. . CAPABILITY GUIDES
SklllS Matrlx Template SKILLSMATRIXTEMPLATE.COM

e FIELD SERVICE - GUIDE

The skills matrix for field

service teams

A field engineer fixes it where it lies, alone, at the customer's site,
with no colleague to lean on. So the question that runs a service
operation is simple: who is qualified to attend which job? A skills
matrix answers it, mapping engineers against job types so you can
dispatch the right person, protect first-time fix, and see which jobs
rest on too few people.
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THE SHORT ANSWER

A field service skills matrix maps engineers against the job
types they attend, by equipment, system or task, with a
proficiency level and any required certification in each cell. Read
it by job type to see how many engineers can attend each one
unsupervised, because that decides whether you can dispatch
the right person, first time, across the patch. In short: it shows

who can attend what, protects your first-time-fix rate, and

reveals which job types rest on too few engineers.




KEY TAKEAWAYS

* The question is "who can attend?" Field engineers work alone on site, so
the matrix maps which job types each can handle unsupervised.

* First-time fix is the prize. Sending an engineer who can actually resolve
the job, first visit, is the metric a service operation lives by.

* Read coverage by job type. A job type only one or two engineers can
attend is a dispatch risk and a first-time-fix risk.

+ Certifications gate the work. Many jobs need a valid ticket (gas,
electrical, manufacturer); an expired one stops the engineer whatever their
skill.

* Cross-skilling widens cover. Engineers who can attend more job types
make scheduling easier and the whole operation more resilient.

—— START HERE

Field service runs on “wfo can attend?"

Field service has a defining constraint that shapes everything: the
engineer is on their own. There is no colleague at the next bench to ask,
no supervisor to check the work. They must fix it where it lies. That
makes one question central to running the operation, and it is exactly the
question a skills matrix is built to answer: who is qualified to attend this
job?

The columns are job types, not generic skills

On a field service matrix, the most useful columns are the job types the
team attends: by equipment, system or task, a boiler service, a heat-pump
install, a controls fault, a particular manufacturer's machine. Mapping
engineers against these is more actionable than listing generic skills,
because dispatch happens by job type. Each cell records whether the
engineer can attend that job unsupervised, and, where relevant, whether they

hold the certification it requires.

Coverage by job type drives dispatch

Reading the matrix down a job-type column answers the scheduler's daily
question: how many engineers can | send to this kind of job? A job type with
healthy coverage is easy to schedule and resilient to absence; one that only a
single engineer can attend is a bottleneck, jobs queue behind that person,
and a holiday or a sick day means those calls cannot be properly resolved.
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The matrix turns dispatch from a memory exercise into a clear read of who
can go where.

Skill and certification together

Like construction and logistics, field service layers certification on top of
capability. Gas work needs the right registration, electrical work its
qualification, many manufacturers their own accreditation, and these expire.
An engineer only truly counts as cover for a job type when they are both
capable of the work and currently certified for it. So the matrix tracks both,
and an expired ticket is a coverage gap on that job type even when the

engineer's skill is undimmed.

= WHY IT MATTERS NOW

The wrong engineer is a wasted visit

In field service, a capability gap has an unmistakable cost: an engineer
arrives, cannot resolve the job, and a second visit is booked. First-time fix
drops, costs rise, and the customer is let down. Knowing exactly who can
attend what is how you stop sending the wrong person.
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of organisations of workers' core of employers call
have reliable skills are expected skills gaps the
workforce skills to change by 2030, biggest barrier to
data, so most as equipment, change; in field
dispatch on the connectivity and service they read as
scheduler's memory systems keep failed first visits.
of who does what. evolving.

First-time fix is the metric a service operation lives or dies by, and it depends
entirely on matching the right engineer to the job. Send someone not
qualified for that equipment and the visit is wasted: a repeat call, a second
journey, parts ordered late, an SLA missed and a customer left without heat
or power. A skills matrix is the antidote. It shows, per job type, who can
genuinely attend and resolve unsupervised, and on a valid ticket, so the
scheduler dispatches with confidence, the first visit fixes the fault, and the
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job types that rest on too few engineers are visible long before they cause a
backlog.

—— WHAT IT PROTECTS

Four things a field service matrix
sateguards

Out on the patch, a skills matrix protects four things that translate
straight into first-time fix, compliance and customer trust. Each is a daily
return on keeping it current.

PROTECTS 01 PROTECTS 02

First-time fix Safety & certification

By dispatching an engineer genuinely
qualified for the job type, the matrix
protects the metric that defines the
operation, the fault resolved on the
first visit.

It tracks who holds valid gas,
electrical and manufacturer tickets, so
only certified engineers attend
regulated work, the heart of field
safety and compliance.

PROTECTS 03 PROTECTS 04

Dispatch resilience SLA & customer trust

It shows the job types with thin cover,
S0 a single absence does not leave a
class of jobs unattendable, and the
patch keeps moving when someone is

It helps ensure every job type can be
attended within its service window, so
SLAs are met and customers are not
left waiting for the one engineer who

off. can come.

