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Executive Summary
The lights are on, but not everybody’s home. Or at the 
offi ce for that matter. The mobile workforce is now 
working 24x7. But they aren’t just working from their 
cubicles and living rooms—they are holed up in coffee 
shops and many other public venues, or out working in 
a park, getting some badly needed fresh air. Regardless 
of location, they are now connected and productive 
around the clock. 

This quarter’s iPass Mobile Workforce Report examines 
the trend of workshifting—the ability to work when 
and where we want to. This trend is forever changing 
the way we work, when we work, and where we work. 
The good news is that the effects are mostly positive. 
Not only are these individuals more productive and 
effi cient, they are fi nally starting to get a handle on their 
work/life boundaries, giving their families and friends 
some badly needed attention. And all of this is thanks 
to rapidly evolving technology and the second wave of 
Wi-Fi. 

This quarter’s study revealed some interesting 
statistics. Highlights include:

❷ 68 percent of mobile workers occasionally 
disconnected completely from technology, up from 
just 47 percent last year

❷ 75 percent worked more hours because of the 
increased fl exibility in when and where they could 
work

❷ 55 percent worked at least 10 or more hours each 
week

❷ 64 percent felt they were better able to balance their 
work load with personal commitments

❷ 51 percent were more relaxed as a result of this 
improved balance

❷ 54 percent felt their productivity was substantially 
improved 

Workshifting has now become the expectation of 
nearly all business employees. Although 95 percent 
stated their employers encouraged or tolerated 
workshifting—40 percent would like to have an even 
more fl exible work environment. And if they aren’t 
getting enough fl exibility at work, 33 percent would 

seek employment elsewhere, 57 percent would be 
less satisfi ed with their job, and 45 percent would 
feel less productive. Enterprises should note—if they 
don’t provide the fl exibility today’s mobile employees 
feel entitled to—their employees will seek out those 
companies who do allow them the freedom to work 
when and where they choose.

Introduction
Welcome to the 24-hour workshift! The on-demand 
mobile workforce is now at your service—24 hours 
per day, 7 days per week, everywhere you go. Even 
on vacation, they are checking into work on a regular 
basis. 

As mobile workers, we now work before our commutes, 
during our commutes, and through our lunch breaks. 
And when we fi nally get home, we continue to work. 
Some of us are even sacrifi cing a good night’s sleep 
to catch up with email or fi nish projects. In fact, the 
fl exibility of our current work environments is enabling 
us to work 10 more hours per week on average than our 
offi ce-bound colleagues. 

And what is the cost of all of this connectivity? 
According to the mobile workers who responded to this 
quarter’s survey, they felt more effi cient and productive 
because of their fl exible work schedules—what we 
are calling “workshifting.” And personally, they felt 
much more relaxed and better able to balance their 
work responsibilities with their personal lives, in spite 
of the additional work hours. Perhaps it is a result of 
feeling more “in control” of their work and personal 
responsibilities? 

We have now seen the pendulum start to swing back to 
the center on disconnecting. In last year’s survey, we 
asked respondents if they ever completely disconnected 
from technology. Only 47 percent ever did. This quarter, 
however, that number increased to 68 percent. The top 
reason given for disconnecting was to spend more time 
with their families. It appears that the mobile workforce 
is fi nally getting a better grip on their work/life balance. 
The ability to work when and where we want to is not 
only creating more productive employees, but happier 
ones as well.

The iPass Global Mobile Workforce Report 
UNDERSTANDING ENTERPRISE MOBILITY TRENDS AND MOBILE USAGE
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Survey Methodology
This quarter’s iPass Mobile Workforce Report is based on information obtained from more than 3,100 responses to 
an iPass survey of mobile workers at over 1,100 enterprises worldwide. The survey respondents were asked a set 
of questions about their productivity, effi ciency, work habits, and other related experiences. The survey also took 
a quick look at smartphone usage and tablet trends, and the respondents’ projected purchases over the next six 
months.

This survey was conducted between July 1 and July 15, 2011, and represented employees across multiple age 
groups and geographies. 44 percent of respondents were from North America, 39 percent from Europe, and 12 
percent from the Asia/Pacifi c region.

Figure 1: Location breakdown of iPass survey respondents.

