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Who did
we ask?

telligent productivity is key to profitability and
petitiveness in many commercial sectors.
e some businesses are driving to produce

others have sufficient supply but want to
‘more intelligence to their processes.

ims are affected by many factors.
have the right skills? Are they using
ptimum technology? Do they have

cific challenges that take precedence over
rational efficiency?

Y _-;'.- eaders in communication solutions we

‘wa niF to understand more about the barriers
 intelligent productivity facing organisations

5 vith complex operations and how they believe

~ that mobile communications are helping, or

o hindering, them to overcome those issues.

We know, for e ple, that health and safety is
paramount, ES/pxeac%{Iy in hazardous industries

uch as oil and gas. We understand that here

~andi ‘\(nahy manufacturing organisations

noisy and dead areas can impede continuous

communication. We've seen that being out of

r na regular basis can isolate employees

"F,‘tr nsport nd logistics when they need to be
=
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For this research we’ve focused on these
industries because they have many common
core challenges but share the goal of
generating revenues with lower costs through
greater and more intelligent productivity and
operational efficiency.

In our wide-ranging survey across two
continents we discussed key aspects of day-
to-day business such as workplace practices,
what causes downtime and its effects, and
the problems and wished-for features of
communication networks in use today.

We talked to people in both IT and operational
roles to ensure we achieved a rounded view
of how employees and managers see room for
improvement in the way they address today’s
productivity and efficiency challenges.

The research focused
on industries with
similar goals and

challenges
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Business Goals

The road
meeting

to

business goals

While just about any commercial organisation will
talk about generating profitability through higher
revenues and lower costs, different industries face
different challenges in achieving that.

Each of the sectors that we surveyed is
aggressively competitive. To reach their goals
they need to increase performance, optimise
processes and reduce delays. At the same time
operating environments can be difficult and even
hazardous and employee safety is paramount.

We talked to key IT and operations professionals
about their approaches, current practices and
aspirations that they believe will help them
towards corporate goals.

To start with, we wanted to know what
improvements in the workplace they believed
would make the greatest impact.

Responses showed that there are plenty of areas
with room for improvement, though some will be
easier to manage than others.

lose second (59%) was better
on between employees across
sation. Technology to support

increased optimisation, could be the answer to
sharing increasingly scarce knowledge.

Respondents could see several areas of
operation where greater speed in how tasks are
tackled would reap benefits:

*  Workers who are employed need protection,
yet 29% of our respondents believed there
was room for faster resolution of health and
safety issues.

+ Regular maintenance is unavoidable if
businesses want their operations to run
smoothly and safely. Yet 50% of respondents
pointed to unplanned maintenance as a key
issue, agreeing that faster resolution would
help to achieve business goals.

» Over half of respondents believed that
streamlining operational processes could
produce positive results and 43% said
the same about more efficient inventory
management.

Lowering total cost of ownership was also a
concern for a quarter of those questioned.

Our study shows that to make an impact on
business goals organisations need to look right
across their operations to increase skills, improve
communications, and bring new efficiency to how
daily operations and unforeseen circumstances
are managed. Every organisation is well advised
to review their own operations and plan for
improvement where they can.

/e

Collaboration and
communication 59%

ot

Streamlined
processes 54%

Faster unplanned
maintenance
resolution 50%

What would help meet
business goals?

62% say they need

more skilled staff
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The challenge
of raising
productivity

'riIIing down from looking at overall business

~ goals, we wanted to focus specifically on

. hbw businesses believed they could improve

~productivity. Is working longer and faster
sible and how can you deal well with

isruption?

s with business goals, our respondents put the
ed for skills high on the list of factors that can
I ke a difference, with 60% mentioning that
improved skills would improve productivity. This
rly an issue that organisations will have
lotentially by actively recruiting and

3 always well versed in current
ies and processes. Meanwhile looking
1t employees has to be important too

N N

health and well-being for employees as a route
to improved productivity.

Retaining skilled workers is going to increase
in importance as well and 40% of respondents
said that improving employee engagement
would be valuable. By giving employees

voice in the business, skills and acareer path,
organisations can benefit from greater loyalty
and desire for success.

With people skills becoming a scarce resource
it's no surprise that organisations recognise
they need ways to share knowledge effectively.
Even without a skills shortage, the ability to get
information to the people on the ground dealing
with issues will have a significant effect on the
speed of resolution. Many of our respondents
agreed.

