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Executive Summary 
Research Benchmark 

Aberdeen’s Research 
Benchmarks provide an  
in-depth and comprehensive 
look into process, procedure, 
methodologies, and 
technologies with best practice 
identification and actionable 
recommendations 

Enterprise mobility has matured past the point of early market penetration 
and the prototypical early adopters. Best-in-Class organizations have 
prioritized the management and security of their mobile infrastructure as a 
key objective for IT in 2011, consolidating their mobile operations under IT 
management. Enterprise Mobility Management (EMM), the comprehensive 
'cradle-to-grave' approach of managing the full mobility lifecycle, has become 
a hallmark of these top performing organizations. Aberdeen surveyed over 
250 organizations during January and February 2011 as the basis for this 
study. 

Best-in-Class Performance 
Aberdeen used the following three key performance criteria to distinguish 
Best-in-Class companies: 

• 88% of employees with secure remote mobile access to the 
company network 

• 96.6% of lost or stolen mobile devices were successfully recovered 
or decommissioned 

• 18% increase in the respondent's speed of decision-making  

Competitive Maturity Assessment 
Survey results show that the firms enjoying Best-in-Class performance 
shared several common characteristics, including: 

• Secure authentication of mobile users and devices established 
before providing corporate access 

• Access to company assets by all mobile users controlled by IT 

• All mobile devices centrally managed Over-the-Air (OTA) 

Required Actions 
In addition to the specific recommendations in Chapter Three of this 
report, to achieve Best-in-Class performance, companies must: 

• Bet on EMM. Only 26% of Laggards centrally manage their mobile 
devices OTA. This is a basic capability of most EMM solutions, and 
is a crucial step in establishing IT control. 

• Put IT back in charge. Best-in-Class organizations have taken the 
lead in integrating their EMM efforts under IT Service Management 
(ITSM) principles, part of the global movement towards IT practice 
standardization. Just 30% of the Industry Average currently do this. 

• Secure the tablets. Seventy percent (70%) of the Best-in-Class 
have deployed tablets without the most basic security measures in 
place, such as lock and wipe of lost or stolen devices.  

www.aberdeen.com Fax: 617 723 7897 
This document is the result of primary research performed by Aberdeen Group. Aberdeen Group's methodologies provide for objective fact-based research and 
represent the best analysis available at the time of publication. Unless otherwise noted, the entire contents of this publication are copyrighted by Aberdeen Group, Inc. 
and may not be reproduced, distributed, archived, or transmitted in any form or by any means without prior written consent by Aberdeen Group, Inc. 
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Chapter One:  
Benchmarking the Best-in-Class 

Fast Facts: Heterogeneous 
Platforms 

Among all respondents, on 
average:  

√ 2.9 mobile platforms are 
currently supported 

√ 3.7 mobile platforms will be 
supported by the end of 
2011  

As masters of their mobile universe, Best-in-Class organizations leverage 
Enterprise Mobility Management (EMM) to take control of their mobile 
ecosystem as if their businesses depended upon it. EMM is defined as a 
comprehensive full-lifecycle mobile infrastructure management approach 
that enables organizations to adapt rapidly to new mobile platforms, enforce 
compliance to IT standards, control access to corporate data networks, and 
secure mobile endpoints at their points of greatest vulnerability. 

Business Context  
Aberdeen’s May 2009 report Mobile Device Management - Bringing Order to 
Enterprise Mobility Chaos revealed that enterprise mobile deployment has 
become a ubiquitous need among organizations of all sizes, with 84% of 
responding organizations deploying mobility and less than 2% with no plans 
to mobilize in the future. Historically the management of the mobility 
initiative has fallen to a variety of functional groups, typically those 
departments that had the immediate or most pressing need. These have 
included procurement, executive administration, field sales, and field service 
functions. Best-in-Class organizations are responding to a growing business 
pressure to improve the operational efficiency and increase the access 
security of their organization’s mobile infrastructure by consolidating 
mobility management and security under the control of central IT. 

"EMM means faster, more 
convenient access to 
information for making 
decisions." 

~ Dave Ploch, CIO Novus 
International St Charles, MO 

USA 

The Re-Emergence of IT 
Best-in-Class Defined 

For the May 2010 report 
Enterprise Mobility 
Management: Optimizing the 
Full Mobile Lifecycle, Best-in-
Class organizations: 

√ Mobilized 84% of their 
employees, almost two-
times the Industry Average 
and over 2.5-times the 
Laggards 

√ Achieved a TCO per 
mobile employee of $198, 
23% and 68% lower than 
the Industry Average and 
Laggards, respectively.  

√ Reduced the number of lost 
or stolen mobile devices by 
7%, 2.7-times the Industry 
Average and over 26-
times the Laggards. 

As shown in Figure 1, the May 2010 report Enterprise Mobility Management: 
Optimizing the Full Mobile Lifecycle identified a move towards re-consolidation 
of mobility initiatives under IT management among the Best-in-Class, defined 
as top-performing organizations, as measured across multiple metrics (see 
sidebar definition).  

Figure 1: Managing Complexity 
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Source: Aberdeen Group, May 2010 

This was an early indication of the evolving maturity of enterprise mobility 
as core IT infrastructure, and as an essential enabler of global 

www.aberdeen.com Fax: 617 723 7897 
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Definition of Terms:  

√ Enterprise Mobility 
Management (EMM): 
management of any part of 
the full lifecycle of mobile 
devices including handhelds 
(e.g. smartphones, feature 
phones) and/or portable 
computers (e.g. tablets, 
netbooks, laptops) 

√ Full mobility lifecycle: all 
the stages necessitated by 
the proactive care and 
support of mobile devices; 
from device procurement 
through performance 
management, support, 
compliance, security, 
expense management, and 
decommissioning 

√ EMM is accomplished 
through the utilization of 
advanced software or 
service solutions with Over-
the-Air (OTA) management 
capability - this includes both 
in-house and outsourced 
EMM solutions, as well as 
SaaS and cloud-based 
delivery models. 

 

competitiveness. The study found that the Best-in-Class were much more 
likely to have IT standards in place for mobile device support.  

The Best-in-Class also led in a related area of emerging importance; in a 
testament to the value of mobility as core IT infrastructure, 42% utilized IT 
Service Management (ITSM) principles to guide their oversight of this 
increasingly business-critical IT resource. 

The re-emergence of the central role of IT proved to be essential for 
organizations that were considering providing network access to employee-
owned (‘employee-liable’) mobile devices. The Best-in-Class also were more 
accepting of the inevitable expansion in the number of mobile platform 
types, with three quarters of them supporting more than one mobile 
platform.  

