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59%

5 years

Today enterprises 
focus mostly on annual 

operating cost 
 (59%)

But they also believe 
TCO should really 

be considered over 
5 years

 (39%) 

With a further 20% saying that it is 
not currently a consideration but that 

it should be

Over the next 24 
months, this number 

is expected to 

increase to 
over 8

Today enterprises use 

on average over 5 
applications for 

¿HOG�VWDII

$SSOLFDWLRQ�8VH�LV�*URZLQJ�

Enterprise Capabilities

Data security is the biggest 

challenge (60%)

And it’s the most 
ZRUU\LQJ�DVSHFW�RI�
buying off-the-shelf 

smartphones

 (61%) 
IROORZHG�E\�EDWWHU\�OLIH�

(49%) and physical 

robustness (42%)

Device Requirements

8VHUV�ZDQW�VPDUWSKRQH�

screen familiarity (76%)

76%
%XW�WKH\�DOVR�ZDQW�XVDELOLW\�LQ�EULJKW�

sunshine (79%) ZLWK�ZRUNJORYHV 
(68%) and in the rain (65%)

Costs

Summary
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Business size

Primary Business Focus

Geography

Increasing numbers of enterprises are enabling 
WKHLU�¿HOG�ZRUNHUV�WR�RSHUDWH�PRUH�HI¿FLHQWO\�E\�
providing them with mobile devices that will let 
them get to customers faster, carry out tasks 
more effectively and report back more quickly. 
The aim is to reduce costs and raise satisfaction 
levels of increasingly demanding customers. 

As this strategy becomes more widespread we 
ZDQWHG�WR�¿QG�RXW�KRZ�HQWHUSULVHV�DUH�UDWLQJ�
LWV�VXFFHVV��6SHFL¿FDOO\�ZH�ZDQWHG�WR�NQRZ�
which key features of mobile devices give the 
best return on investment and what concerns 
enterprises have around their use. 

We talked to 100 businesses across the UK, 
Germany, Italy, France and Spain with 250+ 
employees. 40% of those companies had more 
than 5000 employees. The companies were all 
focused primarily on service, sales, delivery or 
LQVSHFWLRQ�LQ�WKH�¿HOG��

The organisations taking part in the survey 
came from a wide range of industries, including 
¿HOG�VHUYLFH��IDFLOLWLHV�PDQDJHPHQW��KHDWLQJ�
SOXPELQJ�DLU�FRQGLWLRQLQJ��XWLOLWLHV�HQHUJ\��
local government, social housing, professional 
VHUYLFHV��¿HOG�VDOHV�PHUFKDQGLVHUV��¿HOG�GHOLYHU\��
FRXULHU�ORJLVWLFV��GLUHFW�VWRUH�GHOLYHU\�DQG�SRVWDO�
services. 

Our respondents were senior IT management 
DQG�PDQDJHUV�ZLWK�UHVSRQVLELOLWLHV�ZLWKLQ�¿HOG�
operations. 

>5000 
employees 

40%

<5000 
employees  
60% 

Northern 
Europe

50%

Southern
Europe
50%

Field 
service 
58%

Field 
sales
20%

Field 
delivery

16%

Field 
inspection 

6%
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We wanted to understand how enterprises make 
their purchasing decisions when it comes to 
PRELOH�GHYLFHV�IRU�WKH�¿HOG�

Cost is clearly going to be a major factor so 
RXU�LQLWLDO�TXHVWLRQV�ZHUH�JHDUHG�WR�¿QGLQJ�RXW�
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 
DUH�IRFXVLQJ�¿UVW�RI�DOO�RQ�DQQXDO�RSHUDWLQJ�
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) 
DQG�WKRVH�RSHUDWLQJ�LQ�¿HOG�VHUYLFH�DQG�
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, 
WKH�WRS�DQVZHU�ZDV�³RYHU�D�¿YH�\HDU�SHULRG´��7KH�

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 
EUHDN�¿[�VXSSRUW�DQG�PDQDJHPHQW�RYHU�WLPH�FDQ�
be calculated. 