A

Communications
are key

49%

Better collaboration
across the enterprise

Ca

Instant access to
decision-making
information

Q

Remote data
collection
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The challenge
of raising
productivity

Half of those questioned wanted to see faster
and more streamlined collaboration with
colleagues across the enterprise. That makes
sense for dealing with safety alerts where
organising people to be in the right place taking
the right actions is vital. It's important too for
managing any operational issue quickly. The
people with specialised knowledge may be
some distance away from where the problem
has occurred so easy collaboration will make a
real difference here.

It's not just talking to experts that can help
resolve issues faster. In the 21st century the
™~ information to help diagnose and fix faults for
ple i is at the fingertips of any employee,
ey need the knowhow and the technology
o reach it. Just under half of respondents

said that instant access to decision-making
information would help intelligent productivity.
Remote data collection was mentioned by 22%
as well.

At the heart of many of these activities is
communications technology. Networks and
devices all have a role in enabling people to
connect with other people and with information,
to feel closer to the business and to learn. We’'ll
explore how organisations are using technology
for collaboration later in the paper.

Looking after the workforce and enabling
employees to work better together are the

focus points for our respondents in improving
productivity. Is your business considering all the
factors that could make a difference — the people,
the processes and the technology?

People are important
too

31%
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Downtime

Causes of
unplanned
downtime

Downtime is the enemy of productivity. And
unexpected downtime can have a significant
effect on profitability.

We already know from previous research that as
much as 30-40% of manufacturing profits can be
lost annually in this way. Now we wanted to know
how much of an issue this is for commercial
operations across Europe and South Africa and
where they believe the challenges lie.

On average our respondents reported a
significant 22 days a year lost to unplanned
downtime.

For an organisation working 7 days a week
that's more than 3 weeks and equates to
6% of production and therefore revenues.
Organisations operating 5 days a week lose
even more as a percentage.

Why is this happening? We wanted to get to
oot causes of unplanned downtime. Our
[ pointed to a range of causes.

ailure is the biggest problem at

Q'?i'f  long term and with the necessary
: ani can invest in the most

 equit he heat of the moment

emphasis has to be on getting the

t up and running again. That requires

collaboration between the people with the right
skills. With insufficient headcount also being
cited as an issue, there’s a need for people to
collaborate on-site and potentially with remote
experts. Central to that collaboration is the ability
to communicate well when needed.

Communications failure itself is also a key
problem. If you can’t talk to colleagues you can’t
manage an incident well and you can’t share
information. Everything will take longer and if the
solution isn’t perfect the incidence could recur.
We’'ll explore later why communications fail and
what can be done to ensure greater robustness.

Health and safety issues in hazardous
environments are a key concern on their own.
Respondents told us that a tenth of downtime

is due to health and safety alerts and accidents
alone. Clearly any potential problems here
have to be taken seriously. So there’s a delicate
balance between dealing with alerts fast and
managing them safely.

The bottom line is that unplanned downtime
could make all the difference to how intelligently
productive an organisation can be. Do you know
how much planned and unplanned downtime
there is in your organisation, where it happens,
and how much it costs the business every time it
does happen?

Downtime has
multiple causes

days unplanned
downtime every
year
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Communications

The imperative
‘of good
icommunications

h. 0 far we've established that communications « Connect groups of people for collaboration
s tg_chn logy is vital to the tasks of increasing or coordination 95%

produ tivity, reducing downtime and thus
'ohle ing business goals. Our next task was to
nderstand more clearly what businesses need * Secure transfer of data 92%

C__Sm their networks and devices. + Instantaneous communication 91%
E | ; 5
) tha! end we proposed a range of capabilities ¢ Reoach workers at any time, any location

ed our respondents to rate them as 88%

extr eby important, very important, important, +« Communications in noisy environments

somewhat i portant or not important. 84%
M : 1e number bf ‘not important” responses to any

ature werelnegllglble leading us to believe we  |f we break those figures out a little, it's secure

~ are on the right track with the type of capability  transfer of data that was considered extremely
that both IT and operatlons staff would like to important by the largest number of respondents

2 o (49%). Communication during outages and

- —— emergencies was considered extremely

) respondents said that each of  important by 35%, and private and secure
he areas highlighted was at least important. communication was held in the same regard by
the percentages of respondents 32%.
ered each area to be important, very
r extr emely important, the numbers  There were a few regional variations of interest.
Respondents in Italy and Spain gave most
d I%r weight to instantaneous communication. In
cate duri power outages and South Africa being able to reach workers at any
V% L2 time was considered particularly important.

