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The role of mobile devices in our daily 
lives has changed radically in the past 
decade. We use them in our personal 
life to communicate, stay informed, 
shop, track our health, manage our 
lives, and much more. Mobile devices 
and applications have also been gaining 
a foothold at work. Employees are 
increasingly expecting the same smooth 
experience they get in their personal 
lives to communicate, manage their days, 
stay informed, and more. Mobile gives 
employees access to the right tools and 
data at the right moments so that they 
can do more in less time.

While many organizations started to 
provide their employees with mobile 
solutions, only 37 percent of surveyed 
employees indicate their workplace is 
advanced. There is significant untapped 
potential to strengthen organizations by 
empowering employees through excellent 
employee experience by leveraging 
mobile solutions. 

Deloitte has identified five key pillars for 
developing employee experiences using 
mobile solutions: 

01. Identify your core issue/ opportunity, 
02. Select the right digital touchpoint, 
03. Keep your users at the center, 
04.  Ensure delivery quality of 

solution, and 
05. Transform your organization.

Summary



Proposal title goes here  | Section title goes here Creating successful mobile solutions is an end-to-end process

03



04

Creating successful mobile solutions is an end-to-end process

Today, mobile devices have taken over the role of 
PCs to communicate, stay informed, shop, track 
health, manage our lives, and much more. Most 
web traffic is now mobile1. In many countries, 
mobile devices are the only way to access the 
internet2. Wherever we go, our smartphones are 
at arm’s reach – even at night. The ubiquity of 
mobile devices has taken shape over the past 
decade and continues to unfold worldwide. 
Organizations across the globe publish apps that 
have millions of users by targeting their needs, 
providing a solid user experience, and leveraging 
excellent marketing.

At work, employees increasingly expect a more 
convenient and personalized experience as they 
have as consumers. They want to work the way 
they live. They want access to the right tools 
and relevant data that empowers them to get 

more done in less time. They also want more 
flexibility to work when it fits their schedule 
better, not being restricted by standard working 
hours or office location, resulting in a better 
work-life balance.

Although many organizations have already 
started to empower their employees with mobile 
solutions3, from sharing information to managing 
payroll to making use of their facilities, most 
employees don’t feel sufficiently equipped to 
do their job due to a mismatch between their 
needs and the speed at which mobile solutions 
are being adopted. In a Deloitte survey of the 
Dutch workforce, only 37 percent of employees 
indicated that their workplace is advanced when 
it comes to adopting mobile technologies3.

1. https://www.thinkwithgoogle.com/marketing-strategies/app-and-mobile/mobile-web-traffic-statistics/
2. https://www.ericsson.com/49da93/assets/local/mobility-report/documents/2020/june2020-ericsson-mobility-report.pdf, pg. 20
3. Mobile readiness for work – A study on the Dutch Workforce, 2019
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Many employees want to use more 
mobile technology at work, and they 
strongly believe their organization 
will benefit from it. Deloitte’s 
(inter)national experience indicates 
that organizations that empower 
their employees with high-quality 
mobile solutions see higher worker 
satisfaction, lower turnover4, better 
customer service5, and, in the end, 
higher revenue.

Organizations are often not doing 
enough to support work-related 
mobile applications. They face 
difficulties to deliver great mobile 
solutions that support employees. 
We often see that the process does 
not extend beyond “just building 
an app”, with only a limited focus 
on how the ideal employee journey 
would look like. This approach can 
lead to solutions that are ineffective 
at supporting the workforce, causing 
employees to turn their back on 
recommended apps, use less secure 
solutions, or be left with no option 
at all.

Deloitte Digital guides clients as they 
move from initial idea to a scalable 
solution and mobile ecosystem. 
To this end, we identified five key 
pillars for developing mobile-focused 
employee experiences:

01.  Identify your core issue and 
opportunity, 

02.  Select the right digital 
touchpoint,

03. Keep your users at the center, 
04.  Ensure delivery quality of 

solution, and 
05.  Transform your organization

We will introduce each of these 
five topics and explore each of 
them in more detail over the next 
several months.

