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From The Editor

Embracing What

Field Mobility Can Do For You

ome of you are probably familiar with our
annual Field Mobility report by now —
this is the fifth installment! For anyone
who’s reading for the first time, welcome.
The goal of this report is to provide a compre-
hensive look at how our readers are using — and
planning to use — a variety of today’s technolo-
gies, to optimize their mobile
workers, service, and assets.
The report consists of sta-
tistical data we’ve compiled
after conducting a survey
of more than 450 of our
readers, as well as anec-
dotal insight from some of
your peers sharing their
firsthand experiences.
We’ve also thrown in some
great analytic insight from
Aly Pinder Jr. of Aberdeen
Group and David Krebs of
VDC Research.

Common Mobile
Workforce Challenges
But before you dig in to the
rest of the report, let’s take a moment to consid-
er why the readers we surveyed are using some
of the technologies that they are. When asked
to rank the top three biggest challenges they’re
facing related to their mobile workforce, respon-
dents of our survey listed:
1. Ensuring mobile workers are at optimal effi-
ciency/productivity
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2. Ensuring accurate data capture in the field
and real-time information
3. Improving first-time fix rates

The Top 3 Drivers

For Field Mobility Investments

In working to alleviate these challenges, here’s

what they ranked as their top three objectives

for investing in and deploying the solutions they

have:

1. Maximizing productivity/performance

2. Improving their customers’ experience and
satisfaction

3. Reducing costs

But as you probably know from experience,
technology evaluation, selection, and deploy-
ment aren’t always easy feats. In fact, some-
times the process is an uphill battle. Our survey
respondents listed justification of expenditure,
difficulty building a solid business case, and lim-
ited resources for evaluation, deployment, and
support as the biggest barriers to technology
investment within their organizations.

Let me tell you this: While the barriers can be
difficult to overcome, it’s worth it. It’s been an
exciting year for field mobility, and 2015 holds
even more promise. The technologies covered
here can drive real value for your organization —
the companies we surveyed and interviewed for
this report would agree. So soak up the informa-
tion here and determine how to put it to work
for your organization!
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Analyst Outlook

4 Tips For How To Leverage
Mobility For Field Service Excellence

o some, the mobile revolution may seem like

old news. “Cooler” topics like wearables and

the Internet of Things have taken over much

of the field service discussion in the last 12+
months. This is not to say those topics aren’t important
and potentially the next great innovation for service, but
the importance of mobility in regard to field service strat-
egy cannot be discounted.

Recent Aberdeen report Service Mobility: The Right
Technology for the Tech (July 2014) highlighted that
eight out of 10 organizations (82 percent of respon-
dents, n = 213) surveyed still view mobility as strategic
to service in the coming 12 months. This should come as
no surprise, as even in our daily lives we find ourselves
more and more attached to our smartphones and tab-
lets. Even more telling is that the generation growing up
now ONLY knows of a world where they have constant
Wi-Fi connectivity in the pockets of their trendy skinny
jeans. And as the workforce continues to age, this next
generation will expect mobility to be the norm.

For this reason, mobile is still important for the service
technician. My recent mobility research highlighted a
few trends which show how top performing organiza-
tions maximize the value of mobility in this era of the
customer. Follow these four tips, and get ready to reap
the rewards from those small devices attached to the hips
of your technicians:

#1: Ensure Field Data

Is Integrated With The Back Office

What good is data if it can only be accessed and lever-
aged by one tech or the field team? Technicians are on
the front lines every day, interacting with customers,
equipment, and parts. And this insight must not be put
in a vault to be viewed by a minority of people within
the service team. Top performing organizations excel
by making this valuable data available to other teams
within the organization to improve products and services
which otherwise would be operating blindly to changing
customer needs.

#2: Make Sure Mobility Is

A Companywide Initiative

In order for field insight to be used by the entire organiza-
tion, there must be a strategy to create a structure around
the devices and the data. When teams act independently
and create a hodgepodge of solutions which only address
their siloed needs, an integrated view of the data is nearly
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impossible to gain. Surprisingly, some organizations still
view technology implementations in a vacuum, not explor-
ing the broader value to the entire business both now and
in the future.

#3: Measure Mobility
Success Against The
Right Metrics

Too often a mobile deploy-
ment is only judged based
on reduction in paperwork
or improvement in worker
productivity (important met-
rics, but not the only ones).
The impact of equipping
field technicians with real-
time data at their fingertips
goes well beyond those met-
rics. Top performers under-
stand that mobility can have
an impact on customer sat-
isfaction, contract renewals,
employee satisfaction, first-time fix, and even cross-sell
and up-sell opportunities. Tracking these metrics in con-
junction with a mobile deployment will help shed light
on both opportunities for improvement and the true
impact of this initiative.

