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Executive Summary
After a year of surveying enterprise workers, we con-
tinue to shed light on mobility trends. This quarter’s 
survey found that smartphones — and now tablets — 
are playing an increasingly important role in the lives 
of mobile workers, yet the majority of mobile workers 
see themselves moving to one über mobile device in the 
next fi ve years. We also found that mobile workers view 
carrier networks as slow and are increasingly using Wi-
Fi to meet their connectivity needs. 

Highlights of this quarter’s study include:

■ If mobile employees could select only one mobile 
device, 49 percent selected the smartphone as their 
device of choice (down from 63 percent in 2010) 
compared to 27 percent who preferred a laptop 
(down from 37 percent). But the surprise latecomer 
was the tablet, with 20 percent of mobile workers 
selecting a tablet as their one device of choice.

■ The tablet market is also experiencing phenomenal 
growth, especially among mobile employees. 65 
percent of mobile workers reported that they used 
a tablet, while 27 percent of those used their tablets 
for work.

■ Only 57 percent of mobile workers were satisfi ed 
with their mobile operator’s network coverage and 
just 46 percent were satisfi ed with their network 
speed. As a result, 59 percent of mobile workers 
used Wi-Fi on their smartphones at least one hour 
per day.

■ If mobile operators raised prices for data access, 71 
percent of mobile workers would choose to go on a 
data diet. 48 percent would be more selective and 22 
percent would limit use to only critical access.

■ 94 percent of mobile workers indicated they would 
troubleshoot a problem themselves, while 13 per-
cent would not contact their IT help desk at all if 
they had a technical problem.

■ There is a generation gap in mobile users, but it is 
not what you would think. Those 35 and older felt 
more productive working outside of the offi ce, while 
those 34 and under felt most productive working in 
the offi ce. 

Introduction
The smartphone market is now bigger than the PC 
market1. If there were any questions about smartphone 
dominance, they have now been squelched. This is no 
truer than in the workplace among the most mobile 
workers. However, in this quarter’s Mobile Workforce 
Report, we found that the tablet market is also expe-
riencing phenomenal growth at the expense of the PC 
market, especially among mobile employees. Today, 
65 percent of mobile workers reported that they used a 
tablet; and 27 percent used their tablets for work. 

It wasn’t that long ago (post-2001) when futurists and 
technologists predicted the rise of one computing 
device — a panacea to rule them all. But the day ruled 
by “the one” device has still not come, even with the 
arrival and saturated media coverage of Apple’s latest 
‘i…’ devices, Google’s Android operating system, and a 
plethora of major device players vying for market share. 
But most mobile workers think the day is coming in the 
next fi ve years (67 percent) when there will be just one 
über mobile device. Yet that same mobile worker is now 
carrying 2.68 devices for work today. 

We believe the fi nal outcome will not be one device to 
rule, but a trinity of Internet-capable devices. It is the 
mobile stack that is the new unit of computing that in-
cludes the laptop, the smartphone, and now the tablet. 

Cloud computing will aid the mobile stack

The economics and reality of why the mobile stack will 
dominate as a trend may not be written in the sky, but it 
is certainly written in the clouds. This trinity of devices 
shows every sign of expanding, especially as cloud 
computing fi nds a greater foothold with users both on 
a professional and personal level. In fact, 49 percent of 
tablet users ranked accessing corporate applications 
— increasingly in the cloud — in their top three most 
useful applications when they travel. 

The growth of cloud-based infrastructure is uniquely 
set up to cater to users and multiple connected devices. 
Cloud-based applications allow the saving of the state 
of an application and its work, which can then be recov-
ered on other devices. State-sensitive applications — in 
which you can create a document on one device and 

The iPass Mobile Workforce Report 
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1. International Data Corporation (IDC) Worldwide Quarterly PC Tracker, January 2011

http://www.idc.com/
http://www.idc.com/research/viewfactsheet.jsp?containerId=IDC_P20
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later resume work on the document via another device — are a reality today. Cloud computing can also save bat-
tery life, since processing occurs in the cloud, providing more storage and delivering better performance to mobile 
users.

