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Firms Going Mobile: A Short Review on Mobile Workforce Management
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Companies with large and spread field forces are using mobile technologies to improve
their swarm efficiency and increase productivity. Mobile systems are being deployed to
manage, optimize and empower field forces, increase operational efficiency and gain a
better understanding of asset management, capture and access information (see
diagram 1). Most organizations evaluate the return on investment as a period of two
years or less.
The business case for deploying a field force mobile solution is relevant, in fact mobile
technology can pay off even without a fully refined business process, but, to lower the
total cost of ownership and achieve the best ROI possible, the key is to implement it on
a bottom up basis - from business needs to solution design. Companies must be
prepared to review their organization and processes, to define business rules, to
develop and implement those processes and rules with the objective of unifying the
workforce.
The need for dynamic scheduling and dispatch system, that allows an easy
management and optimization of tasks, routes and schedules, is indisputable.
However, each company has different characteristics and requirements that should be
considered. Every company is unique, with their own organization and processes,
therefore, with distinctive solutions. Mobility is not only about equipments and software.
Going mobile is a company-wide change where every solution, project and step
forward has to be customized. The solution design, process and customization can
take different approaches depending on the goals of the project.
With the correct implementation of methodologies and processes designed towards
mobility field workers, such as technicians, commercial teams or other mobile forces
can spend less time in administrative tasks. Without a real-time connection to backoffice systems, field forces will have to use paper forms to collect information, which
has to be, later on, understood, processed, standardized and inserted in back-office
systems. This is error-prone and time is inserted as a lag into the business process.
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Diagram 1. Features involved in Mobile Applications Development Process

Field workers and teams are responsible for one of the most important interface – the
interaction with customers. Independently of being involved in sales, service
operations, inspections or asset tracking, those human resources represent the
company and its image. A trained worker with leading-edge technology, real-time
customer and service information will be more profitable and will help to build up that
image.
Reduce Time to bill
Services and Sales process bills and sale orders. The time taken to complete a full
service / sales cycle can be seriously reduced if all the data needed reaches the ERP
database timely. The process can be speed up to bill within 1 day.
Back-end systems can control and monitor all the data being sent and received from
the field, provide custom summaries as well as report information about jobs, hours
and mileage for any time span (day, week or month). That information can feed payroll,
stock and cost systems in ERP. Managers and dispatchers will collect metrics and
summarize data from those systems, increasing their ability to make informed decision
in real-time.
Knowledge workers going mobile bring a new set of challenges to mobile systems and
interfaces. The information access via mobile devices must be done in an easy and
fast manner. Furthermore, data has to be classified so that the mobile workforce data
should be accessible based on the characteristics of the device worker and time. The
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value of the information changes according to these key factors (device, worker and
time).
Each year the volume of unique information produced worldwide grows exponentially.
Alongside with it there is a growth in information classification needs.
Accessing information with mobile devices can be a daunting task. Unclassified data is
very difficult to manage and understand by a field worker. Searching information like
CRM Data, Technical specifications, Stocks, Product and Service History; must be
done with the tools (server and client side) that will help to maximize the access to the
most relevant data.
Scheduling and dispatch systems perform their operations based on information
collected from other back-office such as ERM/CRM, ERP, HRMS and localization
coordinates gathered from the field. Dispatch orders are optimized within the dispatch
system by global task optimization algorithms that use field information to generate the
best work orders for each mobile team, based on their profile and location.
The mobile workforce must have access to critical business information related directly
to their work, such as ERM/CRM customer data, service history, technical knowledge,
or other business related information. The data response to queries performed by field
workers must be filtered and prioritized according with four main key factors: device
profile, time, task and worker profile.
The mobility of the workforce is tracked in the back-office by GPS. Those coordinates
allow navigation systems to find the best route to the next assignment (see Diagram 2).

Diagram 2. (Mobile oriented IT System – Block Diagram)
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Data collected by workers in the field – depending on the type of field operations – is
used mainly to feed ERM/CRM systems, stock and availability systems, order and
billing information, service reports, asset tracking and other LOB (Line of Business)
applications.
The Mobility challenge is not new. Over the last ten years about 80% of big North
American utility and telecommunication companies, and 35% of their European
counterparts, have implemented mobile systems to manage their workforce (Radice,
2008). Currently firms of all sizes are realizing the opportunities provided by the
deployment of such a system and are starting their own mobility projects.
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