Aly Pinder Jr.

sr. research analyst for
service management,
Aberdeen Group
www.aberdeen.com

#4: Pilot Your Way To Success

“Gut feel” has a place in service. But the best firms take a
measured approach to a large investment such as mobili-
ty. These organizations include front-line technicians and
a collaborative team in the identification, selection, and
deployment of a mobile solution. This cross-functional
buy-in helps improve adoption of the technology, while
also ensuring that ROI can be achieved much faster.
What'’s the point of investing in mobility if none of your
technicians are on board to maximize its capabilities?
The smart companies iron out hiccups in advance of a
full blown rollout, and you should, too.

This topic will not be going away in its importance
to service. So I hope you continue to challenge your
leaders if you haven’t seen the types of benefits that
have defined Best-in-Class performance. To learn
more about the best practices displayed by top per-
formers, feel free to visit Aberdeen’s site for the full
report. The mobile evolution is not done yet; there is
still opportunity if you look for the right value.
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Field Service Modernization

ith Fortune 500 manufacturing compa-

nies proclaiming a shift from product-

centric to customer- Or service-centric

strategies, the importance of mobile
solutions, especially among field workers, is only
increasing. Mobile field workers support a variety
of tasks and workflows including mechanical main-
tenance, physical construc-
tion, condition assessments,
site inspections, and many
others. Many organizations
have mobilized these work-
flows to some degree with
varying levels of success. The
successes have manifested
themselves in a more produc-
tive workforce and improve-
ments in overall quality of
service delivery.

importance of service level agreements (SLAs) and
the benefits they can get by complying with them.
As field service organizations experience customers
that are cutting back on costs, these attributes are
becoming even more important in attracting and
retaining a loyal customer base.

Organizations are also realizing the scope of what
mobility solutions can really do for their business.
In addition to the all-time goal of improving pro-
ductivity, field service organizations are putting a
greater emphasis on improving customer satisfac-
tion. The increases in workforce utilization and
first-time fix are helping the companies to achieve
their goals as the efficiency gains through these
metrics can help tremendously in customer-facing
roles.

Better Preparedness, More Efficient
Decision Making, And Improved

David Krebs

VP of mobile and wireless,
VDC Research
www.vdcresearch.com

Collaboration Lead Mobile Investments
Advances to mobile computing and communi-
cations solutions are enabling organizations to

However, many of these
first generation solutions are
showing their age in terms of

overall functionality and cost
of support. Organizations
using these first-generation
solutions are keen on taking advantage of many of
the significant recent developments in mobile field
service automation solutions. In addition,
there are still a number of organizations that

are at this point relying on manual or paper-
based workflow. These organizations are look-

ing to take advantage of the lower adoption
barriers that exist with today’s mobility solu-
tions.

Fundamentally, the investment drivers behind
field mobility solutions span the following:

¢ Increase productive time a tech works in

a day.

¢ Decrease time to complete an order.

* Optimize resources.

¢ Improve the customer experience.

In addition, field service organizations are shift-
ing their investment focus from everyday tasks such
as scheduling and dispatch into more advanced
capabilities such as demand forecasting and work-
force management. Organizations are realizing the
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exceed benchmarks in productivity, customer ser-
vice, and overall collaboration and decision mak-
ing. Organizations are realizing strong returns tied
to overall productivity and operating cost metrics.
In addition, ability to collaborate better and make

decisions faster — especially in times of emergency
— are areas where organizations greatly benefit
from mobile solutions.

However, not all mobile solutions are created
equal. In a recent study we conducted, 45 percent
of respondents were only “somewhat satisfied” or
even “dissatisfied” with the ROI they were realizing

from their mobility investments. While the chal-
lenges experienced are broad, including interoper-
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ability with existing systems and mobile security
concerns, many had to do with the overall func-
tionality and capabilities of the mobile solution
and — more specifically — the mobile device.

For many organizations, field services continue to
represent a weak link in the sense that these opera-
tions are still often siloed from the overall organi-
zation’s operations. This is in part a factor of the
highly decentralized approach organizations have
taken in running their service operations.

