
STREAMLINING OPERATIONS TO  
REDUCE COSTS
MOBILE FIELD SERVICE APP DELIVERS REAL-TIME INVENTORY INFORMATION

VISION Real-Time Information Through Mobilization

Pitney Bowes dominates the market for high volume mailing systems, complex machines requiring 
24x7 access to service.  Pitney Bowes 3,000+ technicians worldwide provide that service. In order to 
streamline operations, reduce costs, and improve quality Pitney Bowes needed a simple and direct way 
for field technicians to input and retrieve information from a variety of backend systems.  By linking 
inventory consumption to service activities and products, the company hoped to improve inventory 
management and increase productivity for field techs. “We are constantly looking for ways to reduce 
the steps our employees have to take,” said Deborah Schnurpel of Pitney Bowes’ Advanced Applications 
Solutions Team. “Anything we can do to automate and reduce manual intervention – that’s the goal.”

EXECUTION Integration Across the Enterprise

The Pega Mobility platform provides the mobile app and middleware that integrates with Siebel, SAP and 
Servigistics. Originally, each division had different wireless device requirements, but Pega Mobility enables 
Pitney Bowes to support multiple devices and platforms using a single mobile architecture. Today, they still 
use a broad mix of smartphones and mobile devices, and have the freedom and flexibility to change at any 
time to meet business needs. Mobilizing Pitney Bowes’ back-end systems to their mobile field force in the 
U.S. organization took approximately 6 months to complete.

Pitney Bowes chose Pega’s hosted deployment option to offload all the complexities of implementing 
and managing their field force solution. In the U.S. alone, Pitney Bowes field service technicians process 
150,000 messages per day through Pega Mobility.  Technicians have access to information and can 
complete their tasks even when connectivity is poor or nonexistent due to Pega’s mobile messaging 
infrastructure.

OUTCOME Streamlined Operations, Reduced Costs, Improved Customer Satisfaction

Pitney Bowes’ use of Pega Mobility continues to be a great success. The biggest benefit is the amount 
of information now available to the techs in the field, resulting in significant and tangible improvements 
such as:

 � Cost reduction by reducing callbacks and shipping and carrying costs

 � Streamlined operations through platform consolidation and easier information access

 � Improved management of SLAs. With real-time monitoring, an intelligent escalation system, and 
push alerts for time sensitive jobs, Pega Mobility improves Pitney Bowes’ ability to meet and track 
SLA compliance

 � Optimization of Call Center resources. With real-time updates, the call center has improved visibility 
into activity and status and can better inform customers of any status changes

“I believe companies that figure out how to maximize productivity through the use of 
technology—notably wireless – will deliver the highest quality customer service and 
dominate the market.”

Olaf Jeziorek 
Director, Process Reengineering and Six Sigma, Global Mailstream Solutions, Pitney Bowes

Pitney Bowes supplies hardware, software, and services related to documents, packaging, mailing, and shipping. 
Businesses worldwide rely on Pitney Bowes high-volume mailing systems.
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▪▪  A simple and direct way for 
field service technicians to 
input and retrieve real-time 
information

▪▪ Link inventory consumption 
to service activities 

▪▪ Improved Service Level 
Agreements (SLAs) and 
customer satisfaction

BUSINESS GOALS

COST REDUCTIONS  
from reduced callbacks and 
shipping

REDUCED EXCESS 
parts inventory by 22%

Optimization of Call Center 
resources with

REAL-TIME  
INFORMATION  
ACCESS 
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