
The Mobile  
TransforMaTion 
of business

WhaT iT Means To your eMployees, 
your cusToMers and The fuTure of 
your business.

Customer Engagement

Network Infrastructure
Delivering the Connected Enterprise

Workforce Enablement

Asset Management



Inflection Point1

In what seems like the blink of an eye, mobility exploded 
into a powerful, disruptive global trend. From the moment 
we got our hands on our first smartphones and tablets, we 
began to socialize, learn, make decisions and shop differently. 

Mobility is changing  
how business is conducted
And we’re working differently, too. Whether it’s where we 
work, when we work or how we collaborate with col-
leagues, we’ve adopted new mobile-enabled practices that 
suit our lifestyles and allow us to be more efficient  
and productive.

In response to these developments, early-adopter compa-
nies moved quickly to rethink their business models and 
reinvent themselves as connected enterprises. By seizing the 
opportunity, many have already gained a significant com-
petitive edge based on cost savings, increased productivity 
and brand differentiation.

What about your business –  
is it part of the mobility revolution?
Even if your company wasn’t one of the early movers, 
chances are you’ve taken at least some steps to join today’s 
always-connected marketplace. And you probably have 
plans to go further. 

01 inflection  
point



Inflection Point2

However, as a decision maker, the question you must ask 
yourself is this: Are you merely adopting mobility where it’s 
convenient? Or have you embraced the vision of becoming 
a truly Connected Enterprise?

Future-proof your enterprise
It can’t be emphasized enough that the mobile transfor-
mation of business is not simply the latest technology 
trend. Mobility has given birth to a radically different 
business environment – one in which your competive-
ness is increasingly defined by how creatively you apply 
mobile technologies to your business challenges  
and opportunities. 

The benefits of mobility are clear: they include deeper 
customer engagement and collaboration, more pro-
ductive and innovative employees, more efficient op-
erations and greater responsiveness to the demands 
of the market.

And the mobile transformation of business is just 
getting started. That means becoming a Connected 
Enterprise is about far more than staying competitive 
today. Think of it as future-proofing your business – 
so that you’re able remain competitive in the  
years ahead.

Unlocking mobile’s potential
If all you’ve done is authorize a few ad hoc mobile 
initiatives, such as remote-access email or a  
bring-your-own-device (BYOD) policy, you’re only 
scratching the surface. To realize the full potential of 
mobility, you need to implement a holistic mobility strat-
egy that’s intrinsically aligned with how you do business 
and provides value to your customers.

A successful mobility strategy must encompass employ-
ee expectations, customer engagement, IT infrastructure 
and data security. It must also demonstrate a deep under-
standing of which mobile initiatives and technologies offer 
the greatest value and return on investment.

What is  
a ConneCted  
enterprise?
It’s an organization that links 
people, assets, customers and 
networks in an agile manner to 
improve efficiencies, productivity 
and customer experience. 
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it must learn to think like a business
At its core, a mobility strategy isn’t about the wireless net-
work or the mobile devices. Rather, it’s a rallying cry for a 
new way of doing business. Make no mistake: organizations 
need to mobilize now to remain relevant in today’s fast-
paced market environment.

This ebook examines the impact mobility is having on busi-
ness. It’s intended to inspire you to transform your organiza-
tion into a Connected Enterprise – so that you can meet the 
challenges that lie ahead and reap the potential rewards.

We start by considering the impact mobility is having on 
employees and customers. Next, we look at the role of key 
enabling technologies such as cloud-based applications, 
managed mobility services and next-generation networks. 
Finally, we explore the business case for transitioning to a 
wireless future.



Liberate Your Employees4

More and more, workers rely on mobile devices to 
carry out their responsibilities efficiently and effec-
tively. Whether or not you’ve officially adopt-
ed mobility in your office, factory or retail 
store, your employees have doubtless 
already found ways to incorporate it 
into their routines.

By implementing a formal 
mobility strategy, you 
can ensure your peo-
ple have access to the 
most effective technologies, 
devices and services for the 
specific roles they perform. This 
can unlock exciting opportunities to 
improve efficiency, innovate more rapidly 
and provide better customer service. If you 
go the next step and provide your employees 
real-time access to critical business data, the re-
wards for your business could be much greater yet.

02 liberate your  
employees — and 
reap the benefits

Untethered eMployees are  
More engaged, innovative  
and prodUCtive 



Liberate Your Employees5

MUst-have  
Byod poliCies
Mobility policies protect 
both your business and your 
employees. We strongly suggest 
you include the following:

1. approved platforms, devices 
and accessories. You can’t 
support everything effectively. 
Select the platforms/operating 
systems you’ll support, then  
the devices.