In addition, in most major markets, we are wit-
nessing an increase in field service workload and
the costs associated with field service activities.
This is due to the introduction of sophisticated
new technologies and the growing demand from
customers for both a wider range and a greater
reliability in services. As a consequence of these
new developments, we are beginning to witness
a growing skills gap within the field service and
route accounting workforces. There is also a big
demographic transition at play as we see a large
share of the field-based workers in place today set
to retire soon, in many instances without a strong
pool of skilled candidates to backfill those posi-
tions. Therefore, the investment tenets of next-gen-
eration field service solutions are directly address-
ing the limitations of legacy solutions. Companies
simply need more today of their mobility solutions
than they ever have in the past.

What To Seek In

Your Field Mobility Investment

So what are the companies deploying field mobility
today looking for? Organizations with field workers
are looking for mobile applications that operate on
smart devices that are comfortable, familiar, and
versatile. In addition, the end users are looking for
next-generation mobility solutions that have sub-
stantially lower implementation and maintenance
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“Advances to mobile computing and communications
solutions are enabling organizations to exceed
benchmarks in productivity, customer service, and
overall collaboration and decision making.”
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David Krebs, VDC Research

costs as they migrate away from custom-coded
legacy solutions.

Next-generation mobility solutions are migrating
beyond just task optimization and integrating more
advanced capabilities that provide an organiza-
tion with the ability to drive new revenue and to
evolve the service operation from a cost center to
a profit center. Specific benefits include improved
cash flow and improved upsell opportunities for
additional work and service contracts by provid-
ing a lead in a structured and manageable capac-
ity so action is expeditious. In addition, real-time
wireless connectivity has become a critical consid-
eration for today’s field service solutions. There
have been advancements in wireless connectivity
and improvements to offline capabilities that allow
field workers to communicate and collaborate
more effectively with headquarters, back end sys-
tems, and other field workers.

The Transformational Impact Of Mobility
It’s not just about productivity gains anymore.
Manufacturing and logistics organizations are shift-
ing focus towards product and service deliv-
ery innovation and are looking for differentiated
approaches to engage and interact with customers.
In addition, closer integration between service and
functions that leverage services to drive product
design and development enhancements are exam-
ples of next-generation manufacturing initiatives.
The industry is working toward moving field ser-
vice out of a silo and integrating it into the rest of
the business. Consistent themes supporting these
developments are the need for more accurate and
real-time data and a more collaborative workforce
to drive highly scalable and distributed decision
making. Put another way, mobile workers and the
wireless technologies supporting them are central
to many of these strategic initiatives.

FieldTechnologiesOnline.com
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Mobile Computing

Mobile Computing Usage & Trends

e’ve seen a lot of evolution in the mobile
computing space over the past year. End
users are now benefitting from lighter,
faster, more user-friendly devices and have
a wide variety of form factors, levels of ruggedness, and

When asked what operating system is currently used, 38 per-
cent reported Windows, 16 percent iOS, 14 percent Android,
2 percent other, and 38 percent of respondents are using a
combination of oper-

ating systems.

Finally, in terms of
deployment model,

price points to choose from.

Of this year’s survey respondents, 41 percent are using

of repondents currently
use EMM or MMS services

handhelds or smartphones; 37 percent are using laptops,
notebooks, or convertibles; and 22 percent are using tab-
lets. Below we take a look at what types of each device are
being used, what criteria were most important in device
selection, and what form factor the respondents plan to
consider at their next refresh.

58 percent of respon-
dents are using a cor-
porately provided and provisioned strategy, 11 percent are
using BYOD, 10 percent are using COPE (corporately owned,
personally enabled), and 21 percent are using a combination
of deployment strategies.

Handhelds & Smartphones

What type of handheld does
your mobile workforce use?

26%

A"

semirugged handheld/smartphone
® consumer-grade handheld/smartphone
@ rugged handheld/smartphone

Top 3 selection criteria:

1 Portability

WIEESS
communications
capabilities

GC_ =)

(7 )

Which device form factors do you
plan to consider at your next refresh?

£ 179 stick with handhelds/smartphones

11% rugged or
semirugged laptop

6% consumer-grade laptop
rugged or semi-
19% rugged tablets

o
6% J consumer-grade tablets

Laptops, Notebooks & Convertibles

What type of laptop does
your mobile workforce use?

consumer-grade
® convertibles
mini

@ rugged or semirugged
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Top 3 selection criteria:

1 Ruggedness/

durability

Wireless
2 communications
capabilities

€

J
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Which device form factors do you
plan to consider at your next refresh?

