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Introduction

Methods

Performance support within the workforce focuses on the application of 
skills and learning into the completion of given tasks. Training methods are 
often offered as a solution to increasing employee knowledgeability,
however, they are more costly and less effective in present workplace 
environments. This research project focuses on the presence of mobile 
Augmented Reality (AR) technology to provide performance support within 
current North American and European organizations, reporting the methods 
of adaptions used to effectively increase problems related to performance 
support, as well as reach long-term goals within the company. Performance 
support research utilizing new technological innovations allows for 
workplace problem solving and productivity to progress and adapt to the 
current world. As opposed to implementing mobile AR in new 
environments, this study conducts interviews with successful companies to 
propose a model of adaptation for future workplaces to follow in order to 
allow for optimal performance support solutions to be offered to employees. 
Despite having little knowledge on the topic, I chose to participate in this 
study to offer more research on an overlooked area of the workplace, as well 
as on the overall topic of mobile AR. The The preliminary findings indicated 
that organizations implement mobile AR for performance support through 
visual information systems and handheld devices, aiming to aid in sectors of 
manufacturing and industry at higher rates than other areas of work. 

The methods used in the study include semi-structured interviews with a 
range of 3 to 6 participants from an American multinational consumer 
products company, a utility company, and the largest industrial 
manufacturing company in Europe directly involved with matters of 
performance support. Purposeful sampling was used to acquire participants, 
and the sample was given consent forms and a cover letter in advance. The 
interview instrument was constructed to include broad questions regarding 
the implementation of mobile AR technology in the workplace to increase 
performance support, and a pilot test was conducted to evaluate the 
instrument. Interviews were conducted over Zoom, and the hour-long 
discussion was recorded to allow for transcription of each participants’ 
answers to be transcribed for analysis. The data analysis utilized included 
thematic analysis of the answers provided to be evaluated in terms of 
patterns and trends found in mobile AR implementation to create a general 
model for future organizations to utilize. 

Performance 
Support 
Purposes

Fields of  
Adoption

Tracking 
Methods

Mobile 
Devices

Perceived Benefits

Information 
Retrieval

Manufacturing Marker-Based 
Tracking 
Methods

Hand-held 
Devices (HHDs)

Decreased Training Costs

Procedural 
Guidelines

Maintenance Head-Mounted 
Devices (HMDs)

Increased Efficiency in Tasks

Decision-Making 
Support

Assembly Screens/Monitors Increased Accuracy

Contextual 
Feedback/Interactio
n
Location 
Identification/Navig
ation
Information 
Authoring
Communication 
with Field Experts

Results
While completing the processes of collecting and analyzing data, the past research and the data 
collected indicate a possible trend of increased prevalence of mobile AR systems throughout 
companies for performance support purposes including information retrieval, procedural guidelines, 
decision making support, contextual feedback and interaction, location identification, information 
authoring, and communication with experts. Implementing tracking methods based upon markers is 
the suggested tracking method that is most implemented when adopting mobile AR, and the fields of 
manufacturing, maintenance and assembly are shown to adopt mobile AR systems more frequently 
than other fields of applications. The use of mobile AR has been shown to be implemented for 
instructional support and navigation at higher rates, and the benefits related to performance support 
focus upon efficiency and generating solutions. Relevant to the question of the way in which 
companies and organizations adopt mobile Augmented Reality for performance support, the data 
reported indicates that the process is centered around the desired outcomes, later informing the 
necessary devices and software necessary to achieve each goal, as well as the content programmed 
into the AR technology. 

Conclusions
The research conducted provides important 
contributions in establishing a model of 
mobile AR adoption for performance support. 
The data collected from interviews indicate 
key benefits of mobile AR adoption including 
increased efficiency and accuracy in 
completing tasks, as well as more effective 
instructional support and feedback. 
Furthermore, the preferred devices for 
maximized performance support were shown 
to be head-mounted devices (HMDs) and 
hand-held devices (HHDs) alongside 
programming that is based on real-time 
location and feedback, allowing future 
organizations to have an understanding of the 
most successful adoption methods. The 
future of research should involve current 
innovations in AR technology to explore the 
possible performance support benefits with 
newer technology. A larger sample of 
participants, as well as exploring the 
technology first-hand, may provide more 
detailed data in future research.
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Table 1. The results of the interviews and past literature illustrate the preferred performance support performances amongst 
companies, as well as the industry within which AR is commonly adopted. The tracking methods and preferred mobile devices are
outlined, and the perceived benefits of implementing mobile AR regarding performance support have been included.
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