Our prediction is that the average enterprise mobile employee will be armed with all three devices in the mobile 
hardware stack for at least the next few years. In addition to this, corporate and personal data will be stored both in 
private and public clouds. Encryption and security on devices will become an increasingly important element of any 
offering — although this is a very challenging area for security that needs to evolve, along with managing authen-
tication and authorization. This new framework of computing will also be pushed by the increasing availability of 
affordably priced devices. 

Devices are cheap

In a world where networks are omnipresent, devices will become cheaper. ZTE Corporation, the fourth largest man-
ufacturer of mobile handsets, has already stated it will produce smartphones costing as little as $1002. Whether 
carriers subsidize these devices or users purchase them outright, the price of a device — compared to the expense 
of a typical two-year contract with a carrier — will be relatively inexpensive. 

Softbank, a major telecom carrier in Japan, already offers the iPad free to users who sign a two-year contract.3  
Alongside the effect of cheaper devices will be this push for applications to become less platform and device-specif-
ic and more cloud-reliant, enabling users to access their data at anytime, anywhere, and from any device.

Networks are expensive

While free Wi-Fi hotspots will grow, the true mobility experience will remain expensive. Globally, mobile data traffi c 
is predicted to double every year through 2014. That’s over 43 billion gigabytes of mobile data traffi c. Video alone 
will account for 66 percent of this traffi c by 2014.4  Yet this still only makes up less than 6 percent of the total IP traf-
fi c predicted by 2014. 

In spite of the expansion of 3G and 4G networks, networks are already overwhelmed (and users underwhelmed). 
The survey found that only 57 percent of mobile workers were satisfi ed with their mobile operator’s network cover-
age, and just 46 percent were satisfi ed with their network speed. As a result, 59 percent of mobile workers used 
Wi-Fi on their smartphones at least one hour per day. And if push came to shove, and their mobile operators raised 
prices for data access, 71 percent of mobile workers would choose to go on a data diet. 48 percent would be more 
selective and 22 percent would limit use to just critical access. With the promise of 4G, users will be able to benefi t 
from faster networks, as they are less exhausted than over-subscribed 3G networks. However, with most 4G plans 
capped at a set number of gigabytes per month, users will inevitably incur overage charges due to the nature of 
faster networks encouraging increased usage. 

The rise of the mobilocracy

In enterprises worldwide, we continue to see trappings of the rise of a mobilocracy among the mobile workforce. 
Defi ned as a class of mobile workers who rely on mobile devices for productivity, these users were trained in the 
consumer world, are more technology savvy than just a generation ago, and expect to play an increasing role in 
technology decisions within their companies. We found that among the mobile workforce, 94 percent will trouble-
shoot a problem themselves, and 13 percent will not seek help from IT when they have a technical problem.

2. Marketwatch, February 14, 2001, ZTE promises smartphones below $100 
3. Softbank http://mb.softbank.jp/mb/ipad/price_plan/everybody/ 
4. Cisco Visual Networking Index: Forecast and Methodology, 2009-2014 (June 2010)

http://mb.softbank.jp/mb/ipad/price_plan/everybody/
http://www.cisco.com/en/US/solutions/collateral/ns341/ns525/ns537/ns705/ns827/white_paper_c11-520862.html
http://www.marketwatch.com/story/chinas-zte-promises-smartphones-below-100-2011-02-14
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Methodology
This quarter’s iPass Mobile Workforce Report is based on information from two sources:

1. More than 3,500 responses to an iPass survey of mobile enterprise employees at more than 1,100 enterprises 
worldwide. The survey was conducted between January 15 and February 4, 2011, and represented employees 
across multiple age groups and geographies. The survey respondents were asked about their mobile productiv-
ity, work habits, and related experiences.

2. This quarter’s iPass Mobile Workforce Report also included enterprise mobile broadband usage data collected 
by iPass across its user base of 625,000 monthly monetized users employed at 3,500 enterprises from October 1 
through December 31, 2010. 

iPass Mobile Employee Defi nition: Any worker using any mobile device (including laptop, netbook, smartphone, cell-
phone, or tablet) who accesses networks (other than the corporate LAN or WLAN) for work purposes. 

