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América Móvil o� ers dozens of value-added services to its mobile, cable and 
broadband customers. To maximise usage of this portfolio, the group has 
decided to unify the user profi les across all of its services via a single-sign on 
capability. They have selected Mobile Connect to enable this strategy.

In April 2016, América Móvil launched Mobile Connect in Mexico to 
authenticate customers on its Mi Telcel self-care portal so it can act as a 
gateway to a range of América Móvil applications, including video and music 
services. By September 2016, 24% of América Móvil’s Mexican subscribers 
were registered on Mi Telcel performing 70 transactions per second using 
Mobile Connect.

América Móvil plans to roll out Mobile Connect in other countries in Latin 
America in the coming months and introduce support for two-factor 
authentication
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Overview of the América Móvil 
case study



Mobile Connect is a standard in authentication driven by mobile operators 
around the globe. It provides a convenient, secure and private solution for 
authentication, authorisation and attribute sharing. It is now available to 
2.8 billion customers of 42 operators in 22 countries.

América Móvil is a large telecommunications group with operations 
spanning the Americas. It provides fi xed-line and mobile telephony, 
broadband and digital television services mainly through its brands Claro 
and Telcel. It has operations in the United States, Mexico, Guatemala, 
El Salvador, Nicaragua, Honduras, Panama, Costa Rica, Puerto Rico, 
Dominican Republic, Colombia, Ecuador, Peru, Brazil, Chile, Argentina, 
Paraguay and Uruguay. 
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About Mobile Connect and 
América Móvil



Mobile operator group América Móvil provides about 30 applications to its 
mobile and fi xed line subscribers in its Latin American operations. 

These apps include Claro Sync (cloud storage 
services), Claro Video, Claro Música (music app) and 
Claro Viajes (travel application). América Móvil’s 
mobile subscribers can access this portfolio of value 
added services via the Mi Telcel self-care portal.
 
However, usage of these additional applications 
(and the Mi Telcel app) had not met América Móvil’s 
expectations. Part of the problem resided in the 

MI TELCEL HOMEPAGE WITH ACCESS TO 
ADDITIONAL SERVICES

REGISTRATION TO CLARO VIDEO WITHOUT 
SINGLE SIGN-ON
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access mechanism: subscribers had to sign up 
individually to every single app, which created friction 
both for fi rst time users (i.e. password creation 
process) and for returning users (i.e. password 
retrieval process).

The challenge: increasing usage 
of value added services



As Mobile Connect does not require customers to 
create a new username and password each time 
they access a new sevice, América Móvil hoped to 
reduce the number of people that drop out during 
the account creation process. In this way, the Mi 
Telcel self-care portal could become a true gateway 
for mobile subscribers to access and manage other 
applications. By lowering the barrier for mobile 
subscribers to register for new services, a single sign 
on would help América Móvil to harvest the benefi ts 
of the breadth of its service portfolio. 

At the same time, América Móvil would be able to 
solidify its subscribers’ various profi les and activity 
into a single identity. Having a single source of 
information allows for advanced customer analytics, 
providing a better understanding of each subscriber, 
which can then be used to provide them with greater 
value and grow revenue. 

For customers, adopting a single sign-on solution 
would bring integration and consistency across 
services, clarifying the user experience and helping 
build a consistent brand image.
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When evaluating technologies that can be used for 
this purpose, América Móvil saw several advantages 
to Mobile Connect: From the operator point of view, 
Mobile Connect provides a bridge between internet 
protocols and traditional operator services, such as 
SMS and USSD. Its fl exibility allows several levels of 
authentication and attribute sharing, thereby catering 
to the various needs of the wide service portfolio 
run by América Móvil. Mobile Connect’s adherence 
to a widely-used standard also means that other 
operators in América Móvil’s markets could enable 
the same solution for their customers. A cross-
operator proposition would unlock the possibility of 
o� ering authentication and customer information as 
a service to external companies – with the customers’ 
explicit consent – opening up new monetisation 
opportunities. 

To address this issue, América Móvil decided to use Mobile Connect as a single 
sign-on solution. That means the credentials mobile subscribers use when 
logging into the Mi Telcel self-care application can be used on any other app 
owned by América Móvil.

The solution: Mobile Connect to 
support single sign-on 
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Hewlett Packard Enterprise supplied the technology 
based on which América Móvil Mexico’s 74 million 
mobile subscribers are able to login via header 
enrichment or SMS-distributed passwords. There are 
now on average 70 transactions per second on the Mi 
Telcel portal using Mobile Connect.

To drive usage of their app, América Móvil is also 
running a promotion for its contract subscribers: 
subscribers on contracts above 399 pesos a month 
can get free access to Claro Video for one year.
América Móvil is also considering implementing 
single sign-on for its Telmex fi xed-line subscribers. 
However, this requires federation with the other 
operators in the Mexican market, which is still in 
progress.

In the long run, América Móvil wants to integrate all 
of its services into this framework. It also has plans 
to roll out the service in its other operations in Latin 
America beginning in Ecuador and Brazil.

