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Overview

More than 2.7 billion people worldwide are deskless workers, comprising 80 percent 
of the total global workforce across almost every industry sector and segment. These 
workers are not anchored to a desk: not at a traditional office, remote office, or 
co-working environment. Deskless workers go where the customer is. That might be 
a residence, a workplace, or one of many places a company hosts its customers. In 
most cases, deskless workers go to multiple locations and serve many customers in 
the course of a day. In other words, they are mobile.

Managing deskless, mobile employees, contractors, and the work they do for your 
business is uniquely challenging. First, there is the difficulty in knowing in real-time 
who is doing this work for you, and what their unique skills, locations, needs, 
and preferences are. Then, there is the challenge of using that information, plus 
corresponding data about your customers’ needs, preferences, and expectations, 
to make optimal decisions. There are so many factors that go into the decision about 
the “who, what, where, and when” of work, and they vary from business to business. 
And these are just the challenges that take place at the office. 

The next step of managing the work that takes place out of the comparatively 
controlled environment of your office gets even more complicated. Add to that the 
pain of getting information back to your desked employees who need trustworthy 
data from the field to do their work and you have a massive, enterprise-grade 
problem.

The purpose of this guide is to help you better understand the tools that are available 
to solve your mobile workforce management challenges. In this guide, you will 
learn what is critical for overseeing enterprise-class deskless worker management, 
scheduling and job matching, and mobile work execution.

Traditional solutions to schedule and manage work outside the office lack power and 
flexibility to fit the new ways people and businesses operate. The mobile workforce 
management (MWM) solution you select must be flexible enough to solve the pains 
you have today and be built for the future of work so it can grow with your business 
as you evolve.
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Pains Solved by Mobile Workforce 
Management

Mobile workforce management (MWM) is a type of software that solves the 
significant pains of managing a mobile and deskless workforce. It helps connect 
all the data and people who are touched by mobile work to create better business 
outcomes including happy customers, operational efficiency, and engaged 
employees.

Unhappy Customers 

Frequently, a telltale sign that you need a mobile workforce management solution is 
that your customers are not happy with the experience you deliver. Their needs and 
expectations are not being met when they interact with your business, especially in 
person. The people who work directly with your customers do not have the tools to 
deliver what was promised in an efficient manner, and your customer starts to look 
for an alternative service provider as a result.

The business pain of unhappy customers is much greater than the number of missed 
or failed appointments, although unsuccessful or late service often indicates that 
your customers are not satisfied. Other indicators that you have this problem include 
a lack of understanding of what’s happening onsite with customers, high customer 
turnover, or low customer satisfaction metrics (or an inability to collect such data). 
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When evaluating a mobile workforce management solution, consider these questions 
about your customers:

• Will this solution help us provide an exceptional customer experience from the 
first moment of service to the last?

• Does this solution give us data and insight into what is happening onsite with 
our customers?

• Does this solution help us communicate with our customers in a timely and 
efficient way about the services we are providing them?

• Is vital data about our customers—including their needs, their preferences, 
and our obligations to them—used intelligently by this solution to help us make 
better decisions?

By 2020, the customer experience 
will be a more important brand 
differentiator than price or even 
the product itself, according to the 
Customers 2020 report.

https://www.walkerinfo.com/knowledge-center/featured-research-reports/customers-2020-a-progress-report
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Inefficient Operations

Managing mobile work is fundamentally a problem of operational efficiency and 
productivity, which is where the pain is most obvious. There are simply too many 
people (both employees and customers), locations, and types of work to manage in 
the way you always have. 

For most businesses, some combination of basic employee scheduling tools, 
spreadsheets, emails, phone calls, and paperwork were “good enough” for a while. 
Others built a solution in house or force-fit software that solved for part of the 
problem. But when the business grew, none of these tools could scale. These pains 
are often the catalyst for a company’s digital transformation projects or goals.

Operational inefficiency hits your bottom line in many ways. It may rear its ugly head 
in low employee utilization rates, high spend on contractors to fill the gap, long cash 
flow cycles, delayed delivery of work or services, and stagnant growth.

Make sure your mobile workforce management solution solves the persistent pains of 
operational inefficiency by asking these questions:

• Will our employees at desks and outside the office save time and work more 
effectively by using this solution?

• Will this solution increase the productivity and utilization of our mobile 
employees and contractors?

• Does this solution have the capacity to optimize our scheduling and allocation 
decisions to meet our business goals, not just fill open time slots?

• Can this solution reduce our dependency and spend on outside resources to 
serve our customers?

• Will we be able to serve more customers and grow our business faster by using 
this solution?

https://www.skedulo.com/blog/digital-transformation-and-mobile-workforce
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Disengaged Employees

Happy employees work harder, are more invested in a favorable business outcome, 
and are less likely to change jobs. High performing businesses understand the 
connection between the employee experience and their bottom line. They prioritize 
supporting their employees accordingly. Unfortunately, more businesses are doing 
it wrong than doing it right, since disengaged workers worldwide outnumber their 
engaged counterparts nearly 2:1.

Consider the home care industry in the United States, where the median caregiver 
turnover rate was 66.7% in 2017. The majority of that turnover takes place within the 
first three months of employment, meaning these businesses are continually hiring, 
training, and turning over new employees at a massive cost. If that pattern sounds 
familiar, you have an employee engagement problem.

