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Please see the Appendix for detailed methodology, market definition, and scoring criteria. 

IN THIS EXCERPT 

The content for this excerpt was taken directly from IDC MarketScape: Worldwide Mobile Field 

Force Management Solutions for Utilities 2018 Vendor Assessment (Doc # US41390617).  All or 

parts of the following sections are included in this excerpt: IDC Opinion, IDC MarketScape Vendor 

Inclusion Criteria, Essential Guidance, Vendor Summary Profile, Appendix and Learn More.  Also 

included is Figure 1. 

IDC OPINION 

This IDC MarketScape provides electric, gas, and water utilities with critical information necessary 

in assessing mobile field force management (MFFM) solutions, also called mobile workforce 

management, in the utility industry. Whether due to the need for a new implementation, or due to 

necessity to catch up with the sector's developments, utilities can use this study to receive insights 

into vendors' capabilities and strategies. 

After evaluating technology vendors in the MFFM domain, IDC Energy Insights' key findings are: 

▪ A healthy, diverse ecosystem of vendors exists. Large suppliers of industry solutions 

compete with smaller specialized software companies. Not all of them address the utility 

sector exclusively. Moreover, they bring with them varying levels of experience. 

▪ Implementation time greatly varies. Ranging from a couple of months to more than a year, 

this aspect has a strong impact on the total cost of the solution to be implemented. 

Differing degrees of complexity inherent to software products are decisive with respect to 

both costs and time for implementation. 

▪ Scheduling engines have gotten smarter. Most vendors have empowered their scheduling 

engines with machine learning (ML). This reduces the need for manual routine scheduling. 

Nevertheless, algorithms are not always capable of handling emergency situations 

autonomously. 

▪ Experimentation with new technologies shows great promise. While still at a premature 

stage, some vendors are making their first attempts with augmented reality (AR). The use 

of AR will be among the main pillars of innovation for MFFM in the coming years, 

especially when it comes to equipment inspection. 

IDC MARKETSCAPE VENDOR INCLUSION CRITERIA 

To be considered in this IDC Energy Insights study, firms must have established a reputation 

working in the utilities industry at worldwide level. Vendors must meet the following minimum 

criteria: 

▪ Footprint in the utilities industry. A minimum market share or revenue is not required. 

Nevertheless, the vendor needs to strategically address the utilities industry and be a 

relevant international player. 

▪ Product availability. The product needs to be a commercial off-the-shelf (COTS) software. 

It can be delivered as an on-premise installation or via cloud (software as a service or 

SaaS). 

▪ Product suitability. MFFM products are not required to be uniquely designed for utilities but 

must be capable of supporting industry-specific needs. 
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▪ Implementation across geographies. The vendor must have at least three projects/live 

implementations in utilities, and the solution must be available and supported in at least 

two of the following regions: Western Europe, Central and Eastern Europe, the Middle 

East and Africa, Asia/Pacific, North America, and Latin America. 

Some vendors did not meet the inclusion criteria and were excluded from this analysis. 

Nevertheless, Salesforce, ServicePower, and isMobile are vendors worth mentioning. 

ADVICE FOR TECHNOLOGY BUYERS 

This IDC MarketScape supports utilities in evaluating mobile field force management solutions. It 

analyzes vendors addressing utilities' specific needs and outlines the criteria by which they were 

evaluated. When utilities are faced with the need for decision making with regards to mobile field 

force management, it is essential to consider the context in which this decision will be taken. The 

company's individual characteristics alter the importance that must be placed on various aspects of 

the solution.  

Notably, utilities should consider the following: 

▪ Fieldwork duration. An important distinction must be made between short-cycle and long-

cycle work. While the former usually refers to fieldwork that does not exceed a workday, 

the latter entails complex work that might involve several crews working over a longer 

period of time on the same project. Depending on the presence of specific needs (e.g., 

smart meter rollout, generation asset maintenance), utilities may need to pay close 

attention to this aspect. 

