
 

This document is the result of primary research performed by Aberdeen Group. Aberdeen Group's methodologies provide for objective fact-based research and 
represent the best analysis available at the time of publication. Unless otherwise noted, the entire contents of this publication are copyrighted by Aberdeen Group, Inc. 
and may not be reproduced, distributed, archived, or transmitted in any form or by any means without prior written consent by Aberdeen Group, Inc. 

 

 

 

 

October 2012 

Next-Generation Enterprise Mobility:  
Putting Mobile to Work 

Enterprise Mobility has evolved rapidly since the launch of the first mobile 
app store in 2008. As described in the June 2012 Aberdeen study Enterprise 
Mobility Management 2012: The SoMoClo™ Edge, Enterprise Mobility 
Management (EMM) and Mobile Device Management (MDM) have matured 
to the point where there are product solutions and services available to 
meet most organizations' mobility lifecycle challenges. Bring-Your-Own-
Device (BYOD), new device platforms and form factors, mobile app 
management, and content / data security remain formidible challenges for 
which a wide range of continually improving industry solutions exist. As the 
research shows, there remains much work to be done, as management, 
security, and policy compliance continues to lag accelerated enterprise 
mobility adoption. We are at a point in EMM product and services maturity 
when it is often less about technology and more a matter of the application 
of industry best practices that Aberdeen has been documenting for the past 
few years (see Related Research). This Analyst Insight aims to look beyond 
these immediate and pressing issues towards a long-term goal of Enterprise 
Mobility: putting mobile to work to produce quantifiable business benefits. 

Putting Mobile to Work 
In order to better understand mobility's potential for positive impact on 
business performance, we'll examine recent Aberdeen research findings in 
three industry segments: retail, field service, and healthcare. The principles 
applied are also relevant to other industries, such as oil and gas exploration, 
air transportation, and financial services.  

Mobile Retail Point-of-Service 
Mobile retail Point of Service (POS - see sidebar) uses mobile technology 
(smartphones, tablets, or purpose-built mobile devices) to facilitate retail 
purchase or service transactions. 

Figure 1: Mobile Retail: POS Drivers 

 
Source: Aberdeen Group, July 2012 
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Analyst Insight 

Aberdeen’s Insights provide the 
analyst's perspective on the 
research as drawn from an 
aggregated view of research 
surveys, interviews, and  
data analysis 

Definition of Terms 

Point-of-Service (POS): 

√ The location where a 
business transaction occurs, 
such as a checkout counter, 
cash register, or service 
desk. 

 

 

Fast Fact 

Among organizations that 
delivered business-critical data 
to mobile devices, managers 
were able to make decisions in 
almost one-third the time that 
it took managers who didn't 
have mobile access. 
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Figure 1 illustrates the top business pressures driving retail survey 
respondents to invest in a mobile POS initiative, from the August 2012 
study Mobile Point-of-Service (POS) Evolution. The report describes how 'brick-
and-mortar' retailers are under attack: online and ecommerce beckon 
shoppers with greater choice and customization options, while 
'showrooming' (see sidebar) mobile apps allow on-premises comparison 
shopping and best-price matching. Some retailers will even match the 
'showroomed' price on the spot. In order to attract and retain repeat 
customers, two-thirds of retailers surveyed feel the pressure to continously 
improve the in-store experience.  The study looked at how retailers are 
turning to mobile technology at checkout to enhance customer engagement 
and encourage repeat business. 

Figure 2: Mobile Retail: POS Strategies 

Source: Aberdeen Group, July 2012 

In order to make the in-store experience more compelling for their 
customers, a third of retailers are integrating the data that the store already 
has from other selling channels (eg. direct marketing response, loyalty 
programs, etc.) regarding shoppers' prior transactions and preferences 
(Figure 2). Although appearing less frequently, providing self service 
ordering and payment options are alternative strategies that are emerging to 
deepen customer engagement and shorten checkout lines. By introducing 
wireless networking (e.g.  Wi-Fi® wireless LAN) to the showroom floor, 
customers get the Internet access they want, while employees access 
inventory data and complete sales transactions anywhere on premises. 
These strategies can contribute to an improved customer experience, 
resulting in increased customer satisfaction and loyalty. In the August 2012 
study on both mobile and fixed POS, The New Point-of-Service (POS): The 
Core of the Retail Store, although just 18% of respondents had a mobile 
POS solution in place, 41% planed to add this capability within the next 24 
months. 