One of the best ways to improve employee engagement is to think about what your 
employees need to succeed, how they currently get it (or don’t get it!), and what you 
can do to improve. Look for the right mobile workforce management solution for your 
employees with these questions:

• Does this solution take our mobile employees’ time and talents into account 
when matching them with customers and scheduling their work?

• Does the tool help them stay connected to the office while they are on the 
move?

• Is the tool reliable and fully offline capable to support people wherever they’re 
working?

• Is it intuitive and easy-to-use, like the consumer apps they already know? 

• Does the solution make their jobs easier and help them do their best work?

https://www.fastcompany.com/3048751/happy-employees-are-12-more-productive-at-work
https://good.co/blog/workplace-happiness/
https://www.newvoicemedia.com/resources/nation-of-serial-switchers
https://www.newvoicemedia.com/resources/nation-of-serial-switchers
https://homehealthcarenews.com/2018/04/median-home-care-turnover-hit-66-7-in-2017/
https://homehealthcarenews.com/2018/04/median-home-care-turnover-hit-66-7-in-2017/
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Untrustworthy Data in Disconnected Systems

To make optimal decisions, businesses need trustworthy, actionable data to move 
smoothly through the organization. On its own, a mobile workforce management 
solution will help your business gain visibility into what is happening onsite with 
customers and make it easier to hold people accountable when work takes place 
outside the office.

When connected to other core systems of record, like human resources management, 
financial management, payroll, electronic health records (EHR), and customer 
relationship management (CRM) systems, mobile workforce management can be 
truly transformative for your end-to-end business.

Companies that do not have trustworthy data in connected systems or accountability 
from the mobile workforce have pain in the form of error-prone operations, 
real-world results that surprise the business in undesirable ways, or an abundance 
of manual steps to fill the gaps between systems and workflows. 

One of the most frequent signs that your systems are broken is that your teams 
have tightly controlled spreadsheets with data from many different sources that 
become their private systems of record. If your teams are relying on spreadsheets 
as a workaround or cannot do their jobs effectively because they do not have the 
necessary data, you need a MWM solution.

Make sure you select a mobile workforce management solution that will bridge the 
gap between your systems with trustworthy data:

• Will this system provide visibility into what is happening onsite with customers 
and our mobile employees?

• Does the solution capture important data we need easily, even automatically 
when possible?

• Does the solution sync data captured outside the office back to my other 
systems in real-time without manual intervention from my mobile teams?

• Will this system connect and integrate with my other systems of record to 
improve our business workflows and overall data integrity?

https://www.grow.com/blog/data-important-business
https://www.yellowfinbi.com/blog/2017/07/intelligent-bi-why-you-need-trustworthy-business-data
https://www.forbes.com/sites/brentdykes/2016/04/26/actionable-insights-the-missing-link-between-data-and-business-value/#15aa56ed51e5
https://www.skedulo.com/blog/what-is-workforce-visibility/
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Prerequisites of a Mobile Workforce  
Management Solution

To most effectively solve your pains related to unhappy customers, inefficient 
operations, disengaged employees, untrustworthy data, and disconnected systems, 
you need to select a mobile workforce management solution that has the right 
functionality and capabilities. 

Unlike solutions built exclusively to manage the work of installing, maintaining, and 
fixing equipment and capital assets, mobile workforce management (MWM) systems 
are built for businesses whose primary drivers are human inputs: your customers, 
your desked teams, and your deskless workers on the go. It is a solution category 
with a mobile-first approach to solving the pains of managing work and teams of 
people who are mobile themselves. It is not a solution for maintaining equipment 
and capital asset you own or sell. Nor is it an asset management or project 
management solution.

MWM systems can vary, but there are some prerequisites to consider that will ensure 
your chosen system will solve real business challenges and grow with you over time, 
even before you consider features that are specific to your use cases:

• Customer Centricity: To solve the challenge of dissatisfied customers, a MWM 
solution must be driven by creating an exceptional customer experience, 
especially when it comes to appointment times and requirements.

• Scheduling for Business Value: MWM systems solve scheduling challenges 
beyond basic availability for a specific time slot. They incorporate the 
variables and constraints that matter most to your business into an 
intelligently automated system to make optimal decisions about schedules 
and resource allocation.

https://www.skedulo.com/blog/rise-of-field-service-management-fsm/
https://www.skedulo.com/blog/the-connection-between-customer-centric-field-service-and-revenue/
https://www.skedulo.com/resources/the-roi-of-mobile-workforce-management-solutions/
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• Making Mobile Work Better: MWM systems must make the work of your mobile 
employees easier—from managing their schedules, navigating to job sites, and 
delivering work on your business’ behalf. A MWM solution must enable and 
optimize the work that takes place onsite with a customer. If the system doesn’t 
have this element, it is just another employee scheduling tool.

• Supporting an Interoperable Tech Stack: One of the problems a MWM 
management system solves is making data from the field easy to collect and 
actionable for the rest of your business. That requires seamless integrations 
with other systems of record and data that is structured to be interoperable, 
i.e. work across different systems. Without integration and connectivity, your 
MWM solution will exacerbate, not solve, the problem of disconnected systems.

