
WHY HVAC COMPANIES
 FAIL AND LOSE MONEY...

Elevating HVAC success: 
Addressing challenges, boosting profitability, and
revitalizing operations with Field Service Software

...AND HOW TO TURN THINGS AROUND
WITH FIELD SERVICE SOFTWARE



In the dynamic world of HVAC operations, companies face a myriad of
challenges that often contribute to stress and complications for field
technicians. These issues, prevalent across companies of all sizes, include
the urgency of customer-reported emergencies that demand swift and
effective solutions. Meeting these demands necessitates a heightened
focus on customer service excellence.

Heating, ventilation, air conditioning, and refrigeration enterprises face
specific challenges in effectively coordinating field service visits. With
increasing demand and elevated consumer expectations, numerous HVAC
businesses struggle with outdated manual procedures and fragmented
systems, including the use of spreadsheets, which hinder overall
productivity.

Another common challenge lies in managing a workforce with varying skill
sets and expertise levels, creating complexities in assigning the most
suitable teams to specific tasks. This diversity within the workforce can
impact overall operational efficiency and customer satisfaction.

Efficiency in the HVAC industry thrives on process automation and
minimized paperwork. Field service software, leveraging cloud-based
documentation systems, empowers technicians to effortlessly access
customer information and job specifications, resulting in heightened
operational efficiency.

In the pages of this ebook, we explore these challenges more thoroughly,
providing insights, suggestions, and trends to navigate the complexities of
HVAC operations.

THE TRADITIONAL STYLE OF 
HVAC FIELD SERVICE IS OUTDATED...



HVAC companies encounter operational challenges that create
stress for dispatchers and field technicians. Irrespective of size,
these companies frequently receive emergency calls from
customers, demanding top-notch customer service. 

The diverse skill levels among workers add complexity to the
assignment of the appropriate team to specific jobs. Like any
business, HVAC companies aim for growth. Employees, in the
pursuit of their roles, must also undertake tasks crucial for the
overall expansion of the business.

Field service management in HVAC companies presents various
challenges, including:

Scheduling Complex HVAC teams

Workforce Productivity

Improved Customer Satisfaction

Online / offline capabilities

Technology integration

Regulatory Compliance

Data-driven Insights

Business Growth Strategies



Is your HVAC service team thoroughly equipped and ready for their
tasks? Do they have the necessary tools, components, access to
previous job records, and crucial information to ensure successful
job completion on the initial visit?

Research from the Aberdeen Group reveals that the "average" field
service organization achieves an admirable 80% resolution rate on
the initial visit, whereas the "laggards" struggle with a lower rate of
63%. This indicates that, in numerous instances, more than 20% of
customers express dissatisfaction with the provided service,
leading to significant long-term impacts. 

Do you have the right software to boost readiness, improve
success rates on initial visits, and optimize the efficiency of your
HVAC service? With a comprehensive overview of all scheduled jobs
and access to crucial details for each task - such as scheduled time,
location, planned materials, and dispatcher messages - your team
can enhance performance and surpass customer expectations.



ExpandIT allows dispatchers to
effortlessly modify plans in
response to evolving information
or updates. Quick and seamless
communication of updates and
changes becomes possible with
field technicians and customers
through the software.

Accessing data as needed enables
HVAC technicians to better prepare
for service visits, ultimately
boosting first-time fix rates. They
can review all scheduled jobs for a
specific day, week, or month. For
each job, HVAC technicians can
observe the scheduled time,
location, planned materials, and
messages from the dispatcher. 

Additionally, they can record time
spent on the job and add materials
and attachments.

Securing precise alignment among
the correct personnel, tools, and
timing is essential for your
business. 

Our investigation revealed that 25%
of field service organizations still
rely on spreadsheets for job
scheduling, while others persist in
using manual methods such as
whiteboards. This manual schedu-
ling approach hampers the ability
to promptly respond to changes or
make swift adjustments.

Field service software empowers
dispatchers to make informed
decisions by consolidating all
necessary information in one
accessible platform.

SCHEDULING



In the field, service technicians face the task of staying informed
and transmitting crucial documents to the office. This challenge
becomes pronounced in locations with limited internet
connectivity, such as underground spaces, building basements, or
remote rural areas with minimal cell service.

For HVAC businesses, the adoption of mobile field service software
that seamlessly operates in both online and offline modes proves
to be a valuable solution. This technology addresses the incon-
venience of job delays resulting from technicians being unable to
access essential documents.

ExpandIT, in particular, maintains its full functionality even in
offline mode. This feature becomes instrumental in mitigating
disruptions, allowing technicians to carry out tasks seamlessly. 

The software efficiently syncs with the office database as soon as
the service technician regains connectivity, ensuring a swift and
straightforward process for all parties involved in the field service
operations.

MOBILE FIELD SERVICE SOFTWARE WITH
ONLINE AND OFFLINE CAPABILITIES



Uninterrupted Access
Technicians have the capability
to retrieve essential information,
job details, and customer data
even in locations with limited or
no internet connectivity. This
guarantees a seamless
workflow, especially in remote or
underground settings.