67 percent of respondents were between the ages of 35 and 54. This corresponds to recent iPass fi ndings that the 
median age of a mobile worker today is approximately 46 years old.

Figure 2: Age breakdown of iPass survey respondents.

iPass Mobile Employee Defi nition: Any worker using any mobile device (including laptop, netbook, smartphone, 
cellphone, or tablet) who accesses networks (other than the corporate LAN or WLAN) for work purposes. 
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The Always-On Workforce
The emergence of the 24-hour workshift

Last quarter we declared the end of downtime, as 91 percent of mobile workers admitted they checked their 
smartphones during their otherwise unoccupied moments of the day. This quarter we asked specifi cally when these 
mobile workers were doing their work. Not only were they checking their email fi rst thing in the morning, 38 percent 
worked before their commute, 25 percent worked during their commute, and 22 percent worked again on the way 
home—each and every day. 

And they didn’t stop when they got home either. For many, work is a never-ending cycle; 37 percent work each 
evening —33 percent work again when they arrived home, 26 percent after dinner, and 19 percent said they work 
again after they put their children to bed at night. And it didn’t stop at bedtime. 49 percent said they would work 
in the middle of the night when they were unable to sleep, at least on an occasional basis. The largest percentage 
recorded was in the category “work before my commute to the offi ce,” with 62 percent responding that they did so at 
least 1-2 times per week. The early bird apparently does get the worm.

Daily 3-4 times 
per week

1-2 times 
per week

Occasionally Never

Before my commute to the offi ce 38.3% 8.8% 14.5% 23.9% 10.4%

During my commute to work 24.7% 7.0% 10.2% 25.0% 26.8%

During my lunch hour 36.6% 16.7% 12.9% 22.4% 7.5%

During my commute home 21.6% 6.5% 11.7% 26.0% 27.2%

After my commute home 32.6% 16.8% 15.6% 25.0% 4.8%

After dinner, before bed 26.0% 15.6% 16.7% 30.0% 7.6%

After my child/children go to sleep 18.8% 11.1% 10.6% 22.7% 22.8%

In the middle of the night/ when I can’t sleep 8.3% 2.2% 5.8% 32.9% 43.1%

When I am waiting for something (doctor’s 
offi ce, errand, waiting for a child, etc.)

18.3% 6.8% 9.6% 48.1% 12.4%

 Figure 3: Do you work during any of these times of day? If so how often? (Select all that apply.) 

And forget about the lunch break! 37 percent of survey respondents worked during lunch every day, 66 percent at 
least once or twice per week. Not surprisingly, workers in North America were the most likely to work through their 
lunch hours. 45 percent of mobile workers in North America connected to technology during lunch every day. This 
trend was slightly lower in other geographies. Just a third (33 percent) in Europe worked during lunch every day and 
31 percent of those in Asia Pacifi c. Perhaps the North Americans could learn from the Europeans and those workers 
in Asia Pacifi c who have long understood the value of taking time out during the day to enjoy the art of eating. 

Social norms might have an impact on the use of mobile devices (other than smartphones) for work while waiting for 
something. Americans think nothing of typing away on a laptop while in a doctor’s waiting room, but in Europe and 
the Asia Pacifi c region, that public place is usually reserved for reading or talking quietly. 23 percent of responding 
North Americans said that they worked in these locations on a daily basis, while only 18 percent in Asia Pacifi c and 
14 percent in Europe.
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Asia Pacifi c Europe North America