Mobile Workforce Management Prerequisites Checklist 

When evaluating a MWM platform, first consider whether the system is meeting the 
basic requirements of this category with the questions below.

SOLUTION REQUIREMENT VENDOR QUESTION YES NO

Mobile-first Product  
and Approach

Is it a mobile-first solution that is made for 
deskless employees and supports their unique 
needs?

Does the vendor work directly with mobile 
employees to refine its understanding of the 
unique needs of this segment of the workforce?

Is the solution compatible with all the devices 
used by your mobile teams?

Customer Centricity Does the solution connect directly to CRM and 
similar systems to help you maintain a single 
source of truth about your customers?

Are customers’ preferences and unique needs 
incorporated into scheduling and resource 
allocation decisions?

Making Mobile Work Better Does the mobile app reduce the administrative 
burden on your deskless workers so they can 
focus on the customer interaction?

Are employees’ needs and preferences 
incorporated into the system logic?

Supporting an Interoperable  
Tech Stack

Does the solution integrate into your existing 
systems and help connect your tech stack 
across your business?

https://www.skedulo.com/blog/how-effective-scheduling-improves-workforce-quality/
https://www.skedulo.com/blog/why-interoperability-matters-healthcare-technology-stack/
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Pillars of Capability for Mobile 
Workforce Management

When evaluating a MWM solution, your should consider five areas, or pillars,  
of capability: workforce management for mobile resources, scheduling and  
job management, mobile work execution, the end-customer experience, and  
platform power.

Workforce Management for Mobile Resources

It is critical to maintain comprehensive and actionable data about your deskless 
workforce, including part-time and contract workers. Your MWM system should 
be an easy-to-maintain database of who is working for your business with all the 
data required to make intelligent decisions when matching customers, work, and 
resources. It should also be the source of truth for data concerning the locations, 
certifications, skills, availability, and any other relevant constraints your workers have 
that would impact decisions about where, when, and with whom they work, as well 
as what types of jobs should be allocated to them. 

Platform

Mobile Worker 
Management

Scheduling & Job
Management

End-Customer
Experience

Mobile Work
Execution
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Most businesses have some incumbent workforce 
management system used by human resources (HR) 
or people operations. Those workforce management 
tools are designed to meet HR needs, such as 
maintaining a database of everyone who works 
for your business, ensuring compliance with labor 
laws, and tracking time and attendance. Workforce 
management software is designed for work that 
takes place on company property or in a consistent 
brick-and-mortar setting. A mobile workforce 
management system is not meant to replace this 
type of HR tech or its functions. 

Instead, an MWM system manages the end-to-end operations of delivering on-site 
customer services and experiences, connects everyone who touches the process, 
and manages the data this work produces. Your MWM system should make it simple 
for operational decision makers to know who is a part of your mobile workforce, 
their territories, real-time locations when working, skills, certifications, and current 
schedules. Other data points that can determine schedules and work assignments, 
such as history with key customers, preferences, or even hourly compensation, should 
also be a part of your MWM system.
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Workforce Management Capability Checklist

CAPABILITY QUALIFICATION QUESTIONS FOR VENDOR YES NO

Single system for management  
of mobile resources

Does the system manage full-time, part-time, 
and contract workers in the same place?

Is it equally easy to manage the profiles and 
information of in-house employees as it is for 
contractors?

Skills, certifications, and  
attribute management

Can the system track the attributes that must 
be part of a scheduling or work assignment 
decision?

Does the system make it easy to maintain 
information about employee skills, attributes, 
and certifications, including their expiration 
dates?

Location management Can the system associate resources to regions 
or territories and provide the flexibility to 
include a resource in multiple regions?

Does the system easily map and visualize past, 
current, and future work locations, including 
optimal routes?

Availability management Does the MWM system consolidate and 
simplify how individual employee’s availability 
is managed?

Is the system flexible enough to manage 
complex and patterned availability?

Can your schedulers easily create rosters of 
shifts and jobs?

Labor costing Can the system include variable labor costs 
in workforce management and scheduling 
decisions?

Can the system help schedulers and managers 
make cost-effective decisions about who works 
and when?

Workforce analytics Will the system enable you to analyze 
workforce capacity, utilization, distribution, and 
travel?

Will this system allow you to better forecast 
workforce needs for optimal staffing?
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Scheduling and Job Management

Creating and communicating the daily schedule for a mobile workforce can be 
extremely time-intensive, especially when done manually. Your operations and 
scheduling teams spend significant time creating (then re-creating!) schedules, 
accommodating last-minute requests, and communicating the updated schedule. 
When scheduling is managed manually in spreadsheets, calendars, and email, or 
with a tool that only incorporates some of the factors that need to be considered, all 
this time-consuming work is likely to be heavy on mistakes. With intelligent scheduling 
and job management, the decisions about who works, where, and when can become 
resource allocation decisions that add value to your business instead of tasks to just 
get the schedule out. 

Intelligent scheduling with a mobile workforce management system reduces 
the chance of human error, such as scheduling someone who does not meet the 
requirements of the job, double-booking an employee for the same time slot, or 
allocating a job to someone who has to travel a long distance to get there when 
better options exist. Not only does intelligent scheduling and job management reduce 
errors, it also helps you attain important business goals, such as reducing the cost of 
service, increasing utilization of the mobile workforce, and continuously delivering on 
the promises you make to your customers.