Mobile Field Service 
Organizations with mobile field service initiatives experience similar 
pressures as retailers do, due to growing competition, demands to lower 
cost-of-service while improving customer satisfaction, and the need to 
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Definition of Terms 

Showrooming: 

√ According to Wikipedia.org, 
the act of examining 
merchandise in a brick and 
mortar retail store without 
purchasing it there, then 
shopping online to find a 
lower price for the same 
item.  

 

 

"We are using a completely 
mobile POS configuration to 
save space and check out 
shoppers more efficiently." 

~ Ron Barry,               
Managing Principle, Little 

Artika, Phoenix, AZ 
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satisfy the escalating expectations of sophisticated customers who are 
increasingly aware of competitive alternatives. 

As shown in Figure 4, over three-quarters of survey respondents in the July 
2012 study Field Service 2012: Mobile Tools for the Right Technician identified 
customer demand for improved service as the top pressure driving their 
organizations investment in mobile field service technology. Due to the 
competitive pressures already mentioned and an increasing volume of 
service requests, they invested in mobile technology with the intention of 
decreasing the cost of service delivery as a result of better workforce 
utilization. 

Figure 4: Field Service: Top Pressures Driving Mobile Investment 

 
Source: Aberdeen Group, June 2012 

This focus on increasing the efficiency of field service is also evident in 
Figure 5.  

Figure 5: Mobile Field Service Top Strategies 

 
Source: Aberdeen Group, June 2012 

The strategic value of integrating mobile field service solutions with back-
end data systems was selected by over 50% of respondents as their top 
strategy. Back-end data integration enables the delivery of real-time data to 
the front lines. Field access to work schedules, service tasks, customer 

29%

43%

46%

76%

0% 20% 40% 60% 80%

Need to operate with reduced service
workforce

Increasing volume of service
requests

Competitive pressures

Customer demand for improved
service

Percentage of Respondents, n=220, 

45%

47%

48%

52%

0% 10% 20% 30% 40% 50% 60%

Establish systems and metrics to
track performance in real-time

Provide technicians with work-related
information in real-time

Enable real-time tracking of
technicians, parts, and resources

Improve integration of data with back-
end systems

Percentage of Respondents, n=220

"Mobility is fundamental to the 
growth of our business. Our 
customers replace their 
windshields once every five to 
eight years. Needless to say, it 
is vital that we create a great 
first impression"  

~ Chris DeLong, Director IT 
Services, Safelite Group 
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history, parts information, time on the job, and associated expenses are key 
contributors to delivering on the objective of improved quality and 
efficiency of service delivery. The business value of distributing the right 
information to the right employees at the right time was identified in the 
March 2012 report Mobile BI 2012: Accelerating Business on the Move. It found 
that among organizations that delivered business-critical data to mobile 
devices, managers were able to make decisions in almost one-third the time 
that it took managers who didn't have mobile access. The July 2012 Mobile 
Field Service report correlated significant improvement in key business 
metrics with the adoption of mobile field service solutions (Table 1). 

Table 1: Mobile Field Service Impact 

 
Source: Aberdeen Group, June 2012 

Service providers saw a marked improvement in customer satisfaction and 
retention, and an increase in service revenue and workforce productivity 
since the adoption of mobile field service solutions. They also saw a 
decrease in service cost, and less time to service resolution, contributing to 
an overall improvement in service delivery efficiency. 

Institutional Mobile Healthcare 
In September 2012, Aberdeen surveyed 82 providers of institutional 
healthcare, to ascertain the business impact of Mobile Healthcare 
Technology (MHT) at the "point-of-care" (see sidebar).  

Figure 7: Top Pressures Driving MHT Adoption 
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Definition of Terms 

Mobile Healthcare 
Technology (MHT) includes 
mobile, portable, or wirelessly 
connected devices that either: 

√ Capture data to be uploaded 
to Electronic Medical 
Records (EMR) 

√ Directly access, view, or edit 
EMR 

√ Enable remote sharing of or 
collaboration on data which 
will eventually become part 
of EMR 

Examples include: smartphones, 
tablets, wireless patient 
monitoring equipment, or 
wirelessly connected devices that 
are moved room-to-room 

Point-of-Care (PoC): 

√ In the presence of, or in 
close proximity of a patient; 
typically at bedside, or at 
hospital or ER admissions. 

 

 

"For a mobile initiative to be 
successful, it must integrate 
with existing systems, save 
admin time, and eliminate 
paperwork."  

~ Vice President, Customer 
Care, North American High-

Technology Equipment 
Manufacturer 
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Source: Aberdeen Group, September 2012 

Although MHT is a relatively new technology, 45% of respondents were 
already using it and 31% considering its use - resulting in three-quarters 
using or considering MHT. 