Before my commute to the offi ce

Daily 37.1% 35.0% 44.3%

3-4 times per week 9.1% 9.0% 9.6%

1-2 times per week 15.6% 16.2% 13.7%

Occasionally 27.1% 27.9% 21.8%

Never 11.2% 12.0% 10.6%

During my commute to work

Daily 26.7% 28.2% 23.3%

3-4 times per week 7.0% 8.2% 6.7%

1-2 times per week 11.4% 10.1% 11.1%

Occasionally 31.7% 25.6% 26.5%

Never 23.2% 27.9% 32.4%

During my lunch hour

Daily 31.2% 32.9% 45.2%

3-4 times per week 13.0% 15.7% 20.1%

1-2 times per week 15.3% 14.8% 11.7%

Occasionally 30.6% 25.6% 19.0%

Never 9.9% 12.0% 3.9%

During my commute home

Daily 18.8% 23.8% 23.1%

3-4 times per week 6.6% 8.6% 5.5%

1-2 times per week 11.3% 13.0% 12.3%

Occasionally 37.3% 26.9% 26.1%

Never 26.0% 27.7% 33.0%

After my commute home

Daily 32.1% 30.3% 38.0%

3-4 times per week 17.6% 18.4% 16.6%

1-2 times per week 17.1% 18.4% 14.8%

Occasionally 29.1% 27.4% 25.5%

Never 4.1% 5.5% 5.1%

After dinner, before bed

Daily 26.3% 22.6% 30.4%

3-4 times per week 18.8% 15.7% 16.3%

1-2 times per week 16.5% 18.3% 16.7%

Occasionally 31.2% 34.4% 29.5%

Never 7.2% 9.0% 7.1%
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After my child/children go to sleep

Daily 21.1% 19.6% 23.3%

3-4 times per week 14.3% 13.0% 12.7%

1-2 times per week 10.9% 11.5% 12.1%

Occasionally 26.1% 28.3% 25.4%

Never 27.6% 27.7% 26.5%

In the middle of the night/ when I can’t sleep

Daily 10.1% 6.6% 10.2%

3-4 times per week 3.3% 2.3% 2.3%

1-2 times per week 9.5% 4.6% 6.3%

Occasionally 36.8% 30.5% 39.0%

Never 40.4% 56.0% 42.2%

When I am waiting for something (doctor’s offi ce, errand, waiting for a child, etc.)

Daily 18.3% 13.6% 22.7%

3-4 times per week 5.8% 6.1% 7.8%

1-2 times per week 13.3% 9.2% 9.7%

Occasionally 44.6% 51.0% 49.0%

Never 18.0% 13.8% 10.8%

Figure 4: Do you work during any of these times of day? If so how often? (Select all that apply.)

The trivialization of place

Mobile workers are not only shifting their work periods to different times of day, they are also working from a variety 
of different locations. The most common place outside the offi ce is the homes, with 47 percent working from home 
daily and 99 percent at least occasionally. But these mobile workers do get out from time to time. 88 percent worked 
from the road; 84 percent from a coffee shop, restaurant or bar; and 77 percent worked outside using a city-mesh 
Wi-Fi at least on an occasional basis. 

It is interesting to note that 72 percent of the 3,100 respondents said that they used a mobile device on a daily basis 
within the offi ce. Whether it’s in the cafeteria, in a conference room waiting for a meeting to begin, or even texting 
while walking between buildings, the days of the worker tethered to a desk in a cubicle or an offi ce are long behind us.

Daily 3-4 times 
per week

1-2 times 
per week

Occasionally Never

Coffee shop, restaurant or bar 5.7% 5.0% 14.4% 54.7% 16.1%

Home 46.5% 19.6% 17.2% 14.4% 1.0%

The road (auto, bus, train or airplane) 15.4% 8.2% 15.6% 44.9% 11.8%

The offi ce 71.6% 10.3% 5.8% 7.3% 2.8%

Outside (using a city-mesh Wi-Fi) 8.5% 6.3% 11.1% 47.4% 22.6%

Figure 5: Do you work from any of these locations? If so, how often? (Select all that apply.)

But how is this workshifting trend affecting mobile workers? We found that they are thriving. They value their 
freedom and put in more hours on the job. This quarter’s survey revealed that 75 percent worked more hours 
because of the increased fl exibility in when and where they could work. More than half (55 percent) were working at 
least 10 or more additional hours each week. But some were working signifi cantly longer. 12 percent were working 
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20 or more additional hours each week as a result of the freedom to choose when and where to work. Clearly, 
the fl exibility brought about from workshifting can be a very good practice—for employees as well for as for their 
enterprises.

Figure 6: If you have a fl exible work schedule, do you fi nd yourself working more or less because of your schedule?

In addition to working more hours, these mobile workers also felt more productive when their schedules were 
fl exible. 54 percent said that their productivity was substantially improved and an additional 24 percent stated 
they were marginally more productive. Only 3 percent felt that the additional fl exibility in work times and locations 
decreased their productivity.

Figure 7: Does fl exibility in where and when you work affect your productivity?

