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Preface

This white paper introduces Customer and Employee Self-Service and how using messaging as a 
mobile self-service option can increase customer and employee satisfaction, reduce costs and 
increase revenues. 

The key is to understand external and internal users’ expectations regarding service delivery 
requirements and the tools available that maximize user satisfaction and reduce service costs. 
This paper will discuss the value proposition of mobile self-service for the individual and 
business, mobile self-service options and how messaging fits with mobile self-service. 

What is Self Service?

These days, since businesses are expected to provide personal services and form relationships 
with thousands of customers, self-service tools are a blessing. No matter how great your 
customer care is, if you are not offering support via the web or mobile, your customers may look 
to other providers. Many experts agree that having self-service is one of the cornerstones of 
establishing a successful e-business presence. 
The self-service model is based on the principal of enabling customers, partners and employees 
to obtain information or conduct transactions directly over the Internet or mobile phone, 
avoiding time-consuming and costly traditional processes involving multiple verbal or written 
interactions.
Self-service provides control, performance, convenience and efficiency. This is because users 
can perform tasks themselves when they want to using their preferred mode of interaction. This 
24x7 coverage provides convenience to users while reducing service costs to businesses.
Although it has been known for some time that a good self-service program can increase 
financial returns and maximize customer and employee satisfaction, some businesses have even 
discovered self-service can have a positive impact on their businesses in areas beyond self care, 
in particular marketing, product management and customer information access. Self-service 
clearly has become the norm these days for businesses to remain competitive. Companies that 
do not provide consistently high quality service in all channels will find their customers returning 
to the faithful and expensive telephone or defecting to the competition. Interestingly, although 
a phone call can be as much as 22 times more expensive than a self-service transaction, an even 
bigger long-term issue is the lost revenue opportunity from customers that never return at all.

With mobile self-service, since the device itself is already in the hands of the customer or 
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employee, any business can easily enable mobile self-service as a preferred means for the 
business to communicate with its customers and employees. Implemented correctly, mobile self-
service can drive revenues, reduce churn and lower costs.

The Value Proposition of Mobile Self-Service

Customers, partners or employees using a mobile phone must be able to receive information 
which is relevant to them in a compact format and in the shortest possible time, without the 
need to navigate a complicated set of instructions or menus and which would normally be 
available to them from a customer service representative. If the expected level of response is 
not present, the individual may decide it is easier to call the company instead.

In order for businesses to capture a large mobile self-service audience, they must provide:

An Intelligent self-service model where information is timely, accurate and available.• 
Information in the format that individuals explicitly want.• 
Information pulled from a variety of corporate sources• 
Information aggregated into personalized user-specific reports• 
Real-time access to data with drill-down options.• 

Benefits of Mobile Self-Service for the Individual

Confidence because they are in control of the information for which they are searching.• 
Access to a subset of corporate data related to them.• 
Ability to receive relevant information without having to talk to someone.• 
Ability to update contact information and profile.• 
Ability to get information via any mobile device without having to learn something new.• 
Ability to carry out tasks at any time without having to worry about office hours.• 

Benefits to Businesses Providing Mobile Self-Service

Provides an effective and extensive knowledge base for customer inquiry.• 
Ability to distribute information to customers and employees efficiently.• 
Ability to automatically respond to customer and employee queries through automated • 
response.
Ability to provide automated 24x7 customer care.• 
Reduces customer and employee service costs by 47% according to some experts.• 
Assesses the effectiveness of mobile self-service.• 
Lowers total cost of ownership and improve return on investment.• 

A preferred experience is one where the consumer gravitates to self-service over a live agent. 
In this scenario, the business makes the most out of every customer self-service interaction in 
a way that is most relevant and compelling to the consumer. This approach, while appealing to 
the consumer, is also a “win” for the business.

Return On Investment

Research firm Gartner (NYSE: IT) reported that a customer inquiry handled by a sales 
representative over the phone costs nine times more than one handled automatically via a 



www.mobiledatanow.com

self-service application, averaging US $4.50 as compared to 50 cents. Some industry experts 
have reported that a single technical customer support call can cost as much as $45 on average. 
Meta Group (Nasdaq: METG) has estimated the average return on investment from a self-service 
application six months after implementation is 47 percent.