* Private and secure communication 92%

>90% want to.....

G

Communicate in
power outages
and emergencies

2

Transfer data
securely

| Ei
Connect people
and collaborate

Communicate
instantaneously
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Communications /

The imperative +80% want to....
of good
communications

O—0O

Reach workers

We can take from these results that It is well worth considering what you would truly wherever they are
organisations want a great deal from their want your communications network to deliver
communications. They want to be readily and and whether your current strategy is able to

securely connected to transfer data, collaborate  deliver on those needs.
and communicate instantly when needed. And
they want to stay connected to each other even  Can you face down the challenges of hostile

when the power is out and, not surprisingly, environments, power outages and sudden
during emergencies. These demands call for emergencies to keep employees talking?

a robust and reliable form of communication, And even in the quiet times, are you sharing
which, as we are about to explain, is unlikely information as securely as people would like?
to be provided by regular mobile networks and

phones.

| |

Communicate
whatever the noise
levels
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Devices

Ensuring

mobile

devices deliver
maximum benefits

Having learned what organisations need from
their communications, we wanted to know

whether the tools they currently use are up to the

task.

Not entirely surprisingly, when we asked which
devices employees are currently using it was
the ubiquitous smartphone that was most
mentioned. Some 85% of IT respondents and
73% of operations staff reported their use in
the workplace. Standard mobile phones are
there too, although they are less popular, with
their use noted by 40% of IT staff and 48% of
operations staff.

Mobile phones and networks are certainly not
the whole story though. Nearly half use two-way
radio, which, as we’ll explain shortly, offers a
number of benefits over mobile phones. Breaking
that number down into job function, we found
that 36% of operations staff compared to 18% of
IT staff reported use of radios, suggesting that
they have a clearer place in the more demanding

ystems and have yet to upgrade to
superior digital offerings.

s, especially in Germany (45%).
paging/tannoy are surprisingly
ational in 26% of those businesses

Now that we know what communications
technology organisations use, the obvious
question is — does it work? Given that
conditions can be far more demanding than in
an office environment we were curious about
whether a smartphone could really deliver. The
answer seems to be no, given the hindrances
our respondents reported they are finding to
communications.

Top of the hindrance list was battery life,

with 55% saying this is a problem. It's a
well-known issue with any mobile phone,
whether smartphone or not. They need
charging regularly and can lose power at
hugely inconvenient times. That means that
while they may be fine for day-to-day non-
urgent work, they’re potentially not sufficiently
reliable for business-critical and emergency
communications.

Lack of coverage was a problem for over half of
respondents. This is likely to be more than the
usual complaints about black spots on trains or
around the countryside.

Production and distribution facilities are built to
be robust and in the industries we questioned
sometimes in remote locations, this can result
in no-go areas for standard mobile networks.
Again, that’s not ideal when you want to stay
connected both for efficiency and emergencies.

85% say they use
smartphones for
communication but...

[
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55% are 44% fret
worried about about noisy
battery life environments

52% are
concerned about
lack of coverage

reppROR
T

benefitting from the latest
digital technology




Devices

Ensuring mobile
devices deliver
imaximum benefits
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L“- vironments can be harsh too. Some 44% Additionally, digital radios offer the robustness,

~agreed that mobile phones are problematic reliability and security that many other devices
~ if you want to communicate in a noisy fall short on. At the same time radio still
'_e{Elviro ment, 22% were concerned about provides the business-type applications that

‘hazardous environments, and 26% were mobile users enjoy — such as texting — as well
oncerned that devices would fail in bad as a very broad range of third-party industry-
eath n specific apps.

b tod of that the device itself is doubted. Mobile phones are obviously a familiar tool
sufficient robustness and durability were for employees and in some organisations
quoted by 29% of our respondents. staff may even bring their own to work. The

- & | question is — can they meet the requirements
. i e truth is that none of this is surprising. of your working environment? If not they could
Cor umer—fd.cused mobile phones be costly in the long run in terms of delays
~ aren’t designed to cope with challenging and loss of productivity, not to mention the fall
' |ronmen s. Standard mobile networks do out from emergency situations. If you want
have blind spots and those are exacerbated to communicate at all times in all places, the
1 t of facilities that our respondents answer is likely to be no, and it would be a cost-
operate Moreover in times of widespread effective plan to consider alternatives.

ﬁ’nergency, mobile phone networks can be the

first to go down under pressure.

| ercomes these barriers to effective
cO j- muni . This t&)nology offers clarity

n difficult mhro ents, group communication,
wide coverage, and the ability to bridge different
i networks across multiple sites.

