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0RYLQJ�EH\RQG�SULFH�GL΍HUHQWLDWLRQ�LV�NH\

As growth in the cable industry has declined, a trend has emerged: Broadband providers—
traditional cablecos— are launching mobile business lines with the hope of retaining customers 
as well as driving new revenue streams. The big three providers in the U.S. – Comcast, Charter, 
and Altice – service around 6 million subscribers through recently launched wireless brands 
�&RPFDVW�;ȴQLW\�ODXQFKHG�LQ��������3RVW�ODXQFK��WKHVH�QHZ�ZLUHOHVV�EUDQGV�KDYH�VHHQ�VWURQJ��
GRXEOH�GLJLW�JURZWK�UDWHV�FRPSDUHG�WR�WUDGLWLRQDO�PRELOH�VHUYLFH�SURYLGHUV��ZKLFK�KDYH�VHHQ�
OHVV�WKDQ�D����VXEVFULEHU�JURZWK�UDWH�RQ�DYHUDJH�

7KLV�JURZWK�KDV�EHHQ�GULYHQ�WKURXJK�DWWUDFWLYH�SULFLQJ��SULPDULO\�WR�KRXVHKROGV�ZLWK��Ȃ��
OLQHV���EXW�GDWD�DQG�FXVWRPHU�H[DPSOHV�DUH�VKRZLQJ�WKDW�SULFH�DORQH�LV�QRW�VXɝFLHQW�WR�UHWDLQ�
VXEVFULEHUV�ZKRȇV�FXVWRPHU�H[SHULHQFH�H[SHFWDWLRQV�DUH�QRW�EHLQJ�PHW��7KH�FDEOHFRV�WKDW�
FDQ�R΍HU�GL΍HUHQWLDWHG�FRPPHUFLDO�VWUDWHJLHV�DQG�RSHUDWLRQDOL]H�WKHP��SHUVRQDOL]LQJ�DQG�
VLPSOLI\LQJ�WKH�FXVWRPHU�H[SHULHQFH��DUH�WKH�RQHV�WKDW�ZLOO�EH�VXFFHVVIXO�LQ�ODXQFKLQJ�QHZ�
mobile businesses.
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Cableco Wireless Lines, 1Q19-1Q21
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Rapidly growing and retaining a new, converged  
customer base

For a traditional cableco, the “customer” has always been synonymous with a household. 
+RZHYHU��WKH�PRELOH�VHUYLFHV�EXVLQHVV�KDV�DOZD\V�EHHQ�FXVWRPHU�FHQWULF�EDVHG�RQ�LQGLYLGXDO�
subscribers. Shifting mindset and adding new capabilities to support both “household” and 
“customer” centricity is a key challenge for cablecos as they add their mobile brands in a 
FRQYHUJHG�VWUDWHJ\��3HJD�KDV�KHOSHG�D�QXPEHU�RI�OHDGLQJ�FDEOHFRV�RSHUDWLRQDOL]H�H΍HFWLYH�
commercial strategies that have driven strong, converged customer acquisition and retention 
results. The learnings from these engagements fall into three key strategies:

���'HYHORS�D�PXOWL�GLPHQVLRQDO�FRPPHUFLDO�VWUDWHJ\�IRU�FXVWRPHU�DFTXLVLWLRQ�DQG�
retention

���'ULYH�RQH�WR�RQH�FXVWRPHU�HQJDJHPHQW�WKURXJK�D�FHQWUDOL]HG�GHFLVLRQLQJ�HQJLQH�
IRU�K\SHU�SHUVRQDOL]DWLRQ

3. (YROYH�\RXU�FXVWRPHU�VHUYLFH�PLQGVHW�DQG�FDSDELOLWLHV�ZLWK�D�GLJLWDO�ȴUVW�VWUDWHJ\�

Each of these strategies is synergistic: 
A great commercial strategy will not 
EH�H΍HFWLYH�LI�LW�LV�QRW�PDUNHWHG�LQ�D�
SHUVRQDOL]HG��UHOHYDQW�PDQQHU�DW�WKH�
moment of need; neither is strong 
customer acquisition if customers 
churn due to poor service. Cablecos 
PXVW�H[HFXWH�DFURVV�HDFK�RI�WKHVH�
strategies in tandem to drive 
H΍HFWLYH�DFTXLVLWLRQ�DQG�UHWHQWLRQ�

1 'HYHORS�D�PXOWL�GLPHQVLRQDO�FRPPHUFLDO�VWUDWHJ\�IRU�FXVWRPHU�DFTXLVLWLRQ��VHUYLFH�� 
and retention

As discussed earlier, the main commercial strategy for North American cablecos to acquire 
PRELOH�VXEVFULEHUV�DV�SDUW�RI�D�PXOWL�SOD\�EXVLQHVV�VWUDWHJ\�KDV�EHHQ�SULFH�IRFXVHG��7KLV�
VWUDWHJ\�KDV�UHVXOWHG�LQ�DQ�LPSUHVVLYH���Ȃ����JURZWK�UDWH�RI�QHZ�PRELOH�VXEVFULEHUV�
FRPSDUHG�WR�WUDGLWLRQDO�PRELOH�SURYLGHUVȇ�a���LQGXVWU\�DYHUDJH�Ȃ�\HW�KDV�DOVR�FRPH�ZLWK�D�
KLJKHU�PRELOH�VXEVFULEHU�FKXUQ�UDWH��7KH�FDEOHFRVȇ�PRELOH�EUDQGV�KDYH�VHHQ��Ȃ�����FKXUQ�
UDWHV�FRPSDUHG�WR�WKH�����Ȃ������FKXUQ�UDWHV�H[SHULHQFHG�E\�WUDGLWLRQDO�PRELOH�SURYLGHUV��
$V�GDWD�IURP�RQH�1RUWK�$PHULFDQ�FDEOHFR�VKRZV��WKH�PDLQ�UHDVRQ�����RI�VXEVFULEHUV�MRLQHG�
ZDV�EHFDXVH�RI�ȊSODQ�SULFHV�Ȃ�\HW�����RI�VXEVFULEHUV�OHIW�EHFDXVH�WKH\�IHOW�OLNH�WKH\�ZHUH�
PLVOHG�OLHG�WR������RI�WKRVH�ZKR�FKXUQ�JR�ULJKW�EDFN�WR�WUDGLWLRQDO�PRELOH�VHUYLFH�SURYLGHUV�
ZLWK�XQEXQGOHG��VLQJOH�SOD\�PRELOH�VHUYLFH�SODQV��8OWLPDWHO\��SULFH�LV�D�VWURQJ�PRWLYDWLRQDO�IRUFH�
WR�DFTXLUH�VXEVFULEHUV��EXW�WKH\�H[SHFW�WKH�VDPH�FXVWRPHU�H[SHULHQFH�WKH\�ZHUH�DFFXVWRPHG�
WR��:KHQ�WKH\�GRQȇW�UHFHLYH�LW��FXVWRPHU�H[SHULHQFH�RXWZHLJKV�SULFH�LQ�WKHLU�GHFLVLRQ�PDNLQJ�

“There is a lot of information to bring to 
our customers. It’s too much to just send it 
all. That’s why we decided to invest in Pega 
Marketing. We need to have an orchestration 
tool to really decide to whom to send what, at 
what time, and through what channel.” 

Nicole Verburg, Director of Customer Value 
�0DQDJHPHQW�DW�9RGDIRQH�=LJJR
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/RRNLQJ�EH\RQG�1RUWK�$PHULFD��ZH�FDQ�VHH�DQ�H[DPSOH�RI�D�(XURSHDQ�PXOWL�SOD\�FDEOH�DQG�
PRELOH�VHUYLFH�SURYLGHU�ZLWK�9RGDIRQH�=LJJR��9RGDIRQH�=LJJR�KDV�WDNHQ�D�PXOWL�GLPHQVLRQDO��
FRQWHQW��DQG�OR\DOW\�OHG�FRPPHUFLDO�DSSURDFK�WKDW�KDV�GULYHQ�UDSLG��FRQYHUJHG�VXEVFULEHU�
JURZWK�Ȃ�DOO�ZKLOH�FXWWLQJ�VXEVFULEHU�FKXUQ�LQ�KDOI��9RGDIRQH�=LJJRȇV�FRPPHUFLDO�VWUDWHJ\�
has focused on:

• Exclusive content available only to subscribers:�9RGDIRQH�=LJJR�LV�WKH�RQO\�SURYLGHU�
of HBO in the Netherlands. With the success of the popular series “Game of Thrones,” 
SULYDWH�YLHZLQJ�DQG�VSHFLDO�DFWLYLWLHV�KDYH�KHOSHG�GULYH�PDUNHWLQJ�EX]]��9RGDIRQH�=LJJR�
DOVR�KDV�D�VSRUWV�FKDQQHO�ZKHUH�LW�SURYLGHV�LWV�RZQ�H[FOXVLYH�FRQWHQW�DV�ZHOO���

• 6WURQJ�VSRQVRUVKLSV�LQ�PXVLF�DQG�VSRUWV��9RGDIRQH�=LJJR�VSRQVRUV�D�)RUPXOD���
UDFLQJ�WHDP��D�(XURSHDQ�&KDPSLRQV�/HDJXH�IRRWEDOO�FOXE��DQG�WKH�=LJJR�VWDGLXP��
ZKLFK�DOO�FRQWULEXWH�WR�WKH�H[FOXVLYH�HYHQWV��WLFNHWV��DQG�DFWLYLWLHV�WKH�FDEOHFR�FDQ�R΍HU�
to its subscribers.