7R�XQGHUVWDQG�WKH�UHDO�FRVW�RI�¿HOG�GHYLFHV�
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 
PD\�ZHOO�¿QG�WKDW�VKRUW�WHUP�SXUFKDVLQJ�
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 
7&2�RYHU�¿YH�\HDUV�

:KHWKHU�\RX¶UH�DOUHDG\�GHSOR\LQJ�¿HOG�GHYLFHV�RU�
are considering doing so, are you sure that your 
FRVW�FDOFXODWLRQV�DFFXUDWHO\�UHÀHFW�DOO�\RXU�FRVWV�
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

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 
EXW�VKRXOG�EH"

12%

6%

13%

14%

20%

TCO 5 years

Initial 
capital 

expenditure

Annual 
operating 

expenditure

 Transparency 
of costs 
upfront

TCO 3 years

+RZ�VKRXOG�HQWHUSULVHV�
YLHZ�WKH�FRVW�RI�¿HOG�
PRELOLW\"
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In particular businesses are expecting to do 
more to issue and record job notes with a 
mobile device (47% predicted growth) as well as 
rescheduling tasks in real time as priorities and 
customer needs change (42% predicted growth). 

While allowing use of BYOD devices is currently 
the least popular application (38%), growth over 
the next 24 months is predicted to be 41%, and 
we’ll return to the implications of that later in the 
report. 

ENSURING THE RIGHT DEVICE STRATEGY
*LYHQ�WKLV�FOHDU�WUHQG�IRU�XVHUV�WR�XVH�WKHLU�¿HOG�
devices for a growing range of activities it’s vital 
WKDW�DQ�HQWHUSULVH�¿HOG�PRELOLW\�KDV�D�VWUDWHJ\�
to support this - not just to meet the needs of 
the workers but also because it is key to driving 
productivity and remaining competitive.

It makes sense for a business to look at mobile 
devices that have the processing power and 
functionality to support a growing number of 
multiple applications. For example, as shown in 
the infographic on the previous page, 58% of our 
respondents are already using mobile devices 
to capture signatures electronically, and another 
30% plan to over the next two years. Similarly 
45% are currently using devices to scan assets 
to help in inventory control, and the next 24 
months will see a further 38% doing so. 

BARRIERS TO EFFICIENCY
While learning how organisations are improving 
WKHLU�¿HOG�HI¿FLHQF\�ZH�EHOLHYHG�LW�ZDV�LPSRUWDQW�
to understand what was impeding that. We asked 
our respondents what was causing delays in the 
service they deliver. 

Diagnosing customer problems is by far the 
biggest challenge (36%) and it’s a particular 
problem for smaller organisations (39%). Fixing 
the incident is the second most-mentioned 
cause of delays, cited by 18% of respondents. It 
takes knowledge and experience backed up by 
H[FHOOHQW�VXSSRUW�IRU�D�¿HOG�UHSUHVHQWDWLYH�WR�¿QG�
the answer to a problem fast. Receiving better 
information in advance about the problem before 
a visit and having instant visibility of known 
LVVXHV�DQG�¿[HV�FDQ�DOO�KHOS�WR�OLPLW�GHOD\�LQ�
diagnosis and ensuring the right parts are available 
LI�UHTXLUHG��2QFH�WKH�GLDJQRVLV�LV�PDGH��¿[LQJ�WKH�
incident is the next most time-consuming task. 

Getting to and from the customer takes time too, 
with 17% of respondents citing this as a challenge. 
7KLV�GHOD\LQJ�IDFWRU�ZDV�PHQWLRQHG�VLJQL¿FDQWO\�
PRUH�RIWHQ�E\�¿HOG�VDOHV�DQG�GHOLYHU\�RUJDQLVDWLRQV�
������WKDQ�E\�VHUYLFH�LQVSHFWLRQ�RUJDQLVDWLRQV�
(13%). We would expect mobile devices with real-
time route planning applications that take account 
RI�WUDI¿F�FRQGLWLRQV�WR�DGGUHVV�WKLV�LVVXH��

Other delaying factors discussed were the 
customer sign-off process (12%), failure or 
SHUIRUPDQFH�LVVXHV�RI�WKH�¿HOG�GHYLFH��������
and allocating the right worker to the task (7%). 
These factors highlight questions about company 
processes and making the right choices around 
technology. 