2. reimbursement for devices 
and wireless services. 
Consider whether all or only 
certain groups of employees will 
be eligible for partial or  
full reimbursement.

3. passcode enforcement. 
Establish clear rules and enforce 
them through a mobile device 
management solution. 

4. lost and stolen devices. 
Advise employees how to 

prevent loss or theft, and 
communicate what 

action will be taken 
when a device 

goes missing. 

Workers are driving the Byod trend
The emergence of mobile computing devices, combined 
with powerful, readily accessible online services, has fu-
eled the BYOD phenomenon. Across every industry and 
government sector, from the loading docks to the front 
lines, employees increasingly prefer to use their personal 
smartphones and tablets to perform work duties previously 
carried out on office desktops or company-supplied  
mobile devices.

After all, who wouldn’t opt to work on a familiar personal 
device, carefully chosen for its features, functions and style? 
The same goes for mobile applications and services. If your 
company’s sanctioned options for note taking or cloud 
storage deliver poor user experience, your workers will likely 
gravitate to popular consumer equivalents. In our home 
lives, we’ve had great experiences with mobile, and we 
simply want the same at work.

higher job satisfaction levels
Since workers have spontaneously embraced mobility in 
the workplace, it shouldn’t surprise you that employers 
who adopt BYOD have an easier time attracting and 
retaining top employees. Moreover, studies show 
that employee morale and job satisfaction levels 
in BYOD work environments are higher than 
in non-BYOD environments. Companies 
often say that their greatest asset is 
their people. However, this is only a 
reality when employees are hap-
py with their circumstances 
and fully engaged with 
their jobs.



Get Closer to Your Customers6

Mobility has profoundly changed our habits and expecta-
tions as customers – and companies are hustling to keep 
up. The business pages are filled with stories about new 
business models, new forms of customer interaction and 
expanded channel capabilities.

In the mobile marketplace, the challenge you face isn’t 
connecting to your potential clients. It’s identifying precisely 
where to focus your efforts to be most efficient and form 
stronger, more dynamic customer relationships.

03 Get closer to 
your customers

the opportUnity For  
real-tiMe CoMMUniCation  
and CollaBoration

MoBile CUstoMer 
engageMent
Organizations in many 
industries are using connected 
technologies to engage 
customers more effectively.  

1. Retailers are using location-
based promotions to drive 
increased traffic. 

2. Hospitals are using technology 
to monitor homecare patients. 

3. Insurance companies accept 
claims through mobile apps, 
rather than requiring customers 
to call in.

4. Sales organizations are using 
tablets and smartphones to 
access customer and product 
information in real time.

5. Hospitality companies send price 
alerts, room-readiness updates 
and local-event reminders.

providing intimate and engaging  
customer experiences 
The stakes have never been higher. Today’s omni-channel 
customers carry their mobile devices with them everywhere 
– and expect instant access to information, transactions  
and support. They also have increasingly high expectations 
that their customer experiences will be consistent across  
all channels. 
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take advantage of mobile moments
Customer interactions are also opportunities to exceed 
expectations, thereby transforming perceptions and differ-
entiating your brand. One method is to identify those crucial 
moments when your customers need something specific, 
such as a service or information, and then over-deliver on 
their expectations.

There’s no one-size-fits-all strategy for getting closer to 
customers. For some, the most compelling services are 
transactional. Think barcode scanners, mobile payment and 
SMS (text message) order confirmation. For others, it can be 
a matter of easy access to product information and timely 
receipt of price updates.

All of these mobile initiatives generate valuable data related 
to your customers’ behaviours and perceptions. By incor-
porating this information back into your planning, you can 
continuously improve your marketing and customer service 
programs, both online and off-line.

real-tiMe CUstoMer, sales  
and prodUCt inForMation
Equip your employees with the mobile tools and applications  
they need to make instant decisions. The benefits of real-time  
information include:

1. More personalized service 
enhances customer satisfaction 

2. Save-the-sale capabilities  
turn customer service into  
a profit centre

3. Better on-shelf product 
assortment improves  
customer experience

4. Timely inventory counts create  
a more efficient supply chain

To succeed in this environment, you need to develop a com-
pelling mobile engagement strategy – one that continuously 
earns you the privilege to reside in your customers’ mobile 
devices and be carried around in their pockets.