The thread connecting all four is sending the right person, first time. A
service team where many engineers can attend many job types, on valid
tickets, schedules smoothly, hits its SLAs and fixes faults first visit. One
where each job type rests on a single specialist is fragile: that engineer
becomes a bottleneck, their absence leaves jobs unattendable, and first-time
fix suffers. The matrix is the instrument that shows which kind of operation
you run, and exactly where cross-skilling and renewals would make dispatch
easier and the customer happier.

—— THE SCALE BEHIND THE SCORES
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The O to b capability framework

A field service matrix needs a clear scale, because the difference

between "can assist" and "can attend alone" is the whole game. This

framework, developed by Dr Alex J. Martin-Smith, draws that line at

Level 3: works unsupervised, the level at which an engineer can be

dispatched to a job type on their own.

SKI LLSMATRI XTEMPLATE. COM

Not required for the role excLupep

The job type is not part of this engineer's remit, for example commercial plant
for a domestic-only engineer. Excluded from their score, not counted as a gap.

In training / Learning  wercHTInG 25%

Learning the job type, attends only alongside an experienced engineer. Up to
75% of the way to competence and does not yet grasp every fault. Not
dispatched alone.

Developing uwercHTING 50%

More than 75% trained. Can handle routine jobs of this type, but complex or
unusual faults still need support or a second visit. Dispatch with care.

Capable  WEIGHTING 75% - CAN ATTEND ALONE

Fully trained, resolves this job type unsupervised and first time across the
normal range of faults. The line at which an engineer genuinely counts as
cover for that job type.

Expert / Trainer uweicHTING 100%

Prolonged expertise; handles the hardest faults of this type, supports other
engineers remotely and trains them. Your escalation point. Reconfirm if a job
type goes unattended for a period.

Strategic ownership / Lead  wercHTING 100%

Sets the standard and method for the job type across the team, defines how it
is diagnosed and fixed. The purple flag marks your technical authorities and
lead engineers.
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Coverage by job type, certification alongside

Score each engineer O to 5 on each job type, and the weightings, Level 1=
25%, 2 =50%, 3 = 75%, 4 and 5 = 100%, with O excluded, give a capability
figure. But the number that drives dispatch is coverage per job type: how
many engineers are at Level 3 or above and hold the required certification.
Read across the job types and the lowest counts are where dispatch is
fragile and first-time fix is at risk.

A worked example. Whether a job type can be reliably dispatched:

Engineers able to attend "commercial plant" (L3+, certified)

= 1
that engineer off > no cover for commercial-plant calls
that day

single-engineer job type = a dispatch and first-time-fix

risk to cross-skill.

— SEE THE COVERAGE

Coverage by job type

Here is a service team's coverage read by job type: how many engineers
can attend each one unsupervised, on a valid ticket. The dashed line is
the minimum cover you want, ideally at least two per job type, so no
single absence leaves a class of jobs unattendable. Bars short of the line
are your dispatch risks.
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ENGINEERS QUALIFIED TO ATTEND, BY JOB TYPE

Boiler service

Heat-pump install
Smart controls

Gas safety / RGI

1
1
]
1
'
Commercial plant
i
Solar / battery
:
MIN COVER = 2

. 3+ engineers - resilient 2 - minimum . 1- single-engineer risk = minimum cover

2

job types on a single engineer (commercial plant, solar / battery), below
minimum cover

lllustrative team on the Upleashed O to 5 framework. Each bar counts engineers who can attend that job
type unsupervised (Level 3+) on a valid certification.

WHAT THE SERVICE MANAGER READS HERE

 Two job types are single-engineer. Commercial plant and solar / battery
each rest on one qualified engineer. If that person is off, those calls cannot be
properly attended, the top cross-skilling priority and the biggest first-time-fix
risk.

 Heat-pump install is at the minimum. With two engineers it just meets
cover, fine today but worth deepening as that work grows, before demand
outruns the cover.

* The core work is resilient. Boiler service, smart controls and gas safety all
sit comfortably above the ling, so the bread-and-butter calls are easy to
schedule and absorb absence.

* Read certification alongside. A bar only counts engineers whose ticket is
valid. An expiring gas or manufacturer accreditation would drop a job type's

cover overnight, so watch renewal dates too.

—— READY-TO-USE EXAMPLES

Example things to map for a field
service team

A field service matrix should capture the job types you attend and the
tickets they need. Here are ready-to-adapt categories, a starting point to



tailor to your equipment and trade.