The report also revealed how Best-in-Class organizations had leveraged 
EMM to evolve from a mobile device standardization mandate to a mobile 
device compliance strategy as a way to manage platform complexity. This 
enabled them to limit the platforms (not the devices) that they support, 
enforce the security policies and remote device control that they require, 
and standardize the support of this increasingly mission-critical corporate 
resource.  

Mobility as Core IT 
Managing the growing complexity of the mobile ecosystem is a growing IT 
challenge. New devices and platforms continue to proliferate, with ever-
greater processing power and memory capacity, along with demands for 
increasingly sophisticated support services. The November 2010 study 
Enterprise-Grade Mobile Applications: Secure Information When and Where It’s 
Needed, found that survey respondents on average were already supporting 
2.9 mobile platforms, with an additional 0.8 platforms planned on being 
supported within 12 months, for an average of 3.7 platforms (Figure 2). 

Figure 2: Number of Supported Mobile Platforms 
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"Because I work for the 
Information Technology 
department, our mobility 
management initiative gives us 
omnipresence, flexibility, and 
opportunity. We can work 
easier, respond faster to issues, 
and work wherever we need." 

~ IT Staff, Consumer Goods 
Company, South America 

 

Source: Aberdeen Group, November 2010 

Feeling the Pain 
In this study, all respondents were asked to describe their pressure or pain 
point regarding enterprise mobility management. Well over half (58%) 
agreed that the greatest pressure on their organization was to propagate 
the vaunted productivity benefits of mobility beyond the executive suite and 
field sales or service to the broader organization (Figure 3). 

www.aberdeen.com Fax: 617 723 7897 
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Figure 3: Top Pressures - Feeling the Pain 
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This coincided with the corporate imperative to leverage mobility to 
become more operationally efficient (38%), a motivation that has been rising 
in importance over the last couple of studies, from obscurity to the number 
two position. It signifies the maturing of the industry, as mobility is seen as a 
key enabler of more efficient information delivery and streamlined 
operations, instead of a way to 'automate' outmoded or inefficient business 
processes. Twenty-seven percent (27%) of respondents also identified the 
pressure created by the increasing power and complexity of the latest 
mobile devices as an essential motivator for mobile initiative consolidation. 
The consolidation under EMM serves as a way to simplify and streamline 
management of the mobility infrastructure. 

"I am empowered [by EMM] to 
work how and where I want, 
confident that I am working 
within the corporate policies." 

~ Warren Engall, Manager, 
Vodafone Global Enterprise, 

UK  

 

Addressing the Pain 
Figure 4 describes the top actions - the strategies or tactics - that 
respondents identified to address those pressures. Half of the respondents 
intend to ensure that all mobile devices are compliant with corporate 
standards; this is a countervailing principle to the ‘anything goes’, or ‘if it’s 
mobile, it must be good’ approaches. It is another indicator of the rising 
influence of the process-oriented IT practices. Enterprise Mobility 
Management is, in fact, the only efficient and effective way to accomplish this 
goal of enforcing device compliance. Supporting a heterogeneous mobile 
device mix, and securing both device and network from misuse or bad 
intent are also two core capabilities enabled by current EMM solutions. In 
other words, the use of EMM is the most expeditious and effective way to 
put these strategies into action. 

www.aberdeen.com Fax: 617 723 7897 
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Figure 4: Top Actions - Addressing the Pain 
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The Maturity Class Framework 
In order to determine what capabilities and enablers are identified with 
EMM best practices, Aberdeen used three key performance criteria to 
distinguish the Best-in-Class from Industry Average and Laggard 
organizations: 

• The percentage of employees that have secure remote mobile 
access to the company network 

• The percentage of lost or stolen mobile devices never successfully 
recovered or decommissioned 

• The change in the respondent's speed of decision-making over the 
prior 12 months 

Table 1: Top Performers Earn Best-in-Class Status 

Definition of 
Maturity Class Mean Class Performance 

best-in-class:  
top 20%

of aggregate 
performance scorers 

 88% of employees have secure remote mobile 
access to the company network 
 3.4% of lost or stolen mobile devices were not 
successfully recovered or decommissioned 
 18.0% increase in speed of decision-making 

industry average:  
middle 50%  
of aggregate  

performance scorers 

 44% of employees have secure remote mobile 
access to the company network  
 4.9% of lost or stolen mobile devices were not 
successfully recovered or decommissioned 
 15.5% increase in speed of decision-making 

"Mobility management ensures 
that mobile use is an application 
and not a ‘personal’ 
customizable application. 
Standards make for less costly 
security risk/intrusion." 

~ Director of IT, Public Sector, 
North America 
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Definition of Mean Class Performance Maturity Class 

laggard:  
bottom 30%  
of aggregate 

performance scorers 

 10% of employees have secure remote mobile 
access to the company network  
 67.0% of lost or stolen mobile devices were not 
successfully recovered or decommissioned 
 5.7% improvement in speed of decision-making 

Source: Aberdeen Group, February 2011 

The Best-in-Class PACE Model  
"It has enabled faster 
communication across multiple 
management layers and non-
management layers within the 
organization, providing a 
conduit for more timely 
information sharing and 
decision making." 

Director, Infrastructure Design 
and Planning, IT National 

wholesale distributor Canada 

Using EMM solutions to achieve corporate mobility goals requires a 
combination of strategic actions, organizational capabilities, and enabling 
technologies that can be summarized as follows: 

• Ensure all mobile devices with enterprise access are compliant with 
corporate standards 

• Control access to company assets by all mobile devices and users 

• Manage devices, software and access remotely Over-the-Air (OTA) 

• Secure and protect the network, data, devices, and applications 

Table 2: The Best-in-Class PACE Framework 

Pressures Actions Capabilities Enablers 
 Executive and employee 
demands to leverage 
mobility’s productivity 
gains to broader 
organization 
 Rapid influx of non-
standard mobile devices 
gaining access to 
company assets 
 Concerns regarding 
corporate liability for 
data on 'employee-liable' 
devices 

 Ensure all mobile 
devices with 
enterprise access are 
compliant with 
corporate standards 
 Support a 
heterogeneous (vs. 
homogeneous) mix of 
mobile device 
platforms  
 Manage, maintain, and 
control Over-The-Air 
(OTA) all mobile 
devices with 
enterprise access 
 Standardize EMM 
across the enterprise 