Mobilocracy Defi nition: 1) the mobilocracy is a powerful class of worker who relies on mobile devices for greater 
productivity; 2) the common worker, esp. as a mobile workforce. Within corporations, the mobilocracy increasingly 
plays a larger role in IT decisions and directions.

Figure 1: Location breakdown of iPass survey respondents.

Figure 2: Age breakdown of iPass survey respondents.
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iPass Mobile Workforce Survey Results

Section 1: The mobile stack
We have entered the post PC era. In the fourth quarter of 2010 101 million smartphones were sold versus 92 mil-
lion PCs. When we look at device preference, it is evident that one year can make a huge difference. At this same 
time last year, we asked mobile employees if they could choose only one mobile device, what device would it be? 
Even in early 2010, mobile employees preferred smartphones over laptops, even though it was months before Apple 
announced the iPad. Today the smartphone still wins with 49 percent of mobile employees selecting it as their one 
device of choice (down from 63 percent in 2010), compared to 27 percent who preferred a laptop, (down from 37 
percent in the previous year. But the surprise latecomer was the tablet, with 20 percent of mobile workers selecting 
a tablet as their one device of choice. 

Combined preference of smartphones and tablets shows growth at the expense of the laptop: 69 percent this year 
versus 63 percent last year. 

Looking specifi cally at what devices mobile employees preferred above all others, Apple won at the expense of the 

BlackBerry and the laptop. In the survey, 31 percent picked the iPhone as their one mobile device of choice (up from 
18 percent in 2010), 19 percent picked the iPad, 8 percent picked an Android device (up from 3 percent in 2010), and 
8 percent picked a BlackBerry (down from 33 percent in 2010). 

Figure 3: If you could use only one mobile device, what would be your mobile device of choice? 
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Tablet adoption was the real surprise of this quarter’s survey, because of its rapid adoption. With predictions that 
tablets would sell in excess of 65 million in 2011 (as opposed to 16 million iPads in 2010), mobile workers are on the 
cutting edge of adoption. Today 65 percent of mobile workers surveyed reported that they used a tablet, and 27 per-
cent of mobile workers reported that they actually used their tablet for work. By age, the younger generation lives up 
to the hyper-connected stereotype:

■ 70 percent of those 22 to 34 (22 percent used a tablet for work; 48 percent for personal)
■ 67 percent of those 35 to 44 (29 percent used a tablet for work; 38 percent for personal)
■ 63 percent of those 45 to 54 (30 percent used a tablet for work; 33 percent for personal) 
■ 47 percent of those 55 to 64 (19 percent used a tablet for work; 28 percent for personal) 

Figure 4: If you could use only one mobile device, what would be your mobile device of choice?
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When push comes to shove, mobile employees could easily pick only one favorite mobile device. But we questioned 
how many mobile employees believed that there would be one über mobile device introduced in the next fi ve years. 
Of those surveyed, 67 percent of mobile employees believed this was highly likely, while 30 percent believed it was 
unlikely. 

This is in stark contrast to today, where the average mobile worker used 2.68 mobile devices for work. Younger 
workers (those 44 and under) used slightly more mobile devices for work than older workers. Younger workers used 
more than 2.70 devices for work (age 34 and under used 2.7 devices, those 35 to 44 used 2.73 devices), compared to 
those over 55 who used 2.38 mobile devices.

Figure 5: Do you currently have a tablet? 

Figure 6: How many mobile devices do you use for work?
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The average female mobile worker used the least number of devices for work at 2.34, and those dissatisfi ed with 
network coverage and speed used the most devices for work at 2.83. However monthly data usage for those dissatis-
fi ed with network coverage and speed is in line with data usage among the average mobile employee.

The applications and services they use

With the dominance of smartphones among mobile employees, we wanted to see what types of applications they 
were using. We found out: 

■ 60 percent of mobile workers checked in using their smartphone with a service like Foursquare, Gowalla, Face-
book Places, and Shopkick. 

