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Frost & Sullivan’s Global Research Platform 

Frost & Sullivan is in its 50th year in business with a global research organization of 1,800 

analysts and consultants who monitor more than 300 industries and 250,000 companies. 

The company’s research philosophy originates with the CEO’s 360-Degree Perspective™, 

which serves as the foundation of its TEAM Research™ methodology. This unique approach 

enables us to determine how best-in-class companies worldwide manage growth, 

innovation and leadership. Based on the findings of this Best Practices research, Frost & 

Sullivan is proud to present the 2012 North American Customer Value Enhancement 

Award in Mobile Communications and Collaboration to Sprint. 

Significance of the Customer Value Enhancement Award 

Key Industry Challenges Addressed by Enhancing Customer Value 

The U.S. small business sector truly needs 21st technology – including effective mobile 

communications and collaboration tools - to succeed in today’s challenging economy. 

However, smaller businesses have traditionally received little attention from 

communications vendors.  Frost & Sullivan independent research confirms that the factors 

that inhibit development in this sector include:  1)  A lack of solutions that are designed 

expressly to meet small business needs – instead of being stripped-down versions of 

larger enterprise solutions; 2) Unaffordable offerings that fail to recognize the tight 

budgets of smaller businesses and can easily expose the business owner to an 

unacceptable level of financial risk; and 3) An inability to provide adequate service and 

support, including a lack of expert support during set-up, implementation, and ongoing 

management. 

Small business owners and workers complain about being forced into using technology 

that has “too many bells and whistles” – functions and capabilities that are unnecessary 

and which needlessly add to the cost of the solution.  Over-designed products can also 

complicate any necessary employee training and can cause workers to become frustrated 

and simply refuse to use the solution.  Frost & Sullivan feels that the market participants 

that are focused on enhancing the customer value of mobile communications and 

collaboration solutions will properly design the solutions necessary to address small 

business needs.  The savviest providers will offer small businesses an easy path to 

growth, building in scalability and offering a tiered selection of products that allow the 

customer to choose only what they need. 

Frost & Sullivan’s 2012 survey of North American mobile and wireless decision-makers 

revealed that “cost of doing business” is a major criterion used by small businesses to 
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select mobile communications partners.  Providers that wish to increase the value of 

mobile communications and collaboration solutions will demonstrate sensitivity to small 

business budgets and offer the ability to minimize costs as much as possible. 

The other top criteria for selecting mobile communications partners are professional 

services capabilities and post-sale service and support capabilities.  The typical small 

business does not have a dedicated IT professional on staff available to install, manage 

and maintain technology solutions.  The small business owner rarely has enough time or 

expertise to proactively vet and deploy tools.  Yet providers have had a difficult time 

determining how to provide hands-on, individualized help to this market in a cost-effective 

manner.  The ultimate best-in-class provider will determine how to provide the 

surrounding services and support that small businesses crave. 

Best Practice Award Analysis for Sprint 

The Frost & Sullivan Customer Value Enhancement Award is presented each year to the 

company that has demonstrated excellence in implementing strategies that proactively 

create value for its customers with a focus on improving the return on the investment that 

customers make in its services or products. This Award recognizes the company's 

inordinate focus on enhancing the value that its customers receive, beyond simply good 

customer service, leading to improved customer retention and ultimately customer base 

expansion. 

Sprint’s Performance in the Mobile Communications and Collaboration Sector 

 

Sprint’s renewed foray into the SMB sector, like its direct competition, is really just picking 

up steam.  U.S. wireless carriers are starting to realize that small businesses offer 

significant sales potential for mobile and wireless solutions; however, these businesses need 

to be approached in a different manner than that used for large enterprises. Sprint 

introduced its Biz360 small business portfolio in 2011 and is carefully augmenting its 

original product selection with additional high-value solutions and services.  Its Microsoft 

Office 365 solution reflects a sharpened understanding of U.S. small business needs and 

offers the most attractive offering in a hotly-contested field. 

 

Key Performance Drivers for Sprint 

 

Frost & Sullivan’s research reveals that the key factors that have contributed to Sprint’s 

excellence in customer value enhancement are as follows:  1) Products with capabilities that 

are designed to meet the specific requirements and needs of the smaller U.S. business, 2) 

Expert, hands-on support –especially during the onboarding and deployment stage, and 3) 

An emphasis on providing affordability and minimizing risk exposure. 
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Factor 1:  Focused Product Design 

 

Sprint chose to partner with Microsoft, selecting a well-designed communications and 

collaboration solution that offers almost-anywhere real-time access to a focused set of tools.  

These tools include professional email, web conferencing, instant messaging, file sharing, 

and the ability to view Microsoft Office documents on the go. That is the starter package. It 

contains only those capabilities that are viewed as “must have.”  These services are 

available via the cloud, allowing Microsoft to manage the service (fewer headaches for the 

customer) and making the solution scalable (so it is easy to grow the solution along with the 

company).  Additional packages exist, layering in additional capabilities, such as Active 

Directory synchronization, (this is in every MSO 365 package), enhanced SharePoint, email 

archiving and Microsoft Office offline and enhanced capabilities.  Finally, Sprint offers what 

they call Productivity Suites that bundles Microsoft Office 365 with Sprint IT HelpDesk.  The 

productivity suites further simplify IT management by offering unlimited 24/7 remote 

support and on-site technical support for operating system issues, software support and 

installation, and hardware diagnostics & troubleshooting including most peripherals and 

mobile devices.  Individual tools are also available for purchase if the customer wishes to 

assemble its own bundle. 