 Access controlled to company 
assets by all mobile devices  
 Access controlled to company 
assets by all mobile end-users 
 Organizational compliance 
standards established for 
mobile devices, platform(s), 
and applications 
 Legal standards for 'employee 
liable" corporate liability and 
waivers 
 Security policy established 
which incorporates the full 
lifecycle of all compliant 
mobile devices 
 Inventory of mobile devices on 
targeted mobile platform(s) is 
maintained  
 Trained help desk support 
available for all targeted 
mobile device platform(s 

 Smartphones 
 Tablets computers 
 Laptops, 
 Netbooks 
 OTA Mobile Device 
Management (MDM) 
solution 
 OTA firmware updates for 
mobile devices 
 Wireless Expense 
Management (WEM) 
solution 
 Mobile data encryption 
software 
 Anti-virus software for 
mobile devices 
 Remote device lock and 
wipe 
 OTA application deployment 
tools 

Source: Aberdeen Group, February 2011 
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Best-in-Class Strategies 
This study's findings show that to achieve a cost-effective, performance-
optimized, and secure mobility infrastructure, Best-in-Class IT organizations 
blend strategic actions and technologies throughout all stages of the mobile 
lifecycle, from procurement and deployment to decommissioning and 
disposal.  

"The use of mobility 
management in my organization 
has increased speed of decision 
making, leading to being able to 
be more flexible and responsive 
in meeting customer 
requirements." 

~ CEO, Intranet Management 
Consulting Firm, Europe 

The IT Perspective 
From the IT manager’s perspective, the key benefits of EMM are the 
opportunity to secure and control mobile access to company assets, 
through:  

• Consolidation of all mobility initiatives under IT management 

• Assurance that mobile devices are configured to company 
requirements before being granted access to company assets 

• Leveraging economies of scale when deploying or updating large 
numbers of remote devices, to lower the support cost per user 

• Control of physical and data assets when a mobile device is lost or 
stolen 

• Secure authentication of all mobile access, combined with device 
and data encryption options 

• Device compliance mandates enforced OTA without requiring local, 
direct physical access to the device 

• Support cost reduction through remote device troubleshooting, 
self-help support portals, and well-trained help desk services 

The EMM Lifecycle 
EMM is not a monolithic set of capabilities, but rather a sequential series of 
capability stages, which together define the full mobile lifecycle. The six EMM 
stages include: "Getting email on the ‘go,’ 

anywhere anytime - has been in 
place and has had the biggest 
impact on organization. Our 
current initiative now includes 
accessing data on the ‘go.’" 

~ Rick De Armas, CIO & SVP 
Prestige Cruise Holdings Miami, 

FL USA 

 

 

1. Provisioning 

2. Performance management 

3. Operations and support 

4. Compliance and security 

5. Expense management 

6. Decommissioning 

As shown symbolically in Figure 5, the mobile lifecycle is defined as one full 
device refresh cycle, which typically overlaps with the decommissioning of 
the previous cycle and the provisioning of the next cycle. 

www.aberdeen.com Fax: 617 723 7897 
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Figure 5: Stages of the EMM Full Mobile Lifecycle 
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Source: Aberdeen Group, February 2011 

Each of these six EMM stages consists of several 'sub-stages' or phases 
(Table 3). 

Table 3: The Phases of the Six EMM Stages 

1. Provisioning 4. Compliance / Security
 Application Inventory  Data Encryption 
 Application Provisioning  Device / User Authentication 
 Application Updates  Device Configuration 
 Backup/Restore  Device Security 
 Data Migration  Malware Protection 
 Device Inventory  Policy Enforcement 
 Device Provisioning  Remote Lock & Wipe 

2. Performance   Security Updates 
 Application Monitoring 5. Expense 
 Compliance Tracking  Billing Dispute Resolution 
 Device/Network Monitoring  Call and Usage Accounting 
 Performance Tuning  Carrier Billing Optimization 
 Problem Management  Feature Procurement / Svc. Orders 
 User-Level Monitoring  Rate Plan Optimization 

3. Operations / Support  Utilization & Activity Tracking 
 Help Desk Support  Contract Management 
 Incident Alerting 6. Decommissioning
 IT Operations Support  Compliance Tracking 
 System Recovery Automation  Device Disposal / Recycling 
 Policy Documentation  Device Locate 
 System Troubleshooting  Inventory Update 
 User Self-Service Support Portal  Remote Lock 

  Remote Wipe 

"My organization's mobility 
management initiative increased 
awareness of the growing need 
to protect data stored locally 
on mobile devices." 

 ~ Manager, Mobile Software 
Supplier, North America 

 

Source: Aberdeen Group, February 2011 
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Although not all IT organizations will have process, software, or services-
based solutions for each stage or phase of the EMM lifecycle, the more 
complete the EMM capability set, the more effective the organization's IT 
efforts to contain costs and secure mobile access to corporate assets.  

This study found a significantly higher frequency of the EMM phases 
implemented among the Best-in-Class than all other respondents. For 
example, Figure 6 illustrates implementation of the phases of EMM Stage 1 
among Best-in-Class, Industry Average, and Laggard organizations. 

Figure 6: EMM Stage 1 - Provisioning Phases 
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How the Best-in-Class Benefit 
"With the use of mobility 
management we have the ability 
to work where and when ever 
we can." 

~ VP of Marketing, Media / 
Public Relations, North 

America 

How do the practices of Best-in-Class organizations affect their business 
performance? Are they buying their way to the top, or are they actually 
doing things differently? 

Figure 7: 12-month Increase in End-User Helpdesk Costs 
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Source: Aberdeen Group, February 2011 
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Figure 7 shows that the Best-in-Class helpdesk costs increased over the 
prior 12 months at less than 20% of the rate of increase for all others 
(Industry Average and Laggard companies combined). How did they manage 
to keep their cost increases down so dramatically? 

Figure 8 provides a clue: it shows the percentage change in IT time spent 
per support call over the prior 12 months. Best-in-Class organizations 
managed to decrease their time spent by over 6%, almost twice the 
improvement of all other companies.  

Figure 8: 12-month Improvement (Decrease) in Time per Call 
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Source: Aberdeen Group, February 2011 

They lowered their support costs by decreasing the time logged per call on 
a more consistent basis than all others. They did so by providing better 
training for support staff which shortens the length of calls, enforcing 
compliance to policy which simplifies the number of devices they have to 
support, and by offering end-user training and self-help portals more 
frequently.  