■ 66 percent of mobile workers had checked out (made a purchase or other transaction) using their smartphone). 
■ 87 percent used their smartphone for notifi cations such as sports scores, Facebook updates, SMS text mes-

sages, or other always-on applications.
■ 57 percent had used their smartphone as an e-ticket or mobile boarding card.
■ 44 percent used their smartphone to scan barcodes and compare prices.

Compared to older workers (ages 55 to 64), younger workers (those 34 and under) were more likely to: 

■ Scan barcodes (48 percent, versus 30 percent);
■ Use their smartphone for an e-ticket (60 percent, versus 44 percent) and compare prices
■ Provide notifi cations (92 percent, versus 71 percent);
■ Check out (70 percent, versus 58 percent); 
■ Check in (70 percent of younger workers, versus 38 percent of older workers).

Figure 7: In the last six months have you used your smartphone to…?
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When we looked at the applications used most by tablet users, we found them to be in line with the applications that 
smartphone users reported using in previous quarters’ reports. 36 percent used their tablets most frequently to 
send and receive email, 35 percent to surf the Internet, 12 percent to read electronic books, newspapers and maga-
zines, and 7 percent to watch video content. Younger workers (those 34 and under) were more likely to use their 
tablets to surf the Internet (39 percent), versus older workers (those 55 and older) who were more likely to use their 
tablets to send and receive email (48 percent).

Figure 8: In the last six months have you used your smartphone to…?  

Figure 9: If you use a tablet or iPad, which applications do you most frequently use? (By age group.)
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Two of the three services that tablet users ranked most useful when they travel were centered on connectivity. 
Considering that 85 percent of tablet users used Wi-Fi for their connectivity, it makes sense. The top three services 
were: 

■ Accessing Wi-Fi in airports, cafes, hotels, etc. (81 percent ranked it in their top three; 47 percent ranked it fi rst, 
26 percent ranked it second, and 8 percent ranked it third); 

■ Accessing corporate applications (49 percent ranked it in their top three, 12 percent ranked it fi rst, 17 percent 
ranked it second, and 21 percent ranked it third); and 

■ Using infl ight Wi-Fi (47 percent ranked it in their top three; 26 percent ranked it fi rst, 11 percent ranked it sec-
ond, and 10 percent ranked it third). 

Section 2: Networks are expensive
Over the next year or so, we will continue to see an end of the all-you-can-eat 3G/4G buffet. For example, Verizon 
announced a $30 per month data plan for the iPhone, but this is a limited time deal. Shortly after the launch of the 
iPhone, Verizon will move to a tiered data plan. This is happening because networks are expensive to operate, and 
at the same time, available mobile networks are not delivering on consumer expectations for coverage and network 
speed. 

Overall, 87 percent of mobile workers were satisfi ed with their mobile service (which includes voice and data). But 
when it comes to data service, only 57 percent were satisfi ed with their network coverage, and just 46 percent were 
satisfi ed with their network speed. Mobile workers were more satisfi ed with voice services (73 percent were satis-
fi ed with voice coverage and 77 percent were satisfi ed with voice quality. 

RECOMMENDATIONS FOR IT: 

The mobile stack is now the new unit of computing. It is important for enterprises to focus on the real costs 

of equipping their mobile employees with all the tools they need. It will not be the devices that are expensive; 

it will be the network costs. CIOs and their IT departments need to have the ability to control what types of 

data (email, video chat/streaming, web browsing) mobile employees use, and on what type of networks. Hav-

ing as much visibility into this as possible will only prove to be an advantage for the enterprise, for their cost 

structure and compliance.

Figure 10: What about your mobile service are you satisfi ed/dissatisfi ed with? 
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Those mobile workers that reported dissatisfaction with the network coverage and speed of their mobile service 
were also less satisfi ed with voice services. Only 56 percent were satisfi ed with voice coverage and 64 percent were 
satisfi ed with voice quality. 