MoBile CUstoMer 
analytiCs and 
insights
Using a Wi-Fi network and 
location sensors, you can 
capture valuable metrics that 
provide a better understanding 
of customer behaviour. 
Customer data typically remain 
anonymous and are aggregated 
in reports. The analytics enable 
you to:  

1. Understand traffic 
patterns in and near 
stores and locations

2. Better understand 
consumer behaviour 

3. Focus marketing 
campaigns by location

4. Deliver relevant mobile 
offers in real time 

If a customer agrees to share 
information (through a loyalty 
program or other offer such as 
guest Wi-Fi), metrics can be 
associated with that individual 
and used to target them with 
personalized messaging.
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Whether they’re in the office or on the go, your employ-
ees want simple, reliable access to their business data and 
applications. Giving them the choice to work on their own 
smartphones and tablets is part of the answer; they may 
prefer to use their personal devices because it allows them 
to move back and forth seamlessly between their profes-
sional and home lives.

empower your workforce with  
hyper-flexible digital tools
But a more complete solution is to combine mobility with 
another transformative technology – anywhere, anytime 
cloud services. The cloud is the perfect partner for mo-
bile hardware. Cloud-based business applications turn 
smartphones, tablets and other connected devices into 
hyper-flexible digital tools, with virtually unrestricted func-
tionality, storage and mobility. 

04 smart Mobility

Why yoU shoUld CoMBine 
MoBile CoMpUting With 
anyWhere, anytiMe 
appliCations and serviCes

hoW MoBility 
transForMs it
Once a business moves 
applications, storage and 
services to the cloud, the 
focus of the IT department 
becomes less about managing 
infrastructure and software and 
more about supporting users 
and their needs. This allows  
your business to innovate  
rapidly and respond quickly  
to new opportunities.
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simplicity and convenience
Your workers will appreciate the simplicity and convenience 
inherent in retrieving information and services remotely 
from the cloud. And this advantage in their eyes will be a 
plus for your company too. It means higher job satisfaction. 
It boosts productivity. And a more connected workforce can 
collaborate better, make smarter decisions and provide your 
customers with superior service.

There are challenges to overcome when adopting cloud-
based mobile applications. You’ll need to develop a mobility 
management policy and address new security issues. How-
ever, the results are absolutely worth the investment.

top 6 Benefits of  
leveraging the Cloud:
1. lower cost of ownership. There’s no need to acquire and 

maintain expensive servers, systems and applications.

2. improved economies of scale. A more productive workplace 
generates higher output with lower costs.

3. processes are streamlined and collaborative. Get more 
done and respond faster to business opportunities.

4. scalability and flexibility. It’s easy to add computing resourc-
es to support expansion or move nimbly in new directions.

5. excellent security. Files are stored in the cloud, so lost hard-
ware no longer means lost or exposed data. 

6. Continuity of business. Data is safe and 
employees can continue working remote-
ly in the event of a fire, flood or 
weather emergency.



Technology Backbone10

Companies increasingly depend on wireless networks for 
essential business functions, ranging from email and time 
management to field-service automation and real-time sys-
tem monitoring. But what type of infrastructure is right for 
your organization?

As a starting point, your network must provide the perfor-
mance and coverage you need today. At the same time, it 
has to be flexible in design to allow you to easily add capac-
ity and coverage as you grow.

And keep in mind that your network infrastructure will have 
a direct impact on other key considerations, including se-
curity, accessibility, efficiency and maintainability. Failure to 
fully consider your network requirements could jeopardize 
your ability to evolve in the mobile environment and expand 
as a business.

05 Technology  
backbone: the 
Wireless Workplace

hoW sMart netWork 
inFrastrUCtUre Creates  
a More ConneCted,  
CoMpetitive WorkForCe

Understanding 
the opportUnities 
oF Wireless 
netWorks:
1. Enable your mobile workforce 

with enterprise apps and data in 
real time

2. Connect remote assets  
to back-office systems to  
collect transactional data or 
monitor systems

3. Replace primary wired 
connections at mobile, 
temporary and  
hard-to-reach locations

4. Provide cost-effective backup 
or failover connections for key 
infrastructure and applications 
such as point-of-sale terminals
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next-generation Wireless networks
More than ever, your employees require access to fast, 
reliable wireless. To successfully mobilize your business, you 
need to choose and integrate the right combination of net-
works for your needs. Your wireless solution could include:

1. A State-of-the-art LTE network for blazing-fast mobile connectivity

2. A 2G or 3G wireless network for lower-bandwidth mobile and 
machine-to-machine (M2M) solutions

3. Robust Wi-Fi to keep up with user demand at all your business 
locations. Also to connect a wide range of office equipment

4. Guest Wi-Fi to securely meet the needs of customers and  
VIP visitors

5. An in-building solution to enhance signal strength and capacity

give your employees the edge  
they need
Security is a critical issue when implementing a wireless net-
work in a business environment. Your IT department must 
protect both your workplace and the business data that re-
sides on your employees’ mobile devices (See next section). 