Not only did workers feel more productive, their effi ciency improved as well. 78 percent believed they worked 
more effi ciently if they could choose the time and locations for work. It is amazing how much can be accomplished 
without the continual interruptions and frequent meetings that plague us when we are working in a traditional offi ce 
environment.
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These statistics indicate that to maximize productivity, workers naturally seek out comfortable and non-distracting 
environments. When working in these places, time often seems to fl y, and there is great satisfaction in getting a lot 
done.

Figure 8: Does fl exibility in where and when you work affect your effi ciency? 

The pursuit of happiness and fi nding better balance

Workshifting provides signifi cant benefi ts to the employers as well as employees. Not only could a company’s 
profi tability increase with more productive and effi cient workers, it also improves the work/life balance for the 
majority of mobile employees. 64 percent of respondents felt they were better able to balance their work load 
with personal commitments, and not surprisingly, more than half (51 percent) felt more relaxed as a result of this 
improved balance. And it’s a proven fact1 —happy employees create successful companies.

Figure 9: Does fl exibility in where and when you work impact your work/life balance?

1. Nic Marks’ “The Happiness Manifesto” or Martin Seligman’s new book “Flourish”
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Figure 10: Does fl exibility in where and when you work reduce or increase your stress?

Too much of a good thing?

So mobile work, and specifi cally workshifting, makes for a more productive workforce. But can you ever have too 
much of a good thing? Today’s mobile workers don’t think so. Even with 95 percent of employees stating that their 
employers currently either encouraged or tolerated workshifting—40 percent would like to have an even more 
fl exible work environment.

But can you ever reach “too much fl exibility”? Loosening up the work environment should be done in manageable 
steps, where the results can be accurately monitored and measured. Am I getting more out of my employees after 
that change? Can I see a positive impact on employee morale and productivity? If the answer is yes to any of these 
questions, you are headed in the right direction.

Figure 11: Does your management support fl exibility in where and when you work? 
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Figure 12: Would you like more or less fl exibility in your current work situation? 

Flexibility is no longer a perk, it’s a requirement

Today’s mobile workers place a high value on their fl exibility. According to this quarter’s survey results, if mobile 
employees aren’t getting enough fl exibility at work, 33 percent would seek employment elsewhere, 57 percent would 
be less satisfi ed with their job, and 45 percent would feel less productive. 

Employee turnover is a signifi cant expense for any company. The cost to rehire a third of your workforce would 
clearly cause most companies to fail. This is an important fi nding that enterprises should consider when making 
their strategic mobility decisions going forward. Because perceptions are often as important as fact, companies 
should take care to move forward in these areas, and should not reduce or take away policies that speak to work 
fl exibility. There are many fi rms that could use this against you in their recruiting practices. 

Figure 13: If your management did not support fl exibility in where and when you work, would it…? (Select all that apply.)
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Recommendations for IT

❷ Consider a volume discount on employee access to hotspots at nearby coffee shops and 
restaurants, or other places they are roaming. Your employees will appreciate the effort, and 
perhaps will get in a bit of work while saving you money.

❷ If they are going to work remotely, make it safe for them. Workers who are connected while 
working might be driving a car, an unsafe practice without the proper equipment. Buy them a 
hands-free smartphone kit, and issue a safety manual on proper practices while commuting.

❷ Safety should also work its way into usage policies. Create a usage policy (that all employees must 
sign) that allows them to use a mobile device for work purposes, and covers data security and 
physical security.

❷ Planes, commuter trains,  waiting rooms and terminals are the most likely place for mobile device 
and data theft. Remind employees of this possibility, and provide them with laptop-tethers and 
other security devices.

❷ Workshifting makes employees more productive, effi cient, and relaxed with a better work/life 
balance. Organizations should use this as guidance for setting up a productive work environment 
in the offi ce. Cubicles and even individual offi ces often have too much distraction to enable peak 
effi ciency. Consider adding “plugged-in lounges”—a quiet, dimmed-light room with several small 
work desks and comfortable chairs, where employees can go to write an important report or 
complete their overdue expense reports without the distraction of the phone or the practical jokes 
of people gathered around the water cooler. Thousands of colleges can’t be wrong—nearly every 
such institution fi nds these lounges full of students studying and writing away from the noise of 
their everyday routines.