We advise enterprises to consider how their mobile 
GHYLFHV�ZLOO�EH�XVHG�WR�VXSSRUW�¿HOG�ZRUNHUV�RYHU�
the lifetime of their devices and ensure that they 
have the capacity and functionality to deliver 
HI¿FLHQF\�JDLQV�ZKDWHYHU�WKH�WDVN�LQ�KDQG��

:KDW�FDXVHV�GHOD\V�LQ�¿HOG�WDVN�
FRPSOHWLRQ"

36%

18%

17%12%

Problem diagnosis

Fixing the incident

Travel

Signoff process

Device/service failure

7DVN�DOORFDWLRQ
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Application use is 
JURZLQJ

Applications

10%

7%
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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 
SDUWLFXODUO\�LPSRUWDQW�LQ�WKH�¿HOG�VHUYLFH�DQG�
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 
KDOI�RI�¿HOG�VHUYLFHV�LQVSHFWLRQ�RUJDQLVDWLRQV�
DOVR�ÀDJJHG�WKLV�XS�DV�D�FRQFHUQ�

7KLV�FDQ�EH�DGGUHVVHG�E\�HQVXULQJ�WKDW�¿HOG�
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.

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 
FDUU\�RXW�WKH�UHTXLUHG�WDVN�HI¿FLHQWO\��7KH�GHVLUH�
to meet customer expectations was particularly 
strong in larger organisations (45%) and also in 
¿HOG�VDOHV�GHOLYHU\�RUJDQLVDWLRQV�������

5HDO�WLPH�UHSRUWLQJ��HQDEOLQJ�¿HOG�VWDII�WR�OHW�
KHDG�RI¿FH�NQRZ�DV�VRRQ�DV�MREV�DUH�FRPSOHWHG�
– or delayed for some reason – can have a 
SRVLWLYH�LPSDFW�RQ�HI¿FLHQF\�RI�SHRSOH�DQG�
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 
WKDW�ZDV�KLJKOLJKWHG�VLJQL¿FDQWO\�PRUH�LQ�¿HOG�
VHUYLFH�LQVSHFWLRQ�RUJDQLVDWLRQV�������FRPSDUHG�
ZLWK�VDOHV�GHOLYHU\�RUJDQLVDWLRQV��������7KLV�
is an issue around managing complexity. If 
¿HOG�ZRUNHUV�KDYH�VPDUWSKRQHV��WDEOHWV�DQG�RU�
laptops, what are the implications for managing 
multiple versions of multiple operating systems, 
synchronisation of data and access controls, for 
example?

Major concerns or priorities 

IRU�¿HOG�PRELOLW\
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Once a business has determined its need around 
mobile devices, where does it turn to purchase 
them?

There are plenty of consumer-focused 
smartphones available today that offer 
entertainment and business functionality 
on tempting terms. The question is whether 
they have the right physical characteristics, 
capabilities and support to meet the needs of 
ZRUNHUV�LQ�WKH�¿HOG�DQG�WKHLU�VXSSRUW�WHDP�

When we asked about problems with off-the-
shelf smartphones, our respondents came back 
with an average of 2.5 issues that were causing 
them concern.

WHAT’S WORRYING ABOUT OFF-THE SHELF 
60$573+21(6"
Top of the list of concerns were security features, 
with 61% of respondents worried that off-the-
shelf smartphones might not offer enough to 
protect enterprise data. 

Battery life may have improved in recent 
years but it was still a major issue for 49% 
of our respondents, including 55% of larger 
organisations. 

The basic physical robustness of devices came 
in for scrutiny too by 42% of respondents. That’s 
not surprising given that these mobiles are likely 
be subjected to a variety of weather and working 
conditions. Knowing that smartphone displays 
FDQ�EH�GLI¿FXOW�WR�UHDG�LQ�VXQOLJKW������RI�RXU�
respondents agreed that having an outdoor 
readable screen could be an issue. At the same 
time 21% were concerned that the device seals 
would not be good enough to withstand wet or 

dusty environments. 

More than a third of our respondents were 
concerned that off-the-shelf smartphones can 
be used for non-business purposes, such as 
entertainment and the huge range of apps 
available. 

We also found some worries (19%) about the 
length of warranty support. Enterprises need 
to be able to rely on their devices, and if they 
are not sure that the smartphones they are 
SXUFKDVLQJ�DUH�VXI¿FLHQWO\�UREXVW�WR�PHHW�WKH�
need, then the cost of support becomes even 
more important.