Where is Digital
Radio being
adopted
today?
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believe can help them increase levels of
intelligent productivity, and why standard mobile
communications may not help them achieve their
goals.

So what exactly is on the shopping list for
workforce communications and applications that
will help to fulfil the need?

We created a list of tasks, based on our
knowledge that in an operational environment
staff will be on the move regularly and want to
collaborate with colleagues, access information,
- manage safety and emergency situations, and

aqput qay-t?;day work.

we asked our respondents to rank the
nportance of those tasks. Interestingly, all the
options we suggested were popular — both
standard business applications and more
specialised choices. We think this suggests
that organisations can already see the potential
for mobile communications in helping them to
hieve greater and more intelligent productivity
and efficiency across their operations.

===

functionality In
workforce
communications

Our study so far has shown us what organisations

Communications
Checklist -
What businesses want today
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functionality In
workforce
communications

Standard business apps

Text messaging. Texting was considered
extremely important by 14%, very important by
24% and important by 37%. Texting is a good way
to communicate in noisy environments as long as
the messages are brief and reception is good.

Email. Email was said to be extremely important
by 27%, very important by 35% and important by
31%. It's an effective way to communicate non-
urgent information, but difficult to read long emails
or attachments on a phone.

Apps for safety

Automatic man down and lone worker alerts.
Knowing quickly that a worker is in potential
danger is vital. By managing alerts quickly
companies can help protect their employees and
reduce the time taken to deal with emergencies
and alerts. 84% thought this was important, very
important or extremely important.

Automated incident alarm management.

idowns, improve process control
s of safety. 30% said this was
nportant, 33;’/0 said very important and

S ansmission overrides. In a
ability to take control of communications

or highly important.

Apps for efficiency

Telemetry solutions. Telemetry solutions can
help managers monitor and control operational
processes. 87% said this was important, very
important or extremely important.

Work ticket management. Work ticket
management introduces new levels of efficiency
to production and maintenance. While only 11%
said extremely important, 70% said important or
highly important.

GPS location tracking of people and assets.

70% considered this feature to be important,

very important or extremely important. This type
of tracking has the potential to be valuable in
keeping people safe, tracking the whereabouts of
valuable assets and in improving the efficiency of
fleet management, to name a few applications.
We see this function becoming more important as
managers come to realise its role in the future.

Mobile management

Data transfer reliability. 39% said this was
extremely important, with another 52% saying it
was important or very important. That means they
need resilient and robust networks and devices
capable of managing that data efficiently.

Privacy and security encryption. 42% said this
was extremely important, and another 49%

said very important or important. Different
communications systems have varying levels of

security, and clearly for many this is an issue that
needs to be considered.

Better integration of radio, telephony systems and
mobile devices. Many of our respondents reported
using a variety of communications networks and
devices, making better integration very important
to 39%, extremely important to 21% and important
to 27%.

It's useful to compare the various devices that
organisations currently use and ask how many

of these applications are available on them. Can
the workforce communications tools you use

now deliver the functionality you desire to enable
safety, efficiency and intelligent productivity at all
times in any environment? Or is it time to review
your communications strategy based on your own
organisation’s shopping list of capabilities?
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Conclusion

Making the
most of workforce
communications

~ Our research shows that organisations

"l"i r'.?\p‘ing in the oil and gas, manufacturing and
ansport and logistics markets are intent on

|!mro ing productivity and efficiency. While they

“have clear ideas about how to go about that,

y also repognlse that they have challenges

Iipve and beyond many other businesses.
4

?
llaboration, communication, process

ent and skilled personnel are all

de d to be valuable on the road to greater
and mor |nlllgent productivity. Speed is of
i i ssence, especially in tackling unplanned
downtime and emergency alerts that strike

i itability.

——

Better communications can do much to help

) her and to data.
It’s clear though that regular mobile phone
M;}ed to be effective
N many cases when loss of network or failure
Je Ge st are not acceptable. Organisations
"Lu--- need to look at other technologies if they

W d 1st, ‘rellable and secure workforce

;lpris h
h , ‘l ,

Re dnde S re nise also that an effective

communications strategy must be massively
lexible to provide a wide range of business and

b
s

PSS O peC|aI|se o appllcatlons that can support the

to |mproved productlwty

To find out more about Motorola solutions
for workforce communications in
challenging environments, visit:

www.motorolasolutions.com/mototrbo
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