Category

Examples to map (the
columns)

Watch out for

Job types by
equipment

Job types by
task

Certifications

Diagnostic &
digital

Customer &
safety

Each system or machine you
service: boilers, heat pumps,
controls, plant

Install, service, fault-find,
commission, planned
maintenance

Gas (e.g. Gas Safe), electrical,
F-gas, manufacturer
accreditations

Diagnostics, remote support
tools, field service app,
accurate reporting

Customer handling, site
safety, risk assessment, lone
working

One vague "repairs" column
when each equipment type
is a distinct skill

Assuming an engineer who
can service can also
commission or fault-find

Tracking that a ticket exists
but not its expiry date

Overlooking the software
skills that modern field work
depends on

Mapping only technical skills
and missing the on-site
essentials

Take the job types your team attends, define each as its own column, and

track the certifications each requires by validity date. Keep those tickets

current, since an expired gas or manufacturer accreditation removes an

engineer from that job type's cover even though their skill is unchanged,

exactly the hidden gap that wrecks a day's scheduling. As always, map the

vital few job types that genuinely drive your dispatch, and keep it current as

engineers cross-skill and certify.

— AVOID THESE

Six mistakes on a field service matrix

MISTAKE 01

One "repairs" column

Lumping every job into one skill hides
which engineer can attend which
equipment. Map distinct job types.

MISTAKE 02

Ignoring job-type coverage

A team can look skilled overall yet
have one engineer for a whole job
type. Read coverage down each
column.
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MISTAKE 03

Tracking tickets, not expiry

An expired gas or manufacturer
accreditation is no cover at all.
Record validity dates, not just that a
ticket exists.

MISTAKE @5

Forgetting the digital skills

Diagnostics, apps and reporting are
core to modern field work. A matrix of
only hardware skills misses half the
job.

MISTAKE 04

Confusing "can assist" with
"can attend"

Helping on a job is not resolving it
alone. Score Level 3 only when an
engineer can attend that type
unsupervised.

MISTAKE 06

Letting it go stale

Engineers cross-skill and tickets
lapse constantly. A matrix updated
once a year cannot drive accurate
dispatch.
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—— FROM MEMORY TO CONFIDENT DISPATCH

The method is free. A ready-made
matrix just makes job-type cover
obvious.

Everything here works in a blank spreadsheet, and that is a fine
place to start. A purpose-built template just makes the field
service view effortless: score engineers on the O to 5 scale and
record each ticket with its expiry, and the coverage counts per job
type calculate themselves, so the single-engineer job types, the
thin cover and the certifications about to lapse stand out, before
they cost you a first-time fix.

The Advanced Excel Skills Matrix shows qualified engineers per job type at a glance, so
single-engineer job types and the tickets about to expire are obvious, all on the same O to
5 framework used throughout this guide.




TR 281 [FRIEE

£0

The online 5x5
builder maps a
small team in

your browser, with
no sign-up. A fast
way to map a
patch.

MOST POPULAR

Sl

The full Excel
template: heat
map, coverage
counts, required
levels and
analytics, up to
30 people and 30
skills. One-off,

WHEN YOU ARE

READY

£l

Upgrade to
PulseAl in your
first year for a
living, web and
mobile version
with Al skill
suggestions and

yours forever. )
reminders.

—— COMMON QUESTIONS

Quick answers

() What is a skills matrix for field service?

It is a grid mapping engineers against the job types they attend, by equipment, system
or task, with a proficiency level and any required certification in each cell. Read by job
type, it shows how many engineers can attend each one unsupervised, which drives
confident dispatch and protects first-time fix.

(@ Why map job types rather than generic skills?

Because dispatch happens by job type. A scheduler needs to know who can attend a
boiler service or a heat-pump install, not an abstract skill score. Mapping the actual job
types your team attends makes the matrix directly actionable for scheduling and for
spotting where cover is thin.

() How does the matrix protect first-time fix?

By making sure the engineer dispatched is genuinely qualified for that job type,
capable of resolving it unsupervised and on a valid ticket. Sending the right person
first time is what first-time fix depends on, and the matrix replaces the scheduler's
memory with a clear, current view of who can attend what.



(Q How does it handle certifications?

As a validity status alongside the capability score. Gas, electrical and manufacturer
tickets must be current, so an engineer only counts as cover for a job type when they
are both capable (Level 3+) and certified. Track renewal dates, since an expired ticket
removes them from that job type's cover whatever their skill.

() What does coverage by job type tell me?

How many engineers can attend each job type unsupervised, which is your dispatch
resilience. A job type with only one qualified engineer is a bottleneck and a first-time-
fix risk: their absence leaves those calls unattendable. Aim for at least two per job
type, more for your common work.

( Dol need software for a field service skills matrix?

No. A well-built spreadsheet with coverage counts and ticket-expiry dates works well
for a team, and is where most should start. Software helps when you want a live view
across a large mobile workforce, with certification reminders and coverage that
updates automatically as engineers cross-skill and certify.
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Send the right engineer.

You now have the field service method. The quickest way to start is to list
your job types this week, count who can attend each unsupervised on a
valid ticket, and find the bars below two. The single-engineer job types

you uncover are exactly where to cross-skill before an absence costs you

a first-time fix.

Try the free 5x5 builder > Get the template, £199

Award-winning method - 148,000+ teams - instant download - single-team licence

Skills Matrix Template — the award-winning Excel skills matrix by Upleashed. skillsmatrixtemplate.com
Powered by Upleashed Limited - upleashed.com
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