• 6WURQJ��LQWHUFRQQHFWHG�OR\DOW\�SURJUDPV��9RGDIRQH�=LJJR�XVHV�LWV�FRQWHQW�DQG�
VSRQVRUVKLS�DVVHWV�WR�GULYH�DWWUDFWLYH��UHOHYDQW�EHQHȴWV�WKDW�GULYH�HQJDJHPHQW�DQG�
loyalty with its customers.

• )UHH�H[WUDV�DQG�GLVFRXQWV�IRU�EXQGOLQJ� Bundled customers receive a €5 discount on the 
VHFRQG�VHUYLFH��DV�ZHOO�DV�IUHH�H[WUDV�OLNH�GRXEOH�GDWD�OLPLWV�DQG�VHUYLFHV�OLNH�VDIHW\�RQOLQH�

9RGDIRQH�=LJJRȇV�4��������HDUQLQJV�UHSRUW�VKRZV����FRQYHUJHG�FDEOH�KRXVHKROG�\HDU�
RYHU�\HDU�JURZWK�DQG�����FRQYHUJHG�PRELOH�FXVWRPHU�\HDU�RYHU�\HDU�JURZWK��Ȋ7KH�JRRG�
momentum continued in the third quarter, with strong mobile customer growth, an increase 
of the FMC penetration, and a broadly stable broadband customer base. The number of 
KRXVHKROGV�WKDW�DUH�FXVWRPHUV�RI�ERWK�9RGDIRQH�DQG�=LJJR�LV�VWLOO�JURZLQJ�FRQVLGHUDEO\��7KLV�
SURYHV�WKDW�WKH�VR�FDOOHG�FRQYHUJHG�VWUDWHJ\�LV�ZRUNLQJ��&XVWRPHUV�ZKR�FRPELQH�WKHLU�ȴ[HG�
DQG�PRELOH�VHUYLFHV�DUH�PRUH�VDWLVȴHG�DQG�VWD\�ZLWK�WKH�FRPSDQ\�IRU�ORQJHU�ȋ�

7KH�UHVXOWV�DUH�FOHDU��0XOWL�IDFHWHG�FRPPHUFLDO�VWUDWHJLHV�ZRUN��1RUWK�$PHULFDQ�FDEOHFRV�
PXVW�PRYH�DZD\�IURP�SULFH�IRFXVHG�VWUDWHJLHV�WR�ORRN�DW�VLPLODU�W\SHV�RI�PXOWL�GLPHQVLRQDO�
commercial approaches. 

2� 'ULYH�RQH�WR�RQH�FXVWRPHU�HQJDJHPHQW�WKURXJK�D�FHQWUDOL]HG�GHFLVLRQLQJ�HQJLQH�
IRU�K\SHU�SHUVRQDOL]DWLRQ

ΖQ�D�UHFHQW�ZHELQDU�ZLWK�3HJD��%UHFKW�GH�0XOGHU��3URGXFW�2ZQHU�IRU�7HOHQHW��GHVFULEHG�
7HOHQHWȇV�JRDO�WR�EXLOG�D�VLQJOH�GHFLVLRQLQJ�OD\HU�WR�K\SHU�SHUVRQDOL]H�WKH�FXVWRPHU�
H[SHULHQFH�Ȃ�FUHDWLQJ�D�NH\�GL΍HUHQWLDWRU�WR�GULYH�VXEVFULEHU�JURZWK�IURP�LWV�H[LVWLQJ�FDEOH�
FXVWRPHU�EDVH���7KH�YLVLRQ�ZDV�WR�KDYH�D�QLPEOH��FHQWUDOL]HG�SODWIRUP�WKDW�FRXOG�HQDEOH�WKH�
EXVLQHVV�WR�UDSLGO\�EXLOG�QHZ�FXVWRPHU�MRXUQH\V��DSSOLFDWLRQV��DQG�SURGXFWV�E\�UHPRYLQJ�
WKH�Ζ7�FRPSOH[LW\�WKDW�FRXOG�VORZ�GRZQ�WLPH�WR�PDUNHW��7KH�WKUHH�IXQGDPHQWDOV�WKDW�
Telenet had to address to deliver this single decisioning layer included:

