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Executive Summary 
While small and medium-sized businesses (SMBs) represent the vast majority of 
economic units — and are important contributors to both employment and GDP — their 
productivity lags significantly behind that of larger enterprises. Information and 
communications technologies (ICT) have been recognized as one of the main contributors 
to productivity growth during last two decades, so their adoption in the SMB segment 
should contribute to addressing this problem. While Mexican SMBs understand the 
importance of ICT (55 percent claim ICT is a strategic enabler) and two-thirds see 
themselves as early adopters, there are several obstacles inhibiting successful adoption of 
ICT.1 The most common barriers are cost, complexity, and lack of knowledge — both about 
ICT and about the available solutions. 

For all of these reasons, SMBs represent a segment that is well suited for cloud and 
subscription-based services. Typically, they have less complex ICT needs, fewer legacy 
applications, and lower ICT support than larger enterprises. So, they are more inclined to 
hand over the delivery and operations of ICT to third-party services suppliers, enabling 
them to focus more on their core business. Research by McKinsey confirms this, finding 
that SMBs with fewer than 250 employees are more than twice as likely as larger 
companies to adopt subscription or on-demand technology services; their spend on these 
services will be almost twice the size of large enterprise public cloud spend in 2014.2 

Mexican SMBs are well aware of terms such as “cloud computing,” “subscription-based 
services,” and “IT as a service” — more than 75 percent claim to be “very” or “somewhat” 
aware and understand the benefits. This reality is reflected in the expected shift of ICT 
budget spend to cloud and subscription-based services: by the end of 2014, almost all 
subscription-based services, a 2.7-times increase from 2012.3 
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However, adoption of cloud and subscription-based services will not be completely 
without obstacles. Key barriers to adoption identified by Mexican SMBs are data privacy 
and security; cost and unclear return on investment; and lack of customization of solutions 
to specific SMB needs.  

The more tailored services are to addressing specific business needs or problems, the 
greater the likelihood of adoption. Research shows that interest in generic cloud services, 
such as access to computing on-demand, is relatively low. As additional features are 
added to address SMBs’ concerns about reliability and security, interest grows rapidly. 
SMBs have the highest interest in well-defined cloud, managed, and subscription-based 
services such as secure-office connectivity, remote-worker solutions, virtual-desktop 
services, and business-security suites. 

Telecommunications service providers, especially incumbent operators, are well positioned 
to provide cloud, managed, and subscription-based services to the SMB market segment, 
followed by application and technology equipment providers. But to win in the market, they 
first need to establish trust. They can do this by providing adequate reliability and security / 
privacy guarantees while addressing the specific needs of this market segment: 
customized solutions, advice, and support throughout the service lifecycle, including 
information sharing, service selection, deployment, adoption, and utilization. In the sales 
process, person-to-person interaction is crucial; salespeople need to have a deep 
understanding of both solutions and SMB business needs.  

SMB Market as the “New Frontier” for Mexican Service Providers 
SMBs are at the core of economic activity all over the world, and Mexico is no exception. 
Of about 4.4 million economic units registered, 99 percent fall in the SMB category; 75 
percent of employed Mexicans work in a business with 50 or fewer employees. SMBs 
contribute 52 percent of Mexico’s gross domestic product, while the remaining 48 percent 
comes from 1 percent of big companies.4 This information reflects the necessity to 
increase the productivity of SMBs. Since ICT was identified as one of the key productivity 
drivers (OECD, 2010), increasing ICT adoption in Mexican SMBs can help in this area. 

On the other hand, service providers are looking for growth. The SMB market segment 
represents a natural expansion opportunity, as it has been typically underserved not only 
by telecommunications service providers, but also by the entire IT community. According 
to AMI Partners, the total SMB market5 value was almost $11 billion in 2012, with network, 
communications, and cloud services representing about $9.1 billion. 

The services included in this analysis were grouped as follows: 

● Network services: Physical and logical connection between disparate offices or to 
service providers. Services encompass Internet access (including wireless 
broadband), wide-area networking / WAN, remotely managed network and security, 
and network support. 