This lower satisfaction with data coverage and network speed has led to an increase in the use of Wi-Fi on the 
smartphone. Those that expressed dissatisfaction with their mobile operators’ network coverage also tended to use 
Wi-Fi more. 66 percent used Wi-Fi on their smartphone at least one hour per day. 

Of the broader mobile workforce respondents, 50 percent of mobile workers kept Wi-Fi on “all the time” on their 
smartphone. 27 percent turned Wi-Fi on when 3G was not available, 27 percent turned Wi-Fi on when 3G perfor-
mance was poor, and 40 percent when they traveled internationally. In terms of how much time “all the time” works 
out to be, 59 percent of mobile workers used Wi-Fi on their smartphone at least one hour per day. 

By generation, 63 percent of those aged 34 and under (62 percent of those 44 and under) used Wi-Fi at least one 
hour per day, compared to 47 percent of those ages 55 or older. And if their mobile operator/carriers increased 
charges for Internet access via their cellular data network, 71 percent of mobile workers indicated they would go on 
a data diet. 29 percent would not change their behavior, since for 24 percent of them their employer pays the bills, 
and 5 percent thought it was worth the cost.

Figure 11: In a given day, on average, how often are you actively using Wi-Fi on your smartphone?
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We were also interested in where mobile workers most frequently used Wi-Fi on their smartphones. 44 percent of 
mobile employees most frequently used Wi-Fi on their smartphones at home, 17 percent in the offi ce, 10 percent at 
an airport, and 8 percent in a hotel. 

Mobile employees were overwhelmingly cognizant of how much data they consumed in a given month on their 
smartphones. This demonstrates the rise of the mobilocracy and how increasingly mobile employees are engaged 
and responsible for their own mobility. 34 percent of survey respondents used less than 500 MB of data a month; 
while 39 percent used more than 500 MB (8 percent used more than 2 GB). Only 23 percent didn’t know how much 
they consumed in a month, and an additional 5 percent didn’t care. 

Figure 13: Where do you use Wi-Fi most frequently on your smartphone?

Figure 12: Would you use your smartphone less if your mobile operator/carrier increased charges for Internet access via its cel-
lular data network?
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Section 3: Mobilocracy and the mobile lifestyle
Much has been made of the issue of the ongoing consumerization of technology in the workplace. The blurring of 
the boundaries between personal and business devices and usage has presented IT departments with a number 
of distinct challenges. However, the phrase “consumerization” really only covers part of the new wave of mobility 
headaches which are now facing IT departments. Consumerization is just one cog in the rise of the mobilocracy — 
the new order in the enterprise where mobility (and mobile workers in particular), is often defi ning the IT strategy. 

This mobilocracy is in many respects the manifestation of a growing sense of entitlement amongst the global work-
force. This is no value judgement; it’s merely the way employees today have become accustomed to being connected 
in their personal lives, bringing this same mindset into the workplace. End users are also consumers and are be-
coming used to having access to a broader array of technology than ever before — smartphones, tablets, netbooks, 
notebooks, etc. The perspective they gain outside of the corporate world is infl uencing and informing their attitudes 
towards mobility and productivity in the workplace.

RECOMMENDATIONS FOR IT: 

■ Most employees are responsible for moderating data usage and watching data spend — 72 percent know 
how much data they consume in a month, and 70 percent would go on a data diet if cost became a consid-
eration for data coverage. IT needs to worry about users who do not see or have knowledge of their bill or 
usage each month because their employer is footing the bill.

■  On the fl ip side, IT may want to take a stronger role in providing alternate means of connecting for those 
who pay their own bills. If users stop using their personal smartphones for work because of data con-
straints, companies may lose some productivity. Even providing basic education for all employees on when 
and how to use Wi-Fi over 3G could make a big difference.

■ Take back control of the network decisions by abstracting the user from network decisions and making 
their connectivity life simple. By steering the user to Wi-Fi, 3G, and 4G networks at appropriate times and 
types of usage, IT can deliver cost controls ahead of potential 4G overage charges. 