4. Building Business Value with Employee Experience, MIT Cisr Research Briefing, Vol. 17, No. 6 (2017), Bersin - The Workforce Experience Maturity Model (2019)
5. Corporate Leadership Council Employee Engagement Survey
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A good understanding of your core issue 
and opportunity is vital. Frequently we see 
companies going straight from a vague 
problem statement into shipping a solution. 
Too often, issues and opportunities are 
management-driven with too little input from 
employees. As a result, companies miss out 
on truly understanding what the issues and 
opportunities are and end up with a solution 
that doesn’t match.

At Deloitte, we leverage design methodologies 
to recognize the core issues and find the most 
effective solutions. These methodologies help 
structure the process and steer it clear from 
“zooming in” on a specific issue and solution 
too soon, discarding alternatives that may have 
great value. 

What these methodologies have in common 
is that they focus on making things real, fast. 
We bring the required people and parts to 
achieve this together in a set of 4 subsequent, 
iterative missions (Search, Solve, Ship, Scale), 
where we progressively de-risk the idea from 
the perspectives of three cooperative lenses: 
Desirability, Feasibility, and Viability. Each mission 
allows us to focus and allocate investment 
appropriately to give us the best chance of 
success – and a chance to stop if we see 
no traction. 
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A touchpoint is how the employee interacts with 
a solution. Traditionally, peoples’ minds jump 
straight to smartphones and installable apps 
when they hear the word “mobile”. While this 
makes sense in many cases, there are other 
online channels to consider too. Depending 
on in which setting the solution is to be used, 
laptops, tablets, and even wearables may all be 
suitable options that should be considered. The 
devices that employees have access to are often 
a significant factor as well – an organization 
may provide devices to their employees or 
may leverage a Bring Your Own Device (BOYD) 
program. Another axis to consider is the 
technology used to deliver solutions for these 
devices: there’s websites, web apps, cross-
platform apps, and native apps.

With so many choices to make, it’s rarely a 
straightforward decision about which platform 
and technology best align with the core issue, 
opportunity, and solution direction. You need 
a solid understanding of each variable and its 
strengths and weaknesses to answer a critical 
question: does this touchpoint match with 
the identified opportunity to give the highest 
employee empowerment?
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It’s important to maintain an active conversation 
with your users, particularly because they 
often bring the deepest knowledge about how 
best their work can be done. During these 
conversations, it is critical to look beyond the 
employee to the human and what drives and 
stimulates them at work. This will help you to 
design a great employee experience that builds 
loyalty in your organization.

Keeping your users at the center is not only a 
critical factor to create the right solution, but it 
also has a high impact on future adoption rates 
by your employees. By delivering a great user 
experience built with a deep understanding 
of users’ ways of working, your employees will 
naturally embrace the solution. High adoption 
rates maximize the impact of the investment 
required to build and share mobile solutions. By 
focusing on creating intuitive and user-centered 
solutions, users will more easily be able 
to integrate these new solutions into their 
workflow, and organizations will need less effort 
and direct investment to drive adoption and 
realize their transformation goals. 

User-centered design keeps a razor-sharp 
focus on the user. It involves a mix of collecting 

feedback from your employees on their 
problems and needs and gathering specialist 
knowledge from domain experts and business 
stakeholders. Together, this information 
combines to create a concrete solution for your 
users that can be built, tested, delivered, and 
eventually adopted. And user-centered design is 
an iterative process – we almost always find that 
an employee’s needs and workflow change over 
time. By regularly coming back to the employee 
throughout the build and delivery process, we 
ensure that any solution adapts to meet the 
needs of the employee and is, in the end, an 
effective and easy-to-use solution. 