Aberdeen Insights — The Russian Roulette of Lost Devices 

Lost or stolen mobile devices are no laughing matter. It's not the device 
which is the concern, it's the data contained on the device that is at the 
greatest risk and therefore of the greatest concern. Aberdeen asked 
survey respondents to ascertain the financial risk profile created by a 
single lapse in compliance regarding certain industry regulations and 
statutes that govern the security and privacy of sensitive information 
(Table 4). 

continued
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Aberdeen Insights — The Russian Roulette of Lost Devices  

Table 4: Lost Data Risk Profile

Statute or Regulation Relevance 
Mean Risk 
per Lapse 

Payment Card Industry Data Security 
Standard (PCI DSS)1 25%  $ 491,684  

Health Insurance Portability and 
Accountability Act (HIPAA)2 24%  $ 147,485  

Gramm-Leach Bliley Act (GLBA)3 13%  $ 141,434  
Securities and Exchange Commission (SEC) 
regulations4 23%  $ 139,210  

United States Patriot Act5 12%  $ 136,163  
Sarbanes-Oxley (SOX, JSOX)6 38%  $ 132,505  
Basel II7 10%  $ 115,680  
Government-defined classified information 18%  $ 103,125  
FINRA (Financial Industry Regulatory 
Authority)8 15%  $ 93,762  

United Stated Federal Rules of Civil 
Procedure (E-Discovery)9 20%  $ 60,990  

Global privacy regulations 37%  $ 35,500  
Green and Sustainability Compliance 
Standards 20%  $ 27,188  

COBIT Operational Standards10 18%  $ 24,380  
Tax implications of employee reimbursement 39%  $ 13,429  
Tax implications of mobile devices as listed 
property 33%  $ 10,599  

Source: Aberdeen Group, February 2011 
continued

 

                                                 

 

 
1 A worldwide information security standard assembled by the Payment Card Industry

2 US national standards to protect personal health information

3 Requires financial institutions to "protect against unauthorized access to or use of customer information

4 Regulates firms selling securities in the United States

5 US anti-terrorism regulations

6 US corporate reform legislation regarding the accuracy and reliability of corporate disclosures

7 Guidelines on international banking laws and regulations

8 Regulation and monitoring of the US securities industry

9 Governs civil lawsuits in US federal courts

10 A standardized framework for information technology management 
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Aberdeen Insights — The Russian Roulette of Lost Devices 

The "relevance" factor in Table 4 is the percentage of respondents for 
whom that particular statute was business-relevant. It's worth noting that 
no regulation was irrelevant to all respondents, and that the financial 
exposure overall ranged from over $10,000 USD on the low end to over 
$491,000 USD on the high end. This defines the risk exposure range for a 
single compliance lapse. With the vast on-device and removable storage 
capacity of the latest smartphones and tablets, a single lost or stolen 
device could easily create multiple compliance lapse incidents. This would 
function as a simple multiplier to the risk profile, and ultimately renders 
the economic justification of a robust EMM solution a simple decision.  

In this context, the Russian Roulette of 'hoping' that mobile devices that 
carry sensitive corporate data will never be lost or stolen falls seriously 
short; instead, a robust EMM implementation that includes remote device 
management with lock and wipe capabilities is called for. Why take 
chances when the stakes are so high? 

 

In the next chapter, we will see what the top performers are doing to 
achieve these performance gains. 
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Chapter Two:  
Benchmarking Requirements for Success 

The selection of the right EMM solution plays a crucial role in the ability to 
turn these strategies into profit. 

Case Study — Global Management Consulting Firm Goes Mobile  

For one of the world’s largest management consulting firms, mobility is 
critical to operational success. Serving more than 70% of Fortune 
magazine’s most admired list of companies, the consulting firm is a 
trusted advisor to many of the most influential businesses and institutions 
throughout the world. The firm has 95 offices in over 50 countries, 
speaking over 120 languages and representing over 100 nationalities.  

With 10,500 smartphone users currently working remotely each day, 
optimal performance and maximum productivity of the mobile 
infrastructure is essential. Having to support messaging and mobility 
infrastructure from numerous locations around the world to such a large 
user base presented real world challenges.  

With employees using an array of both corporate-owned and personal 
smartphones and tablets to connect to the corporate network, over 30 
mail servers, and more than 20 mobility servers globally dispersed, 
consolidation into a centrally-managed environment was essential.  

The firm’s existing homegrown mobile monitoring tool was rudimentary 
and only provided high level capabilities, which were no longer sufficient 
for supporting the growing ranks of mobile device users. Mobile device 
support was being handled by the firm’s Help Desk, and many of the 
support calls where related to delayed and undelivered email.  

In addition, the company was experiencing issues with over-taxed users, 
hung threads on servers, and an inability to effectively load-balance users 
on mobility servers. “Mobility was becoming more important as a 
business tool,” cited the manager. “Instead of always being reactive, we 
wanted to be proactive in managing the end-to-end environment and 
identifying both infrastructure and user issues.” 

The firm chose a comprehensive EMM solution to enable proactive 
mobile management across the entire mobile lifecycle, via a single unified 
management interface. The solution monitors user-level data and mobility 
performance, load-balances servers, reallocates users, installs 
applications, and reports on critical asset and status information.  

It is also used for VIP monitoring, whereby Senior Partners are 
monitored more closely, using thresholds to alert IT of issues and enable 
proactive resolution before VIP users notice. Mobile users that are 
consistently plagued with issues are monitored with similar scrutiny.  

continued

“We wanted a mobile 
management solution, not a 
tool that offered redundant 
capabilities or only addressed a 
piece of the equation." 

~ Mobile Device Service Line 
Manager, Global Management 

Consulting Firm 

 

Fast Facts 

√ 81% of the Best-in-Class are 
able to wipe the data on and 
/or lock the mobile devices 
that they manage if they are 
lost or stolen, while just 
52% of Industry Average 
have this capability, and 
only26% of Laggards 
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Competitive Assessment 
Aberdeen Group analyzed the aggregated metrics of surveyed companies to 
determine whether their performance ranked as Best-in-Class, Industry 
Average, or Laggard. In addition to having common performance levels, each 
class also shared characteristics in five key categories: (1) process (the 
approaches they take to execute daily operations); (2) organization 
(corporate focus and collaboration among stakeholders); (3) knowledge 
management (contextualizing data and exposing it to key stakeholders); (4) 
technology (the selection of the appropriate tools and the effective 
deployment of those tools); and (5) performance management (the ability 
of the organization to measure its results to improve its business). These 
characteristics (identified in Table 5) serve as a guideline for best practices, and 
correlate directly with Best-in-Class performance across the key metrics. 