❷ Share these statistics with both the HR department and upper management. Certainly many are 
already aware (at least on a generalized basis) of these important fi ndings, but they will come as 
a wake-up call to others. An IT “mobility advisor” can help them understand the cost saving and 
productivity gains associated with a mobility strategy that addresses workshifting. You can play a 
big part in crafting policies and changes that make everyone more productive and happier in their 
work.

❷ Our fi ndings were the result of polling over 1,100 companies. Because your institution is likely to 
have many points of uniqueness, you should consider polling your own employees with a similar 
questionnaire on an annual basis, to craft mobility strategies that have the most impact.

❷ Many enterprises fear that if you give employees too much fl exibility, it will be abused. The data 
shows that employees who take advantage of fl exibility are more productive, but the organization 
has the right to set guidelines around the best usage of personally liable and IT liable devices when 
used for work-related purposes. Enterprises also have the right to monitor and track usage against 
those guidelines. This may help some within the organization to be more comfortable with pushing 
access outward.
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To Connect or Disconnect?

Never out of touch

Hyperconnectivity—the impulse to always be connected—captured a large number of headlines this year. The 
statistics are staggering. Cisco2  reported in July of 2011 that the number of devices connected to the Internet 
exceeded the number of people populating the entire planet in 2008. Cisco also predicted that by the end of 2011, 
just 20 typical households will generate more Internet traffi c than the entire Internet did in 2008. Downloads are 
signifi cantly larger, the sites are visited much more frequently, and social media has become ubiquitous. It comes as 
no big surprise that as a society, we are spending an increasingly large part of our time connected to technology.

But is the amount of time that the mobile worker is connected only going to increase? In the 2010 iPass Mobile 
Workforce Report Year End Review, we predicted that the pendulum would swing back closer to the center—that 
mobile employees would fi nd a better work/life balance. At this point in time, mobile workers are more connected, 
but they are increasingly fi nding pockets of time to disconnect in order to maintain balance. When we asked 
employees this quarter if they ever disconnected from technology during their waking hours—more than two thirds 
(68 percent) did, compared to just 47 percent in 2010. 

2011 iPass Survey results 2010 iPass Survey Results

Yes 67.5% 46.5%

No 32.5% 53.5%

Figure 14: Do you ever completely disconnect from technology during your waking hours?

This quarter’s mobile workers were disconnecting and fi nding balance for a variety of reasons. 48 percent 
disconnected to spend more time with families; 47 percent during theater, stage, or other performances; and 
35 percent during dinners at home. They also disconnected when their connectivity options were both limited or 
unavailable—39 percent during air travel, and 36 percent while in a connectivity dead zone.

For most of these disconnected times, it would be diffi cult or even impossible to use a mobile device. Airplanes 
have traditionally been considered a great place to work. As otherwise non-productive time, employees have always 
worked during air fl ights, all the way back to the pen and pad of paper days. But with the growing availability of 
Infl ight Wi-Fi, we expect the number of workers disconnecting during air travel to drop signifi cantly in future 
surveys. In fact, year over year, we’ve seen Infl ight Wi-Fi users grow from 40 percent of respondents in 2010—to 53 
percent in 2011. 

Although two of the top fi ve reasons for disconnecting were more opportunistic than directed, it is still an incredible 
sign that mobile workers are fi nally fi guring out how to workshift effectively, set more boundaries, and as a result, 
improve their productivity and happiness.

2. Cisco Internet Business Solutions Group IBSG: http://www.facebook.com/go.cisco.ibsg
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Figure 15: If you ever completely disconnect from technology during waking hours, where, when, and why? 

Redefi ning the “holiday”

In Sweden during July, the country is fi nally blessed with good weather and pretty much everyone takes the entire 
month off. For many other Europeans, it’s often August, or “lie on the beach in Greece month”. And don’t even try to 
conduct business during Golden Week in Japan. They are all on holiday, and if you haven’t previously booked hotels 
throughout your stay (and gotten written confi rmation), you might end up sleeping in a temple—or worse, on bus 
stop bench. 