1  VodafoneZiggo Group B.V. Quarterly Report, September 30, 2021.
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• A single one-to-one decisioning “AI brain” (Pega Customer Decision Hub): This brain 
is designed to continually engage customers during moments of need with meaningful 
DQG�SHUVRQDOL]HG�DFWLRQV��7KHVH�ȊQH[W�EHVW�DFWLRQVȋ�LQFOXGH�FRPPHUFLDO�R΍HUV�DQG�VHUYLFH�
UHODWHG�DFWLRQV��7R�GHOLYHU�WKLV�RQH�WR�RQH�GHFLVLRQLQJ��D�WUHPHQGRXV�DPRXQW�RI�GDWD�
from customer touchpoints/channels and backend systems are harnessed in real time.

• $3Ζ�GULYHQ�LQWHJUDWLRQ�ZLWK�
IURQW�HQG�FKDQQHOV�DQG�EDFN�
end IT systems:�6WDQGDUGL]HG�
$3ΖV�IDFLOLWDWH�HDV\�LQWHJUDWLRQ�
of data sources that help the AI 
EUDLQ�LQWHUDFW�ZLWK�ERWK�IURQW�HQG�
FKDQQHOV��FXVWRPHU�WRXFK�SRLQWV���
This is key to reducing IT overhead 
every time a new application or 
MRXUQH\�LV�EXLOW�

• 3URGXFW�FDWDORJ�FHQWUDOL]DWLRQ�DQG�VLPSOLȴFDWLRQ� A single catalog is used for static 
PDVWHU�GDWD�UHODWHG�WR�SURGXFW�GHȴQLWLRQ�DQG�FRPSOH[�EDFN�HQG�SURYLVLRQLQJ�UXOHV��7KH�
FDWDORJ�DOVR�H[SRVHV�G\QDPLF�HOLJLELOLW\�UXOHV�WKDW�GHȴQH�VHOOLQJ�DQG�XVDJH�UHODWLRQVKLSV�
RI�WKH�GHȴQHG�SURGXFWV�

7KURXJK�WKHVH�IXQGDPHQWDOV��7HOHQHW�UHPRYHG�PXFK�RI�WKH�Ζ7�FRPSOH[LW\�DVVRFLDWHG�
ZLWK�GULYLQJ�QHZ�FXVWRPHU�LPSDFW�DSSOLFDWLRQV��7KLV�GURYH�D�QHZ�IRFXV�RQ�ȊUHWKLQNLQJ�LWV�
marketing and commercial strategies.” Telenet was then able to invest in reskilling its people 
DQG�UHLQYHQWLQJ�PDQ\�RI�LWV�FXVWRPHU�IDFLQJ�DQG�EDFN�RɝFH�SURFHVVHV�Ȃ�DOO�WR�GULYH�D�PRUH�
FXVWRPHU�FHQWULF�VNLOOVHW�DQG�FXOWXUH�

3� (YROYH�\RXU�FXVWRPHU�VHUYLFH�PLQGVHW�DQG�FDSDELOLWLHV�ZLWK�D�GLJLWDO�ȴUVW�VWUDWHJ\�

Today, cablecos are broadly facing the challenge of a customer service model that has 
fallen behind the times. Customers are not impressed by the heavy dependency on the 
FDOO�FHQWHU�DV�WKH�PDLQ�FXVWRPHU�VHUYLFH�FKDQQHO�Ȃ�QRU�WKH�ODFN�RI�H΍HFWLYH�VHOI�VHUYLFH�
WKH\�H[SHULHQFH�ZLWK�PRVW�FDEOH�SURYLGHUV��7KH�UHVXOW�KDV�EHHQ�D�SRRU�SHUFHSWLRQ�RI�WKH�
FDEOH�LQGXVWU\�LQ�FXVWRPHU�VDWLVIDFWLRQ��Ȋ$OWKRXJK�FDEOHFRV�KDYH�LPSURYHG�WKHLU�FXVWRPHU�
satisfaction metrics in recent years, they still consistently rank among the most disliked 
companies in consumer surveys.”�

2 “Maintaining a high-speed connection: A new playbook for cable growth,” Article by Shamik 
Bandyopadhyay, Jay Jubas, Mihir Vaidya, and Saf Yeboah-Amankwah, March 27, 2020. 