Scheduling and Job Management Capability Checklist

CAPABILITY QUALIFICATION QUESTIONS FOR VENDOR YES NO

Dynamic matching of customers, 
work, availability, and resources

Does the solution incorporate all the variables 
that matter to your business to match 
people, work, places, and time into optimized 
scheduling decisions?

Can the system prioritize customers’ needs and 
preferences when choosing among available 
workers?

Does the system respect workers’ scheduling 
preferences and needs?

Can the solution handle single jobs, recurring 
work, or even irregular work patterns easily?

Is the system dynamic enough to match groups 
of customers and employees together based 
on the constraints and availability of everyone 
involved?

Can the system match multiple resources to 
a job to satisfy all the attribute requirements 
when a single person does not have all the 
skills needed?
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CAPABILITY QUALIFICATION QUESTIONS FOR VENDOR YES NO

Intelligent scheduling and 
optimization

Is there intelligence to optimize schedules 
to increase resource utilization? Balance 
workloads? Reduce travel time and costs?

Can the intelligence engine optimize for KPIs 
other than utilization and costs? 

Can the system schedule jobs automatically, 
controlled by your constraints and business 
logic?

Can the system automatically assign a job to a 
region based on the job address?

Does the platform allow you to offer work, 
such as jobs and shifts, to mobile resources in 
addition to assigning work?

Usability and workflow 
visualization

Is there a clear, visual pipeline of jobs 
requested, scheduled, dispatched, and 
completed?

Can my team schedule faster and with fewer 
errors with simple actions like drag-and-drop 
scheduling?

Are there multiple options for viewing and 
managing schedules including calendars, 
rosters, maps, and swim lanes?

Is it easy to track how many job offers are 
still outstanding against your mobile workers’ 
changing availability?

Flexibility to manage different 
work models, including rosters, 
shifts, and recurring jobs

Can my team manage single jobs, shifts, 
recurring work, or even irregular work patterns 
easily with this system?

Does the system offer precise appointment 
times, not just general service windows?

Does the system manage rosters and 
schedules for individuals, regular teams, and 
ad-hoc groups with equal ease?

Group events Is the scheduling and matching engine 
powerful enough to match multiple resources 
and customers, including all their availability 
and requirements, into group events?

Real-time updates between the 
office and mobile resources

Does the mobile workforce management 
solution automatically notify mobile employees 
of new jobs, cancelled appointments, or 
schedule changes?

Does the solution offer multiple notification 
options, including push, email, and SMS 
text notifications for real-time updates of 
scheduling assignments and changes?
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Mobile Work Execution 

A MWM mobile app should be a versatile tool that goes beyond routing optimization. 
It should give your mobile workers the guidance and capabilities they need to deliver 
an exceptional customer experience and easily send the right information back to 
HQ. Giving your people great tools makes them feel more connected, valued, and 
engaged. As a result, you will see increased productivity and decreased turnover. 
More satisfied employees deliver higher-quality service, which drives higher 
customer satisfaction. All of these benefits help your business grow.

Companies need to invest in their people—and technology—to make the most of the 
mobile workforce in 2019. Forbes says that millennials, who are expected to make up 
75% of the workforce by 2025, are accustomed to using tools like instant messaging, 
text messages, chat, and social media to manage both their personal and work lives. 
Employees in today’s job market now expect to have modern tools and technology 
at their disposal, and they expect a certain degree of work-life balance as well. So 
choose a mobile workforce management solution that makes your business more 
efficient today and helps prepare you for the workforce of the future.

https://www.forbes.com/sites/workday/2016/05/05/workforce-2020-what-you-need-to-know-now/#7503b95b2d63
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Mobile Work Execution Capabilities Checklist

CAPABILITY QUALIFICATION QUESTIONS FOR VENDOR YES NO

Easy to understand job 
notifications, offers,  
and schedules

Does the app push complete agendas and 
schedules to workers’ hands?

Can mobile employees accept or refuse a job 
assignment or claim an offer with the push of a 
button?

Does the job notification provide all the 
relevant details a mobile worker needs to 
understand the customer and work?

Is it simple for mobile workers to see new 
alerts and how schedules have changed in the 
course of the day so they are always working 
with correct information?

Mobile worker empowerment  
and flexibility

Does the solution allow qualified resources to 
make allocation decisions when the preferred 
resource is unavailable?

Does the solution empower mobile workers to 
choose when they work? Can the system push 
work offers to mobile resources as well as work 
assignments?

Optimized routing Are there integrations to Google Maps, Apple 
Maps, Uber, Lyft, and Waze to support workers 
however they travel?

Time and location tracking Does the app track time spent working with a 
single button to check in and out of jobs?

Can the app help you ensure accountability 
of your workforce, such as tracking check in/
check out distance from job locations and 
locations of breaks?

Offline capability Does the app work reliably offline so mobile 
workers have access to all the tools they need 
even when out of range of service?

Will the app automatically sync data that was 
captured offline so mobile workers do not have 
to take any extra steps to ensure everything 
works?