Table 5: The Competitive Framework 

 Best-in-Class Industry Average Laggard 
Secure authentication of mobile users and devices established 
before providing corporate access  

79% 59% 48% 

Security policy established which incorporates the full lifecycle 
of all compliant mobile devices  

Process

70% 56% 51% 

Access to company assets by all mobile users controlled by IT 

78% 65% 60% 

In-house mobile help desk support available for compliant 
mobile devices and applications 

Organization

78% 52% 33% 

Case Study — Global Management Consulting Firm Goes Mobile  

Since the implementation of its EMM solution, the firm has seen 
improvement in several key performance indicators and credits their 
mobility solution with providing positive technical and business impact. 
Server stability and mobile endpoint performance has vastly improved, 
server outages and downtime have been substantially reduced, and help 
desk escalations to engineering have been minimized - all of which lower 
cost and enhance the end-user experience.  

Through proactive management, the firm has a more stable and 
predictable mobile environment. This has allowed them to add additional 
applications and users without disruption, enabling the company to better 
service its customers. Their EMM solution has become an integral part of 
IT operations, providing the foundation for accelerated growth of the 
firm’s global business. 

"Mobility management has 
made me more productive. I 
have access to my data when I 
need it no matter where I am." 

~ Manager, Telecom Services, 
North America 
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 Best-in-Class Industry Average Laggard 
Internal expertise developed on targeted mobile device 
platform(s) 

68% 59% 37% 

Inventory of employee-liable devices with network access 

53% 43% 

www.aberdeen.com Fax: 617 723 7897 

27% 

Mobile collaborative tools utilized 

Knowledge 

40% 32% 24% 
"EMM has helped my 
organization provide faster and 
more accurate operational data 
- about field service 
applications and usage. This has 
helped to improve the overall 
effectiveness and productivity 
of our operations." 

~ Consultant, Europe 

 

Remote mobile device lock and wipe (erase all data) 

81% 52% 26% 

Over-the-Air mobile software update 

74% 49% 18% 

Mobile devices centrally managed OTA  

71% 47% 26% 

In-house-developed mobile software 

52% 36% 28% 

Self-service web portal for support and procurement 

39% 27% 14% 

Enterprise mobile software app store 

Technology 
 
 
 
 
 

37% 17% 14% 

Track the number of lost or stolen devices successfully 
decommissioned 

71% 59% 33% 

Track level of mobile access to network and data provided to 
each mobile employee 

65% 51% 24% 

Track uptime of organization Wi-Fi network 

Performance 

58% 46% 25% 

Source: Aberdeen Group, February 2011 

Capabilities and Enablers 
Based on the findings of the Competitive Framework and interviews with 
end users, Aberdeen’s analysis of the Best-in-Class reveals that the hallmark 
of their best practices is a comprehensive IT-centric full-lifecycle approach 
to managing the entire mobile ecosystem within the organization. Not 
satisfied with only Mobile Device Management (MDM), or Telecom Expense 
Management (TEM), or device procurement, or any other single phase of 
the EMM lifecycle, they accept responsibility for maintaining, managing, and 
securing the mobile infrastructure at every one of its touch points. 
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Process 
Best-in-Class organizations apply a more consistently process-driven 
approach to EMM than all other respondents. Seventy-nine percent (79%) of 
the Best-in-Class put this principle into practice: they realize that the 
maximum leverage on their fulcrum of control rests their allocation of 
mobile access to the corporate network. They demand secure 
authentication of all mobile users and mobile devices before providing 
network access (Figure 9). This is in contrast to over half of Laggards that 
appear to throw caution to the wind. 

Figure 9: Process Capabilities 
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"My organization has seen 
flexibility and accessibility from 
remote locations, leading to 
higher efficiency, agility, 
increased collaboration with 
the facilitation of mobility 
management." 

~ Staff, Product Development / 
Engineering, APAC 

Source: Aberdeen Group, February 2011 

Seven out of 10 of the Best-in-Class establish and enforce a security policy 
that addresses the full mobile lifecycle of devices they manage, and over half 
enforce that policy for enterprise data which resides on employee-owned 
(employee-liable) devices. Over 70% of Laggard organizations fail to do so. 

Organization 
Seventy-eight percent (78%) of the Best-in-Class confirm a central tenet of 
this study, that EMM best practices are centered in the consolidation of the 
mobile ecosystem under the purview of IT (Figure 10). It’s another sign of 
the maturing of mobile technology and practices that they can be codified 
and supported by IT, without the need for a separate support infrastructure. 
Seventy-eight percent (78%) support their end-users by providing help desk 
support for the mobile devices and applications which are compliant with IT 
policy, 50% more than Industry Average and 2.3 times Laggards. This keeps 
their workforce at maximum productivity by proactively addressing mobile 
application and device support issues as they arise. Almost three-fourths 
maintain a high-level of visibility and support of their mobility initiative from 
the C-suite, which helps empower them to turn policy into reality, thus 
aligning resources and providing visibility and continuity from a strategic or 
operational vantage point. 

www.aberdeen.com Fax: 617 723 7897 
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Figure 10: Organization Capabilities 
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Source: Aberdeen Group, February 2011 

"EMM has enabled a faster 
response rate for decision 
making." 

~ Adam Lotrowski, Strategic 
Product Manager Information 
Builders New York, NY USA 

 

Knowledge Management 
Knowledge sharing and transfer are essential to ensuring that the key 
learnings acquired are institutionalized - not only personalized. Best-in-Class 
organizations embody this principle through their process-oriented 
approach to learning and development.  

Figure 11: Knowledge Management Capabilities 
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Source: Aberdeen Group, February 2011 

As shown in Figure 11, 68% of the Best-in-Class ensure that they have 
developed in-house expertise on their mobile platforms of choice, providing 
the basis for more effective help desk support, as well as for in-house 
mobile application development services. Over half (53%) acknowledge the 
presence of employee-liable devices on their network and maintain an up-
to-date inventory of them, in order to track their behavior and enforce 
compliance with company policy. And 40% utilize the mobile platforms 
themselves as tools to expand the productivity of teams, by extending the 
real-time sharing of knowledge and collaboration, via tools such as mobile 
Instant Messaging (IM), texting or SMS, and micro-blogging (e.g. Twitter). 

www.aberdeen.com Fax: 617 723 7897 
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Technology 
There are several essential technology enablers that give the Best-in-Class 
their competitive edge (Figu They include the powerful capabilities of 
controlling mobile devices remotely OTA so that they can be updated and 
controlled without having to physically connect a network or tethering 
cable. They can lock the device and/or wipe its data if lost or stolen, 
protecting sensitive, proprietary, or confidential content. They can update 
its software OTA so that software releases can be standardized and applied 
consistently among all users; and they can centrally manage the entire 
ecosystem, with a unified management control interface.re 12). They include 
the powerful capabilities of controlling mobile devices remotely OTA so 
that they can be updated and controlled without having to physically 
connect a network or tethering cable. They can lock the device and/or wipe 
its data if lost or stolen, protecting sensitive, proprietary, or confidential 
content. They can update its software OTA so that software releases can be 
standardized and applied consistently among all users; and they can centrally 
manage the entire ecosystem, with a unified management control interface. 
In addition, just over half increase the value of the mobile platforms they 
support by developing customized mobile software in-house. 