There are some geographical differences around 
the importance of these concerns. Security 
concerns are greater in Northern Europe (68%) 
than in Southern Europe (55%). On the other 
hand, organisations in Southern Europe spoke 
of greater concern than the Northern countries 
around battery life (58%) and the physical 
robustness of devices (55%).

'2(6�%<2'�0$.(�7+(�7$6.�+$5'(5"
We’ve mentioned that 78% of enterprises want 
to enable workers to bring their own devices over 
the next 24 months, and that 38% of respondents 
already do, despite the concerns we’ve outlined 
about.

Issues around off-the-shelf 
smartphones

Security
features 
61%

Battery life 
49%

Outdoor read-
able display 

35%

Non-business
use 

37%

Environmental
protection 

21%

Physical 
robustness

42%

Length of 
ZDUUDQW\�
support
 19%

Fi
el

d 
M

ob
ili

ty
 

Off-the-shelf vs. 
enterprise smartphones
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)RU�HQWHUSULVHV�FDUU\LQJ�RXW�¿HOGZRUN�WKH�
usability of the screen is immensely important. 
As we’ve seen, over a third of respondents were 
concerned that the screen of an off-the-shelf 
smartphone wouldn’t be readable outdoors. If it 
FDQ¶W�EH�YLHZHG�E\�¿HOG�ZRUNHUV�DQG�FXVWRPHUV�
ZKHUH�QHFHVVDU\��HI¿FLHQF\�ZLOO�GURS�DQG�VR�ZLOO�
customer satisfaction.

We asked our respondents two questions: which 
screen features are important and which of those 
are the most important?

WHICH SCREEN FEATURES ARE 
,03257$17"
We suggested a range of features (see 
infographic on the right). Every one of these 
was considered important by at least half of our 
respondents. Each organisation pointed to an 
average of 3.7 features they wanted to see on 
their devices.

Field workers want the familiarity and ease of 
use of a smartphone screen design (76%) but 
they also need much more than an off-the-shelf 
phone can deliver. They need to be able to see 
their screen without moving out of the sun (79%) 
or protecting it from the elements (65%) and to 
use it without removing any special work-related 
gloves (68%).

Flexibility in data entry is important too, 
with organisations wanting touch screens 
predominantly, but also a stylus for signatures 
(55%) and a physical keypad (54%). There were 
GLIIHUHQFHV�DFURVV�RXU�VDPSOH��)LHOG�VHUYLFH�
inspection companies put more emphasis 
on touch screens than sales and delivery 
businesses, which in turn were keener to have 

physical keypads and be able to use the devices 
wearing gloves. The touch screen is also in 
demand more in smaller organisations than 
large.

WHICH SINGLE FEATURE IS THE MOST 
,03257$17"
:KHQ�ZH�DVNHG�VSHFL¿FDOO\�ZKLFK�ZDV�WKH�RQH�
most important feature in a device screen, a 
smartphone-like touch screen came up top at 
28%, emphasising the need for ease of use and 
IDPLOLDULW\�IRU�¿HOG�ZRUNHUV�

Almost as important, at 21%, was the ability to 
use the device outdoors in bright sunlight.

These were followed by use with gloves (13%), 
use of a screen stylus (13%), usable in the rain 
(12%) and inclusion of a physical keypad (12%). 

Comparing these key requirements with the 
concerns that enterprises have about off-
the-shelf smartphones there do seem to be 
discrepancies. Yet it’s clear that enterprises want 
to give their employees a familiar smartphone-
type interface that will enable them to use their 
GHYLFHV�ZLWK�FRQ¿GHQFH�DQG�VSHHG��

'R�WKH�PRELOH�GHYLFHV�\RX�SURYLGH�IRU�\RXU�¿HOG�
workers, or are thinking of providing, meet the 
requirements for all-weather operation use with 
ÀH[LEOH�IXQFWLRQDOLW\�±�RU�GR�\RX�QHHG�WR�FRQVLGHU�
a wider range of options? 

