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Giving your sales people mobile technology — with access to e-mail, databases, and other information — can result in shorter sales cycles, better customer service, and faster communication.

When enterprises can extend the reach of technology to the location where employees and customers actually need data — whether on a showroom floor, a customer’s office or factory, a hotel room, or a street corner — they can transact business faster and more efficiently. The result: more productive employees and more satisfied customers. To highlight these efficiencies, we will look at three targeted job functions that reap the benefits of mobile technology. We start with sales, and in coming months we will analyze field service and location-based services. 

The segment of your work force most likely to benefit from mobile technology is your sales force. Salespeople are rarely deskbound — they interact with customers in a showroom, in customers’ offices, or (the lucky ones) on a golf course. The ability to juggle communications with sales calls throughout the day means they don’t have to return to the office in the afternoon and return phone calls to prospects — only to find those prospects are gone for the day or, even worse, already made a purchase with someone else. 

Salespeople using mobile technology can also close sales faster, reducing the cost of the selling process and increasing cash flow. It also means your most experienced salespeople can do more selling in less time. Here’s a look at three companies that have derived these kinds of advantages through mobile technology. 

Cytec Industries. A global marketer of specialty chemicals and adhesive materials based in West Paterson, N.J., Cytec deployed Smartphones running the Windows Mobile 5 and Windows Mobile 6 operating systems to the most mobile of its 6,600 employees worldwide, giving salespeople, executives, and others around-the-clock access to Microsoft Office Outlook 2007 e-mail and calendars. The initial goal: to improve their time management and increase communication. Another goal was to provide remote access to corporate applications for customer relationship management and enterprise resource planning. 

The initial goals were almost immediately fulfilled. Using the Smartphone, employees check incoming messages and act on them based on their priority. Unlike a laptop, the phone didn’t require them to find a network connection or a wireless hotspot to stay connected. “Communication levels have increased as Windows Mobile devices have made it easier to check e-mail and sort for the critical few,” says Stephen Stone, vice-president of the performance chemicals group. “This has made us more responsive to the urgent needs of our customers because we have information readily available.”

Cytec is also deploying Microsoft Dynamics CRM so that employees can both download and upload information from that system. That will “ease the burden of data entry and allow our commercial group to spend more time focusing on our customers,” Stone says. 

JB Hi-Fi. With more than 100 stores across Australia and New Zealand selling consumer electronics and home entertainment systems, JB Hi-Fi, based in a suburb in Melbourne, Victoria, Australia, needed a way to give its in-house salespeople high-quality information fast. With wireless handheld computers, salespeople could answer customers’ questions quickly, boosting revenues, increasing customer satisfaction, and improving productivity. 

Because the wireless handheld devices are shared by multiple salespeople, JB Hi-Fi chose ruggedized handhelds from Motorola. The deployment of the handheld computers running the Windows Mobile 5 or Windows Mobile 6 operating systems significantly improved JB Hi-Fi’s business process. A custom-developed system linked to a SQL Server 2005 database eliminated a time-consuming paper-based system that required customers first get a paper receipt from a salesperson and then stand in a second line and wait while the cashier input the information into the register. 

“The time salespeople spent filling in details manually, as well as checking hard copy price lists and catalogues, was time they should have been able to spend selling products,” says Geoff Craig, JB Hi-Fi’s group IT manager. “The double-entry of information also increased the potential for errors and inaccuracies.”

The company accrued significant other benefits as well. For instance, the information gathered about a sale is far more accurate. Salespeople use the built-in scanner to input the product’s barcode, and the keypad to input information about delivery and installation; a built-in printer spits out a receipt with its own bar code. The transaction details are automatically uploaded to the company’s point-of-sale system so that when customers take their receipt to the cashier, the cashier scans the bar code to bring up information about the sale. 

Craig says that they’ve been able to significantly reduce the amount of time customers 

stand in line. “Purchasing a product is no longer a time-consuming, frustrating process for customers. They can come in, deal with a single salesperson who has all the information they need, and have their sale processed quickly and efficiently.” 

Cathay Life Insurance. The largest life insurer in Taiwan with 2006 revenues of U.S. $663 million, Cathay Life has more than 800 million policies in force and 23,000 employees. As it began to offer an increasing variety of options and services, though, its field agents found it difficult to carry the heavy product catalogues. To deliver up-to-date information quickly, the company issued mobile devices running the Windows Mobile operating system, which the agents use to wirelessly access both the latest insurance plans and their schedule for the day.

The agents can also access customer information. Previously, as with the paper catalogues, agents might have printed out confidential customer information in advance of a sales call. Now, because they can access customer information online, there’s no possibility for that printed information to get lost or stolen. High-level security capabilities protect sensitive customer information from unauthorized downloading.

The handheld computers manufactured by Dopod access the insurance company’s customer relationship management software, which also stores general policy rate information. “Just by keying in the client’s gender, age, and type of policy, field agents can quickly calculate the annual premium. During a client visit, a field agent can respond to a client policy query within 10 seconds. This is exceptionally fast and at the same time convenient,” says Ho Xilin, CIO for Cathay Life, adding that the speed with which agents can download information has significantly increased customer satisfaction. 

Mobile technology can help companies keep up with the fast pace of business today. As customer service becomes increasingly important, the ability for sales people to offer information and respond quickly with details gives companies a clear competitive advantage.

For more Windows Mobile case studies, visit http://www.microsoft.com/casestudies and search on “mobility.” 
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