In Norway, everyone goes on holiday during Easter week, including some small hotels whose management may 
have forgotten that you previously booked a room. Don’t bother trying to plan any meetings. Chances are no one will 
turn up, but even if they do, they might invite you skiing instead. In England it is not exactly a holiday, but when the 
national soccer team is playing in a World Cup match, good luck to anyone trying to conduct business. It’s a good bet 
they’ll all be watching the game. 

But even though these workers aren’t physically in their offi ces during holidays, an impressive 97 percent still stay 
connected to technology (up from 93 percent in 2010) while on vacation. 
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Figure 16: Do you usually connect to technology (such as smartphones, tablets, PCs) during vacation?

And connecting isn’t just for staying in touch with their friends and family, or connecting for other personal reasons. Of the 97 
percent of workers that did connect while on vacation, nearly all (94 percent) did so at least partly for work.

Figure 17: Do you connect to technology when on vacation for work or personal reasons?

Long gone are the days when “away from the offi ce” meant you completely disconnected from your boss and co-
workers. More than 69 percent of mobile workers checked into work at least daily, while 93 percent checked in at 
least weekly. But some mobile workers can hardly call their time away from the offi ce “vacation.” 41 percent of 
these workers still checked in multiple times per day. 52 percent connected to make sure they didn’t fall behind on 
work, weren’t overwhelmed upon return to work, or to ensure completion of a work project.
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Figure 18: If you stay connected to technology for work when you are on vacation, how often do you connect?

Although their motivations to connect were mainly for work, personal connectivity did play a signifi cant role as 
well. 54 percent connected to make sure they kept abreast with what was happening in the rest of the world, and 45 
percent connected to send personal emails and provide status updates on social sites, including Facebook and the 
Tumblr blog posting platform.

Figure 19: Why do you connect to technology during vacation? (Check all that apply.) 

The rise of workshifting

Although vacations were one of the largest personal confl icts with work that mobile employees faced, we were also 
curious about what happened when mobile employees had an important personal event that interfered with their 
regular work schedule. The vast majority workshifted—56 percent did their work later that night and 11 percent 
pushed it to the next day. Only 23 percent dropped items off their plate entirely or reprioritized their tasks, and just 9 
percent stayed at work to get the job done.
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Figure 20: When you have a confl ict between your workload and an important personal engagement or commitment, in most 
instances you…

The work / life conundrum

When work could not be avoided, mobile workers found themselves working in some strange places and during 
a variety of events. 51 percent had done offi ce work during a personal appointment or other commitment, and 28 
percent at a sporting event or in a restaurant during a dinner date. 

And is it nature or nurture? It is interesting to note that many individuals found themselves nurturing their work 
ethic while out in nature. 37 percent worked while at a park and 15 percent while on a hiking trail. 

Figure 21: Have you ever had to do your offi ce work at any of the following venues or events? (Select all that apply)
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Roam where you want to…

Wi-Fi is still an important source of connectivity for mobile workers. 34 percent of today’s mobile workers would be 
willing to pay for either a worldwide or regional Wi-Fi plan, and an additional 26 percent would pay a per-use fee as 
part of their existing mobile plan. 24 percent expected Wi-Fi to be free from their carrier, and only 17 percent would 
either not pay for a Wi-Fi plan in any case, or didn’t use the service. 

Figure 22: Would you pay for a worldwide Wi-Fi plan from your mobile network operator/carrier?

Excessive roaming charges remained a signifi cant issue for 43 percent of mobile employees. The actual number 
of employees racking up large roaming bills is probably higher than that number, since 13 percent of respondents 
weren’t aware of their usage. These workers didn’t know if they had ever received an excessive roaming bill or not. 
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Figure 23: Have you ever had a data roaming bill that you thought was too expensive?

80 percent of mobile employees had received a roaming bill in the last year. And for 5 percent, the total had exceeded 
a whopping $1,000. The most startling result was that over a fi fth (22 percent) of all respondents did not know what 
their roaming charges were since their employers paid their bills. Companies that pay the connectivity bills need to 
convey this information back to the employees, so they can chose more cost-effective ways to connect.

Figure 24: What was the most you ever paid for data roaming on a single monthly bill?
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Recommendations for IT: 

❷ Even if you are paying the connectivity bills for your mobile workers, send monthly mobility reports to 
each employee and their manager so they will be aware of their usage. 

