup field. This auto-populates the work order’s duration, required skills, and required products and automatically
creates a service appointment on the work order.
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Create Work Orders

Create work orders to track work to be performed for a customer.
1.
2.

o

From the Work Orders tab or the Work Orders related list on a record, click New.

Optionally, select a work type. Work types are templates that auto-populate the following

settings on work orders:

Enter the address where the work order is taking place. The work order’s service appointments
and line items inherit its address, though the address on line items can be updated.

Optionally, select a price book. This lets you select a corresponding price book entry (product)
for each work order line item, and is used on Product Consumed records that are associated

Duration

Duration Type

Minimum Crew Size
Recommended Crew Size
Service Report Template
Skill Requirements
Products Required

Auto-creation of a service appointment

with price book entries.

Create Work Orders

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To create or clone work
orders:
e Create on work orders

To create work order line
items:

e Edit on work orders

If you're tracking pricing on work orders, enter the tax amount. For example, in a work order whose total price is $200, enter 20 to
apply a 10 percent tax. You can enter a number with or without the currency symbol and you can use up to two decimal places.

Fill out the remaining fields as needed.

Click Save.

Optionally, add further details in the work order’s related lists.

a.

Create line items via the Work Order Line Items related list. Work order line items represent specific tasks that a technician must
perform to complete the work order. They can be marked as completed one by one, and can each have their own active service
appointment. Pricing details like discounts and unit price are set at the line item level on work orders.

Specify which skills are required to complete the work order from the Skill Requirements related list. For details, see Add Required

Skills to Work Orders or Work Types.

Specify which products are required to complete the work order from the Products Required related list.

Create a service appointment from the Service Appointments related list. Service appointments are where you assign service
resources and add scheduling details. Work orders and work order line items can have multiple service appointments.

@ Note: If Auto-Complete Service Appointment is selected on the associated work type, a service appointment is
automatically created when you create the work order. However, if you are using the Field Service Lightning Managed
Package, you must enable Derive the Service Appointment due date from its Work Type and Set your default
Service Appointment duration to one hour on the Service Appointment Lifecycle page of Field Service Settings tab.
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Choose Preferred Service Resources on Work Orders

You can designate certain service resources as preferred, required, or excluded on specific accounts
or work orders. Work orders inherit their associated account’s resource preferences.

Add preferences to an account or work order via the Resource Preferences related list. Simply select
the service resource, select a preference level, and save your changes.

@ Nofe: You can't add preferences for service resources who are inactive or dispatchers.

Resource preferences serve more as a suggestion than a requirement. You can still assign a service
appointment to any resource regardless of the related work order’s resource preferences.

If you don't want to establish resource preferences at the account level, you can also create them
on individual work orders if needed.

Example:

e Ifyour customer, ABC Labs, has had positive experiences with Alicia, a service resource,
you can create a resource preference on the ABC Labs account that designates Alicia as
“Preferred”

e If ABCLabs had a bad experience with Nigel, a service resource, you can create a resource
preference on the ABC Labs account that designates Nigel as “Excluded”

e |f ABC Labs purchased a challenging piece of equipment which was installed by Evan, a
service resource, you can create a resource preference on the ABC Labs account that
designates Evan as “Required”

When a work order is created for ABC Labs, it automatically lists those three preferences.
When the time comes to schedule the work order, the dispatcher knows to assign the
corresponding service appointment to Evan and, if a second technician is needed, to Alicia
if she is available. The dispatcher also knows never to assign the account’s service appointments
to Nigel.

Add Required Skills to Work Orders or Work Types

Define skill requirements on work types, work orders, and work order line items to ensure that the
work is assigned to a service resource with the right skills.

Adding required skills to work types saves you time and keeps your business processes consistent.
Work orders and work order line items inherit their work type’s required skills. For example, if all
annual maintenance visits for your Classic Refrigerator product require a Refrigerator Maintenance
skill level of at least 50, add that required skill to the Annual Maintenance Visit work type. When it's
time to create a work order for a customer’s annual fridge maintenance, applying that work type
to the work order adds the required skill.

