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Organizations are beginning to create social ecosystems that rely on ad-
hoc collaboration and on-demand employees to drive innovation and 
generate compelling customer experiences spanning the globe. But the 
compressed space between work and play presents significant challenges 
and enterprises are struggling to adapt. 

Employees have the enterprise in their 
pockets. They have access to traditional 
services such as voice, email, calendar, 
and contacts. And every day, more 
companies begin the process of mobile-
enabling their CRM, HRIS, and ERP 
platforms.  

Based on the advances described in the 
first two volumes in the Seizing the 
Mobility Moment series, one could 
argue that the enterprise mobile user is 
finally catching up to the consumer  

mobile user in terms of technology, 
applications, and behavior.  

While this may be true in terms of 
technology and applications, when it 
comes to behavior – and specifically 
social collaboration – consumer 
behavior is significantly ahead of mobile 
collaboration in the enterprise.  

Even with their devices in hand, most 
enterprise users have yet to embrace 
mobile collaboration.   

 

Mobility Manifesto: The mobile device is changing the customer 
experience and forcing organizations to rethink how they engage with 
their customers and employees. 
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Third in a series of papers on the 

opportunities and challenges 

posed by the rise of mobility and 

how companies can capitalize on 

them to create experiences that 

strengthen relationships. 

 

Highlights 

 Mobile technologies have 

blurred the concept of 

personal and work personas.  

 A significant number of 

employees “lurk” on internal 

collaboration platforms 

rather than actively joining 

the conversation. 

 Companies are investing 

more in mobile technologies 

for their employees than in 

any other technology. 

 PwC has identified six key 

challenges companies should 

address if they are interested 

in encouraging enterprise 

collaboration via mobile 

devices. 



At the highest of levels, the 

enterprise can be defined as a 

vertically focused community that is 

driving towards a common goal or 

objective. But as you zoom in to the 

enterprise, you quickly realize it 

contains multiple communities that 

focus on vertical tasks such as sales, 

services, operations, and 

manufacturing.  

Today, employees have access to the 

information they need to make 

decisions quickly. Indeed, the mobile 

device is all about immediacy — 

communicating and collaborating 

through an informal, flexible 

network well suited to sharing.  

The omnipresence of mobile makes 

the separation between the 

enterprise and one’s personal life 

imprecise and fluid. And that’s the 

source of the tension – or 

contradiction – when we combine 

the words “social”,  “enterprise” and 

“collaboration.” 

Collaboration is commonly described 

as people working together in a 

coordinated way to reach shared 

goals. This can often includes highly 

specified and synchronized 

coordination. 

When we combine these terms – 

social, enterprise and collaboration – 

the traditional definitions begin to 

collapse. “Social enterprise 

collaboration” is, by its very nature, 

comprised of a set of competing 

terms and concepts that transform 

into something else entirely when 

you assemble them together.  

In the consumer space, social can be 

messy, nonlinear and difficult to 

quantify. It is as much about 

destruction as it is about creation.  

In contrast, the enterprise – we 

might argue – is highly structured, 

formal, curated, and managed. And 

to add fuel to the fire, collaboration 

requires at least two end points with 

information flowing bi-directionally 

for it to actually exist. It requires 

more than one person driving. But 

more on that later… 

Recent survey results 

PwC’s 5th Annual Digital IQ Survey 

identified how more than 1,100 

senior executives understand the 

value of technologies such as 

mobility and how they weave them 

into the fabric of their organizations.  

In this survey, mobile was the most 

frequently cited technology for 

increasing productivity and 

innovation.1 Mobile technologies are 

reshaping business models, and 

leaders are paying attention. In fact, 

companies are investing more in 

mobile technologies for their 

employees than in any other 

technology.  

Companies with strong, collaborative 

relationships among the CIO, other 

C-suite members, and business unit 

leaders are more likely to integrate 

IT investments into their business 

strategy.  

                                                             
 

As a result, these strong 

collaborators build up a business 

advantage that is hard to match — 

often reporting revenue growth of 

more than 5% and top-quartile 

performance vs. their peers that do 

not invest strategically in IT.   

