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Mobile-driven 
automated processes 
make it possible for 
service personnel to 
update customer and 
product information 
while in the field by 
using hand-held 
technology. 
 

The Need for Faster Information 
Today’s fast-paced global competition is pressuring businesses to 
increase the efficiency, productivity and profitability of their 
business processes. One key step we recommend in response is to 
automate processes and information flow using mobile technology. 
Doing this improves both efficiency and effectiveness. It can, for 
example, help eliminate time wastage and reduce effort and 
materials usage by improving organizations’ ability to track 
inventory, which will ensure maximum visibility into product 

availability as well as the status of materials 
used in products. Automation using the 
right type of hand-held devices also 
improves manufacturing and customer 
service in a number of ways – for 
example, by speeding up order processes 
by moving them closer to the actual 
interactions, enabling quicker response to 
post-delivery customer requests for 
changes and streamlining fulfillment to 
enable faster billing. Mobile-driven 
automated processes also make it 
possible for service personnel to update 
customer and product information while 
in the field by using hand-held 

technology. And they make it easier to 
comply with industry-specific compliance requirements such as 
security validation of when and by whom specific actions were 
taken. 
 
Organizations seeking to benefit from the speed and efficiency of 
just-in-time processes should ensure that information exchange is 
not an issue. Partners need to play their part in reducing waste and 
improving efficiency by automating business processes such as 
notifications of failures found in inspections, and this can be facili-
tated by using mobile technology. They also need to be able to 
access information on material handling and inventory, queue up 
materials for timeliest use and replenish low stocks efficiently. For 
example, materials and manufacturing processes must comply with 
regulatory requirements. To do their part to improve customer 
satisfaction, they must track locations of materials, in-process 
goods and inventory at every point and identify demand signals as 
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Using handheld 
devices, work tasks 
are easily queued and 
performed to support 
a range of 
manufacturing 
execution. 
 

they occur in service interactions or the field – all these 
undertakings are more efficiently performed using a range of hand-
held mobile technologies. 

 
With such an extensive list of areas ripe for improvement, 
manufacturers understandably are closely following advances in mobile 
technology to help address them. In particular, they are exploring and 
deploying a range of handheld tools; looming large among them are 
ones of the types that employees already have embraced for personal 
use.  
 

Advantages of Mobile Technology 
For years warehouse management systems have run on dedicated 
handhelds; these typically are used by relatively few employees to 
perform limited communication and monitoring tasks. Today’s mobile 
technology can go much further, helping manufacturers interact with 
suppliers, partners and customers. In particular, the new working 
paradigm accompanying this technology makes it possible to reduce 

the time it takes to access information, makes 
information much more readily accessible 
through applications and tools accessed on-
site and keeps it more effectively 
synchronized with other systems. 
 
Mobile technology and specific handheld 
devices facilitate the automation of 
processes and improve oversight to a 
degree previously not possible. 
Component activities can operate in a 
rules-based environment in which 

transactions made using these mobile 
systems can trigger notifications as needed, 

such as alerting decision-makers that inventory is falling short of 
plan. Using handheld devices, work tasks are easily queued and 
performed to support a range of manufacturing execution. 
Moreover, the use of mobile devices can help increase the accuracy 
of information on the locations of inventory and materials. Mobile 
scanning of inventory in manufacturing, distribution and delivery 
applications can sharpen resource planning, scheduling, logistics 
and transportation. Mobile tracking also can improve the efficiency 
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Look for specific role 
support in 
manufacturing 
execution systems 
(MES) on shop floors 
and in field service 
that help save time 
and reduce costs. 

of logistics and transportation as well as increasing customer 
satisfaction by providing immediate answers about the status of 
orders. 

 
Use of mobile technology empowers the workforce. Rapid access to 
information and applications enables people to operate more efficiently 
and comfortably with a greater sense of job satisfaction. Moreover, 
employees can more easily track their time worked, gain access to 
performance and process metrics, and track and report on workflow. 
They also can receive and provide updated customer and product 
information at any time. In processing work orders, for example, they 
can quickly find the location of assets and inventory. 
 

Preparing to Invest in Mobility 
To utilize mobile technology successfully in business requires careful 
planning. Start with a cost/benefit analysis that identifies and values 
the most important activities that can be streamlined and improved. 

Weigh the value of benefits expected against 
the costs of deployment and maintenance of 
mobile devices, but bear in mind that 
improving the efficiency of current and 
proposed new operations is not an optional 
choice – it is required to meet customer 
demand and market pressures.  
 
Next, consider how many and which types 
of operating systems and mobile devices 
will best suit your organization. Seek input 
from potential users about features and 
functions that will help them the most with 

their specific role and responsibility. Ensure 
that products you are evaluating have tools to 

guarantee the security of data and applications.  
 
Then begin to assess product options. Verify the adaptability of 
products to the roles and tasks of all potential users, from the onset of 
manufacturing through sales and shipment to delivery and contact 
with customers. Confirm that the technologies being considered can 
adapt to your business processes and integrate with key enterprise 
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applications and systems. Assess the effort and resources required to 
do so. 
 
Now develop a deployment plan. One key part of it will be a security 
plan that covers both installation and ongoing management of mobile 
devices. Include in that plan a means to track each device and, if 
appropriate, also the person to whom it is given. Be sure to 
understand in detail how the devices connect to others and to 
enterprise systems; knowing this will help you guard against any 
vulnerability the devices might create. Establish action plans in case of 
a device being lost or stolen. 

 
If the benefits outweigh the costs, as is likely, and when you have a 
sound plan for integrating new devices into your processes, evaluate 
vendors and products to find those that fit your needs. Properly 
deployed and managed, mobile technology can deliver information 
faster to people who need it, speed processes and build better 
relationships with partners and customers.  
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About Ventana Research 
Ventana Research is the most authoritative and respected benchmark 
business technology research and advisory services firm. We provide 
insight and expert guidance on mainstream and disruptive 
technologies through a unique set of research-based offerings 
including benchmark research and technology evaluation assessments, 
education workshops and our research and advisory services, Ventana 
On-Demand. Our unparalleled understanding of the role of technology 
in optimizing business processes and performance and our best 
practices guidance are rooted in our rigorous research-based 
benchmarking of people, processes, information and technology across 
business and IT functions in every industry. This benchmark research 
plus our market coverage and in-depth knowledge of hundreds of 
technology providers means we can deliver education and expertise to 
our clients to increase the value they derive from technology 
investments while reducing time, cost and risk.  
 
Ventana Research provides the most comprehensive analyst and 
research coverage in the industry; business and IT professionals 
worldwide are members of our community and benefit from Ventana 
Research’s insights, as do highly regarded media and association 
partners around the globe. Our views and analyses are distributed 
daily through blogs and social media channels including Twitter, 
Facebook, LinkedIn and Google+. 
 
To learn how Ventana Research advances the maturity of 
organizations’ use of information and technology through benchmark 
research, education and advisory services, visit 
www.ventanaresearch.com. 

 

http://twitter.com/ventanaresearch
http://www.facebook.com/group.php?gid=42346537689&ref=ts
http://www.linkedin.com/groups?gid=1625427
https://plus.google.com/107660697898618790080/posts%23107660697898618790080/posts
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