Figure 14: How much data (via 3G or 4G network) do you use a month on your smartphone?
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Today’s mobile employees are increasingly more sophisticated in troubleshooting technical issues than a genera-
tion ago, and they expect to play a larger role in technology decisions within their companies — while still relying 
on IT for education and training. In fact, 94 percent of mobile workers indicated they would troubleshoot a problem 
themselves, while 13 percent would not contact the IT help desk at any point in the process when they had a techni-
cal problem. 

When the mobilocracy has a technical problem at work, they take the following fi ve steps: 

Process Step 1 Step 2 Step 3 Step 4 Step 5

Troubleshoot it themselves (94%) 70% 12% 7% 4% 4%

Search using a search engine (88%) 13% 41% 20% 12% 7%

Search an internal corporate online 
resource (88%)

4% 15% 22% 21% 16%

Contact the IT help desk (87%) 7% 12% 19% 20% 30%

Consult a user manual (78%) 3% 11% 21% 24% 21%

Figure 15: What is your process for resolving a technical problem at work? What do you do fi rst, what do you do last?

Along with the rise of the mobilocracy, comes the increase of the trivialization of place. Work is something people 
do, not a place they need to go to. We believe where people work will matter less and less for a number of reasons, 
from improved productivity, to decreased carbon footprint, and reduced offi ce expenditure.

This quarter, we asked where mobile workers felt most productive. The mobile workforce still felt most productive in 
the offi ce (46 percent), followed by working from home (38 percent). For female mobile workers, 43 percent felt most 
productive in the offi ce, and 43 percent felt most productive at home. Male workers responses were more in line 
with the average for the survey.

Figure 16: Where do you feel you are most productive? 
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Here is where we identifi ed a generation gap, but not what you might think. Those 35 and older felt more productive 
working outside of the offi ce (home, café, or traveling), than those 34 and under. Despite the popular perception that 
workers under 34 are the “work-anywhere generation,” the majority felt most productive working in the offi ce (53 
percent). This probably has to do with the seniority and role that the employee plays in the organization. Individual 
contributors need to be team players within an organization, relying more on in-person collaboration with peers to 
get their jobs done.

On the fl ipside, mobile workers felt least productive when they traveled or commuted. 30 percent felt least produc-
tive on an airplane and 29 percent felt least productive on public transportation. Today, airplane travel and public 
transportation are still underserved when it comes to connectivity.

Figure 17: Where do you feel you are most productive? (By age group.)
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With a hyper-connected workforce, something needs to give. At some point social boundaries will be redefi ned — 
mobile employees will develop coping strategies to deal with hyper-connectivity and the increasing demands on 
their attention. Most will fi nd ways to redefi ne their social boundaries between work and personal time.

We asked if this hyper-connected mobile workforce had started to implement digital downtime every day; a time 
during their waking hours when they purposely disconnected from technology. We found that 27 percent of mobile 
workers had implemented digital downtime every day. Female mobile workers were more likely to have instituted 
digital downtime (34 percent) followed by those in the 45 to 54 age group (30 percent). 

Figure 18: Where do you feel you are least productive? 

Figure 19:Have you instituted any “Digital Downtime” (a time during your waking hours when you purposely disconnect complete-
ly from technology) into your day? 
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iPass Q4 Mobile Usage Data
Mobile usage numbers for the fourth quarter of 2010 remained steady. The iPass Mobile Workforce Report looked at 
data for home users, business travelers, popular venues, and most popular airports. 

Home users

iPass mobile usage data collected from October 1 through December 31 of 2010 indicated that 18 percent of mo-
bile employees logged in from home at least two to fi ve times per month, six percent logged in fi ve to 10 times per 
month; and 14 percent logged in more than 10 times per month.

Business travelers

Business travel grew slightly during the fourth quarter, with 12.1 percent on the road six or more days, compared 
to 11.5 percent in Q3 of 2010, 11.9 percent in Q1 and Q2 of 2010, and 10.1 percent in Q4 of 2009. We continue to see 
some economic recovery in the business travel segment; this is most evident when you compare year over year 
results. 