▪ End-customer interaction. Enabling interaction between the utility and end customers is a 

distinctive capability of some MFFM solutions. Retailers (and more generally, utilities) 

addressing large numbers of customers should carefully consider this aspect when 

evaluating this type of solutions. After all, motivation for fieldwork often comes as a result 

of interaction with customers. 

▪ Cloud technology. SaaS MFFM solutions are not always cloud agnostic. Consequently, the 

choice of a single cloud service provider for the rest of a utility's infrastructure may impact 

available solutions. Even if the MFFM software is delivered on multiple cloud platforms, 

vendors sometimes have accumulated experience with one of these platforms, rather than 

with all of them. 

▪ Implementation approach. Whether the vendor or a systems integrator (SI) carries out 

implementation greatly influences the complexity of the project and, in turn, the resulting 

duration and cost. Beyond the existence of an internal consulting team, vendors' limited 

geographic presence often means a third party must be entrusted with implementation. 

Additionally, implementation experience for a given MFFM solution might be nonexistent 

among SIs in some geographies. 

VENDOR SUMMARY PROFILES 

This section briefly explains IDC's key observations resulting in a vendor's position in this IDC 

MarketScape. While every vendor is evaluated against each criterion outlined in the Appendix, the 

description here summarizes each vendor's strengths and opportunities. 

ClickSoftware 

ClickSoftware is positioned as a Leader in this IDC MarketScape. 
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With its long-standing presence in the field of mobile field force management, ClickSoftware is an 

established player in the utility industry. Click Field Service Edge is delivered on cloud, while 

Service Optimization is deployed on-premise. 

Click Field Service Edge serves various industries and offers automatic emergency task allocation, 

as well as time-phased resource relocations, specifically addressing short-term customer needs 

concentrated in a given geographic area. Geofenced areas can be associated with a specific 

optimization policy for a defined period of time. Moreover, it enables automated bundling of tasks 

based on criteria (e.g., location, required skills) and integrates predictive task duration. The long-

cycle work capability enables managing multistage activities (comprising interdependent subtasks 

and long-term crew management) using a job-centric and a resource-centric approach. 

Appointment booking is available for all roles in the service delivery process, dispatchers, field 

workers, and customers. It is tied to available scheduling capacity and can promote appointments 

as a function of their priority. An internal dashboard presents the user with key performance 

indicators (KPIs) measuring current business performance and provides recommendations based 

on simulation results. This enables the customer to redefine optimization criteria based on actual 

business data. 

Click Field Service Edge is packaged in different offers of varying capabilities, also offering 

complementary modules that add functionalities (e.g., demand forecasting, customer engagement, 

capacity planning). It goes to market with a global network of technology and system integration 

partners such as Accenture, IBM, SAP, and Salesforce. ClickSoftware also has its own 

professional services team supporting implementations. Major product releases with feature 

enhancements take place three times each year. 

Strengths 

▪ Click Field Service Edge's capabilities in handling complex crew structures and long-term 

scheduling are outstanding. 

▪ Scheduling optimization is performed in line with business goals (e.g., minimizing 

response time, maximizing resource utilization) on a real-time, dynamic basis and on a 

potentially large scale, making it a true differentiator for ClickSoftware.  

▪ ML algorithms are extensively used for optimization and forecasting. 

▪ ClickSoftware's software integrates features focusing on interaction with end customers 

(e.g., by notifying them about the current state of a field worker's visit). A notable reduction 

of inbound calls comes as a result. 

Challenges 

▪ ClickSoftware' pricing is in the upper range of the market. 

▪ ClickSoftware offers no adjacent software solutions. Customers seeking complementary 

solutions often work with SAP, with whom ClickSoftware has a longstanding solution 

extension partnership. 

APPENDIX 

Reading an IDC MarketScape Graph 

For the purposes of this analysis, IDC divided potential key measures for success into two primary 

categories: capabilities and strategies.  