● Communication services: Services that provide communication at a distance, 
including local and long-distance telephony, wireless phone service (including data), 
hosted VoIP, remotely managed PBX, and IP trunking. 
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● Cloud services: Hosted services that provide Infrastructure and software 
functionalities in a shared environment, including hosted collaboration / conferencing 
services, infrastructure hosting and infrastructure as a service (IaaS), and software 
as a service (SaaS) — from email to business applications and web hosting. 

● IT and professional services: Support and / or management of IT (such as 
computing, software, and networking support), professional services (such as IT 
consulting, process management, development and integration), and remotely 
managed IT services (RMITS) for PCs, servers, storage, and more.  

Figure 1 shows that, while most of the revenues will come from “traditional” services such 
as telephony (long distance, local, and wireless) and network services, the drivers of 
growth will be mobile data and especially cloud, IT, and professional services. 

Figure 1. SMB Services in Mexico: Size and Growth (2012 – 2015) for Companies of 5 to 249 Employees. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

Sources: AMI Partners, 2011; Cisco Consulting Services, 2012 

 
High growth of cloud and managed services is driven by two primary factors:  

1. SMBs’ Expanding ICT capabilities: Cloud, managed, and subscription-based 
services allow SMBs to gain access to technologies and services (infrastructure, 
platforms, software) that would otherwise require fairly sophisticated ICT 
capabilities. By leveraging public cloud, managed, and subscription-based 
services, SMBs can stop worrying about managing complex and expensive 
infrastructure (from hardware to software). Instead, they can acquire these as 
services. Additionally, SMBs can gain access to significantly higher service levels 
than those they would provide with on-premise solutions. In short, by leveraging 
public cloud, managed, and subscription-based services, SMBs can focus on their 
core business and allow ICT to be one of many supporting pillars. 
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2. Reducing ICT costs: By turning to cloud, managed, and subscription-based 
services for their ICT needs, SMBs can more closely align service demand and 
supply, due to the on-demand nature of these services. This translates to greater 
flexibility and adaptability, as well as significant cost savings. McKinsey research 
states that SMBs can save 20 to 25 percent by using SaaS-based customer 
relationship management (CRM) solutions in place of traditional on-premise 
applications; moving infrastructure to the cloud can result in cost savings of more 
than 50 percent.6 

Opportunities to win in the high-growth services segments exist; the key question 
remaining for service providers is how to win in the SMB segment.  

Research and Top Findings 
To gain a better understanding of the needs, attitudes, and preferences of small and 
medium-sized businesses regarding ICT and services, Cisco Consulting Services 
conducted an online survey of 447 Mexican SMBs in the second half of 2012.7 The study 
focused on SMBs with 5 to 249 employees, as they represent a “sweet spot” for cloud, 
managed, and subscription-based services in terms of size and ICT complexity for service 
providers. Below are the key findings of the research based on the survey and Cisco 
Consulting Services analysis. 

1. Mexican SMBs Believe ICT Is a Strategic Enabler and Consider Themselves 
Early Adopters 

Mexican SMBs are aware of the strategic importance of ICT for their businesses. The 
Cisco Consulting survey shows that 55 percent of respondents view ICT as a strategic 
business enabler versus 42 percent who view it as a support function. 

Figure 2. Importance of ICT for Mexican SMBs. 

 

 

 

 

 

 

 

 

 

 

 

Source: Cisco Consulting Services, 2012 
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There is a slight variance among SMBs depending on the number of employees. ICT 
appears to be most important to the smallest (5 to 19 employees) and the largest (100 to 
249 employees) businesses. Similarly, there is some diversity based on industry segment, 
where the largest numbers of respondents who consider ICT a strategic enabler are from 
companies in commerce (retail and wholesale), FIRE (financial services, insurance, and 
real estate), and communications. 

According to responses from the survey, Mexican SMBs are not shying away from 
adopting new ICT products and services. Although only about 17 percent replied that they 
are among the first to purchase new ICT products and services, 54 percent believe they 
are adopting new ICT products and services ahead of most other SMBs. 

Figure 3. Attitude of Mexican SMBs Toward Adoption of ICT Products and Services. 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Cisco Consulting Services, 2012 

 

In terms of company size, larger SMBs (50 employees and above) are the most 
“aggressive” in adoption of new ICT products and services, while from an industry 
perspective, the fastest adopters are SMBs in the communications and FIRE areas. 