@ Note:

After a work order inherits its work type’s skill requirements, you can modify them on the
work order if needed.

e Changingaworktype's skill requirements doesn't affect the requirements on work orders
that were created using that work type.

e Ifyou add a work type to an existing work order, the work order only inherits the skill
requirements if the work order didn't yet have any.
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EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To create resource
preferences on accounts:
e Edit on accounts

To create resource
preferences on work orders:
e Edit on work orders

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To add skill requirements to

work orders, work order line

items, or work types:

e Edit on work orders,
work order line items, or
work types
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Create Service Appointments

The previous rules are also true for work order line items. Work order line items don't inherit their parent work order’s skill

requirements.

To add a required skill to a work order, work order line item, or work type:

1.

v o W

Navigate to the record that needs required skills.

In the Skill Requirements related list, click New.

Select a skill. Skills must be created before they can be added as a requirement; to learn how, see Create Skills.

Enter a skill level from 0 to 99. 99 based on how your business measures skill level.

Click Save. The skill now appears in the Skill Requirements related list on the record.

You can still assign a work order, work order line item, or related service appointment to a service resource that does not possess the
required skills, so required skills serve more as a suggestion than a rule.

If you're using the Field Service Lightning managed package, you can use matching rules to ensure that appointments are only assigned
to service resources who possess the required skills listed on the parent work order.

Create Service Appointments

Service appointments help you track field service work to be performed for customers. While work
orders describe the work to be performed, service appointments are where you add the scheduling
and assignment details. You can associate service appointments with several types of records.

Service appointments can be added to work orders, work order line items, opportunities, accounts,
or assets. To create a service appointment:

1.
2.
3.

Navigate to the record that the appointment is associated with.

In the Service Appointments related list, click New Service Appointment.

Fill out the General Information section:

a.
b.

d.

Add an appointment subject and description.

If needed, update the duration. If the parent record is work order or work order line item,
the appointment inherits its duration from its parent.

Fill out the Earliest Start Permitted and Due Date fields, which together represent the window
during which the appointment must be completed. These fields typically represent terms
in the customer’s service-level agreement.

In the Service Note field, add notes such as an appointment summary or recommendations.

Depending on your settings, these notes might appear on a customer-facing service report.

Fill out the Scheduled Times section:

a.

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To create service

appointments:

e Create on service
appointments

Add scheduled start and end times. If you're using the Field Service Lightning managed package with the scheduling optimizer,

these fields are populated when the appointment is scheduled.

Define an arrival window, which is the window of time when the technician is expected to arrive at the site. This window is
typically larger than the scheduled start and end window to allow time for delays and scheduling changes. You may choose to
share the arrival window start and end with the customer, but keep the scheduled start and end internal-only.

Assign service resources to the appointment in the Assigned Resources related list. If the parent record is a work order, work order
line item, or account, check the parent for any resource preferences.

@ Note: Service resource who are dispatchers can't be assigned to service appointments.
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Create Maintenance Plans

6. When the technician completes the appointment, have them fill out the Actual Times section to indicate when the appointment
started and ended. In addition, they can enter the number of minutes it took to travel to the appointment in the Actual Travel Time

field on their assigned resource record.

You can also create service appointments from the Service Appointments tab. Even better, work types have an Auto-Create Service
Appointment option which, if selected, auto-creates a service appointment on work orders or work order line items that use the work
type. For details, see Create Work Types.

Create Maintenance Plans

An ounce of prevention is worth a pound of cure. Create preventive maintenance plans for specific
assets so your customers never miss a beat.

Maintenance plans let you define how often maintenance occurs and save time by automatically
generating work orders for all future maintenance visits. Plans can be associated with clients
(accounts), work types, service contracts, and assets.

@ Note: Field Service Lightning must be enabled in your org.

1.

2
3.
4

From the Maintenance Plans tab, click New.
If available, use the lookup fields to enter a work type, an account, and a service contract.
Enter a start date.

Enter the date of the first work order in the next batch.

This is the suggested date of service for the work order, not the date the work order is created.

In the Frequency field, enter how often you need a work order created. In the Frequency Type
field, select the unit of frequency.

For example, if you need a work order every month, enter 1 and select Month.

In the Generation Timeframe field, enter how far in advance you want to generate work orders
in each batch. In the Generation Timeframe Type field, select the unit of timeframe.

For example, if you need work orders for six months, enter 6 and select Month.

Fill in the rest of the fields according to your needs.
Click Save.

Add assets covered by the plan in the Maintenance Assets related list.

o Tip: To control which fields appear in the related list, edit the Maintenance Assets page
layout in Setup.

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and