L1: L7 stick with laptops
0 rugged handhelds/
19% I smartphones

0, consumer-grade
10% handhelds/smartphones

42% NOELECREIEH

YRl consumer-grade
25% tablets
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Tablets

What type of tablet does
your mobile workforce use?

~

Which device form factors do you

- . o
Ti lection criteria: .
el 2 sellaedion @l s plan to consider at your next refresh?

Wireless Y07y stick with tablets
communications
Capa bilities 2%  consumer-grade laptops
7% rugged or semirugged

Portability

handhelds/smartphones

@ 10"rugged or semirugged
® 7"rugged or semirugged
@ 7"consumer-grade

10" consumer-grade

3

N\

(O

Other

Mobile Printing

2%

currently use
mobile printers

Leveraging Video
In Field Service

We recently invested in an

enterprise-grade camera and

live video system. The pri-

mary reason for our invest-
ment was to benefit from the edge
the solution has provided us over
our competition. We have the abil-
ity to have engineers view what’s
happening in the field in real time
to provide guidance or ensure
productivity. We can also provide
a bird’s-eye view of the work we’re
doing for our customers.”

Kenneth Piposar,
VP,
Abseilon

Putting The iPad
To Work

We’'re using iPads with

mobile hotspots. The

iPads help us to utilize

the full functionality of
our field service software solu-
tion. Coupled with the mobile
hotspot, field service engineers
have real-time visibility into
all the needs of the customer
while providing real-time feed-
back to all departments that
are invested in the customers’
success.”

Steve Nava,
director of field service, Americas,
Luminex

5%

1 18%

consumer-grade handhelds/smartphones

plan to deploy
mobile printers soon

Rugged Laptops
Replace Consumer

We recently deployed

rugged laptops. We were

using a consumer-grade

device previously, but it
had poor outdoor viewability.
We need to be able to use the
laptop in direct sunlight, so we
needed to invest in an enter-
prise-grade solution that would
allow us to do so. We also are
in the process of deploying
field service software.”

Adam Ferrell,
North America services leader,
Trane
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Field Service Software

Mobile Workforce Management
Software Usage & Trends

he uses for automation software solutions in field
service and related industries are vast. And the ben-
efits we see companies experiencing as a result of
leveraging these solutions are impressive.
Automation software is really at the heart of field mobility.
Want to get the best tech to the job on time? Scheduling and
dispatch solutions help you accomplish this. Want to make
sure that tech has the right parts with them to get the job
done? Parts and inventory management helps ensure they will.
Are you realizing how inefficient paper-based work orders and
job notes really are? Work order management streamlines that
work and enables real-time information-sharing that will trans-

6%

/Top 3 selection criteria:

currently use a
software solution

Ability to integrate
with current back
office systems

Ability to work
untethered/without
connectivity

3 Ul/ability to map

to workflow
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form your service operation. Whatever goal it is you’re trying
to accomplish for your service organization, there’s a software
solution on the market that can help you do it. And with many
of today’s solutions cloud-based, they’re more affordable and
attainable for companies of any size than ever before.

It’s also interesting to think about how automation software
will tie in with some other up-and-coming trends. How will
software be used with wearables to further equip field work-
ers? What are all the ways a company can tie in IoT data with
these software solutions to truly streamline service opera-
tions and enable predictive analytics? The opportunities are
literally endless.

What functionality does your
company’s current software provide?

dispatch/work order assignment

service/work order management

68%
70%
51%
36%
47%
19%
33%
15%
27%
41%

dynamic scheduling

contract and
warranty mgmt

BT
14%
31%
33%

13%
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plan to deploy a software
solution soon

3%

KI'op 3 capabilities sought:

~

‘I Service/work order
management

Optimized
scheduling

2

Automated

3

dispatch

. J

Workforce Management
Solution Replaces Paper

The last significant technology investment
we made was in a workforce management
software solution and coinciding hand-
helds for our field service organization.
Previously, our field service team was required
to fill out paperwork for each service request
and site visit and then have a manager type that
information into our back office systems. We
required our solution to be flexible, to reduce
the time required for both the field employees
and managers to enter service visit specifics and
to tie into our existing systems like Oracle ERP.”

Jason Cocco,
VP of business and product development,
Restaurant Technologies, Inc.

Field Mobility 2015

Field Service Software

currently use a
cloud-based solution

What was your primary reason for
selecting a cloud-based solution?