Which screen features are 
LPSRUWDQW"

65%

54%

55%

79%

76%

Usable in bright sun Touch screen

68%

Usable in rain Usable with gloves

Screen stylus Physical keypad

Fi
el

d 
M

ob
ili

ty
 

Importance of a good 
screen 

About Screens
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:H¶YH�WDONHG�DOUHDG\�DERXW�WKH�YDOXH�RI�PRELOH�¿HOG�
GHYLFHV�IRU�RUJDQLVDWLRQV�LQ�LPSURYLQJ�HI¿FLHQF\�DQG�
customer satisfaction. According to our respondents 
device failure has a serious impact on both of these 
goals. 

THE KNOCK-ON EFFECT OF FAILURE
A failed device can greatly affect the number of jobs 
completed and reporting.

No route planning can mean longer travel times and 
a quarter of our respondents said device failure would 
mean it would take longer to get to jobs. 

No access to online information can mean parts not 
being available when they’re needed. A third of our 
respondents said device failure would mean reduced 
YLVLELOLW\�RI�¿HOG�WDVN�VWDWXV�DQG�����ZHUH�FRQFHUQHG�
WKDW�¿HOG�ZRUNHUV�ZRXOG�QRW�EH�DEOH�WR�FRQWLQXH�WKHLU�
jobs. 

1R�¿HOG�UHSRUWLQJ�IDFLOLWLHV�PHDQV�VORZHU�MRE�
completion. The lack of reporting accuracy concerned 
42% of our respondents while 20% said failure would 
adversely affect the accuracy of inventory records. 

Speed of invoicing, which we’ve already discussed 
as important to the bottom line, would also fall. A third 
of respondents said invoicing would be delayed if 
devices failed. 

The outcomes of failed technology can lead directly 
to a drop in income from fewer jobs completed as 
well as a fall in customer satisfaction resulting in less 
repeat business. Some 37% said there would be an 
effect on customer satisfaction. 

5HVHDUFK�E\�9'&�FRUURERUDWHV�WKLV�YLHZ��¿QGLQJ�WKDW�
for each percentage point increase in device failures, 
the total cost of ownership increases by 5%. 

All these aspects can improve when devices 
are working well, and we believe that there is a 
VHFRQGDU\�LPSDFW�±�WKDW�¿HOG�ZRUNHUV�HQMR\�KLJKHU�
job satisfaction which in turn drives productivity and 
quality. 

THE GLOBAL VIEW
We wanted to delve deeper to discover if there were 
any differences between geographies and vertical 
markets. 
We found that Southern European businesses 
showed a higher concern than Northern Europe 
counterparts around customer satisfaction (43% vs 
�����DQG�WKH�LQDELOLW\�RI�WKH�¿HOG�ZRUNHU�WR�FRQWLQXH�
their job (34% vs 19%). 

:H�DOVR�IRXQG��XQVXUSULVLQJO\��WKDW�¿HOG�VDOHV�GHOLYHU\�
EXVLQHVVHV�ZHUH�PRUH�FRQFHUQHG�WKDQ�¿HOG�VHUYLFH�
inspection organisations about reduced reporting 
accuracy (53% vs 37%) and reduced visibility of the 
VWDWXV�RI�WDVNV�LQ�WKH�¿HOG������YV�������

It’s clear that whatever the region or industry, devices 
need to keep working. When there is a problem, the 
issue is resolved as quickly as possible. Receiving 
technical support fast is imperative to continuing 
operations. 

Are you clear about the impact on your day-to-day 
operations of any level of device failure? And if you 
GR�VXIIHU�IDLOXUHV�DUH�\RX�VDWLV¿HG�ZLWK�WKH�OHYHO�RI�
support you’ll receive from your supplier?

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

What happens when a device 
fails?

42%

33%

37%
33%

29%
26%
20%

Reduced reporting accuracy

Reduced customer satisfaction

Delay in invoicing

5HGXFHG�WDVN�VWDWXV�YLVLELOLW\

Inability to continue job

Longer travel time

Inventory records accuracy reduced
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The importance of 
robustness and 
resilience 
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MOVE BUSINESS FORWARD 
WITH ZEBRA TECHNOLOGIES 
MOBILE COMPUTERS 
Transform your enterprise and empower your workforce to be their best in every 
moment that matters. With a Zebra Technologies enterprise mobile computer in hand, 
workers can access the information, applications and people they need to get the job 
done. The result? Productivity is up. And your customers experience the best service 
possible.  
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