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Perfecting productivity for the utilities specialist
Panasonic TOUGHBOOK is made for field staff
Success in the utilities sector means matching its rapid rate of evolution. Today’s businesses must adapt to the arrival
of smart grids and smart meters, new sources of renewable energy, and ever-improving efficiency in the supply chain.
In line with this evolution, the modern utility customer expects immediate results and instant access to information.
Customer experience is the new differentiator for utilities. In order to deliver successful customer experiences, you
must first deliver a successfully productive employee experience. A key part of this is equipping your field staff with
tools and processes that they can understand, use easily, and depend on.

No average day in the office
When every second counts, utilities field workers tasked with data collection and sharing are under pressure to carry
out tasks quickly and efficiently. But the workplace is often out in the field, impacting the number of device accidents
and failure rates – which ultimately impacts productivity.
When the IDC performed an IT decision-maker survey of 800 organisations1, respondents were asked:
“In the past 12 months, what percentage of your notebook, tablet or handheld device users had a unit that required
repair or replacement because of a physical problem … whether by accident or through normal wear and tear?”
Those surveyed in the utilities sector reported the following percentage of annual failures per device type:
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These failure rates were higher, across all three device types, than those in the retail, healthcare and
transportation industries.

Customer experience: the toughest challenge
What does the above mean for productivity? The same research found that on average, workers lost about 5.8 working
hours for notebook repairs, 4.2 hours for tablet repairs, and 6.0 hours for smartphone repairs — equating to at best,
half a working day; at worst, three-quarters of a working day. In the utilities sector, this lost time is crucial to the
customer experience.
The utilities business is now, more than ever, a customer experience business. From the customers’ perspective,
front-line field staff are the face of your company. If a failure or fault develops during interaction with a customer, or
downtime prevents a quick and efficient service for that customer, then their experience will be compromised. This is
disappointing for them and damaging for the organisation’s reputation.

“By deploying Panasonic TOUGHBOOK “we have
been able to re-engineer the way we work to
provide industry-leading service to our customers,
improving response times, repair times and cutting
customer downtime.”
GED CRANNY, HEAD OF DIRECT SERVICE
AT KONICA MINOLTA

Where the going gets tough
Utilities field workers use their mobile devices in
all kinds of inhospitable locations, from the top of
telegraph poles to the bottom of deep trenches. Mobile
devices used by the workforce are sure to be subject to
rough treatment.
Even if we focus exclusively on handheld devices, the
variety of issues that workers reported to cause device
damage in 20202 breaks down as:
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Device dropped
Left in a hot place
Left in a cold place
Dropped in water
Run over by a vehicle
Liquid spilt on device

This is just an indicator of the issues faced by utilities workers that can cause device failure and downtime. How can
productivity be maintained by the workforce under tough field conditions?
With technology that’s just as tough. Panasonic equips mobile workers with shock-proof, spill-resistant devices with
high-visibility displays. TOUGHBOOK devices are suited for usage in indoor, outdoor and harsh environments. In fact,
Panasonic TOUGHBOOK PCs are eight times more reliable than average industry notebooks without rugged features.3

“With optimal outdoor screen visibility, a robust build
for the most extreme eventualities, and resistant to
the harshest weather conditions, Panasonic tablets
have become the perfect tool.”
GAMESA

Rugged reliability
For over 20 years, Panasonic’s TOUGHBOOK has been redefining the possibilities of access to data and
applications in the most challenging of environments. Today, we are the leaders in rugged mobile computing with
a range of hardware and software solutions that are for fit for purpose in the utilities field.

Our upcoming whitepaper will give you real-life customer stories showing how
Panasonic TOUGHBOOK is transforming productivity in the utilities sector.
In the meantime, you can learn more about the specific benefits of TOUGHBOOK devices for
the utilities specialist by sending an email to panasonic@insidemarketing.co.uk.
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