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Equally important, 48 percent of SMBs say they believe
providing workers with access to information is the top rea-
son for mobility adoption. “The speed with which SMBs can
access this information gives SMBs a competitive edge,” says
Steve Hilton, Yankee Group vice president.

These priorities, he says, highlight why front end technol-
ogies and applications, such as CRM (customer relationship
management) and sale force automation, as well as business
productivity tools and ERP (enterprise resource manage-
ment) for larger SMBs, will grow increasingly popular during
the next two to four years.

Currently, more than four in 10 SMBs deliver business
productivity tools to mobile workers” handsets, while between
20 percent to more than a quarter push CRM and sale force
automation applications to remote workers, show Yankee

small, entrepreneurial application developers,” says Hilton.
“Although these communities are creating fairly consumer-
centric solutions today, we will see increased interest in SMB-
relevant applications within the next 12 to 24 months.”

Handset and OS vendors, says Hilton, so far have shown
more ability to empower SMBs with mobile applications than
the carriers. That being said, innovative and nimble value
added resellers and master agencies that are willing and able
to become part of the developer community also stand to reap
some benefits.

By and large, the core SMB customers of these types of
technology distributors tend to get the least amount of at-
tention from major carriers and applications providers despite
having quite possibly the greater need. According to Yankee

Group figures. Other strategic mobile-enabled applica-  Corporate-Liable and Employee-Liable Plans among Enterprises

tions within this market include Web self service, field
service, vehicle tracking and accounting/financial tools.
Another emerging opportunity lies within the mobile-en-
abling of PBX-based desk phones, much in the way access
to email is provided.

And while security up to this point hasn’t been a major
point of pain, it’s likely to prove more crucial as more criti-
cal company and customer information becomes mobile-
enabled.

“Carriers know the future is based on mobile-enabled
applications, but offering a more complete solution seems
to be taxing them,” say Yankee Group analysts. “Probably
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because the carriers have less control of these applications
than they wish.”

Mainstream applications vendors, meanwhile, typi-
cally find it difficult to cost effectively serve the varied
and highly specific niches that make up the small business
marketplace, leaving room for a “free market catalyzed by
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Group figures, more SMB employees than
enterprise employees spend time in the field
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selling to or supporting customers. Of the 30.1 100%
million SMB mobile workers, 40 percent are

. 90%

field force, while about 29 percent of enter-
prise employees are field force. 80%
Of the more than 60 million SMB em- 70%
ployees in the United States, as counted by 60%
the U.S. Census Bureau, as much as 50 per- 50%

cent spend at least 20 percent of their time
away from their primary work locations, Yan- 40%
kee Group estimates, and more and more of 30%
them are armed with smarter and more ca- 20%

pable devices.

That’s a lot of devices to provision and
manage, and it’s clearly taxing the capabili-
ties of many I'T departments. Nearly a third
to about a half of SMBs surveyed by Yankee
Group, for example, said that managing mo-
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bile devices was their top challenge associated
with mobile workers, creating a large opportu-
nity for channel partners that are able to amass
capabilities in the areas of mobile device support, data
and device security, field force and fleet management,
and over-the-air control of devices and data.
Complicating matters, not surprisingly, is the ongo-
ing influx of disparate devices procured by employees.
Across businesses of all sizes, the number of employee-li-

Source: Aberdeen Group

year alone, increasing to a staggering $319,000 (51
percent of total annual wireless costs) during the first
three years.

In a voice-centric wireless world, requiring minimal
integration with business applications and fixed-line
services, consumer or even “prosumer” retail channels
would suffice. “But the retail-centric or online purchase

SMB Total Mobile Revenues and Lines in Services

2006 2007 2008

2009 2010 2011 2012 2013

SMB total voice and
data revenue (M) $21,641.3 | $24,172.7 | $26,888.7 | $28,393.5 | $29,043.9 | $29,361.6 | $29,7444.4 | $30,168.4
SMB lines (000) 32,962.9 36,747.7 39,722.6 42,117.8 43,786.6 45,064.9 46,167.2 47,561.4

Source: Yankee Group

able devices increased four-fold from January to Decem-
ber 2008, say figures from Aberdeen Group, resulting in
an influx of a wide variety of mobile platforms, devices
and applications.

Currently, the shares of employee-liable and corpo-
rate-liable devices in the enterprise workplace are about
equal, says Aberdeen. Yankee Group surveys, however,
show a growing percentage of corporate subscriptions
among SMBs, as IT and finance departments look to
reduce complexity and cost through standardization of
handset models and platforms.

Indeed, channel partners that can aid in the devel-
opment of corporate-liability plans add a strong pitch
to their arsenal. According to recent Yankee Group
research, medium-sized businesses that switch to a
corporate-liable wireless account could save $96,000
(47 percent of total annual wireless costs) in the first
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experience doesn’t work in an applications-centric mo-
bility world where SMBs purchase CRM, SFA, mobile
Web self service, merchant solutions and myriad other
solutions,” says Hilton.

Those businesses, furthermore, increasingly will
require implementation, integration and management
support, as well as unique product and pricing, based
on highly specific and individualized requirements
that go way beyond the number of employees or the
vertical being served. In many cases, service- and sup-
port-oriented “feet on the street” is the only way to
fully understand and capitalize on each organization’s
particular travel plans, work environments, functional
end uses, supply chain demands and pains points.

“Carriers,” says Hilton “will have to rely on the
more fully developed channel approaches common in
the IT sector.” []