Ultimately, however, performance has to be your main fo-
cus. It’s no longer an option to compromise and “make do” 
with underperforming wireless connectivity.

Wi-Fi sUpports 
WorkplaCe 
prodUCtivity
It’s not just about smartphones 
and tablets. Wi-Fi capability is 
available in a broad range of 
common office tools, including 
laptops, notebooks, printers, 
projectors and VoIP handsets. 
By supporting these devices 
with high-performance wireless, 
you’ll make it easier for your 
workers to do their jobs and 
reach their productivity goals.

deploying a Wi-Fi solUtion?  
here are soMe Considerations:
1. Performance comparable  

to wired

2. Capacity to handle a large 
number of mobile devices

3. Advanced security services

4. Flexibility and scalability

5. Centralized management 
for efficient maintenance

6. Cost savings compared to 
wired networks
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Embracing enterprise mobility involves more than simply 
upgrading your network and agreeing to your employees’ 
device preferences. There are two cornerstones to an effec-
tive strategy. The first is a clear set of mobility policies.  
The second is a comprehensive plan for mobile device  
management (MDM).

With these elements in place, you’ll be ready to deal with 
the security and support challenges that are part of a Con-
nected Enterprise. Critically, if you don’t prepare properly for 
your mobility rollout, you run the risk of creating very real 
security problems and undermining employee productivity.

Your mobility policies should address issues such as which 
devices and apps are supported, who owns the data and 
what security measures users must take with their devic-
es. If your organization has a BYOD policy, you could also 
implement policies detailing which carriers to use and who 
pays for the service.

06 Making Mobility 
Work securely

Best praCtiCes For Managing  
a MoBile environMent
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determine your priorities
To create a workable device management plan, you should start by deter-
mining your priorities. In most cases, they’ll likely include one or more of 
the following:

1. Keeping costs down

2. Ensuring a high level of security

3. Enabling employees to be more productive

With your priorities in mind, you can more easily develop mobility policies 
that both support your business goals and satisfy your employees’ needs 
and expectations.

decide which devices and  
applications to support
The explosion of mobile devices and operating systems makes it difficult to 
offer across-the-board security clearance and technical support for all the 
different models and versions. Again, your priorities will help you decide 
how open or restrictive your support should be. The same holds true for 
applications. Email might be considered essential for everyone, but limiting 
browser access or enterprise apps to key personnel could reduce the inher-
ent security risk without harming productivity.

Though you should be rigorous in developing your mobility policies and 
MDM plan, the process doesn’t have to be difficult. A key step is deciding 
whether to manage enterprise mobility on premises or go with an out-
sourced, cloud-based solution. The right mobility partner can offer effi-
ciencies and cost controls that will help you meet your security and support 
goals without taking on the risks of infrastructure ownership or the burden 
of support delivery.

Best praCtiCes to Consider When 
iMpleMenting enterprise MoBility:
1. Establish different mobility policies  

for different employee groups  
when warranted

2. Create flexibility by supporting a 
range of devices, but not all devices

3. Implement mobility programs like 
BYOD in a phased approach, not to 
all at once

4. Clearly define who is responsible  
for mobility costs, including roaming 
and overages

5. Invest in mobile device  
management (MDM). Consider 
containerization to separate business 
and personal information

6. Define processes for sourcing new 
devices, applications and services
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The consumerization of IT has turned conventional think-
ing about business technology on its head. In the past, 
deep-pocketed companies typically led the way by investing 
in emerging technologies. However, ordinary people are 
now driving the mobility revolution. Their passionate adop-
tion of mobile products and services has made it imperative 
for businesses to embrace mobility.

But how do you do that? Fact is, the journey to mobility is 
different for every company.

You may have already tested the waters with a few initia-
tives such as BYOD or a consumer-grade app, and now 
you’re looking to implement mobility strategically and holis-
tically across your organization. Or you could be just getting 
started after taking a wait-and-see approach to learn from 
others. There’s no perfect place to begin, and no defined 
endpoint. What is certain is that you’ll need to continually 
adapt and adjust to meet the challenges and profit from  
the opportunities.