While it seems that Mexican businesses are investing heavily in ICT products and services, 
a different picture emerges when looking at ICT spend as a percentage of revenues. As 
Figure 4 reveals, Mexican companies are spending significantly less on ICT than their 
peers around the world, with the exception of the media and entertainment industries.  

This represents a potential challenge and an opportunity — building a good understanding 
of drivers and impediments to adoption of ICT products and services, along with providing 
an appropriate “response,” will be critical to increasing adoption and, consequently, to 
increasing ICT spending. 
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Figure 4. ICT Spending as a Percentage of Revenues by Country and Industry Sector. 

 
 
 
 
 
 
 

 

 

 

 

 

 

 

 

Source: IHS Global Insight, 2010 

 

2. Key Drivers for Adoption of ICT Products and Services Are Focused on 
Business Efficiency and Customer Service 

SMBs face many cash-flow and cost-/ expense-related concerns on a daily basis. So, it 
may be surprising that cost reduction ranks only as the fifth-largest driver of ICT product 
and service adoption. The primary drivers can be split into two categories: 

1. Focused on improving the efficiency and productivity of the business 

2. Focused on improving customer service and driving sales growth. The number-six 
driver on the list is also customer- / sales-related: offering new products / 
services. 

The responses align closely with McKinsey’s survey, where improving effectiveness of 
business processes, reducing ICT costs, and improving cost efficiency of business 
processes were ranked as the top three ICT priorities.8 
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Figure 5. Drivers for Purchasing ICT Products and Services. 

 
 
 
 
 
 
 
 
 
 
 

 

 

 

 

 

 
                                                                                                 

Source: Cisco Consulting Services, 2012 

3. Cost, Complexity, and Lack of Knowledge Are Primary Barriers to                 
ICT Adoption 

Unsurprisingly, the number-one factor hindering adoption of ICT products and services by 
SMBs is cost. Indeed, cash-flow-challenged SMBs that need to invest in their core 
business find it hard to set aside budgets for investments in ICT. The other key 
impediments to ICT adoption fall into two categories: 

1. Complexity and difficulties of using ICT solutions: SMBs have either no ICT staff 
or it is very limited. Many have limited knowledge of available ICT solutions. 
According to respondents, ICT suppliers offer little help. The factor “ICT suppliers 
do no provide enough support and guidance…” ranked third on the list of inhibitors. 

2. Business value of ICT is not clear: With many priorities competing for limited 
funding among SMBs, this is an important factor.  

Although relatively low on the list, “ease of use” and “adequacy of ICT solutions” are two 
factors that need to be considered as well.  
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Figure 6. Factors Preventing SMBs from Purchasing and Using ICT. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Source: Cisco Consulting Services, 2012 

 

Providers of ICT products and services need to take these factors (cost, education / 
information sharing, business value and relevance, ease of use) into account when building 
offerings targeted at the SMB market. 

4. Cloud and Subscription-based Services Are Well Known to Mexican SMBs, 
and Usage of These Services Is Poised To Increase Significantly 

Mexican SMBs seem to be well aware of the terms related to cloud, managed, and 
subscription-based services. More than 75 percent of respondents to Cisco’s survey are 
either “very aware” (fully understand the meaning of the term) or “somewhat aware” (have 
heard the term and more or less understand what it means).  

There is some variance among SMBs of various sizes — awareness is lowest among small 
SMBs (5 to 19 employees) surveyed, 68 percent of whom claim to be “very aware” or 
“somewhat aware” of the term. This awareness grows to 87 percent in the largest SMBs 
surveyed (100 to 249 employees). Interestingly, the least-understood term is “cloud 
computing” — 24 percent of respondents had never heard of it or were only vaguely aware 
of the term (see Figure 7). 
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Figure 7: Mexican SMB Awareness of Terms Related to Cloud, Managed, and Subscription-based Services. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

Source: Cisco Consulting Services, 2012 

 

This awareness is also reflected in the growth of SMB spending on cloud and 
subscription-based services. The number of SMBs that spend 30 percent or more of their 
ICT budgets on cloud and subscription-based services is poised to grow from 11 percent 
to 30 percent between 2012 and 2014. The anticipated dynamic can be seen in Figure 8. 