Besides the solution itself, it’s also important to 
think about how it will fit in the work context of 
employees. Changes in organizational policies 
or guidelines may be needed to stimulate the 
usage of mobile-powered solutions on the work 
floor. Only when an organization adopts the 
right policies and culture needed to leverage 
mobile solutions that are being built will that 
organization see the full benefits of mobile 
transformation and accelerated overall digital 
business transformation.
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Delivery is all about how any mobile solution 
finds its way from the development team to the 
employees that use it. A thorough and closely 
monitored delivery process needs to be in place 
to guarantee that employees experience a high-
quality and effective experience. As employees 
will rely on a solution to support them with their 
work, the quality of the solution will have a major 
impact on the effectiveness and speed of getting 
work done.

It starts with continuous testing to verify that 
reality matches expectations and to catch issues 
early. In the early stages of development, testing 
is often done by the core development team as 
they work. As the solution grows, testing can be 
completed both automatically and by dedicated 
testers who act as potential end-users. Finally, 
smaller pilot groups of actual end-users should 
be identified. These users should receive early 

access to the mobile solution and can provide 
feedback and identify issues before a full release 
is triggered. A proper testing policy provides 
guarantees that only approved work will be 
shipped to your employees.

When you have confidence in the solution, you 
can distribute it to your employees. For publicly 
available websites and apps, the internet and 
app stores are the default. For company-specific 
solutions, this may not be the right choice. 
Instead, you may need to look at setting up 
an intranet or private app store. How this is to 
be implemented specifically depends on the 
touchpoint selected – whether a mobile website 
or an installable app. This will be discussed 
further in our deep dive about delivering 
quality solutions.
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After testing the solution with a pilot group, 
it’s time to roll it out to all employees. You will 
need to communicate the availability of the 
solution and may need a plan to overcome 
inertia. For example, when a solution requires 
(most) employees to actively use it, it helps to 
be proactive in reaching a critical mass of active 
users. And, once your first solution has started 
reaching your employees, it’s time to think about 
building a mobile ecosystem.

Building a mobile ecosystem will generally lead 
to a set of mobile solutions that work together or 
stand-alone. As employees have indicated, many 
of the tasks they’re doing can be completed 
more effectively using mobile technology. 
Building an ecosystem will empower your 
employees by giving them the right tools at the 
right moments. When moving from a single app 
to an ecosystem, look together for additional 
improvement areas where mobile has the 
potential to make a major impact on employees.

A mobile ecosystem comes with several key 
topics that you’ll need to handle. Design and 
development of mobile solutions may best be 
done close to a specific line of business or in a 
centralized hub. Setting up a mobile center of 
excellence will signal the importance of mobile 
to the organization. The workflow from idea to 
publishing and maintenance, and even device 
selection and management are also key to 
establishing a comprehensive mobile ecosystem. 
In a time of growing awareness around privacy, 
it’s important to think about communication 
strategies to users that talk about what 
data is collected and analyzed through 
mobile technology.
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For Deloitte, these five pillars are 
fundamental to the successful 
deployment of any mobility 
solution within organizations. Of 
course, these pillars are highly 
interdependent and mutually 
supportive. As an example, the 
selection of the right touchpoint 
depends on the issue, opportunity 
and solution identified. The ability 
to extend beyond a single solution 
will be higher in an organization 
that has delivered a successful 
initial experience.

In upcoming articles, we will discuss 
each of the five pillars in more 
detail. First, we will discuss the 
importance of identifying the core 
problem you’re trying to solve and 
describe our favorite techniques to 
accomplish this. Second, we will do 
a deep dive on mobile touchpoints 

and how to pick the right one. Third, 
we will introduce user-centered 
design and how to maintain strong 
interaction with your users. Fourth, 
we will discuss mobility in the context 
of the larger organization and what 
changes are often required. Fifth, we 
will go in-depth about the essential 
capabilities required to create a 
mobile ecosystem.

We, at Deloitte, find that mobile 
is often an accelerator on top of 
platforms already in your landscape. 
By smartly combining existing pieces 
in a company’s digital landscape, it 
is possible to create great solutions 
that lift the employee experience 
within the company. Unleashing 
the potential of mobile helps 
organizations work the way we live, 
empowering employees in a way that 
feels natural to them.
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