38% RERGEEE BT

28%

less strainon IT

24%

device
agnostic

9%

Next Up: Service
Life Cycle Management

We recently invested in a mobile sales
and customer management software solu-
tion. From an IT perspective, we sought a
solution that was cloud-based and would
pretty much work right out of the box, but that
was still highly configurable. Next up we’re
looking to invest in a service life cycle manage-
ment solution to make it easier for our field
technicians to get their jobs done. I'm also
interested in learning more about the Internet
of Things, because I think it’s a technology that
will change the field service game forever.”

Jeremy Jones,
VP of IT,
Comfort Systems, USA

Field Mobility 2015 Special Report .
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Fleet Management

Fleet Management Usage & Trends

e’ve seen many companies turning to
fleet management solutions this year,
looking for ways to further automate
increase
reduce costs, and improve driver safety. And it’s no
surprise companies are turning to fleet management
— the great thing about today’s solutions is that a
company of any size can afford to deploy a solution

operations,

What is the size
of your
company’s fleet?

®1-25 26-100
@®101-500 @ 500+

and can reap the benefits of doing so.
According to this year’s survey, 43 percent of respon-
dents are currently using a fleet management solution.

productivity, You’ll see below the criteria those companies used

/

Top 3 criteria for
solution selection:

1 Reporting
functionality

2 Ease of use/Ul

3 Ability to
integrate with
other applications

(such as workforce mannagement)

for selecting the solution they did, as well as their top
goals for deploying fleet management. Of those survey
respondents not currently leveraging a fleet manage-
ment solution, 24 percent plan to deploy soon.

(I'op 3 goalsin deploying\
fleet management:

Reduce fuel and
other expenses

2 Increase driver
productivity

3 Improve driver

safety/reduce

accidents and
liability

GPS Eliminates Paper Forms And Manual Logging

The last technology investment for our mobile workforce was a GPS soft-

ware solution on the existing mobile devices we use. The primary objective

was to enable the company and workers to use electronic logs for hours

of service, use a digital vehicle inspection report, and automate fuel tax
reporting. Our number-one criteria for the solution, since it is handheld-based,
is that it had to be compatible with the Windows environment we use.”

Gary Weiner,
president,
Russell Reid

Field Mobility 2015 Special Report
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M2M/loT

M2M And loT Usage & Trends

nternet of Things is arguably the hottest tech-
nology buzzword of 2014. And rightly so — the
impact M2M and IoT can have when it comes to
mobile workers and assets is really astounding.
IoT isn’t a trend that’s going to fade away — it’s the
next wave of field automation, and it’s time for you
to get on board.
Take a look at a few industry statistics, besides what
you see below. Gartner reports that by 2020, there

will be 26 billion connected devices in the world. And
in a report WBR Field Service released recently, 42
percent of the field service respondents that partici-
pated identified remote diagnostics as the number-
one area of spend over the next six to 12 months.
Those statistics align with what you see below — 37
percent of our survey respondents are already using
M2M/IoT, and another 40 percent that aren’t right
now plan to deploy an M2M or 10T solution soon.

-

Top 3 criteria
for solution selection:

~

What is your M2M/loT application?

] v _' i 420/0 _
O currently use an M2M or 1 Simple to deploy - ’
loT solution 370 / remote monitoring of equipment we
) A 0 service at customer sites
2 Ability to
integrate with 9%
Y a VAW other applications
plan to deploy an M2M or 2% telematics
loT solution soon . .
A Y BVA Organization/

3

presentation of

data collected

10% th_|

loT Transforms Service Delivery

We recently deployed an IoT-based solution that we call the ATEK Service
Platform. The solution enables us to provide asset intelligence to our
customers that we weren’t able to before. When selecting our solution,
we wanted a solution that would deliver the information in an easy-to-use
portal so we could assist our customers with minimal extra resources on our
end. We also sought a solution with minimal up-front investment and with a
partner that could help us through the creation and deployment process.”

Sherri McDaniel,
president,
ATEK Access Technologies
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Wireless Connectivity

Wireless Connectivity

Usage & Trends

hat’s the common denominator among

all of the solutions we’ve discussed so

far? Real-time, cellular connectivity.

It’s an aspect of field mobility that
companies sometimes take for granted — we just
expect it to work. Whether it’s mobile computing,
fleet management, or M2M applications, cellular
connectivity is the necessary conduit for those
solutions to work effectively.