Who is mobilizing the most?  
Top performers are:  

 Investing more in mobile for 

both employees and customers 

 Engaging with customers more 

frequently using mobile 

technologies 

 Tailoring IT strategies based on 

generational differences 

 Twice as likely (32%) to say they 

have everything they need on 

their mobile platforms versus 

their peers (17%) 

So the high performers get it. And 

their employees get it.  

Due to the proliferation of mobile 

devices and the data supporting the 

use of these devices will increase 

productivity, pressure is increasing 

on every organization to enable these 

devices for social enterprise 

collaboration.  

Social is more than blogs, user 

groups, and forums, communicating 

whatever is top of mind.  

And common sense would suggest 

that if it works for consumers – it 

should also work for the employee 

“consumers” within the enterprise.



Social enterprise collaboration is not an 

IT issue. The technology is the easy part. 

Yet that means employees are being 

asked to wear their suits (work 

personas) 24/7.  

While the investment in mobility 

may be new, the realities of the 

digital-enabled employee have been 

present since the emergence of 

“blackberry thumbs.”2 

To realize the value of mobile devices 

in their enterprise, companies must 

address the oxymoron of social 

enterprise collaboration. They need 

to look at what happens when they 

juxtapose the immediacy and 

informality of social collaboration 

with their highly structured, formal, 

highly curated and managed 

enterprise.  

The rise of the Lurkers 

The first generation of collaboration 

was nothing more than file sharing. 

Then in the mid to late 1990s, email 

became the defacto means of 

asynchronous communication in the 

enterprise. By the mid-2000s portals 

were all the rage as a way to provide 

a modular and customized web 

experience. Mobile devices made 

their appearance just as portals 

peaked. And by 2011, most 

employees had a mobile device to use 

inside the enterprise.  

Recently, social media has infiltrated 

the enterprise and a new term was 

coined: The Social Enterprise.  

                                                             
2http://en.wikipedia.org/wiki/BlackBerry_th
umb 

Over these decades, we’ve identified 

a “90-5-5” pattern developing in 

employee collaborative behavior. In 

observations of both our employees 

and our clients, we see 5% of 

employees participating a lot, 5% a 

little, and 90% sitting on the 

sidelines reading and/or not 

participating at all. In the consumer 

space, these sideline sitters are called 

“lurkers.” 

There are, of course, many reasons 

for such a massive opt-out.  

Generational barriers still exist, for 

example, collaboration may not fit 

within people’s daily workflow, or 

employees may not be familiar with 

how to collaborate using the new 

tools. Often, though, lurking is 

simply the result of fear.  

As an average large-company 

employee, if you do nothing, you 

cannot fail — or so the rationale goes. 

If you put an idea forward, it may be 

wrong, or a copy of someone else’s, 

or too far ahead, or too expensive, or 

just not possible. Your writing may 

be scrutinized or deemed to have 

little value. Someone higher in the 

hierarchy may dislike your opinion 

enough to take notice.  

The fear may be real, or maybe it is 

implied because of the newness of 

the “Social Enterprise.” Whatever 

you may believe, the behavior and 

how to address is what we wish to 

highlight.  

*  *  * 

 

At a simplistic level, many 
conversations on enterprise 
forums can be categorized as:  

1. Help ‒ “Something is not doing 
what it is supposed to do and I 
need assistance.” 

2. How ‒ “Here’s a new way of 
doing it.” 

3. Share ‒ “Look at this interesting 
tidbit (and aren’t I cool to share 
it with you?)” 

PwC’s enterprise social 

network 

PwC has deployed an enterprise 

social network that is available to a 
majority of our 180,000 employees 
around the world. We use it to share 
opinions, common interests, 
approaches and methods and to 
connect with our global peers. In the 
12 months since the network’s 
introduction, we have benefited 
from new forms of collaboration — 
along with longer periods of 
collaboration with our international 
colleagues.  

There are drawbacks, however. 

Whenever you are collaborating 

with someone 12 time zones away, 

you can never really turn off work. 

Just as you do with consumer social 

networks you continuously check 

your mobile device for new posts, 

updates, and inquiries.  

Add to that your regular workflow 

of email, voicemail, and calendar — 

and you’ll likely to be attached to 

your handset more than 12-14 hours 

a day. With all that going on, just 

when does work end and personal 

life begin? 



Soon just about every communication 

will be read on a smartphone or tablet. 