Figure 8. Percentage of ICT Budget Spent on Subscription-based Services. 

 

 

 

 

 

 

 
 
 
 
 
 
 

 
 

Source: Cisco Consulting Services, 2012 
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While the 2.7-times increase in two years is impressive, the number of businesses 
spending 30 percent or more of their ICT budgets on cloud and subscription-based 
services still lags behind that of developed markets, such as the United States or 
Germany. 9 

Research also showed that the budget shift will be most pronounced in the SMB segments 
of companies with 20 to 49 employees, where 33 percent of respondents are planning to 
spend more than 30 percent of their ICT budgets on cloud and subscription-based 
services, and in companies with 50 to 99 employees, where 38 percent of respondents 
are planning to shift this amount of their ICT spend. The spending shift will be the lowest in 
the smallest segment surveyed, businesses with 5 to 19 employees, where 23 percent of 
respondents are planning to spend more than 30 percent on cloud and subscription-
based services over the next two years. 

From an industry perspective, the biggest shift will happen in commerce (wholesale and 
retail) and communications, where 40 percent of respondents are planning to spend more 
than 30 percent of their ICT budgets on cloud and subscription-based services. These two 
industry groups are closely followed by FIRE (finance, insurance, real estate), with 39 
percent of respondents, and professional services, with 35 percent. The shift in ICT 
budget spending will be the slowest in manufacturing, where only 19 percent of 
respondents are planning to spend more than 30 percent on cloud and subscription-
based services in the next two years. 

This budget shift seems conservative when considering the cloud and subscription-based 
services that Mexican SMBs are planning to adopt. As Figure 9 illustrates, all of the 
services that were assessed in the questionnaire will be adopted by at least 60 percent of 
Mexican SMBs. While the numbers seem very high, the selection of services that Mexican  

Figure 9. Future Use of Cloud and Subscription-based Services. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Source: Cisco Consulting Services, 2012 
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SMBs are planning to adopt does not vary from that of a similar survey that Cisco 
Consulting Services conducted in the United States and Germany,10 where the top-three 
services also were security, data storage and backup, and desktop productivity 
applications. 

5. Productivity Growth and Cost Reduction Are Primary Drivers for Adoption of 
Cloud and Subscription-based Services 

As in responses concerning key drivers of ICT adoption, productivity is the No. 1 driver of 
cloud and subscription-based services (see Figure 10). This is closely followed by 
reduction of up-front capital expenditures.  

Figure 10. Drivers for Moving to Subscription-based ICT Services. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Source: Cisco Consulting Services, 2012 

 

6. Concerns About Data Privacy, Security, Costs, and Lack of SMB 
Customization Are Preventing Migration to Cloud and Subscription-based 
Services 

Most Mexican SMBs highlighted concerns about security and data privacy as factors 
preventing them from adopting cloud and subscription-based services. This issue is 
present in most SMBs, regardless of their size or industry. 

Second on the list is uneasiness about return on investment (ROI) — many Mexican SMBs 
perceive cloud and subscription-based services as being more expensive than their 
current technology. Interestingly, companies that most frequently mentioned this factor are 
not the smallest SMBs (5 to 19 employees), but rather SMBs with 20 to 49 employees. 
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The need to customize cloud and subscription-based services to match the needs of 
Mexican SMBs is reflected in the third factor preventing adoption: the solutions have “too 
many features SMBs don’t need.” This was the assessment from all sizes of SMBs, with 
the exception of the largest group (100 to 249 employees). 

From an industry perspective, FIRE is the least concerned with feature sets, ROI, or 
technology migration — the main inhibitor in this industry is control over technology. 

Figure 11.  Factors Preventing Migration to Subscription-based ICT Services. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
Source: Cisco Consulting Services, 2012 

 

7. Vendor Trust and Help with Services Adoption Are Essential To         
Accelerate Adoption 

To accelerate adoption of cloud and subscription-based services, service providers need 
to address the above concerns. This is clearly visible from responses to the question 
about factors that would increase interest in these services, as seen in Figure 12. 

