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• The Mobility Paradigm
• Sales Processes
• Service Processes
• Pharmaceutical Sales Rep
• High-Tech Field Technician
• Conclusions
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High Volume / 
Low Value

Low Volume / 
High Value

Indirect SalesDirect Sales

•Quick Visits 
•Lots of Visits 
•Short Sales Cycle 

•Advise / Educate 
•Order Brochures 

•Long Visits 
•Few Visits 
•Long Sales Cycle 

•Check Inventory 
•Order Inventory 
•Check Shelf Placement  



April 7, 2002

OpenGroup Paris

Mobile 
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Services Types of Service Jobs

Fixes Stuff

Collects Information

•Dispatch 
•Optimal Route 
•Problem History 
•Read Documents  
•Order Parts 
•Schedule Next Visit 
•Bill 
•Optimal Route 
•Take Notes, Pictures 
•Get immediate feedback from 
office 
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Cost and Inconvenience
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Pre-call 
planning

Analysis 
& Reports

Background 
validation of 

data

Communication 
of key data

Post call 
activities

Doctor facing 
activities

Pharmaceutical Sales Process
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Business 
Plan

Cycle 

Plan

Daily 

Plan

Doctor 
Pre-call 

Plan

Pre-call 
planning

Doctor targeting based on various 
parameters e.g. product, customer 

speciality, potential, accessibility, IMS 
sales and profile data, etc. 

Pre-Call Planning Sub-Process
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Doctor facing activities

Travel to 
territory

Daily tasks 
schedule

Call 
scheduled?

Time for 
appointment?

Will 
doctorr
see?

Call 
scheduled?

Travel to 
location

Carry out 
admin

Appointment 
arranged?

Visit location

Telephone 
location

Doctor still 
available?

Wait to see 
Doctor

Enough 
time to 

visit 
other?

Check 
system for 
alternatives

Post-call 
activities

Detail 
Doctor

Yes

Yes

Yes

Yes

Yes

No

No

NoNo

No

Return home & 
communicate

No

Develop 
daily plan

Develop 
weekly 

plan

Communicate 
at home

Yes
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Analyse 
outcomes

YesAnalyse 
call

Close call
Any 

follow-up 
actions?

Document 
immediately

Complete 
pending 
issues

Set future 
call  

objectives

Update 
planning 

documents

No

Return home Communicate
Make 

another 
call?

Daily tasks 
schedule

NoYes
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Call Reporting

Industry Info/
Earlyview

Doctor Profiles

Messaging/
Collaboration

Sample
Compliance

My Home Office

Siebel/
Dendrite

IMS

Notes

Outlook

Custom/

SAP

Mobile Application for Pharma Reps
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Pre-call 
planning

Background 
validation of 

data

Doctor facing 
activities

Post call 
activities

Communication 
of key data

Analysis 
& 

Reports

Dynamic planning with 
access to up to date 
information

Utilisation of dead time and 
increased productivity

Recording and communication of 
information as soon as events 
occur

Completed and accurate 
information continuously 
throughout the day

Valuable business documents  that are 
maintained and updated by users 
continuously

Improved Processes with Mobility
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Business 
Plan

Cycle 

Plan

Daily 

Plan

Doctor 
Pre-call 

Plan

Pre-call 
planning

Mobile device is a gateway to 
all company information 
needed to interact with the 
Doctor or carry out the 
administrative tasks of the role

Pre-Call Planning Improvements
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Travel to 
territory

Daily tasks 
schedule

Call 
scheduled?

Time for 
appointment 

?

Will 
Doctor 
see?

Call 
scheduled?

Travel to 
location

Carry out 
admin/ 

communicate

Appointment 
arranged?

Visit location

Telephone 
location

Doctor still 
available?

Check up to 
date records

Another 
visit?

Check 
system for 
alternatives

Post-call 
activities

Detail 
Doctor

Yes

Yes

Yes

Yes

Yes

No

No

NoNo

No

No

Develop 
daily plan

Develop 
weekly 

plan

Yes

Doctor Activity Improvements
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Analyse 
outcomes

YesAnalyse 
call

Close call
Any 

follow-up 
actions?

Document 
immediately

Complete 
pending 
issues

Set future 
call  

objectives

Update 
planning 

documents

No

Communicate
Make 

another 
call?