Enterprise collaboration is 

different — and better — with 

mobile 

Collaboration is marching inevitably 

toward the mobile device. That’s 

because employees are adopting the 

networking patterns (e.g., 

crowdsourcing) they already 

appreciate as consumers. And 

collaboration tools are both 

multiplying and moving from the 

web to the mobile space.  

And here’s another reason: 

Collaboration requires 

communication and the preferred 

method of communication for most 

employees is now the mobile phone.  

With mobile devices in hand, people 

are instantly available — at least for a 

quick text. Before mobile, the digital 

world was still largely asynchronous. 

You didn’t know when someone 

would read your post or your email. 

Now – more and more – it is 

synchronous. 

Making the most of mobile 

collaboration 

PwC sees six top-of-mind issues that 

companies should address to benefit 

from enterprise collaboration via 

mobile devices. 

1. Strategy. As always, clearly 

defining the problem to be solved 

(e.g., project collaboration, file 

sharing, co-creation, or 

discussion groups) is a 

prerequisite for success. 

 

 

Case in point: A large retailer 

decided to install a social 

collaboration platform. The 

company invested more than $1 

million in highly rated software, 

hosting in the cloud, and 

integration with the single sign-

on security system. The 

collaboration app was simple and 

easy to use. The IT department 

delivered on time and on budget.  

 

This would seem to be a success 

story — except for one thing: The 

project stakeholders failed to 

clearly define the problem they 

were trying to solve. They built 

an amazing social collaboration 

platform, but no one came. 

2. Lurking. Companies have tried 

many different approaches to 

engage lurkers. One energy 

utility company has created an 

online suggestion box open to 

everyone in the company to read 

in real time. Topics bubble up to 

the top of the list based on 

whether participants vote 

thumbs up or thumbs down. 

Participants can remain 

anonymous or use their real 

names.  

 

As the executives go, so do their 

lieutenants. For mobile to drive 

collaboration, the executive team 

must “walk the talk” by 

continuously participating. 

Mobile enables a richer, deeper, 

and more personal collaborative 

experience. Unless senior 

employees embrace the 

technology, however, companies 

are very unlikely to break 

through the 90-5-5 barrier most 

of them currently face. 

Ultimately, executives must 

decide “How connected do I 

want to be to my employees?”  

3. Gamification of rewards. 

Find ways to reward those who 

participate — by incorporating 

collaboration into a heavily 

weighted corporate objective, for 

example, by cash, or even by 

assignment to coveted projects. 

It is important to tie rewards to 

the value provided. Otherwise, 

you may incent a culture of “hot 

air,” with employees posting 

simply to rack up participation 

points.  

 

At PwC, employees gather points 

to raise their collaborative status 

in the community. Answering 

questions, participating in the 

community and blogging all 

garner high points, while fewer 

points are rewarded for status 

updates or posts that are 

unrelated to work. This is an 

area where gamification really 

works.  

4. BYOD. For heavily regulated 

industries such as healthcare, the 

merging of work and personal 

lives through mobile and social 

presents difficulties. In response, 

we’ve seen companies roll out 

separate mobile applications for 

enterprise collaboration. 



...so make sure you use the collaboration 

systems you are investing in. 

Having such an app encourages 

workers to post work-related 

topics to the secure collaboration 

tool and personal matters to 

consumer social networks.    

 

We have also seen companies try 

to build a BYOD strategy without 

having a mobile strategy in place 

first. That typically doesn’t work. 

The project team will continually 

run up against questions that 

should already have been 

answered, such as which types of 

applications to deploy, locations 

of wireless hotspots, and policies 

for purchasing devices.  

5. Global use. One of the largest 

challenges for an enterprise is to 

enable social collaboration on a 

global scale. Each country has 

different rules and regulations 

regarding what employers and 

employees can do or say online. 

A post that is OK in the UK may 

be illegal in China. Your security 

and HR teams must understand 

the impact of their policies 

across each of the geographies in 

which you offer these types of 

services.  

6. Trust. Due to regulations or 

culture, some organizations find 

it difficult to trust their 

employees to do the right thing.  

 

They fear the consequences if 

rogue employees run amok. They 

fear what will happen if 

inappropriate content is 

published, conversations are 

inadequately monitored or 

company secrets are released. 

