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The operating model behind
national field service

How Interface Systems delivers consistent service quality
across over 50,000 customer locations by leveraging
on-demand technicians.



https://fieldnation.com
http://www.interfacesystems.com

One standard
of service across
every market

Interface Systems protects more than 50,000
locations for restaurants, retailers, car washes,
and commercial businesses. Every one of those
sites runs cameras, alarm panels, access control
readers, and network equipment that technicians
install, service, and repair on the customer's
schedule. Technician availability varies by region
and service volume spikes without warning.

While Interface’s in-house technicians perform the
majority of this work, Field Nation helps Interface
absorb demand spikes, cover after-hours service
requests, and minimize scheduling delays on
critical service calls.

Interface built a governed operating model that
combines internal expertise with on-demand
technician capacity sourced through Field Nation.
The model expands coverage and surge capacity
while Interface retains ownership of technician
selection, performance evaluation, service
standards, escalation, and the final customer
outcome.

What the technicians
keep running

Interface  Systems  combines  Al-powered
technologies with expert remote video monitoring
by trained intervention specialists from Interactive
Security Operations Centers. Field technicians
install and maintain the equipment behind four
service lines: interactive remote video monitoring,
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managed alarms and access control, video
intelligence, and managed network and voice. A
camera that goes offline removes a store from
coverage. An access reader that fails locks staff
out of a back door at shift change. Field service
response time decides how long a site runs
exposed, which is why Interface governs the work
rather than buying it by the hour.

How Interface governs
every assignment

The Field Nation platform provides access to
technicians across the country when internal
technicians are unavailable in a market or when
service demand exceeds normal capacity.
Sourcing labor is only one component of
successful field service delivery.

Interface maintains centralized control over work
order triage, technician selection, assignment
decisions, service expectations, escalation
management, and quality oversight. Interface'’s
operational processes and customer commitments
govern every assignment.

“Field Nation extends our
capacity, but capacity alone is
not the solution. Our operating
model is what ensures we
match the right technician to

the work, provide a clear scope,
and hold each assighment to
Interface standards.”

Vice President, Field Services

Esther Spurgeon Interface Systems
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Central dispatch
and triage

Interface dispatchers review service requirements
before they assign work, then evaluate technician
qualifications, relevant experience, geographic
proximity, availability, and customer-specific
considerations. Previous site familiarity and
demonstrated performance also influence
assignment decisions.

This matching process cuts execution risk.
Technicians arrive with the scope in hand, and
Interface routes repeat work to technicians who
have already been to the site. Interface always
aims to resolve work orders on the first visit.

The preferred
technician bench

Interface evaluates technician performance
after every assignment and uses those results
to direct future work. Successful engagements
contribute to a preferred technician bench built on
demonstrated capability, reliability, documentation
quality, responsiveness, cost, and availability.

Technicians who perform well receive additional
assignments, which creates continuity across

customers and locations.

Performance visibility

Interface  reviews performance on every
assignment after the technician closes it, and
uses quality reviews, performance monitoring,
and escalation controls to maintain accountability
throughout the fulfillment process. Completion
quality, documentation standards, and exception
management all contribute to future technician
selection decisions.

The total service
outcome

Cost remains an important consideration, but
Interface evaluates labor decisions through
the complete service outcome rather than the
lowest initial price. A lower-cost assignment
does not create value if it results in a
missed appointment, incomplete documentation,
customer dissatisfaction, or a return visit.

Interface weighs quality, reliability, responsiveness,
and completion together, which makes labor
decisions predictable rather than opportunistic.
Control of the total outcome produces better

economics than a lower initial labor rate.

"We do not treat every work order as a one-time transaction. Technicians
earn repeat opportunities through consistent performance, and that creates a

proven bench instead of forcing us to start from zero on every assignment.”

Field Resource Manager

Bob Carroll | | face Systems

[DInterface + & FieldNation 3


http://www.interfacesystems.com
https://fieldnation.com

One consistent
customer experience

As the program matures, Interface gains
national reach and surge capacity without
permanently adding headcount in every market.
Centralized triage, governed technician selection,
preferred technician continuity, and performance
accountability hold service quality steady as

volume grows.

Interface owns the customer outcome at every
location it serves. Field Nation is one sourcing
channel inside a model Interface designed,

staffed, and runs.

“The customer should
receive the same
Interface experience

regardless of how the
technician is sourced.”

Field Resource Manager
Bob Carroll | Interface Systems

About Interface Systems

Interface Systems combines Al-powered technologies with expert remote video monitoring by trained

intervention specialists from Interactive Security Operations Centers. Interface protects more than 50,000

locations for restaurants, retailers, car washes, and commercial businesses through interactive remote video

monitoring, managed alarms and access control, video intelligence, and managed network and voice.

Learn more at www.interfacesystems.com
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