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Mobile devices are driving a seismic shift in 

customer, employee, and partner engagement: 

in-the-moment, task-specific, and context-rich. 
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In-the-moment means getting the information and 
access as you need it 
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Task-specific means just enough functionality to get 
done exactly what you need to 
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Context-rich means that the app does what it can to 
respond to your location, situation, and preferences 
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What about for business apps? 

ÁIn-the-moment 

ÁTask-specific 

ÁContext-rich 
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Agenda 

ÁPeering into the mobile future 

ÁTen predictions for where mobile takes us 

ÁWhat should CIOs do? 
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Remember This? (8/12/81) 

http://www-03.ibm.com/ibm/history/exhibits/pc25/pc25_PH01.
http://www-03.ibm.com/ibm/history/exhibits/pc25/pc25_PH01.
http://www-03.ibm.com/ibm/history/exhibits/pc25/pc25_PH01.
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By the end of 2011, more than 140 

million people will use a Linux-based 

smart phone (Android)! 

 

Another 100+ million will use iPhones 

and 35 million will use tablets. 

Meet the new PC 
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Itôs a mad mad multiplatform world 

BlackBerry 

41% 

Android 

25% 

Apple 

21% 

Windows 

6% 

Others 

4% 

ñWhat is the operating system on the primary 

smartphone you use for work?ò 

Base: 1,751 US information workers 

using a smartphone for work 

Source: Q2 2011 US Workforce Technology And Engagement Online Survey 
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Email dominates the smartphone work day. Duh. But 
thereôs a long tail of apps in its wake. 

9% 

10% 

10% 

10% 

12% 

12% 

16% 

17% 

40% 

62% 

81% 

Sales force applications

Inventory management

Field service applications

Web or video conferencing

Team collaboration

Emergency/critical response

Productivity

Company intranet

Instant messaging

Work calendar

Email

ñWhat applications do you currently use on the primary 

smartphone you use for work?ò 

Base: 1,751 US information workers using a smartphone for work 
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Bring-your-own device is now the norm for 
smartphone choices 

48% 
Without considering what their 

company supports 

29% 
Out of a list of phones their 

company supports 

22% 
No choice ð the phone was 

provided by their company 

ñHow did you choose the primary 

smartphone you use for work?ò 

Base: 1,751 US information workers using a smartphone for work 
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Source: Forrsights Software Survey, Q4 2010 

IT organizations are tackling mobile apps for everyone 

0% 20% 40% 60% 80% 100%

Partners or suppliers

Customers

Employees

Sample Size = 444 IT decision-makers developing mobile apps 

ñFor which groups is your firm currently or 

planning to develop mobile applications?ò 
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Smartphones and tablets are blanketing the home 
and spilling over into the workplace 
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Source: Forrester Research Forecast (2010-2015, US) 

~25 million tablets will be 
used for work by 2016. 
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Tablets for executives:  

ñdisplaceò use of laptops 

5,149 tablets for everybody 

Displace, replace, new place: how tablets appear 

Tablets for pilots:  

ñreplaceò paper 

Tablets for customers:  

ñnew placeò scenario 
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10 predictions for  

where mobile takes us. 



© 2011 Forrester Research, Inc. Reproduction Prohibited 17 

1. Two platforms will dominate; two will find niches 
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2. Tablets will be a third device in the enterprise, at least 
for the next two years 
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3. Consumerization, mobility, social, & cloud create a 
perfect storm of change 

Minis PCs Internet 

Cloud 

Consumer- 

Social 

ization 

Mobile 
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4. There will be an explosion of app intensity 
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5. Middleware becomes atomized and RESTful 
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6. Design and security talent become scarce 
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7. Systems of engagement become strategic as 
organizations reach out through mobile apps 

(Thanks for AIIM & Geoffrey Moore for this description.) 

Systems of  
engagement 

Systems of  
record 
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8. Data dashboards ultimately flatten the information 
flow and perhaps even the organization 
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9. Information workers embrace a work-anywhere 
future 
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10. CIOs will be squeezed by rising expectations 

Business  

use of technology 

IT budget 

Business 

expectation of  

how IT should  

operate: 

Å Business-aware 

Å Mobile-ready 

ÅOn-demand 

Å Instant-on 

Å Cost-transparent 

Å Ecosystem-managing 
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What should you do to successfully  

navigate the mobile shift? 
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Partner  
apps 

1. Determine your mobile mandate. The leadership 
requirements and choices you make vary by audience. 

Customer  
apps 

Employee  
apps 
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People Assess what People need. 1 

Objectives 2 Agree on the business Objectives. 

2. Start with people to plan your mobile strategy 

Strategy 3 Create a comprehensive Strategy. 

Technology 4 Select & implement the right Technology. 
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17% 28% 

30% 25% 

Low need for 

mobility 

High need for 

mobility 

Low information risk 

High information risk 

Connected 

Collaborator 

(Diane) 

Occasional  

User 

(Andie) 

Mobile 

Professional 

(Michael) 

Mobile  

Practitioner 

(Oliver) 

It starts with a data-driven understanding of what 
people need and do 
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3. Match mobile development styles to your strategy 
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4. Change the operating model to match the 
rapidly evolving requirements for mobile 

Single device 

Work at work 

Corporate owned 

Tier devices to implement a management solution. 

Prioritize and stage the app portfolio. 

Master multiplatform development. 

(re)Fund the network, access,  

and security infrastructure. 

Adopt reimbursement policies  

that align costs with benefits. 

Segment employees to forecast their mobile needs. 

Plan for an enterprise app store. 

2009 

Multidevice 

Work anywhere 

+ Bring-your-own 

2015 
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5. Launch a mobile program that includes business & 
IT under senior leadership 

Organization 

Governance 

Strategy 

Technology 

Talent 

Development 

Mandate & Charter 