❷ Make information on the costs of different connectivity options readily available to all employees. Many 
do not know the most cost-effective way to connect and are incurring huge, unnecessary roaming 
charges for the enterprise.

❷ Defi ne what roaming is in the usage policies. Make it very clear to employees under what situations 
they will incur roaming charges (including going across international borders). You should also provide 
roaming reference tips. For example, employees may know to not make a phone call in a roaming zone, 
but may forget to turn off data roaming while traveling so just checking their email becomes expensive.

❷ Large companies can have some sway in how their billing is handled. Discussing very specifi c 
companywide plans directly with the senior management of mobile carriers can eliminate these large-
bill anomalies.

❷ To make workshifting employees productive outside the offi ce, consider a Wi-Fi roaming solution to 
ensure employees are connected virtually everywhere they go.
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Device and Connectivity Trends
Who is paying the bill for the business smartphone? 

Of the 91 percent of survey respondents that had smartphones, 83 percent would defi ne them as “business 
smartphones”. For 59 percent, their employers paid their entire business smartphone bill. An additional 11 percent 
received partial reimbursements from their employers for their business smartphone usage. 

Figure 25: Who pays for your business smartphone service plan?

A key part of workshifting is being able to integrate work and life on these mobile devices. The majority of mobile 
employees (76 percent) used their smartphone for some work and some personal—38 percent mostly for work, 29 
percent equal work and personal, and 8 percent mostly personal. But only 3 percent used their devices exclusively 
for personal reasons.

Figure 26: How do you use your smartphone



What’s hot, and what’s not

This quarter, we saw tablet adoption continue to grow from 34 percent of mobile workers in May of 2011, to 41 
percent today. It came as no surprise that the iPad 2 is grabbing all of the attention and marketshare in the tablet 
arena. 54 percent of respondents either already had or were considering the purchase of an iPad 2 within the next 
six months. All other tablet device vendors (Blackberry, Motorola, Samsung, HP, Dell, and several others) were 
fi ghting furiously for the remaining 18 percent of the market. As you can see in the following graph, it’s an uphill 
battle. It will take some amazing new device functionality and aggressive marketing to grab the attention of the loyal 
iPad devotees. But the number-one law of leadership from the 22 Immutable Laws of Marketing  still stands—it is 
always better to be fi rst than to be better.

Figure 27: Do you currently have or intend to receive or purchase any of the following tablets in the next six months?

Tablets are now being used for a combination of work and personal reasons. 83 percent used their tablets for work 
at least some of the time and over half (53 percent) used them for work at least half of the time. But even though 
these tablets are being used for work—let’s face it, they are a lot of fun and a great way to connect with friends. 
Today’s mobile workers agree. Only 4 percent used their tablets exclusively for work.

Figure 28: Do you view your tablet device as primarily a work or a personal device?
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Recommendations for IT

❷  Consider adding tablets to your list of approved devices. Although the devices fi rst gained popularity in 
the personal use market, they are now important productivity tools for business use as well. 

❷ Make sure you pre-load the tablets with all necessary data security and productivity apps before issuance. 
The IT department can conduct these downloads much more effi ciently than most employees.

Conclusion
Today’s mobile workers are thriving. They are fi nally fi guring out how to workshift effectively, set more boundaries, 
and improve their productivity and happiness.

Mobile connectivity is now a major part of how the world works. But with workshifting, we are now achieving some 
long overdue work/life balance. Workers that can choose when, where, and how they work are more effi cient, more 
productive, and less stressed than their offi ce-bound colleagues. They are able to perform their work in all types of 
places and situations—both indoors and out, at sporting and social events, and during their evenings out. It’s not 
just the home, offi ce, or commute time that has workers connected any more.

But there is a small downside to all of this new fl exibility. Workshifting is no longer being viewed as a perk reserved 
for the traditionally mobile workforce—those in outside sales positions, service reps, and others who must travel to 
different locations to get their jobs done. Workshifting has now become a part of the expectation of nearly all white 
collar employees. And if these workers don’t get the freedom they feel they are entitled to—they will seek out those 
companies who do allow them the freedom to work when, where, and how they choose. 

