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CRM Platform for Mobile Devices
CEOCFO: Mr. Gebauer, would you tell us the concept behind MobileAware?
Mr. Gebauer: MobileAware’s core focus is becoming a leader in the on-device CRM 
space. What we mean by that is traditionally CRM is focused around a backend process 
to enterprises, so it is CRM with the advent of the mobile device and the advantages 
that mobile brings around getting more context and insights about a customer. We have 
built a platform to leverage that, so that enterprises primarily today such as telecom 
companies and mobile providers are able to leverage this in order to provide better 
service to their customers. 

CEOCFO: How have you created a system that works well on mobile but is simple 
enough to get the job done without some of the traditional complications?
Mr. Gebauer: You have the intersection of the difficult customer interaction and today’s 
companies interacting with customers typically with multi-channel strategy, so that could 
be IVR, call centers, online, or other formats. You have customers that move in and out 
of all those 200 channels. In order to bring all those customers together, the one area 
you do not have is something that is sitting in their pocket, and that is their device. As 
the user interacts with the application on the device, the app is gaining and learning 
more insights and gaining and learning more context about that customer and how they 
interact with their mobile operator, so that will monitor a customer that has popped up 
three times in one month for say five hours. 

CEOCFO: What are the challenges in creating a system that works easily?
Mr. Gebauer: The biggest challenge has been able to provide deep enough integration into the mobile operator’s 
backend. Once we are able to get into that backend and get that information, most of all the other pieces come 
automatically from the mobile device and that is the beauty of this solution.

CEOCFO: Who is using your services today?
Mr. Gebauer: We have over twelve implementations globally, which include six of the top ten global mobile network 
operators. This is everybody from Telefonica to America Movil to Vodafone to Telus. We have about five other major, well-
known operators who use our solution. 

CEOCFO: Is there much competition?
Mr. Gebauer: When people think about mobile app, they think about disruption and things like Uber, which is disruptive. 
They think about AirBnb, which has transformed and disrupted the hospitality business. The way we look at customer 
service, there has not been any significant innovation or disruption there. The advent of bringing an app to help you to 
interact better with a brand mobile operator or enterprise is the big part of that. 

CEOCFO: What do you find when you are approaching the various telecoms and the skeptics?
Mr. Gebauer: We typically go through the chief marketing officer’s organization. Generally, they may tell us that their 
internal group has built an app and they think that it is ok. However, once they start using our app, they realize that their 
app is simply covering something very basic, like account management, whereas what we do is look at the full gamut. We 
have account management, technical support, up-sell and cross-sell promotions and even integration of the channels. As 
soon as they sit down and start walking through our user experience versus what they have, they move significantly more 
rapidly in helping to create a full experience for the user on their mobile device.

CEOCFO: Do you envision a time when your app would just be standard?
Mr. Gebauer: That is exactly our view. Everyone will have an app for that. I think the vision we have is that today it is 
operators who are doing different things and what we are trying to become is a unifying platform that is flexible, 
configurable and brandable, that any operator could deploy in a matter of weeks versus them sitting down and having to 
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think about the user experience. We are focused in telecom. We recognize there are multiple verticals in industries that 
could potentially leverage this type of approach to customer care and customer service. 

CEOCFO: Would you tell us about your revenue model?
Mr. Gebauer: We effectively are delivered as a managed service. What that means is the operator does not need to think 
about this. We take some time to do some setup and then we are able configure and brand the application rapidly. Based 
on that, we basically manage the service in the cloud. From a perspective of how we build and grow the business, we 
have natural growth by just the fact that smart phone penetration is growing globally and just by adding more features and 
functions, it drives people to not only adopt the app but also use it more often.

CEOCFO: You recently opened an office in Santiago, why is that?
Mr. Gebauer: The company is built around three geographic market sections. We have our headquarters in Boston. We 
have an office in Dublin Ireland, which supports our European business, which we are expanding and growing 
significantly. One of the more surprising growth points that we have created is Latin America. We now have over five 
operators that are currently launched in Latin America and represent over forty percent of the company’s revenue. That 
will soon be augmented by a major announcement of a major group that covers all of Latin America. The reason for 
Santiago is simply growth expansion. What the mobile operators love about us is this concept of being hyper local. We will 
typically have a project manager who is directly onsite to support not only the launch of the initial solution but also 
managing that all the way through the life cycle. 

CEOCFO: You mentioned that implementation can be rapid. How much customization is needed?
Mr. Gebauer: Many people think this is an app so each one is different. We actually take an approach of being a platform. 
What we have done with that platform is make it like a white label solution so that from our perspective we can go in and 
say what are the brandings and the configurations, all those things, and then we can simplify it. The second part is getting 
the service layers from the operators so that we are able to build integration effectively. Then it is all the magic of the 
cloud. All of our maintenance and support is through our centers and maintenance is delivered by the cloud. 

CEOCFO: What have you learned over time and why is the offering better today than a year ago?
Mr. Gebauer: It is better because we have been able to grow by plus 100% every year which means new customers. 
What it has really done is help get us more data points about how customers want to interact on a mobile device and 
more importantly, the types of things that they really want to do in their relationship with their mobile operator.

CEOCFO: What is next?
Mr. Gebauer: Many companies talk about going into other markets but for us we have three cornerstone markets so what 
is next for us is traditional land and expanded strategy. We have strong benchmarks in a lot of regions and countries now 
and it is all sort of expanding and growing within those. From a technology platform perspective, it is really about making it 
easier and making our solutions more effective for our customers. More functionality, better measurements and advancing 
what we are able to offer them. 

CEOCFO: Why pay attention to MobileAware?
Mr. Gebauer: I think we stand out because we are truly trying to solve a problem and create disruption in a multi-billion 
dollar market. What enterprises have to do every second with their customers is support them, help them buy their 
products, service their products or help them extend their relationship with that subscriber. From that perspective, the 
answer in the last thirty years has been give a customer more channels whereas our perspective is we believe mobile is 
new and going to be the dominant channel for the foreseeable future. That is why I think it is important to look at us as a 
pioneer in chasing a market where it is right for disruption.
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“It is really about making it easier and making our solutions more effective for our customers. More functionality, better 
measurements and advancing what we are able to offer them.” - Armin Gebauer