Support and guidance to  
mobile employees as they  
complete their work

Does the app include task lists to guide workers 
while onsite?

Can the app capture notes about repeat 
customers that may be accessed by different 
employees over recurring appointments?

Allows mobile workers to  
easily capture and sync data  
from the field to the office

Does the mobile app allow employees to 
collect signatures from customers and save 
photographs of their work?

Does the app include custom forms and 
surveys to collect business critical data that can 
go straight into your system of record?
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End-customer Experience

A dramatic change has taken place among consumers: the experience of working 
with a company or brand is increasingly what drives purchasing decisions, even for 
business transactions. And when their needs are not met by a particular brand or 
vendor, they do not hesitate to find someone else. In fact, 42% of customers in the UK 
report switching to a competing service specifically because of bad customer service. 
In the U.S., the numbers are even more grim: 78% of customers report abandoning a 
transaction or an intended purchase because of bad service.

Remember: a mobile workforce management system should be customer-centric in 
that it helps your business produce better experiences for your end-customer. If the 
solution does not have capabilities that improve the customer experience, it is not 
a mobile workforce management system. It is likely just an employee scheduling or 
field service management solution.

You need a mobile workforce management solution that keeps your customers 
connected to your business and provides a smooth experience, including timely 
communication and updates about appointments or other interactions with your 
team. And when your customers express a preference to your business, whether it’s 
working with a specific employee or only scheduling appointments during a certain 
period of time, you need a system that makes it easy to honor that request.

https://www.newvoicemedia.com/resources/nation-of-serial-switchers
https://www.helpscout.net/75-customer-service-facts-quotes-statistics/


19The Buyer’s Guide to Mobile Workforce Management

End-customer Experience Capabilities Checklist

CAPABILITY QUALIFICATION QUESTIONS FOR VENDOR YES NO

Prioritize customer preferences Does the scheduling and matching system 
respect your customer’s priorities and 
preferences so they get what they need and 
want from your business?

Does the matching engine have the ability 
to prevent assigning someone the job that 
customer has expressed dissatisfaction with?

Customer scheduling portal Can the vendor provide a customer scheduling 
portal so customers can schedule an 
appointment with you at their convenience?

Can the vendor connect data between a 
customer scheduling portal and the other 
systems of record that provide or need related 
information?

 Customer SMS Can the system send an SMS to confirm an 
appointment with your customer and remind 
them the appointment is upcoming?

Can the system provide your customer with 
real-time updates when your team is en route 
so they know who is coming and when they will 
arrive?

According to Gartner, more than 
40% of field service work will be 
performed by technicians who are 
not employees of the organization 
that owns the customer relationship 
by 2020.

40%
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Powerful Platform

Your vision is to implement a highly effective mobile workforce management solution 
that offers more than eliminating paperwork in the field. You need a MWM solution 
that connects all major stakeholders in the business who contribute to, control, or 
require the data involved in delivering onsite service to customers. You can close the 
gaps between sales, finance, and HR with an integrated tech stack that shares the 
data that you capture in your MWM solution with teams across your organization.

That means choosing a solution with a platform that can integrate into your other 
systems of record, including customer relationship management (CRM), electronic 
health records (EHR), HR management, payroll, or financial management systems. 
When data flows effortlessly between systems, your employees everywhere can move 
faster and make better decisions for your business.

It is important to learn how each vendor handles integrations with your various 
systems. Do they have a strategy to integrate with your current method of 
operations? Do they have native solutions with tools you already have in your tech 
stack? And if applicable, do they meet the appropriate compliance and data security 
requirements for your industry? 

You also need a powerful platform that is flexible enough to fit your current business 
and grow with you as you evolve. Business priorities and workflows will require 
change over time as you respond to dynamic market conditions. You may even 
incrementally evolve your business model over time to stay ahead of the competition 
or capture additional market share. That is why it is important to invest in a scalable 
MWM solution that has automation, optimization, and intelligence capabilities that 
are flexible in their architecture, and in an expert vendor team that has ambitious 
plans to further develop and innovate on these capabilities.
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Platform Capabilities Checklist

CAPABILITY QUALIFICATION QUESTIONS FOR VENDOR YES NO

Integration with other tools and 
platforms for continuous data flow 
and faster business processes

Can the platform easily integrate with other 
tools and systems?

Can the platform connect workflows across 
functions to create seamless customer and 
employee experiences?

Does the vendor have experience integrating 
their platform with different types of systems of 
record, such as HR management and payroll 
tools?

Do the vendor’s customers have a documented 
history of improving the speed and accuracy 
of processes related to mobile workforce 
management?

Native integration to Salesforce 
CRM (where applicable)

Does the tool offer native integration with your 
Salesforce platform to extend the value of that 
investment?

Improves data collection and 
management

Does the platform automatically capture 
details related to a job on the service record for 
easy sharing with other systems? 

Does the platform make your data more 
trustworthy to support better business 
decisions and an improved customer 
experience?

Is managing data in the system easy, especially 
for administrators and managers who need 
to analyze information about your mobile 
workforce operations?

Improves communication between 
the office and mobile workers

Will the solution connect all the people working 
on a job in real-time with in-app chat?