Figure 12: Technology Capabilities 
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Source: Aberdeen Group, February 2011 

"Accessibility and accountability 
have improved with the use of 
mobility management. It has 
also made the organization pay 
attention to security issues. 
Overall, EMM has improved 
communication and elevated 
everyone's awareness." 

~ CEO, Executive Training 
Firm, North America  

The Best-in-Class lead in lowering their support and procurement costs by 
providing a self-service web portal to their end-users, for basic self-help and 
to procure devices and peripherals. They also lead by more than two-times 
the adoption of an online enterprise "app store" or repository of IT-
approved mobile applications, accessible and downloadable directly from the 
mobile device itself. Although still in its early stages of adoption, this is one 
of the faster growing enablers, as adoption has grown by approximately 50% 
since the May 2010 study Enterprise Mobility Management: Optimizing the Full 
Mobile Lifecycle. 

Performance Management 
Best-in-Class IT organizations know that it's not enough to plan, procure, 
deploy, and support their mobile infrastructure. The real benefits ultimately 

www.aberdeen.com Fax: 617 723 7897 
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accrue to the organizations that manage and optimize performance over 
time. As clichéd as it sounds, one can't improve what isn't tracked, and Best-
in-Class organizations know this.  

As shown in Figure 13, they track the number of lost and stolen mobile 
devices that they've successfully decommissioned, as well as the ones they 
were unable to (see Aberdeen Strategy - The Russian Roulette of Lost Devices 
above). Less than half the number Laggards do. 

Even more problematic is the Laggards' lack of visibility to the level of 
mobile access provided to each mobilized employee. Under one-quarter of 
Laggards track this, whereas two-thirds of Best-in-Class and one-half of 
Industry Average do. With the growing dependence on mobile technologies 
in the modern organization, a lack of visibility to who is accessing which 
corporate assets, be they network or data, is increasing the risk of 
unauthorized access and data loss exponentially.  

Figure 13: Performance Management Capabilities 
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”Mobility management has 
increased confidence in secure 
mobile working and protection 
of data assets.” 

~ CEO, IT Services South 
Africa 

Source: Aberdeen Group, February 2011 

Best-in-Class organizations also understand that whereas the wireless 
telecomm service providers are accountable for the wireless Wide Area 
Network (WAN or "carrier signal") connection outside the organization's 
firewall, on-premises wireless connections via a Wireless LAN (WLAN) are 
increasingly important for 'dual mode' devices. Monitoring and managing the 
performance of the organization's WLAN is becoming an integral part of 
EMM best practices. 

Aberdeen Insights — The Employee-Liable Conundrum 

Aberdeen has been tracking the invasion of Employee-Liable (EL) mobile 
devices in the workplace since December 2008, as described in the 
Mobility Management: Does Outsourcing Make Sense? report. Best-in-Class 
organizations remain cautious, resisting the "anything goes" approach of 
over half of all others (Figure 14). 

continued
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Aberdeen Insights — The Employee-Liable Conundrum 

Figure 14: Employee Vs. Corporate Liable 
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Source: Aberdeen Group, February 2011 

They require that employee-liable devices be from a pre-approved list of 
compliant (and pre-tested) devices, or they refuse access entirely. EMM is 
the essential tool they use to gain visibility and control over all E-L mobile 
assets before providing them with network access. 

Figure 15: Employee-Liable: Changes Planned 
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Source: Aberdeen Group, February 2011 

Figure 15 describes the changes planned in respondents' policy regarding 
E-L devices. Best-in-Class are increasingly confident in the power of their 
EMM solution to begin to permit all employees to use their personal 
devices on the organization's network, with even more permitting some 
employees to do so. 

continued
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Aberdeen Insights — Secure the Tablets! 

The November 2010 report Enterprise-Grade Mobile Applications: Secure 
Information When and Where It’s Needed found that 62% of Best-in-Class 
and 54% of All Others already were using at least some tablets for 
business purposes; this just six months after the launch of the current 
tablet generation. As shown in Figure 20 below, just three months later 
the number has grown significantly. The rate of tablet adoption far 
exceeds that of the current generation of smartphones, which took 
almost two years to achieve the same rate of penetration. 

One of the 'friction points' slowing smartphone adoption initially was the 
lack of enterprise-grade security and compliance solutions. It took several 
revisions of mobile Operating System (OS) and EMM upgrades to bring it 
up to the requirements of IT. However, tablets have not yet been 
subjected to the same level of scrutiny and central management control. 
It's been the reverse of the smartphone cycle: adopt first, manage later. 

Figure 17: Tablet Use and Intention 
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Source; Aberdeen Group February 2011 

Anecdotal observation indicates that smartphones had to pass rigor with 
IT first before they were permitted into the workplace. Tablets, on the 
other hand, appear to be more of a 'top-down' mandate from Boards of 
Directors and the C-Suite (CEO, COO, CMO, etc.). 

continued
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Aberdeen Insights — Secure the Tablets! 

Figure 18: Mobile Device Security 
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Although additional research is needed to ascertain the cause of tablets' 
fundamentally different adoption cycle from smartphones, the end result 
is well-described by the data illustrated in Figure 19. There is an appalling 
lack of security infrastructure in place for the tablets already being used 
for business purposes. Although EMM solutions are now readily available 
to secure tablets, their rate of adoption has quite a ways to go to catch 
up with that of smartphones.  