And with more and more mobile applications,
there’s a toll on today’s cellular networks. While
carriers are making advancements all the time for
faster networks and more bandwidth, sometimes it
just isn’t enough, and issues occur. Plus, with the
increase in M2M and IoT applications in addition
to the more traditional field mobility applications,

of mobile workers
communicate with back
office in real time

How crucial is real-
time connectivity to
your mobile workers

productivity?

I

%

it's not; they can do their
work without it

® crucial; they can't get the
job done without it

@ important, but not critical
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the networks are only going to face more pressure.

As you’ll see in the statistics below, cellular con-
nectivity issues are very common and can be very
painful when they occur. So what can you do about
it? There are a few options.

Potential Solutions For

Cellular Connectivity Challenges

If you're dealing with a software solution, you can look
for one that provides offline capabilities so that even if
the person using the solution does lose connectivity, the
work will not be lost. We’ve also seen companies that
have had success with mobile VPN solutions. Finally,
you can look into whether or not cellular signal boosters
might be able to help in your specific situation to make
signals stronger and prevent dropped connections:

have trouble with
wireless connectivity

/Top 3 challenges with h
wireless connectivity:

Signal in
rural areas

indoors ata
customer site

2 Signal while

3 Signal in
metropolitan areas

FieldTechnologiesOnline.com
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Words Of Wisdom

Experienced Field Mobility Peers
Share Their Words Of Wisdom

hen I ask readers like you what type of con-

tent is most valuable to them, I almost always

hear that insight from your peers takes the

cake. You want to hear from people like you
who have been there and what they’ve learned along the
way. Regardless of which solutions we’ve discussed in this
report that you may be evaluating, researching, or deploy-
ing, here are some words of wisdom from peers of yours
who have been in your shoes recently.

Clearly Define The Problem
You're Trying To Solve

The end users I spoke with for this report agreed that
one tip for field mobility success is to set a clear goal and
then work to find the solution(s) that solve the specific
problem(s) you have. “Create a very defined plan for a solu-
tion to only one or two business challenges,” says Sherri
McDaniel, president, ATEK Access Technologies.
“Then, be incredibly diligent about not allowing

truly meets those needs,” says Adam Ferrell, North America
services leader at Trane. Not only does involving your field
workers help you in finding a solution that meets their
needs, but it can also help with buy-in. “You must listen to
your techs and what they need,” explains Jeremy Jones, VP
of IT at Comfort Systems, USA. “Doing so helps you create
employee buy-in, which will be beneficial in the deploy-
ment phase of your project.”

It’s also important to know that the way you think
about — and use — your solution will evolve over
time. As McDaniel mentioned earlier, it’s best to focus
narrowly in the beginning. But as you master the initial
aspects of your project, you’re able to look for further
uses and benefits of your solution. “Realize that when
you find a new solution that fits your business, you’ll
constantly keep coming up with new ways to use it,”
says Kenneth Piposar, VP of Abseilon.

/

scope creep in any way. I have spoken with many
companies that have become almost paralyzed by
taking on too much at once and then not knowing
how to wrap their hands around so much at once.”

Once you've set your objectives, a solid business
case is helpful. “Be sure you are diligent about
creating a business case as you embark on this jour-
ney, and continually test it along the way to ensure
you are getting the expected value out of the
mobile solution you select,” says Jason Cocco, VP
of business and product development at Restaurant
Technologies, Inc.

Involve The Appropriate Stakeholders;
Set Realistic Expectations
As you begin your field mobility journey, it’s impor-
tant to include the right set of stakeholders in the process.
“Put a cross-functional team together, move slowly, and
don’t expect too much too quickly. Do your research.
Understand there is no one-size-fits-all solution. Prioritize
and choose carefully. And know it’s not going to be cheap
— make sure you understand the ROI,” says Gary Weiner,
president, Russell Reid.

Part of that cross-functional team needs to be your mobile

“l have spoken with many companies
that have become almost paralyzed by
taking on too much at once and then
not knowing how to wrap their hands
around so much at once.”

Sherri McDaniel, ATEK Access Technologies

4 Steps To Summarize Field Mobility Success

Steve Nava, director of field service, Americas, at Luminex,

nicely summarizes four steps you can take toward field

mobility success:

1. Take the time on the front end to document business
requirements in detail.

2. Be open to ideas that may change your business
processes.

workers — they’re the ones on the front lines. “It’s impor- 3. Don’t assume you're currently doing it right.
tant to spend time with your field resources so thatyou truly 4. Get input from, and trust, your frontline customer-
understand their needs and can develop a solution that facing teams.
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IES Enterprise Service Management
(ESM) provides full service lifecycle
management for every type of service
business. Whether providing service
in the field, in a plant, at a customer’s
facility, in a depot environment, on
linear or other capital assets, or anywhere else, IFS
Enterprise Service Management has a solution for you.

