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IDG Cannact, a division of Intemnational Data Group (IDG), the
workf's largest technology media company, produces, publishes
and distributes local IT and business information on behalfl of

8 Indly global cheerl base, Established in 2005, we have a Ndly
nurured sudience of 2.6 milion profeasional decision-makers
from 130 couniries, and an extanded reach of 33 milion names.
This lets us conduct research, creats independent analysis

and opinion artickes, and drive long-term engagement betwesn
professionals and B28 marketers worldwide,

For more information visit

wwwidgoonnecimarketers. com




A

ZEBRA

TECHNOLOGIES

5 Today enterprises
licati ' focus mostly on annual
applications Y | operating cost
(59%)

over 8

But they also believe
TCO should really
be considered over
5 years

(39%)
|
°s W
(61%) (49%)
(60%) (42%)

With a further 20% saying that it is

_ B

it should be

Challenges

(76%) ) w -
.
X

(79%)
(68%) (65%)

Conclusion




Challenges

Conclusion

ZEBRA

TECHNOLOGIES
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employees
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Geography

Northern Southern
Europe Europe
50% 50%

Primary Business Focus

Field Field
delivery service
16% \ 58%

Field
sales
20%




How should enterprises
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view the cost of field
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We wanted to understand how enterprises make
their purchasing decisions when it comes to
mobile devices for the field.

Cost is clearly going to be a major factor so

our initial questions were geared to finding out
how businesses evaluate the cost of handheld
devices. Digging deeper, we also wanted to know
if they believed they have the right approach to
cost evaluation.

HOW ENTERPRISES ARE VIEWING COSTS
TODAY

Respondents told us that right now they

are focusing first of all on annual operating
expenditure (59%) and up-front capital
expenditure (52%), with transparency of support
costs not far behind (48%).

More “minor” cost considerations are the longer
term total cost of ownership (TCO), with 3-year
views being cited by 50% and 5-year views by
40%.

The picture isn’t the same across the board.
Smaller companies (fewer than 5000 employees)
and those operating in field service and
inspection showed the greatest sensitivity

to cost. We can see the effects of the global
recession in the answers too, with countries in
Southern Europe showing greater cost-sensitivity
than those in Northern Europe.

HOW ENTERPRISES BELIEVE THEY SHOULD
BE VIEWING COSTS

While it’s clear that TCO is currently a secondary
consideration, when we also asked respondents
how they thought they “should” be viewing costs,
the top answer was “over a five-year period”. The

responses suggest there is a gap between how
organisations are looking at costs now and what
they believe they should be doing.

If businesses are concerned about costs, and

the responses show that cost transparency is
important to many, then the longer-term view has
to be important. It's only by looking beyond the
cost of acquisition that the “hidden” costs such as
break/fix support and management over time can
be calculated.

To understand the real cost of field devices

it's worth looking at what should be included

in TCO. According to research consultants
VDC*, it comprises the hard costs of
deployment (hardware, accessories, software,
implementation and training) and the softer
operational costs (productivity loss, opportunity
loss and IT support costs).

By evaluating hard and soft costs, organisations
may well find that short-term purchasing
decisions do not deliver the greatest value to the
business in the long term. VDC estimates that
hard costs may only account for 10% or less of
TCO over five years.

Whether you’re already deploying field devices or
are considering doing so, are you sure that your
cost calculations accurately reflect all your costs
over time? Will your real TCO deliver the return
on investment that you need?

* “Mobility in manufacturing and logistics:
investment acumen for next generation mobile
solutions” VDC Research, August 2013
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Major cost focus today

Annual operating expenditure 59%

Initial capital expenditure 52%
Transparency of costs upfront 48%
TCO 5 years 39%

TCO 3 years 35%

What is not a consideration
but should be?

Annual
operating
expenditure

TCO 3 years

Transparency
of costs
upfront
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How do enterprises support the
activities of field workers?

BY END 2015

Mobile PoS

Job notes via moblile
Job notes via paper
Allow BYOD
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Real-time task rescheduling
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What causes delays in field task
completion?

Problem diagnosis

Fixing the incident

Travel
Challenges

Signoff process

Device/service failure

Task allocation

Conclusion
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When enterprises are designing their mobile
device strategy, they will have priorities and
concerns around what the technology can do -
and what it should not do.

SECURITY IS TOP OF CONCERNS

When we talked to companies about their
concerns, top of the list of challenges by some
distance was security. Data security in general
is a huge concern for any organisation and
mobile access is no exception. While security
was a concern across the board (60%) it was
particularly important in the field service and
inspection organisations (63%).

The results of our survey show that it's
imperative that mobile solutions provide access
controls that will protect the enterprise if the
device falls into the wrong hands and guard
against the growing tide of viruses and non-
vetted applications that can compromise the
security of data stored on the device. That will
require some level of centralised management.

ENABLING GREATER SPEED AND
SATISFACTION IN A MANAGEABLE WAY
Also a priority is the ability to reduce the time
spent getting to and from jobs, especially

in Southern Europe (53%), possibly where
distances to be covered are greater. More than
half of field services/inspection organisations
also flagged this up as a concern.