Mobile Self-Service Options

The mobile world is a mess of different devices, operating systems, proprietary technology and 
consequently it is challenging to develop applications to work on all these devices. Additionally, 
desktop software is difficult to successfully replicate on mobile devices, and results in users 
having to login, navigate cumbersome menus and drain batteries with high bandwidth usage. 
This is frustrating and a time waster for companies wanting to give data access across a range of 
devices to their users . 
Existing solutions to mobilize business data and applications have often involved months of 
preparation, development and expensive deployments, often with mixed results as they attempt 
to fit a desktop or browser application on to a mobile device.

Replicating desktop software or web applications on to mobile devices often results in • 
clumsy graphical user interfaces.
Deployment to a range of devices is time consuming and costly, not to mention the potential • 
problems with loading and using software on these devices.
The user often has to learn how to use a new type of application, rather than the ones they • 
are familiar with.
Adding new features is an expensive and time consuming exercise.• 
The end user is often not able to extract their data from different devices and in different • 
ways according to how they work.
Getting information relevant to the end user has been secondary to receiving irrelevant • 
content from mobile providers.

The End User Experience

Mobile applications in general need to respond to the very specific communication and service 
usage patterns of mobile end users. Mobile Users are mainly on the move, they have very 
limited time available for service usage.

In a business environment end users often have to comply to the pressure of operational 
efficiency which leads to even more time constraints.
For the mobile interaction to be successful, the expected user experience now and in the future 
continues to be those which are immediate, reliable, straightforward, familiar and ergonomic.

The most common services are therefore SMS and email because they fit perfectly into the very 
specific communication needs and constraints of mobile customers and employees.

MobileDataNow provides a ‘messaging to access data’ solution which meets the needs of 
customers and employees when they need simple access to a range of data. 

MobileDataNow...

Provides access to all data, anytime, anywhere on any mobile device.• 
Allows deployments that run on any messaging enabled mobile device.•	
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Offers the ability to easily customize the end user experience.•	
Is extremely quick and simple to setup, reducing any risk of deployment. •	
Is future-proofed against changes in client environment.•	
Provides a breakthrough administrator experience.•	
Does not require 3rd party software on the user’s mobile device.•	

 
With a robust, customer-proven, mobile data deployment product, MobileDataNow offers the 
right platform and strategy to lay the groundwork for customers and employees to get relevant 
business data in a quick and accessible way.

Mobile Access Custom Solution Mobile Data Now
Time to Setup Weeks - Months 60 Minutes

Developers required Yes No
Expensive Yes, can run in to many thou-

sands of dollars
very cost competitive with an 
unlimited users option

Simple to make changes No, further custom develop-
ment is required

Yes, changes can be made in 5 
minutes

Phone independent No, usually works on limited 
number of handsets

Yes, works on all phones

Need to buy new phones Yes, usually tied to a specific 
operating system

No, operating and platform 
independent

Future proof No, usually needs more devel-
opment if changing phones

Yes, messaging is platform 
independent and ubiquituous

Training required Yes, usually expensive and 
time consuming

No, or minimal. People know 
how to send a message

Software required on client Yes, needs to be installed/
configured/updated

No, uses the inbuilt messaging 
applications on the phone

Quick access to information If already logged in maybe, 
otherwise no

Yes, messaging is very quick 
and reliable

Works on the desktop too No, specific to the handset Yes, messaging is available on 
the desktop

Conclusion

Mobile self-service offers significant benefits. It can cut costs, free call center operators from 
having to deal with endless, redundant questions, provide 24x7 access to critical information 
and increase sales and let customers and employees use a tool they are very familiar with, their 
mobile phone.

MobileDataNow does not require end-users to install additional software to receive their data 
the data can be received instantly via email, SMS or instant messaging. This is important in 
that end users do not have to learn how to use another application and administrators do not 
need to worry about installing third party software which may have bugs and compromise 
security. Additionally, it works with all of today and tomorrow’s mobile phones with messaging 
capabilities from any manufacturer.
Implemented in Java, the MobileDataNow solution is administered via a friendly browser 
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application and easily integrates in to an organization’s existing infrastructure without any 
changes needed. 

Messaging as a tool to access information on a mobile phone is straight forward, ergonomic 
and easily understood by any user of a mobile phone. Self service using email, sms or instant 
messaging becomes second nature. Ultimately, a successful mobile self-service deployment 
must satisfy customer and employee expectations while reducing costs and complexity. The 
MobileDataNow self-service solution delivers this and more.