Positioning on the y-axis reflects the vendor's current capabilities and menu of services and how 

well aligned the vendor is to customer needs. The capabilities category focuses on the capabilities 

of the company and product today, here, and now. Under this category, IDC analysts will look at 
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how well a vendor is building/delivering capabilities that enable it to execute its chosen strategy in 

the market. 

Positioning on the x-axis or strategies axis indicates how well the vendor's future strategy aligns 

with what customers will require in three to five years. The strategies category focuses on high-

level decisions and underlying assumptions about offerings, customer segments, and business 

and go-to-market plans for the next three to five years. 

The size of the individual vendor markers in the IDC MarketScape represent the vendor footprint in 

the market based on IDC Energy Insights' estimates of the worldwide utility client base and 

revenues of each vendor within the specific market segment being assessed.  

IDC MarketScape Methodology 

IDC MarketScape criteria selection, weightings, and vendor scores represent well-researched IDC 

judgment about the market and specific vendors. IDC analysts tailor the range of standard 

characteristics by which vendors are measured through structured discussions, surveys, and 

interviews with market leaders, participants, and end users. Market weightings are based on user 

interviews, buyer surveys, and the input of IDC experts in each market. IDC analysts base 

individual vendor scores — and ultimately, vendor positions on the IDC MarketScape — on detailed 

surveys and interviews with vendors, publicly available information, and end-user experiences to 

provide an accurate and consistent assessment of each vendor's characteristics, behavior, and 

capability. 

Market Definition 

In this IDC MarketScape, IDC Energy Insights evaluates software vendors supplying utilities with 

mobile field force management (MFFM) applications, available on-premise and on cloud. It focuses 

on solutions that support utilities personnel in their asset-related work activities, including metering 

installation and maintenance, inspections, short- and long-cycle maintenance work, and 

construction work. In some cases, the execution of these works also requires scheduling meetings 

with customers (for instance, to replace a meter situated inside customer premises). MFFM is often 

also referred to as mobile workforce management in the utilities industry.  

For the purpose of this study, IDC Energy Insights defines mobile field force management software 

as the set of applications used by utilities to plan, schedule, optimize, and dispatch work orders to 

the field force, providing them with all information needed to perform work and then report on 

execution (time and material). Mobile field force management software normally integrates GPS 

applications to enable the field force to move more efficiently to locations where work must be 

performed. Some of them support field workers with AR capabilities and integrate real-time traffic 

management for rescheduling on the fly. MFFM solutions often integrate vehicle tracking systems 

and, less frequently, people tracking systems for safety purposes. They are also enriched by 

analytics capabilities and are integrated with GIS, EAM, APM, CRM, and ERP solutions. 

LEARN MORE 

Related Research 

▪ IDC PlanScape: Digital Transformation for a Strategically Aligned Workforce (IDC 

#US44505518, December 2018) 

▪ IDC FutureScape: Worldwide Utilities 2019 Predictions (IDC #EMEA43108918, October 

2018) 

▪ The Digitally Determined Utility (IDC #US44330118, October 2018) 

▪ European Utilities: A Mature Cloud Landscape (IDC #EMEA44328018, October 2018) 
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▪ Western Europe Utilities Industry IT Spending 2017–2022 Forecast (IDC #EMEA42712818, 

September 2018) 

▪ What Impact Will Digital Technologies Have on the Utilities Workforce? (IDC 

#EMEA43595418, March 2018) 

Synopsis 

This IDC MarketScape evaluates vendors in the mobile field force management by performing a 

qualitative and quantitative assessment of their capabilities and strategy. It aims to aid utilities in 

deciding on their current or future MFFM implementations, as well as to assist vendors in 

deepening their understanding of the competitive landscape.  

"When selecting an MFFM provider, utilities must consider technical, operational, as well as 

business-related aspects. A utility's position along the energy value chain will determine to a great 

extent the specific characteristics required. Furthermore, the IT infrastructure in place and the 

approach with regards to cloud are decisive factors. Finally, costs of implementation and its 

duration must be carefully planned before making the final decision," said Phevos Skalidis, 

research manager, IDC Energy Insights.  
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