IFS is a leader in providing enterprise software
applications. We specialize in three core areas of
the enterprise; enterprise resource planning (ERP),
enterprise asset management (EAM), and enterprise
service management (ESM). IFS, a public company
(XSTO: IFS), was founded in 1983 and has more than
2,600 employees. www.IFSWORLD.com

DecisionPoint Systems creates
the enterprise-class mobile solu-
tions that connect your mobile
workforce to one another and to
your enterprise system(s), driving tangible improvements
to your operations and bottom line. Some of the world’s
most forward-thinking companies rely on DecisionPoint to
enhance the flow of information resulting in lower costs,
improved organizational performance, increased profits,
and customer service. For over 25 years, DecisionPoint
has been building, deploying, and supporting the mobile
information systems that businesses need to stay com-
petitive. Our customers choose us because of our ability
to help them reduce the common risks associated with

deploying a mobile solution! www.decisionpt.com

decision

MOVING DECISIONS CLOSER TO THE CUSTOMER

ServicePower provides con-
ServicePower nected field services solutions
rrenta IS that bring together the cus-
tomer and the dispatch center, technician, claims
and warranty processes, parts, the contracted work-
force, assets, mobility, business intelligence, and
social collaboration. ServicePower connects all
aspects of the field service value chain through
the use of innovative technology that accelerates
business-efficiency gains and customer satisfaction
while reducing costs. ServicePower is uniquely posi-
tioned to offer connected field services solutions on
one underlying and consistent platform. This is the
ServicePower difference! www.servicepower.com
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= Panasonic delivers reliable
Pal‘lasonlc business technology solutions
that connect data with deci-

sion makers to drive better outcomes — for our
customers and our customers’ customers. Panasonic
engineers reliable products and solutions that
help create, capture, and deliver data of all types,
where, when, and how it is needed. The com-
plete suite of Panasonic professional solutions
for government and commercial enterprises of all
sizes includes unified business communications,
mobile computing, security and surveillance, retail
point of sale, office productivity, visual communica-
tions (projectors, displays, digital signage), and HD
video production. www.panasonic.com/toughpad

g . Kronos is the global
:\‘ KRONOS leader in delivering
=

workforce management
solutions in the cloud. Tens of thousands of orga-
nizations in more than 100 countries — including
more than half of the Fortune 1000® — use Kronos
to control labor costs, minimize compliance risk,
and optimize employee performance and engage-
ment across the enterprise, to deliver better cus-
tomer service. Learn more about Kronos industry-
specific solutions for on-site and mobile employees
including time and attendance, scheduling, absence
management, HR and payroll, hiring, and labor
analytics applications at www.kronos.com. Kronos:
Workforce Innovation That Works™.

. viDCle Vidcie §0mbines real-time video
o Lwevieanss: - streaming, cloud-based data
g °0ga o° archiving, and mobile, wear-

o able camera technology to
bring communication into focus like never before.
Why rely on verbal descriptions of an issue when
you could easily use live video to let remote team
members see exactly what you see — when you see
it? Designed to enhance situational awareness in any
environment or deliver remote know-how to field
service agents, Vidcie will open your eyes to a new
world of team collaboration. With Vidcie, your team
will become more productive, more efficient, and
more effective. www.vidcie.com
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@ Fleet Management Solutions
’:leet Locate for Small and Medium

spreon  Sized Businesses. Spireon’s
FleetLocate GPS Fleet Management telematics solution
is designed for small and medium businesses, operat-
ing locally concentrated fleets in the construction, ser-
vice, delivery, and government industries. If you want
a top-notch GPS fleet management service with best-
in-class support, then look no further. FleetLocate is
more than a GPS fleet management tracking system. It
delivers business intelligence in an easy-to-use mobile
interface, giving you real-time visibility into your daily
operations. FleetLocate’s telematics system is bundled
for convenience and includes the hardware, software,
service, and installation for one monthly fee. Learn
more at www.FleetLocate.com/Local