Daily tasks 
schedule

NoYes

Post-Call Improvements
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• Small Device is Most Suitable in this case:

– Easy to Carry 
– No Boot Time
– Device not obstructive in Talking to Doctor 

• Real Time not necessary – just need occasional 
wireless:

– Synchronize and use Fat Client
– Allow Connection from Time to Time
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Solution Design – Workflow 
Demonstration (Current)

Dispatch 
System

Dispatch 
System

Customer calls Solution 
Center to report 

problem.  Details are 
captured in Customer 

Back-End System 

FE responds to 
commit to case

Project Field Coordinator follows 
up outstanding T&M forms

Customer signs T&M 
form and provides FE 
with a purchase order 
form

FE rings customer to 
confirm problem 
details, part numbers 
and dispatch time

FE calls to confirm that  
case is actually T&M

FE rings warehouse to 
order parts, check price 
and organize delivery 
and confirms price with 
customer

FE completes T&M 
form on paper.  
Includes some data 
that was captured in 
Customer Back-End 
System 

FE calls to report log number and the time 
spent on the case.  FE gets a receipt 
number (verbally)

T&M form and purchase order are sent to 
project field coordinator in hard-copy

Includes some  customer 
satisfaction write-offs

T&M form and Purchase Order sent to 
Finance for manual entry into Oracle A/R

Pass list of credit cards

FE is dispatched to customer site to 
fix problem.  New part is installed 
and old old parts returned to 
warehouse

FE receives page with 
notification of case 
and case details

Customer Back-End 
System  case is closed 
by placing a call to CCT 
with the case number 
(partners)  or direct 
access to Customer 
Back-End System  
(Unitech)

Forms are reviewed and 
entered or sent back to PC 
because of missing data

CSM/Project CoordinatorFinance

Data manually entered 
into T&M Tracker.

Non-
billable
Non-

billable

Billable Cases

Invoice generated and 
sent to customer

Courtesy:
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Solution Design –Workflow 
Demonstration (T&M )

Dispatch 
System

Dispatch 
System

Customer calls Solution 
Center to report 

problem.  Details are 
captured in Customer 
Back-End System . FE commits to case 

and pulls case details 
from Customer Back-
End System  into 
T&M form.

Customer signs T&M 
form.  FE clicks 
“submit”.

FE rings customer to confirm 
problem details, part 
numbers and dispatch time.

FE rings warehouse to 
order parts, check price 
and organize delivery.

FE completes T&M 
form.

FE is dispatched to customer site to fix 
problem.  New part is installed and old 
old parts returned to warehouse.

FE receives page with 
notification of case and 
case details.

Fields are validated 
for syntax and 
completeness.

Errors or omissions are 
identified in real time and 
corrections occur before 

submission.

Customer access to receipt

FE Receives confirmation 
of submission in real time. 

Oracle
Oracle

Invoice generated and 
sent to customer.

All write-offs are automatically 
submitted to Oracle with detailed 
reason codes.

CSM or Project Coordinator 
reviews case for 
Billable/Non-Billable. 

No-Bill

T&M 
Database

T&M 
Database

Finance views 
cases and 
approves for 
Invoicing.

Bill

T&M form automatically 
submitted to T&M 
manager.

Courtesy:



April 7, 2002

OpenGroup Paris

Mobile 
Sales & 
Services A Day-in-the-Life of Field Service - Today

FE writes down serial 
number of defective parts 
and completes parts return 
form.  

Case is assigned to 
the FE via a pager.   
FE commits to case.

FE calls Solution 
Center to confirm 
case details if 
unavailable or 
truncated on pager.

FE calls customer to 
discuss problem and 
get details of required 
parts.  Notes are 
recorded on paper.

FE uses book to identify parts required, 
manually searching for parts based on 
model number or other available details.  
A CD is also available but requires a 
laptop to be available, often difficult 
when FE is traveling.

FE calls USCO to 
determine availability of 
parts.

For a T&M job FE writes down price 
of parts.  If price is higher than 
expected, FE may need to call the 
customer back to confirm order.  
Sometimes price information is not 
received until after the work is done.

For a T&M job FE writes 
down price of parts.  If 
price is higher than 
expected, FE may need to 
call the customer back to 
confirm order.