The top business pressures driving institutions to adopt MHT are portrayed 
in Figure 7.  Over half of respondents cite the rising cost of care as a top 
driver, with the implied belief that MHT will help drive down the cost of 
care by addressing inefficiencies in care delivery. Following close behind cost 
concerns are demands to improve staff productivity (again an efficiency 
measure), and improving patient safety (minimizing risk, while improving 
patient outcomes). 

In keeping with the pressure to improve patient safety, half of respondents 
identified the improvement of patient safety through the use of medication 
barcoding at the PoC as the primary business justification for their 
organization's use of MHT (Figure 8). This practice minimizes incorrect drug 
distribution, and prevents adverse drug interaction by correlating with drug 
databases before dispensing the patient medication. In addition to protecting 
the patient, this also protects the institution from potential malpractice and 
industry non-compliance incidents. 

Figure 8: Business Justification for MHT 

 
Source: Aberdeen Group, September 2012 

24% of respondents identified the improved accuracy of treatment coding as 
the business rationale, a necessary step for Electronic Medical Record 
(EMR) accuracy as well as for higher rates of payer (i.e. insurer or Medicaid) 
reimbursement. Although a relatively low number of respondents 
mentioned the use of MHT to more rapidly and accurately capture physician 
prescription order entry (although it was the third-most selected rationale), 
when used it results in more timely drug delivery to patients in need, again 
impacting patient safety and outcomes. 

The correlation of MHT initiatives with outstanding institutional 
performance was remarkable (Figure 9).  As compared to those institutions 
without an MHT initiative in place, respondents with MHT reported a 18% 
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"Our goal is to equip physicians 
with the cost and quality 
information they need at 
bedside, providing on-the-fly 
alerts when deviating from best 
practices, inclusive of cost-of-
delivery data." 

 ~ CEO, a top university 
teaching hospital, TN, USA 
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improvement in bed utilization, along with a 51% improvement in bed 
utilization Year-over-Year (Y-o-Y). They also described signficant Y-o-Y 
decreases in inpatient length of stay, outpatient turnaround time, and 
Emergency Room (ER) turnaround time (110%, 56%, and 86%, respectively).   

Figure 9: MHT Performance Impact 

 
Source: Aberdeen Group, September 2012 

Each of these metric improvements contributes to a healthier bottom line 
for the institutional healthcare provider, due to improved patient safety, 
increased data accuracy, reduced cost, and improved operational efficiency. 

Key Takeaways 
Next-generation enterprise mobility is already hard at work, making tangible 
contributions to improve business performance in several industries: 

• In Retail POS, mobile technology is being used at checkout and 
throughout the store to enhance the customer experience and 
encourage repeat business. Integration of data from other customer 
channels, such as direct marketing and loyalty programs, when 
combined with self service options deepen customer engagement 
and shorten checkout lines. These strategies result in increased 
customer satisfaction and greater customer loyalty. 

• Mobile Field Service is being used to improve the quality of 
service, lower its cost, and ultimately improve the customer 
experience. Mobile-enabled field service providers saw 
improvements in customer satisfaction, retention, service revenue, 
and workforce productivity. They also saw decreases in service cost 
and problem resolution time, further contributing to improvements 
in service delivery efficiency. 

• In Institutional Healthcare, MHT was found to help drive down 
the cost of care by addressing inefficiencies in care delivery, 
enhancing patient safety, and improving patient outcomes. MHT 
initiatives correlated with signifcant improvements in the core 
metrics that institutions traditionally use to measure their 

Metric
Those  

with
MHT 

Those
without 
MHT

Delta 
with vs. 
without

Bed Utilization 70.0% 59.1% 18% better

Bed Utilization Y-o-Y 5.6% improved 3.7% improved 51% better

Inpatient Length of Stay Y-o-Y 03% improved 3.1% worsened 110% better

Outpatient Turnaround Time Y-o-Y 1.9% worsened 4.3% worsened 56% better

ER Turnaround Time Y-o-Y 0.7% worsened 5.0% worsened 86% better

"MHT has driven more efficient 
decision making processes, 
better access to centralized 
resources, and increased 
patient data access. MHT has 
also improved communication 
and general efficiency." 

 ~ IT administator, outpatient 
healthcare clinic, London, UK 
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performance: improvements in bed utilization; along with decreases 
in patient length of stay, turnaround, and unplanned readmissions. 

Although the space limitations of this paper limit the examination of the 
business impact of mobility to just three industry segments, the principles 
outlined apply across many industries. These findings can serve as a 
foundation and a touchstone for how the potential of next-generation 
enterprise mobility can positvely impact your business as well.  

For more information on this or other research topics, please visit 
www.aberdeen.com 
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