América Móvil is also looking to introduce a USSD-
based solution following the Mobile Connect 
standard. This will enable 2-factor authentication by 
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requiring subscribers to enter a PIN number to access 
sensitive services, such as its mobile money transfer 
service.  

América Móvil sees Mobile Connect opening up new 
revenue streams. The recent large-scale hackings 
of traditional password-protected online services 
suggest that the security features of Mobile Connect 
could bring considerable value to so-called over the 
top service providers.

For the long term, América Móvil is also considering 
o� ering SIM-based, high security and authentication 
services to third party service providers, such as 
banks, digital commerce companies and government 
agencies. Although sharing of personal data is a 
sensitive subject and has to be handled with care, 
América Móvil is confi dent that it can be successful.

América Móvil launched Mobile Connect on its Mi Telcel self-care application 
in April 2016 in Mexico. To make it simple for its subscribers, América Móvil 
decided to automatically migrate its existing users to the Mobile Connect 
solution so they would not have to register again. By October 2016, 24% of 
América Móvil’s Mexican subscribers were registered on Mi Telcel

The outcome: Roll out in Mexico 
and a deployment roadmap
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The business case is 
key to winning internal 
acceptance

For América Móvil, the 
fi rst barrier was putting 

together a robust business case for internal 
purposes. As integrating Mobile Connect with a 
multitude of services requires e� ort, the team 
had to prove the viability of the solution to get 
the project approved. Therefore, understanding 
the revenue opportunity and quantifying the 
benefi ts was the fi rst step towards moving the 
project forward.  For this, there had to be a clear 
roadmap and monetisation opportunity.
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The learnings: Best practices 
from launch
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Senior endorsement 
is essential to drive 
internal collaboration and 
smoothen the roll out

It takes more than a team 
building an authentication product to achieve 
one single sign-on across all of an operator’s 
apps and services. To achieve the end goal, 
various departments across América Móvil had 
to be involved. Communicating the project to a 
large and varied audience and getting all teams 
to cooperate was initially a challenge. The Mobile 
Connect team in América Móvil had to involve 
the other teams as collaborators and re-design 
the “business-as-usual” processes to cater for 
the new solution. They also obtained an early 
endorsement from a senior member of the 
group, who understood the strategic rationale 
from an early phase and supported the team 
throughout the work required to implement the 
solution.

América Móvil’s experience has led to a few recommendations on how to 
make the roll-out as smooth as possible.

The business case is 
key to winning internal 
acceptance

For América Móvil, the 
fi rst barrier was putting 

Senior endorsement 
is essential to drive 
internal collaboration and 
smoothen the roll out

It takes more than a team 



A step-by-step 
improvement and 
expansion approach is 
needed for successful 
scaling of the service

To remove some of the initial complexity, América 
Móvil began by enabling Mobile Connect on 
a single service (Mi Telcel) in a single market 
(Mexico). Now that América Móvil has a live 
solution in one of its operating countries, it is 
working on further enhancements. Before rolling 
it out to more services and countries, the operator 
wants to have well-defi ned support processes in 
place and enhanced internal integration software 
to make the product completely robust. On 
top of this, the choice to retain the SMS-based 
user experience which subscribers were already 
used to in a fi rst instance helped lower the initial 
launching e� ort.

The initial single-service, single-country launch 
provided the perfect opportunity to gather 
operational learnings before expanding the 
scope.
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Collaboration with the 
other operators in the 
market is key to success 
with external service 
providers

Integrating Mobile Connect into its own services, 
which does not require operator federation, was 
the logical start for América Móvil. However, 
there are also opportunities to sell Mobile 
Connect as a secure, value-added authentication 
solution to third parties. To enable the third 
party to use a consistent solution across its 
customer base, all the operators in the market 
need to support Mobile Connect. For this to 
happen, operators need to federate technically 
and align their market priorities. The fi rst step 
is to identify potential service providers who 
could be interested in such a solution: the key 
to achieving a successful collaboration is to 
demonstrate the potential benefi ts to all the 
parties involved.

A step-by-step 
improvement and 
expansion approach is 
needed for successful 
scaling of the service

Collaboration with the 
other operators in the 
market is key to success 
with external service 
providers

Written in
collaboration with 
Sergio Collazo, 

Value Added Services 
Engineering Manager,

 Telcel/América Móvil & 
Juan Zitlalpopoca, 

Head of New
Generation Projects, 
Telcel/América Móvil 



Sharing best practice
Any improvements you have made to your deployment(s) which have 
translated into strong numbers?

We want to hear about your experiences – and with your permission, 
help you share them for the benefi t of all operators working in the 
Mobile Connect ecosystem.

Please get in touch with our Mobile Connect team at GSMA London, 
mobileconnect@gsma.com

To fi nd out more about Mobile Connect, 
please visit gsma.com/mobileconnect

The Walbrook Building, 25 Walbrook, London EC4N 8AF
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