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Field service providers in IT business require support systems that can provide strategic management
functions and location-free services, not depending on individual skills and rapidly adaptable to customer
requirements. Recently providers are trying to build many service systems using cellular phone or PDA.
This paper proposes mobile workflow technology, coupled with three technical elements. The first element
is the flexibility of workflow schedule that can be dynamically changed by a service manager with a mobile
phone. The second is availability of Case-Based Knowledge Repository wherever service engineers need it.
The third is usability of cellular phone interface, which use guide patterns and case knowledge, to avoid

boring input with a cellular phone.
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