Companies can successfully build 

trust by copying the practices of 

highly interactive communities 

in the consumer space. These 

communities publish the rules, 

require users to accept these 

rules before they can participate, 

and then let the community self-

police.  

 

Witness the consumer packaged 

goods company that allowed the 

employee community to report 

participants who crossed the 

line. HR monitored the reports 

through a central inbox — then, 

depending on the situation, 

removed the post, addressed the 

issue through traditional means, 

or let the community provide the 

pressure to change.  

*  *  * 

Are you ready? 

Those are by no means the only 

mistakes to be avoided or the only 

lessons to be learned, but they’re 

among the most pertinent.  

Enterprises today are addressing 

those challenges in a simple ad-hoc 

effort to capitalize on the mobile 

phenomenon. And that’s a mistake.  

The entire enterprise should get 

behind mobility and address it 

strategically. It’s that important. 

So, are you ready to grab the 

possibilities and avoid the pitfalls on 

behalf of your enterprise? 

Everywhere you look, you see 

smartphones. Everywhere. Each 

employee expects — and will likely 

soon demand — a seamless mobility 

experience. It’s critical you help 

achieve that desire.  

Do you see mobility as more of a 

danger to be avoided than an enabler 

to be embraced? That is, does 

leadership at your company view 

mobility as something to be resisted 

in an effort to “protect” the 

organization versus a challenge to be 

overcome so as to tap opportunity? 

You can guess which perspective 

your growth-oriented competitor is 

embracing. 

Now is the time for business leaders 

to position their companies for the 

very different world ahead. This 

series will continue to offer insight 

and tips for addressing mobility 

inside your workplace and for your 

customers.  

These conversations aren't always 

easy. And if they haven't started at 

your organization, they need to. 

Just how effective has your 

organization been at seizing the 

mobility moment? 

 

 



Take the challenge: work entire days on a 

screen no larger than 9 inches 

 

Workers are already 
using their mobile 
devices to interact and 
think differently. And 
by so doing, they’re 
solving problems 
more quickly and 
more effectively than 
if they waited for 
answers from 
management.  

A few snapshots: 

 At a utility, workers seek help from 

colleagues by taking and sending 

photos of difficult repair jobs. 

 At a big drug maker, field sales 

representatives have seen sales 

soar after they’ve shown time-

pressed surgeons lively and 

colorful product demonstrations 

on their tablets. 

 Some Hollywood studios now plan 

the rollouts of their films after 

reviewing mobile-driven Twitter 

feeds just days after the previews.  

 In India, farmers can now use their 

phones to remotely monitor the 

operation of irrigation pumps. 

Today, many of them regularly 

access everything from crop prices 

to weather by phone. In many 

corners of the developing world, 

mobile-services providers are 

becoming de facto colleges, 

delivering education by phone. 

Still to come in the 
Mobility Manifesto 
series 

Part 4: The Multi-dimensional 

mobile maturity model. 

The mobile enterprise can be very 

complicated. It touches just about 

every part of an enterprise from 

security to support, procurement to 

privacy, engineering to customer 

experience, communication to 

application development.  

Different functions have invested in 

mobility at different times, over 

different periods. Because of this, it’s 

not realistic to evaluate an 

enterprise’s mobile maturity as a 

single effort. Instead, it must be 

examined across its many parts, 

with some efforts more mature than 

others.  

PwC has created a maturity model 

that allows for a multi-dimensional 

assessment. The key outcome is not 

just a score (that can be used to 

compare one enterprise to the next), 

it’s a simple matrix that helps an 

enterprise determine where the next 

set of investments can be made to 

mature enterprise mobility.  

Part 5: Mobile heterogeneity 

and the future of the mobile 

enterprise—dealing with the 

“bring your own device” 

(BYOD) employee 

Enterprise mobility is complicated — 

not because of technology but 

because everyone thinks they “own 

it.” From procurement to IT to 

operations to security to business 

lines — everyone has an opinion. 

Add to that the confusion that occurs 

when employees bring their 

personal devices to work and expect 

IT to support these devices with all 

sorts of corporate applications that 

do not exist...Well, you get the idea. 

Challenges escalate quickly. 

We’ll discuss what is keeping CIOs 

up at night — and how 

organizations approach these 

challenges in a calm, collected and 

constructive way. 

 

 

*  *  * 
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