Does the solution limit the need to make 
calls, send emails, or otherwise communicate 
in ways that cannot be accurately or easily 
tracked?

Reporting and analytics Does the platform offer ready-made reports 
and dashboards so you can easily see vital 
information about your mobile workforce 
operations?

Does the platform organize data in a 
consistent and structured manner so it can be 
easily pushed into a business intelligence tool 
for deeper analysis? 
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Company, Support, and ROI

Now that you have examined the product functionality necessary for your mobile 
workforce management system, it’s time to consider the business and people you 
will partner with. There are a number of factors to keep in mind: the vendor’s ability 
to execute against what was promised, how they will enable your internal change 
management, and how they will support you long-term as your business grows. 
Finally, you should look for a vendor with transparent pricing and a compelling 
potential return on investment (ROI).

Implementation, Change Management, and Support

Most immediately impacting your business is the vendor’s ability to partner with 
you to implement the system. The most successful software implementations are 
a true partnership, with clear ownership on both the vendor and client sides, 
well-articulated goals and timelines, and a shared understanding of what the 
process will look like. Generally speaking, implementing a MWM system will entail 
changing current processes, creating new connections to existing systems, and 
engaging with multiple groups and teams within your business to ensure the product 
is properly adopted and used.

Change of any type—even change that makes a person’s job easier or helps your 
business run smoother—will come with some apprehension or even resistance from 
those who have to give up the comfort of familiarity. That’s why you need to choose 
a vendor who has expertise in change management and can help you apply best 
practices developed from dozens of similar experiences specifically with mobile 
workforce management. The scope of best practices the vendor offers should include 
everything that happens after you sign a contract: technical implementation, project 
management, training, adoption, and ongoing support.

When evaluating the vendor and the product, it is important to get detailed 
information about these aspects of the relationship so you understand what 
services are required for success and who will provide them after you sign. You 
should know which third party partners are available to you, such as technical 
and implementation partners, in addition to the vendor’s own teams. And think 

https://www.skedulo.com/resources/the-change-management-checklist/
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strategically about your long-term support packages. Do you have sufficient 
in-house technical expertise to troubleshoot and leverage product documentation 
when something doesn’t work as expected? Or is your expectation to immediately 
pick up the phone and speak with someone you know to resolve an issue? Choose the 
level of ongoing service you need accordingly.

Cost & ROI

Return on investment (ROI) is the ultimate measure of any business endeavor. To 
make the best choice for your mobile workforce management solution, you’ll want 
to understand what the total cost of ownership (TCO) is for a given vendor and what 
factors should be part of your ROI calculation. 

To properly calculate TCO for most SaaS solutions, you’ll need to consider one-time 
expenditures and recurring costs. One-time expenditures include the cost of 
implementation and any customizations you may decide you need; distribute 
these costs over the life of your contract for your financial calculations. One way to 
reduce the potential costs of customization is to use a solution as is, or “out-of-the-
box,” for a short period of time to better understand how your business will use the 
system, before identifying what additional capabilities you may need. Doing so can 
help you understand what needs you have and whether to address them through 
change management, process improvement, or technology. Recurring costs for a 
SaaS solution include user licenses and platform access, and for some companies, 
premium support packages. 

Thankfully, the value derived from a powerful mobile workforce management 
solution greatly exceeds any costs. Overall growth is, for many organizations, the 
ultimate success metric of your mobile workforce management solution. But that’s 
not the only thing you should measure. The 
ROI of your MWM solution will be felt across 
your business, so it will be important to work 
cross-functionally with several teams to get 
baseline metrics against which to measure the 
impact of the solution. And your chosen vendor 
should be able to give you a confident estimate 
of when you should start seeing ROI based on 
other customers’ experiences.

Skedulo customers report seeing 
ROI 30% faster than the average 
field service management solution, 
according to G2.

+30%

https://www.g2.com/categories/field-service-management


JOB-

Pick up packages from wharehouse 
on Fifth Ave

3.00pm - 5:30pm, 12/04/2017

-22222
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Pending AllocationJOB-232

Install new equipment for support 
department

9.00am - 10:30am, 12/04/2017

JOB-542
Pick up packages from wharehouse o…ehouse o…

JOB-232
Install new equipment for su…
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Operational Efficiency Metrics

Some of the most tangible benefits you will realize from MWM are in the operational 
efficiency of your business. With mobile workforce management, you will find that 
your business moves faster and with greater accuracy. Measuring exactly what that 
means will depend on your business model and priorities. Here are some important 
metrics you should consider measuring, even casually, to understand where you 
stand before and after implementing a mobile workforce management solution.

• Increase in employee utilization 

• Optimized route and travel times

• Decrease in waiting period for urgent jobs 

• Decrease in waiting time for status updates 

• Decrease in rescheduled or missed appointments

• Decrease in overhead expenses

• Improved payroll accuracy

• Decrease in invoice turnaround time

• Decrease in invoice correction rates

• Decrease in day sales outstanding (DSOs) 

New Jersey Respiratory Associates 
grew 20% year-over-year for three 
years after implementing Skedulo.