FE calls back to order parts and arrange shipment.  A 
delivery address is given over the phone.  FE writes down 
tracking number and records shipment details on a sheet 
of paper to remember where and when delivery will be. 
Often several parts are ordered when only one is required 
as the FE does not know exactly which part is required.

Parts arrive and FE 
crosses tracking 
number off list of 
expected deliveries. 

FE writes down serial number of device to 
be worked on.  If serial number reported 
was different from actual serial number, FE 
should call Solution Center to confirm 
warranty/contract.  Often this is not done.

FE completes job and 
records labor hours and 
parts on form.  FE captures 
customer signature if T&M 
case.  

Details of parts defects that were recorded on 
defective materials form may take weeks to be 
processed as paperwork moves through the system 
with multiple opportunities to be lost or recorded 
incorrectly.Time and materials billing occurs 
manually with an average time to invoice of 45 days.  

FE calls to report labor 
hours and have case 
closed in Customer Back-
End System  (if contractor) 
or closes case directly 
(Unitech employee).

FE returns defective parts 
and unused parts to 
warehouse.   Tracking 
numbers for shipment are 
written on a sheet of paper.  

FE completes any missing 
information on T&M form if 
required and submits form.  
FE may make a photocopy 
for his/her own records.

Poor metrics and reporting 
capability available to 
manage parts quality, 
inventory, customer device 
configurations and labor 
force.

Back-office Systems

Courtesy:
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Back-office Systems

Customer calls to report problem.  Details are captured in Call 
Center software.  Billing Address is pulled from A/R if available. If 
a Purchase Order is required it is faxed to an email inbox 
accessible by Solution Center and Finance.

Case is assigned 
to the FE via a 
pager.  A query on 
Case Mgt System 
pre-populates a 
generic case 
details form.

FE enters model 
number and selects 
from a list of field 
replaceable units.

FE selects required unit.  
Price and availability is 
listed by proximity of 
warehouse.

FE informs customer of 
price and estimated 
delivery time and 
confirms order with 
customer.

Order is submitted through 
handset.  FE selects a 
delivery address from a pre-
configured list (e.g. home/ 
business/ customer).

FE’s schedule is 
updated with dispatch 
time. Order details and 
tracking number 
update automatically.

eScheduling

eConfiguration eInventory & eCatalog eOrder

FE receives parts and 
scans tracking number 
with a barcode.  
Schedule is updated to 
show date and time 
parts were received.  
Inventory system is sent 
an automatic receipt of 
delivery.

FE scans serial number 
of unit to confirm 
entitlement.  If not under 
warranty, T&M form auto-
populates, otherwise 
standard form auto-
populates.

FE Initial Customer Contact

FE adds comments or 
notes via handset.  T&M 
cases are marked as “Bill” 
or “For Review”.  Case is 
submitted. Customer’s “As-
serviced” configuration is 
automatically updated.

FE services unit and scans 
barcode on defective part.  
eDMT form is displayed and 
completed by FE.  Defective 
parts are added to FE’s 
schedule for return.  

Customer signature is 
captured if required.  
Customer knows 
expected pre-tax 
invoice amount before 
signing.

T&M cases marked as “For Review” are 
emailed to CSM with full case details.  CSM 
has 1 week to enter case management 
system and respond with bill / no-bill before 
the case is automatically escalated to the 
regional CSM.

Detailed metrics are 
analyzed for product 
defects, service 
response times per 
region/vendor/FE, 
service write-offs, etc.

Case details are 
updates in case 
management system 
(call center or add-on 
application) and case 
is closed.

T&M cases marked as “Bill” are sent 
directly to Accounts Receivable.  An 
invoice is automatically produced and 
invoice number updated in case 
management system.  PO is digitally 
attached to case details.

Defective parts 
are returned.  
Tracking number 
is scanned and 
updated on FE’s 
schedule.

FE has completed case without touching a sheet of 
paper or calling anyone other than the customer.

• All information required for 
customer call is available on device.

• Only one call is required.

eScheduling

eScheduling

FE Onsite

Courtesy:
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Services Points to Remember

• Alerts needed for dispatch

• Occasional real time is necessary

• Need to read large documents : can use small 
device, but might also use tablet computer 
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Services Conclusions

• Mobile ≠ Wireless

• Large File Transfers might be done most efficiently 
by just driving back to the office.

• Different Strokes for Different Folks