RECOMMENDATIONS FOR IT: 

■ The rise of the mobilocracy presents an opportunity for IT departments to engage employees with their 
own IT support and become a strong resource by providing training, educational materials, and delivering 
online tools, so that employees can troubleshoot issues themselves. The survey shows this is what mobile 
workers prefer to do anyway.

■ IT managers have an opportunity to improve the productivity of their mobile employees, by making it 
easier for employees to access corporate services from any location with consistent login and screens. IT 
should also reduce the barrier to connect, requiring little intervention from employees to get connected, 
but at the same time automating virus and security protections.

Figure 20: Average number of times mobile workers logged in from home per month during the fourth quarter of 2009, and 
all four quarters of 2010. (Results are based on 470K users and 5.8M user sessions.)
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Venues

Across the board, connectivity sessions at venues remained consistent between Q4 and Q3. Hotels continued to be 
the most popular place to log in when on the road, followed by airports and retail. However, we continue to see a 
decline in the amount of time that mobile employees connected at convention centers. This could be due to a gen-
eral trend away from physical conference and more events happening on-line. Mobile employees are taking less 
time to travel and more time to connect virtually. We will continue to monitor this trend. Of note, infl ight Wi-Fi has 
surpassed convention centers in popularity for mobile employees.

Q4 2010 

Sessions 

per 100 

workers

Average 

Session 

Length 

(minutes) % Total

Q3

2010

Aver-

age

Q2

2010

Aver-

age

Q1

2010

Aver-

age

Q4

2009

Aver-

age

Hotel 257 86 37.5% 254 86 285 88 287 91 244 92

Airport 198 33 28.9 % 187 33 191 33 188 34 156 33

Retail 172 48 25.2% 182 51 159 49 138 52 97 56

Restaurant 47 42 6.8% 55 42 63 44 65 45 58 46

Infl ight Wi-Fi 3 N/A 0.6% 2 N/A 1 N/A N/A N/A N/A N/A

Convention Center 2 53 0.3% 3 86 4 124 4 132 3 107

Other 9 40 1.4% 7 40 8 38 8 40 14 52

Figure 22: Locations and length of time for employee logins. (Results based on 250K users and 1.9M user sessions.)

Figure 21: Number of days mobile workers who traveled were on the road in the fourth quarter of 2009, and all four quarters 
of 2010. (Results are based on 250K users and 1.3M user sessions.) 
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Airports

O’Hare continued to rank in the top spot on the list of airports. Munich Airport rose from the sixth position to the fi fth 
position.

Q4 10 Top 20 Airports Worldwide

Q4 2010 
Sessions per 
100 Workers

Average 
Session 
Length 

(minutes)
% 

Total

Q3 10
Top

Airports

Q2 10
Top

Airports 

Q1 10
Top

Airports 

Q4 09
Top

Airports

1) O’Hare (Chicago) 12.7 31.9 6.8% 1 1 5 1

2) Frankfurt 10.9 45.4 5.8% 2 2 1 2

3) Charles de Gaulle (Paris) 8.8 28 4.7% 3 3 2 3

4) Schiphol (Amsterdam) 7.3 28.9 3.9% 4 6 6 7

5) Munich 7 29.5 3.7% 6 7 8 10

6) London Heathrow 6.4 38.6 3.4% NR5 17 3 9

7) Zurich 6 30.8 3.2% 10 10 11 11

8) Dallas-Fort Worth  5.8 29.3 3.1% 5 4 4 4

9) Hartsfi eld (Atlanta) 5.5 40.2 2.9% 9 8 10 8

10) Minneapolis-St. Paul 5.2 27 2.8% 8 9 9 5

11) Brussels 3.6 31.3 1.9% 11 12 13 12

12) Detroit Metro 3.4 32.8 1.8% 15 19 12 14

13) San Francisco  3.3 36 1.8% 7 5 7 6

14) Los Angeles 3.1 34 1.7% 13 11 14 13

15) Newark 3 32.3 1.6% 14 13 18 16

16) Stockholm 2.8 25.8 1.5% 23 22 17 17

17) Denver 2.3 34 1.3% 12 15 25 25

18) Madrid 2.3 36.6 1.2% 17 14 16 21

19) Geneva 2.3 37.9 1.2% 18 20 20 19

20) Tokyo Narita Chiba 2.2 26 1.2% 16 16 19 18

Figure 22: Number and percentage of employee logins by airport. 
(Results are based on 250K users and nearly 500K user sessions.)