+20%

https://www.skedulo.com/customers/new-jersey-respiratory-associates/
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Customer & Employee Satisfaction

Managers understand that their customers’ satisfaction is paramount to their 
business success. And now, there is ample evidence that employee happiness and a 
business’ success are deeply connected, too. Because mobile workforce management 
positively impacts both customers and employees, it can yield an impressive ROI. 

Here are the key metrics you should measure regularly to better understand the 
connection between your customers, employees, and overall business success.

• Customer satisfaction and net promoter score (NPS)

• Customer complaint frequency and number of tickets filed

• Customer no-shows and last-minute cancellations

• Tone and frequency of public reviews from customers and employees

• Employee churn and retention 

• Employee satisfaction

Internet service provider Rocket Fiber 
saw a 68% increase in customer 
satisfaction from using Skedulo.

+68%

https://www.cicerogroup.com/wp-content/uploads/sites/9/2010/10/customer-satisfaction-and-business-performance.pdf
https://www.forbes.com/sites/forbescoachescouncil/2017/12/13/promoting-employee-happiness-benefits-everyone/#62ae82de581a
https://www.forbes.com/sites/meghanbiro/2014/01/19/happy-employees-hefty-profits/#60c2b7db221a
https://youtu.be/g1oOEoqCCmc
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Skedulo for Intelligent Mobile 
Workforce Management 

Traditional solutions to schedule and manage work outside the office lack the power 
and flexibility to fit the new ways people and businesses operate. Since day one, 
Skedulo has been focused on helping companies overcome the significant challenges 
of managing their deskless workforce. This is an increasingly complex problem that 
impacts billions of mobile workers across millions of enterprises worldwide. Skedulo is 
the mobile workforce management solution built for the future of work.

Skedulo Mobile Workforce Management

Skedulo delivers one system to intelligently manage all the details about your mobile 
workforce, match workers to jobs, schedule, dispatch, route, and execute work onsite 
with customers. More than 140 customers have partnered with Skedulo to make 
their customers happier, solve complex operational challenges, engage their mobile 
employees, and help their businesses grow.

Integrations Data Management Security Compliance Scalability Extensibility

Communication & Collaboration Automation & Optimization Connected Pages Workflow Rules Engine

Mobile Worker 
Management
End-to-end management of your mobile 
workforce, including part-time and 
contract workers, in a single system

Persona: Operations

Scheduling & Job
Management
Intelligent scheduling and matching to 
reach your business goals and optimize 
the use of your resources

Persona: Scheduler

End-Customer
Experience
Streamlined and timely communication 
between your schedulers, teams in the 
field, and the end-customer

Persona: End-Customer

Mobile Work
Execution
A consumer-grade mobile app with the 
information and guidance your mobile 
workers need to deliver an exceptional 
customer experience and collect the 
right data

Persona: Mobile Worker

Platform
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Skedulo offers enterprises and mid-market companies a mobile workforce 
management solution with robust integration capabilities, including native 
integrations to Salesforce. With Skedulo, enterprises can unify their tech stacks and 
move trustworthy data across the organization with ease. 

• Workforce Management for Mobile Resources: Manage mobile employees 
and contractors in one place

• Scheduling and Job Management: Match and schedule workers efficiently no 
matter your priorities

• Mobile Work Execution: Support workers while on the job and in managing 
their schedules

• End-Customer Experience: Streamline communication and interactions with 
your customers

• Powerful Platform: Automation, intelligence, and scalability to help you meet 
your business goals

Industry Solutions

Skedulo for Healthcare

Skedulo’s mobile workforce management capabilities are uniquely valuable to the 
healthcare industry, which is struggling with challenges related to caregiver retention, 
consumerized patient expectations, and the relentless need to find new efficiencies.

Skedulo for Healthcare is a purpose-
built solution for home and mobile 
healthcare use cases. Its intelligent 
healthcare scheduling engine 
matches providers to patients based 
on your business objectives, then 
supports caregivers as they move 
from patient to patient. Skedulo 
allows caregivers to focus on taking 
care of their patients, not filling out 
paperwork or searching for records. 

“ It’s been transformational for 
what we can provide to all of our 
customers. There are so many ways 
we’ve ended up using Skedulo 
that we couldn’t imagine when we 
began this process. That’s what we 
love about the Skedulo platform.”

–  Darcie Peacock,  
CEO of Solace Pediatric Home Healthcare
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Healthcare companies can increase caregiver efficiency and utilization to serve 
more patients without growing headcount, all while improving patient and caregiver 
experiences. And because Skedulo is HIPAA-compliant, your providers remain 
informed while keeping your patient information secure.

Skedulo for the National Disability Insurance Scheme (NDIS)

Skedulo launched in 2013 in Brisbane, Australia, the same year the NDIS Act passed. 
The National Disability Insurance Scheme (NDIS) and Consumer Directed Care (CDC) 
are the most significant changes the Australian healthcare market has ever seen. 
Australian healthcare providers must adapt IT systems, payment processes, and 
more to serve the 460,000+ Australians expected to use NDIS support by 2019 and 
the 5 million projected to access aged care services by 2050. 

Skedulo offers a solution designed to meet the unique needs of NDIS-ready 
providers. Our intelligent scheduling software makes it easy to manage the entire 
mobile workforce and coordinate patient care between mobile workers, caregivers, 
support staff, and schedulers. Skedulo is proven in helping disability and aged care 
service providers transform their operations and grow their businesses while meeting 
NDIS requirements.