 

Sprint treats the Microsoft product as only a starting point, however.  The carrier makes the 

solution even more compelling by adding the surrounding services that small businesses 

crave (see Factor 2 below). 

 

Sprint’s two major competitors have also introduced the Microsoft Office 365 product.  

Competitor #2, however, only offers the starter package at this time. 

 

Factor 2:  Expert Support Services 

 

Sprint recognized that providing a good technology solution without also offering hands-on 

onboarding support would result in high customer churn.  Small businesses do not typically 

have the in-house expertise to smoothly and expertly deploy these types of solutions – and 

the results can be frustration, intimidation, and under-utilization.  As a result, the carrier 

offers its “Carefree Cloud” white glove migration and onboarding service to ensure a 

smooth, hassle-free deployment.  Carefree Cloud can be accessed by phone or via remote 

log-in.  This service is gauged to the needs and expertise level of the customer.  For those 

companies that can handle these processes on their own, Sprint offers a self-service online 

mailbox migration tool. Subsequent to deployment, the carrier provides free 24x7 technical 

support to any end-user.  For customers with more demanding requirements, two for-fee 

optional tech support plans are available – Productivity Suite and Productivity Suite Plus. 

 

Competitor #1 also offers onboarding and migration assistance, but has a more limited 

selection of post-deployment tech support options available.  Competitor #2 offers no 

onboarding or migration assistance, leaving its small business customers to make do on 
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their own. 

 

Factor 3:  Affordability 

 

Sprint offers three different Microsoft Office 365 plans for businesses to choose from, and its 

Software as a Service (SaaS) model allows subscription pricing.  Plans start at $6 per-user 

per-month and range to $20 per-user per-month, providing customers with multiple 

affordable alternatives.  The hosted nature of the service makes it possible to avoid the 

typical upfront infrastructure expense of in-house servers.   

 

It offers two productivity suites that bundle the low end and high end Microsoft Office 365 

plans that are $29.99 per-user per-month and $39.99 per-user per-month respectively with 

Sprint’s IT HelpDesk at a discounted monthly rate. 

 

Sprint is quite unique in that it offers its Carefree Cloud onboarding and migration services 

for free during the first 90 days after the sale.  The carrier also makes its Microsoft Office 

365 solution available on a month-to-month basis, with no contract or minimum number of 

seats required.  In contrast, Competitor #1 charges for its onboarding assistance, and 

requires a minimum one-year contract term for the Office 365 service, with one-year 

minimum renewal.  Competitor #2 does not even offer the onboarding and migration 

services. 

Conclusion 

Frost & Sullivan firmly believes that Sprint stands out among its peers by offering not only 

a tightly integrated, professional communications solution in Microsoft Office 365; the 

wireless provider also meets real small business needs by providing its personalized 

“Carefree Cloud” onboarding and migration services for free to all of its customers. Too 

often, technology can act as a barrier instead of as an enabler.  Sprint doesn’t leave small 

businesses to just cope with day-to-day demands on their own, but instead serves as a 

true growth partner.  These actions place the company in a leadership position, enhancing 

the value that its fortunate customers receive in this much-needed solution category.  

Based on the aforementioned factors as benchmarked through Frost & Sullivan 

competitive analysis, Sprint is the recipient of the 2012 Customer Value Enhancement 

Award. 

The CEO 360-Degree Perspective
TM 

- Visionary Platform for Growth 

Strategies  

The CEO 360-Degree Perspective™ model provides a clear illustration of the complex 

business universe in which CEOs and their management teams live today. It represents 

the foundation of Frost & Sullivan's global research organization and provides the basis on 

which companies can gain a visionary and strategic understanding of the market. The CEO 
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360-Degree Perspective™ is also a “must-have” requirement for the identification and 

analysis of best-practice performance by industry leaders.  

The CEO 360-Degree Perspective™ model enables our clients to gain a comprehensive, 

action-oriented understanding of market evolution and its implications for their companies’ 

growth strategies. As illustrated in Chart 5 below, the following six-step process outlines 

how our researchers and consultants embed the CEO 360-Degree Perspective™ into their 

analyses and recommendations.   

Chart 2: The CEO's 360-Degree Perspective™  Model  

   

Critical Importance of TEAM Research 

Frost & Sullivan’s TEAM Research methodology represents the analytical rigor of our 

research process. It offers a 360-degree view of industry challenges, trends, and issues by 

integrating all seven of Frost & Sullivan's research methodologies. Our experience has 

shown over the years that companies too often make important growth decisions based on 

a narrow understanding of their environment, leading to errors of both omission and 

commission. Frost & Sullivan contends that successful growth strategies are founded on a 

thorough understanding of market, technical, economic, financial, customer, best 
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practices, and demographic analyses. In that vein, the letters T, E, A and M reflect our 

core technical, economic, applied (financial and best practices) and market analyses. The 

integration of these research disciplines into the TEAM Research methodology provides an 

evaluation platform for benchmarking industry players and for creating high-potential 

growth strategies for our clients.  

Chart 3: Benchmarking Performance with TEAM Research 

 

About Frost & Sullivan 

Frost & Sullivan, the Growth Partnership Company, enables clients to accelerate growth 

and achieve best-in-class positions in growth, innovation and leadership. The company's 

Growth Partnership Service provides the CEO and the CEO's Growth Team with disciplined 

research and best-practice models to drive the generation, evaluation and implementation 

of powerful growth strategies. Frost & Sullivan leverages 50 years of experience in 

partnering with Global 1000 companies, emerging businesses and the investment 

community from more than 40 offices on six continents. To join our Growth Partnership, 

please visit http://www.frost.com. 