This can be addressed by ensuring that field
staff are using a good route planning feature that
is always up-to-date. Notifying staff in real time
of task priority changes will also save time and
travel costs. Both of these features can be made
available through a single mobile device.

Field Mobility

Meeting rising customer expectations is
important for 41% and this is likely to be about
getting to the customer on time and being able to
carry out the required task efficiently. The desire
to meet customer expectations was particularly
strong in larger organisations (45%) and also in
field sales/delivery organisations (45%).

Real-time reporting, enabling field staff to let
head office know as soon as jobs are completed
— or delayed for some reason — can have a
positive impact on efficiency of people and
processes, and is considered important by

39% of respondents, including 42% of smaller
companies.

Managers have to consider how to manage
multiple devices and this was a particular
concern in Northern Europe (42%). It's an issue
that was highlighted significantly more in field
service/inspection organisations (41%) compared
with sales/delivery organisations (26%). This

is an issue around managing complexity. If

field workers have smartphones, tablets and/or
laptops, what are the implications for managing
multiple versions of multiple operating systems,
synchronisation of data and access controls, for
example?
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Major concerns or priorities
for field mobility
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Priorities for effective
field mobility

While applications and functionality can get it could even act as a point-of-sale device,
workers o the right place fast, speed up enabling the field worker to take immediate
processes, and improve customer service, all payment for work done or items delivered.

this will be for nought if the device fails. The

rate of device failure is highlighted as a concemn Do these concerns and priorities resonate
by a third of our respondents — more in smaller with you? Are you satisfied that your mobile
companies (36%) - and is likely to have major technology is up to the task of delivering the
repercussions for any business that depends on  services you need when you need them, and
its mobile tachnology. We talk more about device maximising your return on investment?
faillure later in the report.

Home SPEEDING UP INVOICING
We asked specifically about speed of invoicing
as field technology can do much to improve this

process.

Currently the average invoicing speed is 4.2 Only 32% of our respondents
days and on the whole enterprises (94%) are said they are already invoicing
satisfied with that, but only a minority (39%) are instantly. Of those

very salisfied. Smaller organisations tend to

invoice slightly faster (4.1 days) on average than who take 2-5 days to invoice

larger ones (4.5 days). just 38% are very
satisfied with their invoicing
Because invoicing speed has such a direct effect speed

on revenue and the bottom line it's worth looking
to see if the process can be improved.

Our responses suggest that for most there is
room to do more. Only 32% of our respondents
said they are already invoicing instantly. Of those
who take 2-5 days to invoice just 38% are very
satisfied with their invoicing speed. As for taking
6-10 days to invoice — there were no enterprises
that were very satisfied with this speed.

Resilience

Technology is key here. The right device can

enable customers to sign off immediately on
system into action faster. In some industries

Field Mobility
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How satisfied are you with
current invoicing speeds?

39%

Very satisfled

6%

Fairly unsatisfled
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Issues around off-the-shelf
smartphones
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66

Top of the list of concerns were
security features (61%).

This suggests that off-the shelf
smartphones might not offer

enough to protect enterprise
data . Second were concerns
over battery life. Despite
improvements in battery life

in recent years it was still a
major issue for 49% of our
respondents, including 55% of

larger organisations. , ,

Challenges
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Which screen features are
important?

Usable in bright sun Touch screen

y
68%
s
O

Usable in rain Usable with gloves

Screen stylus Physical keypad
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What happens when a device
fails?

Reduced reporting accuracy
Reduced customer satisfaction
Delay in invoicing

Reduced task status visibility
Inability to continue job

Longer travel time

Conclusion Inventory records accuracy reduced
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Making the most of
a field mobile device
strategy
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Field Mobility

asearch shows thal enlerprises across
many industries believe thal equipping their
lield worklorce with the right mobile devices
can increase efficiency, reduce cosls and raise
customer satisfaction

It's aqually clear that for a mobile strategy lo
deliver those benefils the technology muslt be
fit for purpose. Off-the-shelf smartphones may
provide the right user expenence bul are less
likely to make the grade for resilience, usability
and lunctionality.

In addition enlerprises need lo assess how
devices will afford them the nght level of security
and how far suppliers are prepared tlo go o
supporl those devices.

All these 1ssues need Lo be laken inlo account

lo achieve a realistic view of the return on
investment in mobile devices. Many of the
enterprisas we lalked lo recognise that a long-
Applicatlons lerm view 1s more important than the short term
lo understand the true tolal cost of ownership.

If you're planning to mobilise your field
Challenges worklorce, or are already doing so. do you
believe you are making the most of your strategy
with the night technology?

osts

Sourcing

Resilience

Conclusion
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DO MORE.

www.zebra.com

Zebra Technologies — EMEA Headquarters & Sales Office

Zebra Technologies Europe Limited, Dukes Meadow, Millboard Road, Bourne End, Buckinghamshire, SL8 5XF, United Kingdom
Telephone: 0800 328 2424 eor +420 533 336 123

Email: contact.emea@zebra.com Web: ww.zebra.com

Other EMEA Locations
Europe: France, Germany, ltaly, the Netherlands, Poland, Russia, Spain, Sweden, Turkey
Middle East & Africa: Dubai, South Africa
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