Vendor trust is a critical component — three of the top four responses are directly 
associated with it. Solving data security and privacy issues will be a major driver of 
adoption, followed by assurance and transparency regarding SLAs. Interestingly, despite 
doubts about the ROI of cloud and subscription-based services, having a clearly 
demonstrated business case concerning the benefits of new services is not a major factor. 
However, providing knowledge that would help SMBs adopt new ICT solutions quicker and 
ensuring greater business impact are important factors, aligned with the generic issue of 
lack of ICT knowledge in SMBs. 

 

 

 



 

 
  © 2013 Cisco and/or its affiliates. All rights reserved. Page 13 

 

White Paper 

Figure 12.  Factors Increasing Interest in Cloud and Subscription-based ICT Services. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Source: Cisco Consulting Services, 2012 

8. Interest in Generic Cloud Services Is Low — Services Need To Focus on 
Solving Specific Business Problems 

To better understand and evaluate demand for cloud and subscription-based services, our 
research tested SMBs’ appetite for various services, from generic infrastructure-as-a-
service offerings to more complex bundles that address specific business needs. 

It turns out that the interest in generic IaaS services is low. Regardless of business size, 18 
percent or less expressed extreme interest in the service, with about double that 
percentage being somewhat interested. Responses from the industry groups were similar, 
with communications and professional services (which includes IT companies) expressing 
the most interest (see Figure 13). 

If the basic IaaS service were enhanced with bandwidth-on-demand, which allows 
connectivity to be scaled on an as-needed basis, the interest level would increase. On 
average, 26 percent of respondents were extremely interested in the service, which is 
almost a 50 percent increase over their interest level in the basic IaaS service. Thirty-six 
percent of respondents indicated that they would be extremely interested if security and 
uptime guarantees were included — double the interest level of the basic service. 
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Figure 13. Interest in Generic Infrastructure as a Service11. 

 

 

 

 

 

 

 

 

 

 

Source: Cisco Consulting Services, 2012 

 

Interest also grows significantly when service bundles addressing specific business issues 
have been tested. The following service bundles were defined in the survey: 

● Secure Office Connectivity: Mesh or site-to-site connectivity that provides access 
to cloud-based business apps, storage, and computing capabilities with a single CPE 
device as a service with a simple monthly fee. 

● Managed Collaboration Services: Combined instant messaging (IM), web/video 
conferencing, presence, digital workspaces, team/project calendar, and desktop 
sharing, accessed securely from multiple devices and locations as a service for a 
fixed monthly fee. 

● Remote Worker Solution: Telecommuter package that enables workers to securely 
access and work from remote locations via wireless / wireline for a simple monthly 
fee. 

● Virtual Desktop Solution: Virtual desktop infrastructure, from a centralized data 
center with hosted business applications accessible from any device (laptop, 
smartphones, tablets) to enable employees to conduct everyday activities securely 
from the cloud for a per-person fixed monthly fee. 

● Business Security Suite: Comprehensive security suite: secure, encrypted network 
(IP VPN); secure data backup / archiving; anti-virus / spyware / firewall; remote-site 
monitoring; alarm; and video archiving. 

● IT as a Service: Complete IT and communications solution — hardware, software, 
connectivity, and communications. Employees who need desktops would be 
provided with thin clients that allow them to access virtual computers with 
applications. In addition, service would include desktop phones, printers, local area 
network, and Internet connectivity. 

From the bundles tested, secure office connectivity and the remote-worker solution seem 
to be most attractive, while managed collaboration and IT as a service rank lower (see 
Figure 14).  
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Figure 14.  Interest in Solution Bundles. 

 
 
 
 
 
 
 
 
 
 
 
Source: Cisco Consulting Services, 2012 

Level of interest in the services varies by the size of business. While all SMBs are 
interested in secure office connectivity, the interest in more advanced services is 
concentrated in the largest businesses (see Figure 15).  

Figure 15.  Interest in Solution Bundles by Business Size. 