Instant Updates
With online capabilities,
technicians can instantly update
job statuses, submit reports, and
communicate with the office in
real-time. This facilitates quicker
decision-making and improved
communication.

Improved Efficiency
In offline mode, technicians can
seamlessly continue working on
tasks, access documents, and
fulfill job assignments even
without internet access. This
reduces downtime and
enhances overall operational
efficiency.

Reduced Delays
In situations with restricted
internet connectivity, the offline
feature prevents delays in
accessing vital information,
avoiding interruptions in service
delivery and ensuring customer
satisfaction.

Data Synchronization
When technicians regain internet
connectivity, the system
seamlessly syncs with the office
database, accurately capturing
all data, updates, and completed
tasks, ensuring precise and
current records.

Flexible Deployment
The flexibility of online and
offline functionality makes
ExpandIT adaptable to various
field service scenarios, providing
a versatile solution for HVAC
businesses operating in diverse
environments.

The online/offline benefits of ExpandIT for HVAC field service management
ensures continuous access to information, real-time updates, increased
efficiency, reduced delays, and seamless data synchronization, contributing
to a more robust and responsive field service operation.



Proactive measures can be taken
to potentially avert issues
altogether. Implementing preven-
tive maintenance plans for the
systems you install not only keeps
customers content but also
fosters trust in your business,
providing them with consistent
peace of mind. 

Effectively managing customer
relations during crises involves
keeping clients informed and
ensuring swift responses. 

According to a Microsoft Custom-
er Service report, "68% of
customers hold a more
favorable view of brands that
offer or initiate proactive
customer service notifications." 

Creating consistent and clear
communication assists in easing
customer worries, cultivating
satisfaction, and fostering loyalty
to your business.

Facing challenging customers is a
universal experience across
industries, though more prevalent
in certain sectors. 

In the HVAC industry, customer
dissatisfaction often stems from
reasons beyond the technician's
control, yet they bear the
responsibility of addressing the
aftermath. 

Dealing with customers calling in
distress during extreme weather
conditions, like sweltering heat
with a malfunctioning air
conditioner, can lead to less-than-
pleasant conversations. 

The challenge is compounded
when customers may not fully
grasp the scope of the necessary
repairs, leading to heightened
frustration upon learning about the
associated costs. How should one
navigate such situations?



The Impact of ExpandIT on 
Resource Planners and Field Workers 

Dispatchers
Orchestrators of Operations
Resource Planners gain a bird's-
eye view of resource availability
with ExpandIT. 

This transparency enables infor-
med decision-making, allowing
them to adapt swiftly to changes
and unforeseen developments in
real-time.

ExpandIT redefines the
dispatcher's role with real-time
scheduling precision. Dispatchers
gain a comprehensive view of
field technicians' availability,
locations, and workloads,
allowing for dynamic job
assignment that ensures tasks
are routed to the most suitable
personnel.

Ensuring seamless communica-
tion among field technicians,
dispatchers, service managers,
and customers is paramount for
optimizing field service
operations.

Field Workers
Champions in the Field
Field technicians have access to
all the information they need
with ExpandIT, from comprehen-
sive job details to customer
history. 

Real-time updates on job assign-
ments and statuses keep them
informed, allowing better time
management and proactive task
completion.

ExpandIT fosters collaborative
decision-making through real-
time updates. Immediate access
to service history, specific
requirements, and equipment
details empowers field
technicians to better prepare for
service visits and address
customer needs with precision.
This not only elevates the quality
of service provided but also
creates a mutually beneficial
scenario for all stakeholders.

It's a collective win, ensuring
success and satisfaction for
everyone involved!

Effective field service management requires seamless collaboration
between Dispatchers and Field Workers. ExpandIT transforms the roles
of these key players, streamlining coordination and boosting efficiency.



WORK PROCESSES

INNOVATION  

GETTING STARTED WITH 
EXPANDIT IS EASY!

CUSTOMER SERVICE 

COMPETITIVENESS

IT IS EASIER THAN YOU THINK TO MOVE YOUR FIELD SERVICE
PROCESSES TO EXPANDIT. THE INTUITIVE SOFTWARE MAKES IT EASY

FOR ANYONE TO PICK UP AND START USING STRAIGHT AWAY.

SIMPLY REQUEST A FREE TRIAL TODAY BY MAIL:
SALES@EXPANDIT.COM AND YOU’ WILL BE CREATING JOBS,

SCHEDULING THEM AND BUILDING FORMS IN NO TIME.

WWW.EXPANDIT.COM

The ExpandIT Advantage
 TAKE AN IN-DEPTH LOOK AT HOW EXPANDIT OPERATES WITHIN THE

FIELD SERVICE SOFTWARE ECOSYSTEM. 
EXPLORE THE UNIQUE FEATURES AND FUNCTIONALITIES 

THAT SET EXPANDIT APART, PROVIDING
A SOLUTION TAILORED TO YOUR SPECIFIC NEEDS.

mailto:sales@expandit.com