So what is the bottom line? If your enterprise can successfully embrace workshifting, your employees will reward 
you many times over with deeper loyalty, improved productivity, and let’s not forget—greater profi tability. 
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Summary of Recommendations for IT
■ Consider a volume discount on employee access to hotspots at nearby coffee shops and restaurants, or other places 

they are roaming. Your employees will appreciate the effort, and perhaps will get in a bit of work while saving you 
money.

■ If they are going to work remotely, make it safe for them. Workers who are connected while working might be driving 
a car, an unsafe practice without the proper equipment. Buy them a hands-free smartphone kit, and issue a safety 
manual on proper practices while commuting.

■ Safety should also work its way into usage policies. Create a usage policy (that all employees must sign) that allows 
them to use a mobile device for work purposes, and covers data security and physical security.

■ Planes, commuter trains, and waiting rooms/terminals are the most likely place for mobile device and data theft. 
Remind employees of this possibility, and provide them with laptop-tethers and other security devices.

■ Workshifting makes employees more productive, effi cient, and relaxed with a better work/life balance. Organizations 
should use this as guidance for setting up a productive work environment in the offi ce. Cubicles and even individual 
offi ces often have too much distraction to enable peak effi ciency. Consider adding “plugged-in lounges”—a quiet, 
dimmed-light room with several small work desks and comfortable chairs, where employees can go to write an 
important report or complete their overdue expense reports without the distraction of the phone or the practical jokes 
of people gathered around the water cooler. Thousands of colleges can’t be wrong—nearly every such institution fi nds 
these lounges full of students studying and writing away from the noise of their everyday routines.

■ Share these statistics with both the HR department and upper management. Certainly many are already aware 
(at least on a generalized basis) of these important fi ndings, but they will come as a wake-up call to others. An IT 
“mobility advisor” can help them understand the cost saving and productivity gains associated with a mobility strategy 
that addresses workshifting. You can play a big part in crafting policies and changes that make everyone more 
productive and happier in their work.

■ Our fi ndings were the result of polling over 1,100 companies. Because your institution is likely to have many points of 
uniqueness, you should consider polling your own employees with a similar questionnaire on an annual basis, to craft 
mobility strategies that have the most impact.

■ Many enterprises fear that if you give employees too much fl exibility, it will be abused. The data shows that employees 
who take advantage of fl exibility are more productive, but the organization has the right to set guidelines around the 
best usage of personally liable and IT liable devices when used for work-related purposes. Enterprises also have the 
right to monitor and track usage against those guidelines. This may help some within the organization to be more 
comfortable with pushing access outward.

■ Even if you are paying the connectivity bills for your mobile workers, send monthly mobility reports to each employee 
and their manager so they will be aware of their usage. 

■ Make information on the costs of different connectivity options readily available to all employees. Many do not know 
the most cost-effective way to connect and are incurring huge, unnecessary roaming charges for the enterprise.

■ Defi ne what roaming is in the usage policies. Make it very clear to employees under what situations they will incur 
roaming charges (including going across international borders). You should also provide roaming reference tips. For 
example, employees may know to not make a phone call in a roaming zone, but may forget to turn off data roaming 
while traveling so just checking their email becomes expensive.

■ Large companies can have some sway in how their billing is handled. Discussing very specifi c companywide plans 
directly with the senior management of mobile carriers can eliminate these large-bill anomalies.

■ To make workshifting employees productive outside the offi ce, consider a Wi-Fi roaming solution to ensure employees 
are connected virtually everywhere they go.

■ Consider adding tablets to your list of approved devices. Although the devices fi rst gained popularity in the personal 
use market, they are now important productivity tools for business use as well. 

■ Make sure you pre-load the tablets with all necessary data security and productivity apps before issuance. The IT 
department can conduct these downloads much more effi ciently than most employees.
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About iPass
Founded in 1996, iPass (NASDAQ: IPAS) manages 
mobile connectivity for large enterprises and global 
carriers through mobility and cloud services. With 
thousands of enterprise customers, iPass is a leading 
provider of enterprise mobility services which simply, 
smartly and openly facilitate access from any device 
on any network, while providing IT with the visibility 
and control necessary to support the demands of the 
enterprise workforce. iPass also provides in-country 
and international WiFi off-load and roaming services 
robust enough to support both the business and mass 
market requirements of telecom carriers. 
Additional information is available at www.iPass.com or 
on Smarter Connections, the iPass blog. 
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