 HealthStrong, one of the largest 
healthcare providers in Australia, 
saw a 30% increase in appointments 
scheduled with Skedulo.

+30%
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Skedulo has extensive and longstanding partnerships with organisations to provide 
end-to-end care management and mobile workforce solutions specifically for NDIS 
and CDC providers. Skedulo’s partnerships with award interpretation, pay condition 
engines, and care management systems allows for real-time award interpretation, 
cost analysis estimates at the time of scheduling, and patient record access, giving 
you the ability to gain immediate insights into actual, expected service delivery 
cost margins.

The Skedulo Vision for Customer Success

At Skedulo, we seek constant feedback from our diverse customer base to continually 
uncover, understand, and solve the challenges that come with mobile work and non-
traditional, variable schedules. User research and customer input drive decisions 
in product development so we are always increasing the value we deliver to our 
customers first. Our Customer Success team—solution architects, project managers, 
developers, quality analysts, and customer success managers—is industry leading, 
earning a 90% rating for Quality of Support from customers who reviewed us on 
software review site G2.

Our proven team has successfully implemented Skedulo into the tech stacks of more 
than 140 customers. The deep knowledge and best practices we have developed for 
implementation, project management, and mobile workforce training ensure our 
customers’ success. That’s why our customers report seeing ROI 30% faster than the 
average field service management solution, according to G2.

https://www.g2.com/products/skedulo/details
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Solution Consulting and Implementation Services

Skedulo’s proven methodologies ensure you have a successful implementation and 
seamless tech stack to support your business objectives. 

Working with your leadership, subject matter experts, and end-users, Skedulo’s team 
will scope, design, and execute a solution strategy that solves the real problems 
your business is facing and maps to your requirements. Skedulo’s solution architects, 
project managers, developers, and quality analysts support you through each step of 
the way.

Discover and Plan: Skedulo’s experienced solution architects work 
with your team to define a high-level solution tailored to your desired 
business outcomes. The resulting Statement of Work (SOW) becomes 
the project’s detailed roadmap for success.

Build and Test: A Skedulo team with expertise in your needs will build 
any customizations on Skedulo and leverage your Salesforce 
instance, if applicable. Communication and collaboration with your 
team will keep the project on track and everyone informed.

Confirm and Train: Skedulo then completes the solution build with 
feedback from User Accepted Testing (UAT) and customer approval. 
Next, Skedulo supports you through training and change 
management, leveraging the proven “train the trainer” model.

Deploy and Go Live: A successful “go live” is what drives Skedulo’s 
passionate implementation team. After a carefully managed and 
documented process, Skedulo will help you celebrate your success 
and continue to support you through adoption.
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Customer Success and Ongoing Support

Skedulo’s dedicated Customer Success team will help you continue to get the most 
value possible from Skedulo long after you go live. We pay careful attention to the 
handover from your implementation team so your Customer Success Manager (CSM) 
enters the relationship with knowledge of your business and use case. 

Your Customer Success Manager will be your guide as you continue to optimize 
your mobile workforce management with Skedulo. From your CSM, you can expect 
support to ensure your organization gets the maximum benefit from Skedulo and 
uses our platform confidently.

• Proactive account management with regular customer health checks

• Best practices for your Skedulo instance

• Communication and training on new features

• Thought leadership relevant to your use case

• Escalation for Technical Support

• Marketing and other partnership opportunities with Skedulo

Our customers give Skedulo  
a 93% rating for “Ease of Doing 
Business” on G2 Crowd.

93%



About Skedulo

Skedulo is the solution for intelligent mobile workforce 
management. Skedulo helps enterprises intelligently 
manage, schedule, dispatch, and support mobile workers 
on the go, whether they are full-time, part-time, or contract 
employees. Skedulo offers enterprises and mid-market 
companies a mobile workforce management solution 
with robust integration capabilities, including native 
integrations to Salesforce. With Skedulo, enterprises can 
unify their tech stacks and move trustworthy data across 
the organization with ease. 

Founded in 2013, headquartered in San Francisco and 
with offices in Australia, Vietnam, and the United Kingdom, 
Skedulo has enabled over 140 companies, including 
Easterseals Bay Area, Achieve3000, and Area Wide 
Protective, to seamlessly schedule and service more than 
5 million appointments around the globe. The company 
has secured over $40 million in funding to date, led by 
M12, Costanoa Ventures, and Blackbird Ventures. For 
more information, please visit www.skedulo.com, or our 
blog, @Skedulo, Facebook and LinkedIn pages.

Reduced time to 
schedule

-48%

Increased visibility in 
on-site job execution

+28%

Increased resource 
utilization per day

+21%

Increased customer 
satisfaction

+8%
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Skedulo HQ
San Francisco, CA
855 753 3856

London, UK
+44 7780 437404

Brisbane, QLD
1300 558 801

Sydney, NSW
1300 558 801

Ho Chi Minh City, VT

http://www.skedulo.com
https://www.skedulo.com/blog/
https://twitter.com/Skedulo
https://www.facebook.com/skedulo/
https://www.linkedin.com/company/skedulo/
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