07 The business  
case for Mobility

the ConneCted enterprise is 
More agile, More CoMpetitive 
and in tUne With its CUstoMers
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the bottom line
On the customer front, you can stimulate purchase activity 
by providing helpful information in real time, opening new 
communications and transaction channels and addressing 
pain points. Inside your organization, your employees are 
already using their personal mobile devices in various ways 
to work faster and smarter. You can unlock far greater 
value by giving them instant access to critical business data 
and helping them collaborate more effectively. Your best 
employees, in particular, no longer view work as a nine-to-
five job. Highly motivated to succeed in their careers, they 
rely on the convenience of anywhere, anytime mobility and 
expect you to assist them to get where they’re going. On 
the operations side, the benefits range from reduced costs 
to scalable technology infrastructure to speedier turnaround 
times for all nature of corporate initiatives.

Though the road to mobility is not without risk, you’re tak-
ing a bigger gamble by doing nothing. It means missing out 
on the potential for competitive advantage. And soon you’ll 
find yourself at a competitive disadvantage. Every journey 
begins with a single step. The best time to begin the mobile 
transformation of your business is today.

transForMation roadMap

Your first step should be to create a Transformation Roadmap  
that will set the foundation for mobile enablement. Here are the 
major components:

1. develop the business case: Assess the current role of mobile technology 
in your business and the opportunity for competitive advantage. Create a 
vision for becoming a Connected Enterprise.

2. assess your level of mobile maturity: Evaluate your current level of 
maturity across a number of mobility dimensions, including workforce 
enablement, customer connectivity and partner collaboration. How do you 
stack up against your competitors? 

3. identify the gaps: Identity the gap between where you are today and 
your ideal state (your vision for where you want to go). Do you have a 
security solution? Mobile policies? IT support resources? App development 
capabilities? Prioritize the gaps and determine the level of effort required 
to address them.

4. Create your roadmap: Create a systematic plan for investing in each 
priority according to your budget. Develop an implementation strategy 
with defined timelines, goals and deliverables.
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A fundamental decision you need to make when embarking 
on your mobile transformation is how to develop and main-
tain it all. You have two basic options: handle the processes 
in-house or use outside vendors.

in-house
The benefit of the in-house route is that you have full con-
trol over your wireless environment, and there are no limits 
on how you can customize it to suit your needs. Keep in 
mind, however, that you’ll need to make a significant up-
front investment and contend with the highly volatile tech-
nology sector moving forward. The rapid pace of change in 
wireless architecture, together with the steady flow of new 
mobile devices and applications into the marketplace, cre-
ates enormous complexity. The burden this decision would 
place on your IT department might be overwhelming.

08 Getting started

the BUild or BUy dileMMa
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outsource services
The simpler way is to outsource all, or portions, of your mo-
bility strategy. A major benefit of this approach is that you 
can transfer the fixed budgets allotted for infrastructure, 
maintenance and support to variable opportunities to align 
mobility with your business objectives. 

Here, again, you have two basic choices: hire different  
vendors to handle discrete elements of your mobile  
strategy or consolidate your business with a single, trusted  
outsource partner.

The route of working with multiple vendors on an à la carte 
basis is becoming less and less appealing as the enterprise 
mobility sector evolves. This is because the proliferation of 
outsource vendors and service packages has created enor-
mous complexity and confusion. Your IT leaders will have a 
difficult time sorting through the many available options to 
find the right set of services for your needs. 

simple, end-to-end wireless
Your best option is to choose a mobility partner that pro-
vides a comprehensive, holistic mobility solution. Ideally, 
this solution would include professional services to help you 
design, build and implement a wireless system fitted to your 
precise needs. Your partner should also provide ongoing 
project management to ensure a successful deployment.

Consider opting for an efficient turnkey service that encom-
passes policy development, mobile device management, 
expense management and help-desk support. The less time 
and resources you spend overseeing your wireless network, 
the more you’ll be able to invest in satisfying your custom-
ers and driving sales.



About Rogers18

Rogers Communications helps medium and large businesses 
across Canada leverage the opportunities that come from 
enabling their people, assets, customers and networks to 
connect anyplace, anytime. Our expanding portfolio of 
solutions helps businesses mobilize their workforce, monitor 
their fixed and mobile assets, manage their networks and 
suppliers, and build customer loyalty. We also offer a full 
suite of professional and managed mobility services to en-
sure every implementation is successful and every solution 
expertly managed on an ongoing basis. All our enterprise 
solutions and services are backed by our award-winning 
Business Care. www.rogers.com/enterprise.
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