5.  Not reported. No data for Wi-Fi usage at Heathrow airport in Q3 2010

Conclusion
With the rise of the mobilocracy, comes a new mantra of entitlement — this is no value judgement; it’s just the way 
it is. Mobile employees believe in the right to connect whenever they want, wherever they need, and with the device 
of their choosing. They are disappointed when data coverage or network speed is subpar. 

The most obvious issue that arises from this sense of entitlement is the cost of mobile workers taking connectiv-
ity into their own hands. Left unchecked, a mobile worker may well fl aunt company policy and pay for exorbitantly 
priced Wi-Fi subscriptions or run up a signifi cant roaming charge while using 3G on the road. 

Not only are these costs often signifi cant, they are also very hard to account for. Instead of falling within the IT bud-
get, mobility costs are often hidden within expense claims — the mobility ‘black budget.’ Not only does this make it 
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incredibly diffi cult for enterprises to understand their mobility costs, it also means they have very little insight into 
mobile working patterns and how they can best support their users going forwards. They will fall into the trap of 
expensive solutions for problems that are not well understood.

The demands of the new generation of mobile workers and their sense of entitlement where choice is concerned 
are having a signifi cant impact on mobility. Despite the challenges this poses, proactive organizations should view 
this as an opportunity to build a better mobility infrastructure to support workers more fl exibly. If the mobilocracy is 
altering business’ connectivity policies, it is important the IT staff recognize the psyche of their employees in order to 
generate the best remote working operability. 

The new standard of computing will become a trinity of devices in the next several years. The mobile devices are 
themselves cheap; it’s the monthly network costs that are expensive. Having better visibility and control into mobility 
gives companies the ability to contain both costs and security issues. Mobility is increasingly shaping the IT land-
scape and companies that develop a holistic mobility strategy that maximizes the use of the best and most cost-
effective networks will be able to control and cater to the rising mobilocracy in the workforce. 

SUMMARY OF RECOMMENDATIONS FOR IT: 

■ The mobile stack is now the new unit of computing. It is important for enterprises to focus on the real 
costs of equipping their mobile employees with all the tools they need. It will not be the devices that are 
expensive; it will be the network costs. CIOs and their IT departments need to have the ability to control 
what types of data (email, video chat/streaming, web browsing) mobile employees use, and on what types 
of networks. Having as much visibility into this as possible will only prove to be an advantage for the enter-
prise, for their cost structure and compliance.

■ Most employees are responsible for moderating data usage and watching data spend.
■ 72 percent know how much data they consume in a month, and 70 percent would go on a data diet if cost 

became a consideration for data coverage. IT needs to worry about the segment of users who do not see 
or have knowledge of their bill or usage each month because their employers are footing the bill. 

■ On the fl ip side, IT may want to take a more active role in providing alternate means of connecting for 
those who pay their own bills. If users stop using their personal smartphones for work because of data 
constraints, companies may lose some productivity. Even providing basic education for all employees on 
when and how to use Wi-Fi instead of 3G could make a big difference.

■ IT needs to take back control of the network by abstracting the user from network decisions and making 
their connectivity life simple. By steering the user to Wi-Fi, 3G, and 4G networks at appropriate times and 
types of usage, IT can deliver cost controls ahead of potential 4G overage charges. The rise of the mobi-
locracy presents an opportunity for IT departments to engage employees with their own IT support and 
become a strong resource by providing training, educational materials, and delivering online tools, so that 
employees can troubleshoot issues themselves. The survey shows this is what mobile workers prefer to do 
anyway.

■ IT managers have an opportunity to improve the productivity of their mobile employees by making it easier 
to access corporate services from any location with consistent login and screens. IT should also reduce 
the barrier to connect, requiring little intervention from employees to get connected, but at the same time, 
automating all virus and security protections.
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