Even among the Best-in-Class, security attributes for tablets are 
implemented about half as frequently as smartphones. Ironically, tablets 
are being used in many cases because of the greater level of interaction 
with company data and back-end services encouraged by their larger 
screen real estate. This has the potential of a disaster in-waiting; no 
reader of this document wants to read about the loss of trade secrets or 
sensitive information from their company caused by the loss or 
compromise of an unmanaged or unsecured tablet device. It cannot be 
over-emphasized: tablets must be served with the same level of security 
and control that IT already delivers for smartphones. 
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Chapter Three:  
EMM Required Actions 

Fast Fact: 

EMM makes the difference: 

√ The speed of decision-
making over the prior 12 
months for all of those 
respondents with EMM was 
over six times the increase 
of all respondents without 
EMM 

Whether a company is trying to move its performance in EMM from 
Laggard to Industry Average, or Industry Average to Best-in-Class, the 
following actions will help spur the necessary performance improvements: 

Laggard Steps to Success 
• Don't let 'anything go.' A larger percentage of Laggard 

organizations permit the use of Employee-Liable (E-L) mobile devices 
for work purposes than either Industry Average or the Best-in-Class, 
yet 73% of Laggards don't keep an inventory of E-L devices with 
network access. Without this record, it is virtually impossible to 
enforce policy, or protect the network from rogue or unauthorized 
access. The "anything goes" approach has a negative corollary; 
without the proper protections in place, anything of value on the 
company network may indeed 'go' - where you don't want it to. 

• Start with MDM. Only 26% of Laggards centrally manage their 
mobile devices OTA. OTA Mobile Device Management (MDM) is a 
basic capability of most EMM solutions, and is a crucial first step in 
establishing IT control over the mobile ecosystem. Choose an MDM 
solution designed to grow into a full EMM solution when your 
organization is ready for it. 

• Track them or lose them. Lost or stolen mobile devices that 
cannot be recovered are your organization's single largest mobile 
security and compliance vulnerability. You can't manage what you 
can't track, and only 33% of Laggard organizations can track the 
number of lost or stolen devices that they have successfully 
decommissioned. Use the MDM solution described above to take 
control of all rogue devices. 

Industry Average Steps to Success 
• Take (remote) control. OTA device management is a core EMM 

capability. Look for a vendor of EMM solutions or services with 
capabilities that match most closely to your current and planned 
mobile platform environment. Insist on centrally managed OTA 
capability; 53% of the Industry Average don't have the ability to 
remotely lock and wipe mobile devices that become lost or stolen. 
Review the Russian Roulette of Lost Devices - Aberdeen Insight earlier 
in this document to reinforce your organization's need to 
accomplish this crucial step. 

"I was enabled by EMM to be 
more productive using a smart 
device that always keeps me 
connected." 

~ Director, IT Consulting 
Services, North America 

• Put IT back in charge. If your organization hasn't already done 
so, the time has come to consolidate all its mobility initiatives under 
the watchful and process-oriented eye of IT. Best-in-Class 
organizations have taken the lead in integrating their EMM efforts 
under IT Service Management (ITSM) principles, part of the global 
movement towards IT practice standardization. Just 30% of the 
Industry Average currently do this. 

www.aberdeen.com Fax: 617 723 7897 
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• Help yourself. Lowering end-user support costs is the single 
biggest lever on driving down the Operational Expense (OpEx) 
budget for IT. User self-service web portals can be very effective in 
automating basic procurement and support functions, yet only 22% 
of the Industry Average have them in place.  

www.aberdeen.com Fax: 617 723 7897 

Best-in-Class Steps to Success 
• Secure the tablets. In their apparent rush to deliver on the 

productivity promise of tablets, 70% of the Best-in-Class have 
deployed them without the most basic security measures in place, 
such as lock and wipe of lost or stolen tablets. Apply to tablets the 
same rigor and IT service management principles that are used to 
support netbooks and smartphones. 

• Protect yourself. Best-in-Class organizations lead in many aspects, 
but one area where they come up surprisingly short is malware 
protection on their mobile devices. This is another case where 
ignorance is not bliss; only 43% of the Best-in-Class provide anti-
malware protection for their mobile devices, a lack of protection they 
would never tolerate for netbooks or laptops. In the past, mobile 
devices were not widespread enough to offer an attractive target for 
hackers and virus-spreaders, but that is no longer the case. Expect to 
hear of a growing number of malware threats targeting mobile 
platforms, and make sure that your organization is not on that list. 

• Open for Business. As part of IT's consolidation and control of 
mobile assets, consider opening an enterprise mobile application 
store (enterprise 'app store') for users to download mobile software 
which is compliant with company policy and sanctioned by IT. Just 
37% of Best-in-Class organizations currently have implemented a 
mobile app store; yet this is a capability already provided by several of 
the industry's leading EMM solution providers. It works hand-in-hand 
with software policy enforcement, by providing an easy-to-find and 
easy-to-use method for mobile users to comply. 

Aberdeen Insights — Summary 

Enterprise mobility has matured past the point of early market penetration 
and the prototypical early adopters. Best-in-Class organizations across the 
globe have prioritized the management and security of their mobile 
infrastructure as a key objective for IT in 2011. EMM, the comprehensive 
'cradle-to-grave' approach of managing the full mobility lifecycle, has 
become a hallmark of the top performers.  

Mobility is not a passing fad; it is here to stay, and its impact on business 
operations and overall business success will be felt for years to come. 
Aberdeen recommends that 2011 be the year that your organization 
consolidates all of its mobility initiatives under central control of IT, and that 
EMM solutions for all mobile devices, including tablets and smartphones, 
reside at the core of your organization's IT strategy now and in the future. 

"With the use of mobility 
management I have the ability 
to work where and when ever 
we can." 

~ VP of Marketing, Media / 
Public Relations, North 

America 

http://assessment.aberdeen.com/3DTjnvOvN7/index.aspx
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Appendix A:  
Research Methodology  

Study Focus 

Respondents completed an 
online survey that included 
questions designed to 
determine the following: 

√ The degree to which the 
stages of EMM are deployed 
in their IT operations, and 
the business impact of their 
mobility solution 

√ How they control access to 
company assets by all mobile 
devices and end- users 

√ What processes and 
capabilities are in place to 
ensure compliance to 
corporate standards of all 
mobile devices with 
enterprise access  

√ Whether they support a 
variety of mobile device 
platforms (e.g. 
heterogeneous versus 
homogeneous) 

√ The role of controlling, 
managing and maintaining all 
mobile devices Over-The-
Air (OTA)  

The study aimed to identify 
emerging best practices for 
Enterprise Mobility 
Management, and to provide a 
framework by which readers 
could assess their own 
organization's capabilities and 
performance. 

In January and February 2011, Aberdeen examined the use, the experiences, 
and the intentions of more than 240 enterprises with mobility management 
solutions across a diverse set of industries. 

Aberdeen supplemented this online survey effort with interviews with select 
survey respondents, gathering additional information on their strategies, 
experiences, and results. 

