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The future of communication
Everyone and everything connected

Broadband 
everywhere

5 billion
connected

Multitude of
business 
models

Internet will 
become the 
heart of the 
modern society
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The individual communication experience: 
What do people want?

My Internet 
everywhere

Keep me 
always 
connected 

Always high 
quality voice 
service

Cool devices 
and apps that 
work well

Services 
that match 
my needs
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26%

41%

12%
21%

Customer 
satisfaction

drivers
Impact in %

Offer 
personal services 
based on deep 
customer 
understanding

What makes a loyal customer? 
CSP strategies to generate customer loyalty

Improve 
customer service 
competence and 
effectiveness

Make billing 
personalized, 
flexible and 
transparent

Optimize 
and assure e2e 
network and 
service quality

Customer 
Care

Cost & 
Billing

Quality

Source: Acquisition & Retention study March 2009 –mobile operator –mature market

Device & 
Service 
Portfolio
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Consolidation and 
Convergence

Personalized offerings 
and real-time charging

Seamless enterprise 
management interaction

Enable new ways 
of business

Improve customer experience and cut operational costs with
unified & customer-centric charging and billing

I want 
flexible and 
transparent
billing

I want a 
personalized 
offering

I want to 
check my 
spending in 
real time

Unified 
charging and billing

Customer
Care

Invoicing Payment

Billing

Unified
charging
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Consolidate profiles

Simplify and 
personalize services

Reveal customer 
insights

Exploit new 
business models

Leveraging customer knowledge to 
enrich the communication experience and create value

I want easy 
access to my 
services 
anywhere

I want my 
individual 
services

I want control 
over the use 
of my data

I want to be 
online safely

Telco 2 
Web

Identity

Trust

Privacy
Openness

Profile

Insight

Unified 
Subscriber Data
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Improve customer satisfaction through
automated device management

Manage devices remotely and solve 
problems in seconds

Enable proactive care with 
auto-correction of devices

Provide self-care interface for easy 
device management

Better customer understanding based 
on real-time device data 

I want to 
activate a

new service 
It doesn’t work! 

Device 
management 
server

Great, it 
works! 

Incorrect 
configuration

Upload correct 
configuration
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Carrier Ethernet backhaul
via microwave or fiber

Simplifying architecture
for HSPA & LTE

HSPA evolution 
towards 100 Mbps*

Evolving LTE/LTE-A 
beyond 100 Mbps* 

The mobile broadband experience: 
make the Internet mobile in an extremely efficient way 

I want 
high-speed
Internet 
everywhere 

*single user peak data rate

I always want 
the best quality 
connection

óSexy Flexiô

ONE  
multi-radio access
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Towards the vision of individual communication experience

Efficiency Experience

Service

Network

Efficient, 
low-cost 
connectivity

Flexible service 
creation and 
management

Customer & 
content aware 
delivery

Customer and 
service specific 
experience

We help Communication Service Providers  
build more valuable customer relationships
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Thank you


