Special Report

By Chirs Garland

hilst it k= sccepted as an
umwelcoms fact of Ee by
many in the industry, that

one In seven mobile handsets

OF 'HO
retalers wnable to offer esparize
o consemens on the mone complex
functionalies of dewices A the
iddusiry moves into 3G and eventualy
AG, with mulple differentiations for
date stons sendoes. such

mre returned w8 faulty by users
within the first year of purchase,
the more alarming concern for
many operstors is the additionsl
statistic that sees 63% of handsets
returned within the same timescale,
despite heving no actual faults.

The figre comes g part of extensive
research underaken by WOSGkbal,
and makes for especialy womying
reading whanthacostofadministration,
shipping and  refurbishment s
takan b0 accound Split betwesn
opersis,  manufecturers,  and
retailers, the combined cost of

GAP1S-devices,  works
out & GEPS40E200 for the UK
sy, while on & global scale he
figure siands e 54,800 008 430

WOSGbal analysed over 15000
monthly calls amaing &t speciakst
retalMiagnostics Ines in order o0
asaess the underlying ceuses of he
problem. In 24% of instamces e
user gane up akogather an the devica
throagh sheer frusiration with usabikty
ar functions and epplications - a
clear indication, if ome were needed,
that manufacturers must  dewals
significant time and resources to
delvering more user-cenred designs
and modeling of device softears.

An  importent  figere  cited by
WOSGkobals study, comes from e
findings of Elka dea Ouden at the
Techrical Universiy  Eimdhoven,
Metherlands, who found thet on
average. J minues is the time & wer
will persevere with a device before
abandoring it - & point emphesissd
by the fact thet the anerage
menuel set-up of of an e-mal
sefvice on a handset tekes at
kast 20 minutes, bedore the
uesr atiempts o understand
how the programme works.

6%

Az many &5 &11% of usars
wers afiempling %o return
a denice on the basis that
& did not fulfi the pupose
for which it was sold

The reasans for this ane more
aften than not atrbutable to
lack of in-depth lnowledge
at the point of sele, with

gs GPRS, EDGE UMTS, Blstooth
and the like. this looks set o be an
ongoing problem for the industry,
and someting liksly o be further
campoundediy the increasing number
ol high-end eppilcations such as WAP
MM3, e-mal, and Sreaming media.

The leck of specialist knowledge at
the point-af-sale (= futher dlusrated
by the fact that according fo & recant
mystery shopper sunvey ciied by
WDSGIchal, just 20% of recal staff
could ghve 8 ‘moderate’ explanation
of what ‘BlackBemy' funcionalty
cansists of. Similary, an additional
proplem imvaliing retaders. s the
namow focus on devices based on
merging, stock levels, or promations,
rather than specificaly  matching
requiremants 1o solutions, wih a8
mere 0% of High Sreet retailers
offering & customer-focused sales
strebegy, besed on  responding
to the needs of consumers.

FAULT RETURHNS'

According WDSGkobals reseerch. the
mosat sigaificant contributor o ‘'no feult
found returns. ere instancas of users
reparting lack of connectiviby o WAP or
amail servces. Whilst this is not & fault
a8 such, more often than not, devices
are purchased in an wconfigured
sigte, wih set-up bt to the user.

‘WDSGlobal motes that subscribers
who  swap  networks  whilst
maintzinig  their equipment are
increasingly going o comprize the
growing number of users in an
‘unconfigured state for el senices.

Cut of 300000 cals recewed by
‘WOSGkoal inty & speciakst ter 2
suppart environmest in the OF of
this year, 47% of the Esues facad
related o problems  associasted
with mobile service  configuration
- @ ten per cent incresse on the
same siBbistic  drsn in 2000

STRATEGIES TO OFFSET AN
ALARMBG TREND

‘WDSGkoal points out e diference
bebwesn user expenences  and
perceptions of mobile hemdsets with
other consumer akecTonics.  The

biggest difficulty for the industry
seems o be recogaition of the fact
that other consumer  elecronics
ingluding MP3s, portable  gaming
units, end digitel cameras. all work
‘sraight from the box', unlke mobie
hemdsets which require  relatively
complicated  sat-up  procedures
before they are fuly funcional

A user typicaly peying GEPS0D
for & Randset wil do so on the
understanding that & owil improve
personal productivity or simplfy same
sapect of their iz In realiy, howsver
this  becomes  counter-productve
when ==t against the time spent
engagng with customer senvices
Bijents or atempting o meke sense
of impensrable instructon bookiets.

WS Gkabal points out that the device
iz frequantly returned withow fault
by exespersied customers who wil
cansequenty view such devices as an
expenaive wasta of time end manay.

In herd finencial terms. such scenerios
arg presently costing the  global
industry 545 bilian, but such & figure
hes besn cesmingly takem | #s
sinde, being added fo the overhaad

W Stngghng with funcionsdity ! usability of device.
B Denvice mis-sokd | does not meet espectations
BHandsa configuratdon § Semings IS5

B Phpne has hardware fauk
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costs of lunching & new product
- with & comespanding hike in price.
WOSGInbel beleves that the problem
is perhaps most womying when posad
in less tangiole. queliatve berms.

The oweral user experience is Bself
deterionating, with CONsUMEns coming
toepact litle from mobie techaologies
bt & frusirating and time-consuming
EXEMCEE N pursult of simple usabiity,
meanng the  industry needs to
recognise B concombant  fal-out
of subscriber churn and migration
between both vendors and operators.

Similerty, the maob e industry remaing in
effect, the poarrelation” of s consumer
elecironics cousin, with bed publicity
and image Bsuss aparsisient problam.
WOEGIobal notes the ey in the
fact the mabile industry is in theory at
least, gt the hub of the much-heralded
trend towerd converged consumer
electronic devices, yet stil lags behind
its counterpents in tems of usakiity.

Doug Owerton. Head of Marketing,
WDEGIobal, said, “The indusiy

ON

FAULTY HARDSETS

1 In 7 devicas ara returnad
a5 faulty within the 15t year

needs o look at the causes behind
this tremd and take postive action
to improwe Bhe general oot of box
expenence for the mobile subscribier;
8 simple enabyis of suppot call
trends end records provides all the
neceszary imteligance fo work upon.”

Wihist there &= no magic bulet o
ofzat e problem, WOSGiohal

B3%: of devicss returssd

have no fault found
highlight=  the  importance of  reteilers prefer fo fewour e
desice usablity and sulomated  promoSion  of specific  brands,

canfiguration a5 key o heling
reversa fhe rand. Thus, careful focus
nesds to be put on sales chanmats
b ensure comprehemsie  and
acourale  knowledge BCoomMpenies
the product o the paint of sale.

Owerton concludes, “Most mobile

models, or special offers, end
are faling 1o recognise customer
requrements.  The more ashite
reteilers are aleady taking steps
1o improve thear in-store edvice
through kicsks and stafl raining,
but they currently represent the
exception and not e e’ =