Responding enterprises included the following: 

• Job title: The research sample included respondents with the 
following job titles: CEO / President (37%); Manager (25%); 
Director (15%); Staff, Consultant (19%); and other (4%). 

• Project Types: The research sample included respondents involved 
with the following types of projects (respondents could be involved 
with multiple project types): Information Technology (34%); 
Business Development / Sales (24%); Corporate Management (10%); 
Marketing (7%); Operations (5%); Product Development / 
Engineering (6%); and other (14%). 

• Industry: The research sample included respondents from a wide 
cross section of industries. The sectors that saw the largest 
representation in the sample were: IT consulting / services (31%), 
Software (22%), Telecommunications services (9%), Computer 
equipment, hardware or peripherals (4%), Insurance (3%), Health / 
medical / dental services (3%), Health / medical / dental devices 
(3%), Government / public sector (3%), Education (3%), Utilities 
(3%), Financial services (3%) and Other (13%). 

• Geography: The majority of respondents (54%) were from North 
America. Remaining respondents were from Europe / Middle East / 
Africa (25%), the Asia / Pacific region (11%), and from the rest of 
the world (10%). 

• Company size: Twenty-eight percent (28%) of respondents were 
from large enterprises (annual revenues above US $1 billion); 27% 
were from midsize enterprises (annual revenues between $50 
million and $1 billion); and 45% of respondents were from small 
businesses (annual revenues of $50 million or less). 

• Headcount: Forty-three percent (43%) of respondents were from 
large enterprises (headcount greater than 1,000 employees); 19% 
were from midsize enterprises (headcount between 100 and 999 
employees); and 38% of respondents were from small businesses 
(headcount between 1 and 99 employees). 
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Table 6: The PACE Framework Key 

Overview 
Aberdeen applies a methodology to benchmark research that evaluates the business pressures, actions, capabilities, 
and enablers (PACE) that indicate corporate behavior in specific business processes. These terms are defined as 
follows: 
Pressures — external forces that impact an organization’s market position, competitiveness, or business 
operations (e.g., economic, political and regulatory, technology, changing customer preferences, competitive) 
Actions — the strategic approaches that an organization takes in response to industry pressures (e.g., align the 
corporate business model to leverage industry opportunities, such as product / service strategy, target markets, 
financial strategy, go-to-market, and sales strategy) 
Capabilities — the business process competencies required to execute corporate strategy (e.g., skilled people, 
brand, market positioning, viable products / services, ecosystem partners, financing) 
Enablers — the key functionality of technology solutions required to support the organization’s enabling business 
practices (e.g., development platform, applications, network connectivity, user interface, training and support, 
partner interfaces, data cleansing, and management)  

Source: Aberdeen Group, February 2011 

Table 7: The Competitive Framework Key 

Overview 
 
The Aberdeen Competitive Framework defines enterprises 
as falling into one of the following three levels of practices 
and performance: 
Best-in-Class (20%) — Practices that are the best 
currently being employed and are significantly superior to 
the Industry Average, and result in the top industry 
performance. 
Industry Average (50%) — Practices that represent the 
average or norm, and result in average industry 
performance. 
Laggard (30%) — Practices that are significantly behind 
the average of the industry, and result in below average 
performance. 

 
In the following categories: 
Process — What is the scope of process 
standardization? What is the efficiency and 
effectiveness of this process? 
Organization — How is your company currently 
organized to manage and optimize this particular 
process? 
Knowledge — What visibility do you have into key 
data and intelligence required to manage this process? 
Technology — What level of automation have you 
used to support this process? How is this automation 
integrated and aligned? 
Performance — What do you measure? How 
frequently? What’s your actual performance? 

Source: Aberdeen Group, February 2011 

Table 8: The Relationship Between PACE and the Competitive Framework 

PACE and the Competitive Framework – How They Interact 
Aberdeen research indicates that companies that identify the most influential pressures and take the most 
transformational and effective actions are most likely to achieve superior performance. The level of competitive 
performance that a company achieves is strongly determined by the PACE choices that they make and how well they 
execute those decisions. 

Source: Aberdeen Group, February 2011 
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Appendix B:  
Related Aberdeen Research 

Related Aberdeen research that forms a companion or reference to this 
report includes: 

• Enterprise-Grade Mobile Applications: Secure Information When and 
Where It’s Needed, November 2010 

• The Enterprise Mobility Management Solution Landscape, August 2010 
• Apple Aims for Deeper Enterprise Penetration with iPhone 4 and iOS 4, 

June 2010 
• Too Many Mobile Platforms in the Kitchen; Google and Apple Duke it 

Out, June 2010 
• Enterprise Mobility Management: Optimizing the Full Mobile Lifecycle, 

May 2010 
• A Busy Spring in Mobile City: Mobility Moves from Enterprise Periphery to 

Core IT, May 2010 
• Enterprise Mobile Strategies 2010: More Productivity, Same Budget; 

December 2009 
• Mobile Device Management - Bringing Order to Enterprise Mobility 

Chaos; May 2009 
• More Mobility – Less Budget: Enterprise Strategies in the Current 

Economic Downturn; March 2009 
• Mobility Management: Does Outsourcing Make Sense?; December 2008 
• An Opened Door: Enter the New Mobile Enterprise Platforms; 

November 2008 
• You Can Take it With You – Mobile Messaging and Collaboration; 

October 2008 
• Enterprise Mobile Messaging and Collaboration Impacts Work / Life 

Balance; October 2008 
• Google Android and Chrome: Pay No Attention to the Robot Behind the 

Curtain; October 2008 
Information on these and any other Aberdeen publications can be found at 
www.aberdeen.com.  

Author: Andrew Borg, Senior Research Analyst, Wireless & Mobility 
andrew.borg@aberdeen.com

For more than two decades, Aberdeen's research has been helping corporations worldwide become Best-in-Class. 
Having benchmarked the performance of more than 644,000 companies, Aberdeen is uniquely positioned to provide 
organizations with the facts that matter — the facts that enable companies to get ahead and drive results. That's why 
our research is relied on by more than 2.5 million readers in over 40 countries, 90% of the Fortune 1,000, and 93% of 
the Technology 500.  
As a Harte-Hanks Company, Aberdeen’s research provides insight and analysis to the Harte-Hanks community of 
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provide for objective fact-based research and represent the best analysis available at the time of publication. Unless 
otherwise noted, the entire contents of this publication are copyrighted by Aberdeen Group, Inc. and may not be 
reproduced, distributed, archived, or transmitted in any form or by any means without prior written consent by 
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