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2.9 M-Business

M-Business (mobile business) refers 
to new business services and business 
models using mobile technologies such as 
smartphones.

The huge growth of mobile technologies has 
created new opportunities for businesses 
to connect with, and provide services to, 
their customers. Mobile technologies include 
smartphones, tablets and other portable 
devices connected to the internet, for 
example, smart watches.

The majority of the UK population have 
smartphones. In many developing countries 
mobile phones are the main way that users 
access the internet. The growth in the use of 
mobile technology is made possible by faster 
and smaller hardware, and better mobile 
networks. M-technology is growing very fast 
and expanding beyond the developed world – 
it is estimated that there are 4.7 billion mobile 
subscribers globally which is 65 per cent of 
the world population. 

Features of Mobile Business 
Mobile technologies have several key features 
that make M-Business different from other 
online business activities:

u Mobile technologies are, as the name 
suggests, technologies that are mobile 
or portable. This allows businesses to 
connect with, or provide services to, 
their customers and potential customers 
wherever they are and at any time, for 
example, by sending a delivery notification 
or special offer to a customer’s phone.

u Mobile technologies are also location-
aware. This means that the customer’s 
mobile device knows its location and 

communications can be targeted to that 
place. Knowing where a customer is can 
help businesses tailor their messages or 
services. It also makes delivery services 
more accurate.

u These features are changing how 
businesses provide their services. They are 
also leading to the development of new 
businesses that can only exist using mobile 
technology.

Uses of mobile technology in 
business 

Mobile commerce 
Businesses can sell directly to their customers 
online and through mobile apps on a 
customer’s phone. Making their products and 
services easily available to mobile customers 
creates new opportunities for businesses. 
Some stores provide their staff with mobile 
devices to process sales or handle customer 
feedback. E-commerce sales on mobile 
devices makes up a growing percentage of all 
online sales. A retailer also might use mobile 
devices to check, update and manage his/her 
inventory levels. 

Mobile payments
Many businesses now also accept payments 
via mobile devices in their physical stores 
through their point-of-sale (POS) systems. 
Some businesses are experimenting with 
technologies that allow customers to make 
purchases by scanning the barcode of a product. 

Mobile marketing and communications 
Mobile technologies allow businesses to 
communicate with their customers easily, for 
example, by sending notifications to customers’ 
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convenient for users than console or PC-based 
games and can be played on the go. A new 
generation of mobile games blends digital 
images with real-world locations.

Apps 
There are millions of apps available for 
smartphone users. Many of these apps use 
the unique features of smartphones and 
provide services that could not exist in any 
other way. Examples include mobile games, 
fitness trackers or messaging apps.

Mobile ticketing 
Mobile ticketing allows customers to use 
their mobile devices to search, order and pay 
for tickets for activities such as events, hotel 
rooms and travel. Mobile ticketing can reduce 
costs for business by eliminating the need to 
issue printed tickets. For many customers, 
mobile tickets are more convenient than 
having to print and remember paper tickets or 
reservations.

smartphones. Mobile devices also allow 
customers to communicate with businesses. 
For example, they can provide immediate 
feedback on their shopping experience or make 
a customer service enquiry.

Mobile banking 
It is simple for bank customers to check their 
bank balances and make payments using an 
app. As more customers use mobile banking 
there is less need for bank branches which 
can save banks money. It is also convenient 
for customers as they can have access to their 
account information on their phones. 

Transport and delivery services 
New transport services are combining mobile 
payments with location-based technology. You 
can book and pay for a taxi service, or order a 
takeaway meal using a smartphone app and 
have it delivered to your exact location.

Games 
Mobile games now earn more money than 
any other type of mobile app. They are more 

� mLink allows customers to buy tickets with ease

Translink runs Northern Ireland’s public transport network including railways and buses. In 
2012, Translink introduced mLink, a mobile app that lets customers buy and use mobile train 
tickets on their smartphones. In 2015, the service was expanded to include mobile tickets on 
Metro bus services. 

Mobile ticketing at Translink 
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The following tables show advantages and 
disadvantages of M-Business to a business, 
and advantages and disadvantages of 
M-Business to customers.

Advantages of M-Business to a business Disadvantages for M-Business to a business

Businesses can communicate with their customers 
immediately, wherever they are.

Businesses may have to invest in new hardware and 
software in order to make use of mobile technology. 
For example, they may need to install new point-of-sale 
systems to accept mobile payments or develop new 
business apps to provide mobile services.

Businesses can accept new forms of payments, giving 
customers more options.

New competition. Many existing businesses will have to 
compete with new businesses that deliver services mainly 
using mobile technology. This can be a disadvantage for 
existing businesses. For example, a mobile-only bank does 
not have to pay for bank branches in the same way that an 
existing bank does.

Businesses can develop new services that are more 
convenient, helping them to attract new customers.

Businesses have to adapt frequently to new innovations 
such as new smartphone designs, new mobile devices 
and new software.  Mobile devices are usually smaller 
than desktop or laptop devices. This changes the way 
information is presented on-screen. Many businesses will 
have to update their website.

Businesses can reduce the cost of doing business, for 
example by using mobile ticketing which is useful in the 
business world for booking flights and arranging business 
trips.

Design or online advertising to suit mobile devices. 

There may be additional costs associated with staff 
training to use M-Business.

There are new security needs. Businesses that accept 
mobile payments or communicate with their customers 
via mobile apps will need to consider additional security 
measures to protect their data and their customers’ data.

Advantages of M-Business to customers Disadvantages for M-Business to customers

Mobile services can be more convenient. Mobile data use can be expensive.

Customers can access information about products and 
services on their devices, making them more informed 
consumers.

There may be increased security risks when using mobile 
technologies.

Mobile technologies can offer new services that did not 
exist before.

Constant communication from businesses can be 
unwelcome as some businesses sell their databases to 
third parties.

Mobile communications can make it easier to communicate 
with businesses.
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Chris is a friend of yours who owns and runs a retail shop. He 
is unsure about M-Business. Explain two advantages which 
M-Business would have for his business. (4 marks)

How to answer this question
You should give details of any two advantages of M-Business 
which could be applied to a retail shop. (Up to 2 marks for each 
advantage.)

Examination question

At this stage you should be able to: 
● explain the term M-Business
● describe and explain a variety of uses of mobile technology for 

business 
● analyse the advantages and disadvantages of M-Business for a 

business.

Checklist
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