 
 
 
 
 
 
 
 
 
 

 

 
 
 
                                                                                                                                                                                   
Source: Cisco Consulting Services, 2012 

9. Service Providers Need To Adopt a Go-To-Market Strategy that Focuses on 
Consultative Selling and Business Relevance 

Because IT skills are in low supply in SMBs, these companies are looking at service 
providers to help them find the right solutions. The two critical skills salespeople need are 
a deep knowledge of relevant products, as well as a good understanding of each 
customer’s business and industry (see Figure 16). 
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Figure 16. Most Important Skills for a Salesperson. 

 
 
 
 
 
 
 
 
 
 
Source: Cisco Consulting Services, 2012 

 

Although these skills are not yet standard for most service providers’ sales staffs, the level 
of satisfaction with sales staff is quite good — about one-quarter of respondents are “very 
satisfied” with people selling ICT products and services to their company; an additional 50 
percent are “somewhat satisfied.” The level of satisfaction is lowest at the smallest 
companies (5 to 19 employees).  

Despite the proliferation of online sales, ordering, and provisioning tools, SMBs still prefer 
face-to-face interaction during the sales process (see Figure 17). 

Figure 17. Preferred Sales Interactions.  

 

 
 
 
 
 
 
 
Source: Cisco Consulting Services, 2012 

The larger the business, the more face-to-face sales interaction is important. Online tools 
are perceived as useful, especially in service monitoring and maintenance mode, but also 
in combination with live salesperson interactions. 

Implications for Service Providers 
Research clearly indicates that service providers have been identified as the primary 
potential supplier of cloud and subscription-based ICT services (see Figure 18). 
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Figure 18.  Supplier Preferences for Subscription-base Services. 

 
 
 
 
 
 

 

 

 

 

 

 

 

 

 

 

Source: Cisco Consulting Services, 2012 

 

The value propositions of service providers need to reflect the key needs and concerns of 
SMBs:  

● Security: SMBs know security is important and will ask about it. They need help and 
education, and they value offers where security is an integrated feature, not an 
afterthought. Security is a table-stakes issue: messaging, value propositions, and 
offers need to address security concerns. 

● Performance Guarantees: SMBs have read about service outages at major cloud 
service providers and other non-SPs. For small companies, a week without service 
can be a disaster or even spell the end of their business. Telecommunications 
service providers are well positioned in this area — better than systems integrators or 
over-the-top (OTT) providers because they can provide end-to-end service 
guarantees, covering all service components. 

● Right-sized Offers / Bundled Solutions: SMBs worry about complexity and paying 
for features they don’t need. They look for integrated solutions to their everyday 
problems: “How do I connect and collaborate securely with colleagues remotely?” or 
“How do I obtain the basics for connectivity, security, and communications to get my 
office up and running?” 
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● Price: Smaller SMBs care about price and focus on solutions to help reduce 
expenditures. They also care about investment in time and resources, but financial 
costs are paramount. For larger SMBs, total cost of ownership may be more 
important; they are also willing to pay more for offers that provide additional or 
targeted value. However, overall price is still an important factor in decision making. 

● Education: SMBs need help making the case for investment in cloud, managed, and 
subscription-based services. Examples of everyday problems solved, use cases, 
and business cases with total cost of ownership / value spelled out can help 
“connect the dots” when switching to a cloud, managed, or subscription-based 
services offer. 

 Figure 19.  Criteria for Selecting a Hosted or Subscription-based ICT Service Provider. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Source: Cisco Consulting Services, 2012 

 

To successfully capture the opportunity, service providers need to observe some basic 
principles: 

1. Build from the current base 

– Build upon the high level of satisfaction that customers have with existing cloud 
and managed services. Create the broad portfolio of cloud services that SMBs 
expect to buy in the next six to 24 months. 

– Reinvigorate marketing efforts around larger-sized SMBs, which are users of 
more advanced services such as business applications, collaboration, and on-
demand computing. 

2. Expand to advanced services 

– Increase emphasis on advanced cloud services in order to capture market 
share and mindshare. 
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– Forge business relationships with VARs, software, and technology companies in 
order to play a larger role in advanced cloud services such as SaaS and IaaS. 

3. Sell business benefits 

– Emphasize security, guarantees, and business impact, which are the most 
important buyer factors for purchasing cloud services. 

