
The Anatomy of a Custom BlackBerry
Field Force Application

BïWE BELL + HOWELL­s field technicians work at customer locations to keep high 
volume mail production equipment running smoothly.  Having accurate metrics is 
a key factor in both solid business analysis and a positive customer image.

In 2004, BïWE BELL + HOWELL began working ± with partners who specialize 
in developing solutions for BlackBerry ± to build a custom wireless solution to 
automate data from field technicians who service mail production equipment.  
The BlackBerry Enterprise Server v4.0 with MDS and BlackBerry devices were 
deployed.  A custom application, Service Data Automation, was built in-house to 
integrate with a legacy Vantive CRM solution. 

Working to an aggressive three-month timeline, the Service Data Automation 
project succeeded because of solid partnerships between BïWE BELL + HOWELL, 
Research In MotionÇ (RIM) and third party consultant, Dativoci.  BïWE BELL 
+ HOWELL­s solid project management approach, coupled with a structured 
technical plan, demonstrated the power of applying a sound mobile application 
methodology to extend the BlackBerry Enterprise Solution.

The Business Case

BïWE BELL + HOWELL had considered wirelessly gathering metrics on the 
service side of their business for some time.  The catalyst for moving ahead 
was a national sales meeting where the company wanted to demonstrate how 
it was reaching the next plateau of service, capability and performance.  The 
only catch: the deadline to build a custom wireless application, with in-house IT 
resources, was only three months away.

®When I first joined the team on this project, there was a basic set of business 
requirements,¯ says Don McKennitt, Project Manager.  ®It was more or less 
a high-level wish list.  One of my first duties was to formulate it into a more 
concise set of business requirements, which included the kind of functionality 
we needed from the solution.¯

Industry:
Manufacturing/Technology 
° Document Processing and Conversion

Company:
BïWE BELL + HOWELL
As a leader in the document finishing and conversion 
industry, BïWE BELL+ HOWELL­s document processing and 
mail sorting services provide turnkey solutions that transform 
routine mailings into targeted paper and electronic customer 
communications.

Development Environment:
Email: MicrosoftÇ Exchange 
BlackBerry Enterprise Solution´: BlackBerry Enterprise 
Server´ v.4.0 with Mobile Data Service 
Server: Microsoft .NET 
CRM database: Oracle Vantive solution

Custom Application:
Service Data Automation (SDA)

Business Challenge: 
° Wirelessly collect accurate data to improve service
    efficiency, revenue and overall image to customers
° Enable field technicians to create their own service
    tickets from BlackBerryÇ devices to service mail
    production equipment

Technical Highlights:
° Integrated with legacy Vantive CRM solution
° Created a Java ME BlackBerry client application ± SDA
° Used .NET, Oracle and Java ME to connect BlackBerry
    devices to CRM system

Key Outcomes: 
° Met an aggressive three-month timeframe for development
° Used BlackBerry to build a data integrity solution at 1/6
    the cost of other options, with the added savings of lower
    telecom charges
° Successfully worked with a consultant to transfer
    knowledge of Java ME to internal development teams

Technical Case Study



BïWE BELL + HOWELL zeroed in on the following business goals to help target planning, which ultimately affected decisions about technical 
support, user involvement and deployment:

° Gain data integrity and gather timely information on servicing machines
° Increase the efficiency and productivity of customer service technicians
° Reduce infrastructure costs with improved accounting of inventory use
° Build competitive advantage in the marketplace

The solution needed to integrate with an existing, back-end Vantive solution.  The CRM system was established in the organization, but was 
complex to use from the field.  Remote access was an issue since many customers objected to having a VPN installed at their sites.  

®There wasn­t really an effective way of getting information into the system,¯ says McKennitt.  ®That meant delays and potential inaccuracies in 
updating our records.¯

Unlike many field service organizations, where the service calls originate in the call center, BïWE BELL + HOWELL­s technicians create and 
dispatch their own tickets.  Since the technician already works onsite, the service call is often a phone call or a tap on the shoulder from a 
customer who needs service. 

This meant the new wireless solution had to be an intuitive, user-friendly way to self-manage service tickets.  The onsite BïWE BELL + HOWELL 
technician would need to open and close the ticket, enter the type of machine, the nature of the work completed, parts used and billable activities.  
Barcode scanning was investigated as a way to scan machine codes and parts inventory. 

®Once that service ticket is closed, it needed to go into a system so that reports on metrics could be pulled on that service activity,¯ says 
McKennitt.  ®Various levels of the business ± from financial to product engineering ± had to be able to look at these metrics to determine things 
like break history, response time, utilization and product performance.¯

BïWE BELL + HOWELL anticipated that better data integrity would offer two advantages.  First, they could determine where to apply engineering 
resources to improve the performance of their machines.  Second, they could get an accurate picture of staff utilization onsite, helping them 
manage full-time versus on-call needs and potentially reduce contract costs.

Technical Challenges

One of the first technical challenges was determining how to integrate with their Vantive System to wirelessly access and update CRM data from 
the BlackBerry device.  A server-side component would have to be written to complete queries against the Oracle database.  The IT team knew the 
component would have to map out the stored procedures that would manage the data from the server to the device. 

They also had to decide how to structure the business logic between .NET, Oracle and Java ME. Since BïWE BELL + HOWELL did not have a Java 
ME expert in-house, they decided to bring in a consultant. 

Dativoci, a software development company that develops, integrates and licenses mobile business solutions for wireless handsets, entered the 
picture.  ®We wanted Dativoci­s Java ME expert to work with us in-house to do some mentoring and transfer knowledge to our team,¯ says Mark 
Roberts, Application Development Manager.  ®It was important to the project that we build up these skills for future development needs.¯

Even though they now had Java ME expertise on-hand, Roberts decided to minimize business logic on the device.  His internal team was stronger 
in .NET and Oracle, so he moved logic and coding onto the servers and off Java ME and the BlackBerry device. This resulted in a split in business 
logic of 40% .NET, 30% Oracle and 30% Java ME. 