D Motion Computing® empowers
Motion organizations with technology solu-
— tions to optimize the performance of
mobile workers. With award-winning technical expertise
and decades of industry experience, Motion® makes it
their business to understand your business. Through
industry-leading rugged tablet PCs, accessories, and ser-
vices — Motion delivers mobile technology solutions cus-
tomized to business workflows. Purposely built for mar-
kets including field service, healthcare, utilities, construc-
tion, retail, public safety, and first responders — Motion’s
mobile technology solutions improve worker productivity,
data accuracy, and security, while enabling real-time deci-
sion making at the point of service. Motion makes solu-
tions available through a global network of value-added
resellers and distributors. www.MotionComputing.com

Connections across the orga-
wennso nizations are key for those
who want to better manage installation, mainte-
nance, and repair processes. WennSoft delivers
innovative field service solutions that streamline
operations from sales to the field to accounting,
arming customers with the insight they need to do
their work more proactively, productively, and prof-
itably. WennSoft focuses on what customers care
about — proven solutions, lasting relationships,
and the choice and flexibility needed to remain
in control as business expands and requirements
change. We believe this so strongly we provide the
last-solution guarantee. www.wennsoft.com
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Brother Mobile Solutions is
mr a premier provider of mobile
® printing solutions for work-
at yourside forces on the go. Products
include mobile full-page and
small-format thermal receipt and label printers, hand-
held and desktop laminated label printers, and desktop
thermal label printers. Brother Mobile products serve
industries including field services, route, public safety,
transportation, oil & gas, retail, and healthcare work-
forces — all through authorized resellers. Products
include the PocketJet Series full-page mobile printer,
rugged carry and vehicle-mount cases, plus the Rug-
gedJet Series label and receipt printers with advanced
features and rugged functionality. See the complete
product lineup at www.BrotherMobileSolutions.com.

SAP is at the center of today’s
technology revolution, as well
® as at the center of the customer-

engagement revolution, developing innovations
that not only help businesses run simple, but also
improve the lives of people everywhere. From sales,
service, marketing, and commerce solutions, to back
office, warehouse, storefront — SAP, with modern,
intuitive and easy-to-use interfaces, empowers
organizations with seamless omni-channel solutions
that help them to engage with their customers
and use business insight to stay ahead of the
competition. As the market leader in enterprise
application software, SAP applications and services
enable more than 263,000 customers to run better.
www.sap.com/field-service

- Wilson Electronics, LLC, a lead-
QW”SO" er in the wireless communica-
Electronics g industry for more than 40
years, designs and manufactures the industry’s broad-
est product portfolio of cellular signal boosters, anten-
nas, and related components that significantly improve
fixed and mobile cellular communication for use
in consumer, enterprise, and industrial applications
worldwide. All Wilson products are designed, manufac-
tured, and tested at the company’s U.S. headquarters.
Wilson signal booster product solutions fully comply
with FCC regulations and are FCC type-accepted and
Industry Canada (IC)-certificated. For more informa-
tion, visit www.wilsonelectronics.com/m2m

x P |_ D R E Xplore Technologies Corp. has been a leading global provider of ultra-rugged and fully

TECHNOLOGIES

rugged tablets since 1998. Xplore tablets are among the most powerful and longest-lasting

in their class, withstand nearly any hazardous condition or environmental extreme, and feature competitive pricing
and significant ROL Xplore tablets enable mobile computing for the enterprise, including field and on-site personnel,
regardless of location or environment. The company’s products are deployed across a variety of industries and sectors,
such as transportation, military operations, manufacturing, warehousing, oil and gas, utilities, telecommunications, and
other areas with hazardous work conditions. www.xploretech.com
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What Technology Will You Invest In Next?

“Our next two investments will be to upgrade
our existing delivery drivers with new handheld
technology and to outfit our sales team with
tablets.” — Jason Cocco, Restaurant Technologies, Inc.

“Our next investment will likely be telematics.
Tying a telematics provider into our workforce
management application will enhance our routing
and provide opportunities to further improve
productivity and save on fuel.” — Adam Ferrell, Trane

“Our next investment will be in a service life
cycle management solution. We want to make
our technicians’ jobs easier and make it easier

for our customers to do business with us.” —
Jeremy Jones, Comfort Systems USA

“Our next investment will be in M2M. Predictive
service is the holy grail of the service industry
at best, and at worst, it will enable our service

operation to be forward-leaning and proactive.”
— Steve Nava, Luminex

“Our next area of investment will be new
mobile devices. We envision the use of rugged
tablets that allow for more benefits to the
mobile workforce.” — Gary Weiner, Russell Reid

- Field Technologies

OPTIMIZE FIELD WORKERS, SERVICE & ASSETS