– Develop a strong business case and a clear articulation of benefits to 
encourage greater uptake of cloud services. 

4. Differentiate with network features 

– Offer advanced network features such as bandwidth on-demand and security 
and uptime guarantees. 

– Explore bundled offers for SMBs that respond to their business needs — 
access, security, collaboration. 

5. Build scale and efficiency 

– Scalable shared infrastructure is critical to minimize costs per customer. 

– Organizational efficiency and agility will play a key role in this rapidly evolving 
market: implement agile business architecture to maximize efficiency and 
effectiveness of organization. 

Conclusion 
Cloud managed and subscription-based services are quickly becoming an important 
source of solutions for SMBs’ ICT needs. Given SMBs’ dynamic nature and limited ICT and 
financial resources, these services represent an ideal solution set, provided they address 
specific SMB needs, expectations, and preferences.  

SMBs are well aware of cloud and subscription-based ICT services. Both larger and 
smaller SMBs are increasing investments in cloud services, driving significant shift in ICT 
budget expenditures. By the end of 2014, about one-third of Mexican SMBs will be 
spending 30 percent or more of their ICT budgets on cloud, managed infrastructure, or 
subscription-based services. All of this represents significant upside for service providers. 

For service providers, trust is critical. Security and performance assurances and 
guarantees are the key buying factors. When not present, they are key barriers to 
adoption. Once trust is established, services tailored for SMBs will be the single biggest 
driver of provider choice, with larger SMBs focusing on this factor even more than the 
smaller ones. 

SMBs have deep interest in business-relevant, managed one-stop solutions for secure 
connectivity, support for remote work / telecommuting (virtual desktop, remote worker 
solutions), and collaboration. 

This fast-growing and lucrative base is in a segment that historically has been underserved 
by major IT providers. To gain a share of the shifting IT budget spend for SMBs, service 
providers need to adapt to specific needs, requirements, and expectations of the SMB 
segment.  
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However, service providers have the key assets that SMBs value most. Foremost among 
these are the ability to offer the differentiated network-based features that SMBs are 
looking for: reliability and uptime guarantees, quality of service, service-level agreements, 
security, and privacy. 

For more information please contact: 
 
Jožek Gruškovnjak 
Director 
Cisco Consulting Services 
+386 41 708 612 
jgruskov@cisco.com 
 
Alejandro Lombardo 
Senior Manager 
Cisco Consulting Services 
+52 1 55 3966 1181 
alelomba@cisco.com 
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About the Survey 
Cisco Consulting Services conducted an online survey of 447 Mexican SMBs in the fall of 
2012, which focused on companies with five to 249 employees. The respondents were 
either final decision makers or deeply involved in evaluation, recommendation, and 
purchase of ICT products and services. Respondents’ primary job roles were: department 
manager (31 percent); owner, partner, chairman, or CEO (25 percent); professional staff 
(11 percent), general manager or managing director (10 percent); technical staff (9 
percent), and IT director or CIO (8 percent). 

Companies surveyed were split into four groups based on number of employees: 
companies with 5 to 19 employees (24 percent of responses), 20 to 49 employees (27 
percent), 50 to 99 employees (26 percent), and 100 to 249 employees (23 percent). 
From an industry perspective, 27 percent of responses came from companies in 
agriculture, mining, transportation, utilities, and construction; 18 percent form commerce 
firms (12 percent from retail and 6 percent from wholesale); 13 percent from “other” 
services (healthcare, hospitality, information and media, education); 12 percent from 
manufacturing; 10 percent from professional services; 9 percent from financial services, 
insurance, and real estate; and 2 percent from other industries. 

Focus of the survey was learning about Mexican SMBs’ attitude toward ICT products and 
services; drivers and inhibitors of ICT; awareness, utilization, and perceptions about cloud 
and subscription-based services; and plans related to adoption of cloud and subscription-
based services, including levels of interest in various services. The survey also looked at 
supplier preferences for cloud and subscription-based services, as well as at sales 
interaction preferences and skills expected from ICT services sellers. 

The survey was performed using an online panel provided by Global Market Insight. Survey 
error margin is 4.6 percent, with a confidence interval of 95 percent. 
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