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EXECUTIVE SUMMARY 

In a nutshell 

Many multinational corporations (MNCs) aim to have a more centralized and unified approach to mobility, 

which they see as an essential component of their unified communications (UC) and broader ICT strategies. 

However, it is not surprising that MNCs, under increasing pressure from end users to adopt a more 

consumer-like approach, continue to struggle to centralize and manage the growing cost and technical 

complexity of mobility on a global scale. In the fifth year of our research with the Enterprise VPN User 

Association (EVUA), we look at members’ progress with mobility and their verdict on some of their mobile 

service providers’ offers.  

Ovum view 

Despite their stated intent, MNCs have been slow to bring their mobility into a single managed services 

contract. They have a number of key priorities in mobility, some of which are unique to multinationals. But 

they continue to be critical of the services they receive from their mobile service providers, describing their 

enterprise mobility offers as “adequate” on average.  

Our view is that the major mobile service providers have continued to invest and make improvements over 

the past two years in their support for MNCs, particularly in areas such as expense management, device 

management, invoicing, reporting, user portals, and help desk support. At first sight it is surprising that 

enterprise users continue to be “not impressed” by their offers. While the individual service provider 

components in core countries may be satisfactory, it is the overall offer that the users see as inadequate: 

they want to see a global managed services approach similar to those they have in place for fixed services.  

We suspect that user expectations of finding a truly global provider for managed mobility may be unrealistic. 

Mobile operators cannot take the blame for the structure of the mobile industry, and this is what lies behind 

their difficulty in achieving a truly global offer. It will take time, partnerships, and possibly consolidation to 

achieve an equivalent industry structure.  

However, we also suspect that MNCs could do more themselves to take control of mobility. Their continuing 

fragmented approach to procurement of mobile services is clearly a major barrier to a more efficient 

centralized approach to management. Until they take a more holistic approach, their service providers will 

only be able to provide a partial solution. 

Key messages 

 MNCs recognize the difficulties inherent in managing mobility across their international operations, and 

interest in a managed services approach remains strong. This will bring benefits from combining the 

important elements of cost management, operator management, and device management together with 

associated professional services under a single managed services or outsourcing contract. 
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 Cost management for mobile continues to be difficult and users cite a number of problems with operator 

tariff schemes and invoicing that make things tricky for them. The cost of international roaming continues 

to be a serious issue, with attention moving from voice to data. Many enterprises believe the benefits 

they gained from reduced roaming rates from operators are being more than outweighed by increased 

usage, particularly of data roaming. While most of these companies express interest in expense 

management solutions, in practice many are still bearing the cost of personal usage. 

 Device management is also a growing problem and one that multinationals are keen to offload. The 

number of company-provided smartphones is growing and there is pressure to support more device 

platforms, including iPhone and Android, which bring management challenges for the IT department. 

There is also growing pressure from employees, frustrated with the capability of company-provided 

devices, to bring their own devices into the workplace. This understandably brings security concerns to 

the enterprise IT department. 

 Operator management is a key component of the managed mobility offer from some service providers. 

But this research suggests it is less important to MNC buyers than cost management and device 

management. We suspect a certain amount of realism has set in about the possibility of consolidating all 

mobility in a single global contract. The truth is that most multinationals expect to continue to support 

numerous mobile contracts with multiple service providers. 

 Professional services are a maturing component of the mobile service provider offer, although opinion is 

mixed on the importance of these. Some see professional services as an essential component of 

managed mobility, and we believe it is the companies with the most mature approach to mobility, 

including those embarking on mobilization of business applications and centralizing procurement, who 

value these. 
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