“What Pega is enabling us with is that we 
can enrich the customer journey by turning 
data into actionable insights, and then our 
brain [Pega Customer Decision Hub] makes 
sure it’s translated into actions that we can 
R΍HU�LQ�DOO�RXU�FKDQQHOV�ȋ�

%UHFKW�GH�0XOGHU��3URGXFW�2ZQHU��7HOHQHW
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Data from a leading North American cableco that launched a digital brand supports this 
prediction that customer service is a large factor in retention of customers. Data shows 
WKDW�WKH�WRS�UHDVRQV�IRU�FKXUQ�DUH�DOO�FXVWRPHU�VHUYLFH�UHODWHG�Ȃ�ZLWK�PRUH�WKDQ�����RI�WKH�
subscribers who churned stating the following as the top three factors:

���Customer service reps are not knowledgeable

��� Issues with customer service 

3. Not feeling valued as a customer 

2QH�RI�RXU�FXVWRPHUV��83&�6ZLW]HUODQG��IDFHG�VLPLODU�FKDOOHQJHV�DV�D�TXDG�SOD\�RSHUDWRU�
but has focused on becoming the “best and most digital operator” in the Swiss market. This 
focus has been enabled by their “Simply Digital” program, focusing on two key elements:

• 6LPSOLI\�SURFHVVHV��&RPSOH[�OHJDF\�SURFHVVHV�
DQG�EDFN�HQG�V\VWHPV�ZHUH�OHDGLQJ�WR�FRPSOH[LW\�
LQ�WKH�FXVWRPHU�VHUYLFH�H[SHULHQFH��)RU�H[DPSOH��
MXVW�WR�PRYH�UHVLGHQFHV��WKHUH�ZHUH�����YDULDQW�
processes confronting the call center agent. In 
H[DPLQLQJ�WKH�URRW�FDXVHV�IRU�PRYH�UHODWHG�FDOOV��
WKLV�ZDV�VLPSOLȴHG�GRZQ�WR�MXVW�WZR�NH\�MRXUQH\V�
GULYLQJ�����RI�FDOO�YROXPH��7KHVH�MRXUQH\V�
ZHUH�HDVLO\�GLJLWL]HG�Ȃ�UHVXOWLQJ�LQ�VXEVFULEHUV�
being able to schedule their moves/installations 
RQOLQH�ZLWKLQ���Ȃ���VHFRQGV�DQG�UHGXFLQJ�WKH�
DVVRFLDWHG�DYHUDJH�FRVW�SHU�PRYH�IURP�����WR�����
7KLV�VLPSOLȴFDWLRQ�SURFHVV�UHGXFHG�DQG�DOLJQHG�
customer service processes across services.

• 6LPSOLI\�Ζ7�DUFKLWHFWXUH��&50��DQG�GHOLYHU\� 
83&�FKRVH�3HJD�DV�WKH�FRUH�&50�V\VWHP�DQG�GLJLWDO�HQDEOHU�VWDFN��7KH�Ζ7�VLPSOLȴFDWLRQ�
DOORZHG�83&�WR�UROO�RXW�QHZ�DSSOLFDWLRQV��MRXUQH\V��LQ�ZHHNV�LQVWHDG�RI�PRQWKV��
&RPELQHG�ZLWK�WKH�SURFHVV�UDWLRQDOL]DWLRQ�DQG�VLPSOLȴFDWLRQ��WKH\�ZHUH�DEOH�WR�
GLJLWL]H�PRVW�RI�WKH�FXVWRPHU�VHUYLFH�SURFHVVHV�DQG�UROORXW�D�QHZ�DJHQW�GHVNWRS�LQ�
VL[�PRQWKV�IURP�VWDUW�RI�SURMHFW��ΖQ�UROOLQJ�RXW�QHZ�SURFHVVHV��83&�IRFXVHV�RQ�GLJLWDO�
ȴUVW��3URFHVVHV�DUH�PRYHG�WR�VHOI�VHUYLFH�LQLWLDOO\�WR�UHȴQH�DQG�VLPSOLI\��7KHQ��RPQL�
channel integration to the assisted store and call centers is enabled to drive a seamless 
FXVWRPHU�MRXUQH\�

“There are two principles when 
transforming channels. First, 
DOZD\V�JR�GLJLWDO�ȴUVW��:KHQ�
you introduce a new product, 
a new journey, a marketing 
campaign, always design for the 
GLJLWDO�FKDQQHOV�ȴUVW��2QO\�WKHQ�
do you think about how to sell 
the product in a physical shop 
or design the journey for the 
call center.”

8UV�5HLQKDUG� Chief Digital and 
&XVWRPHU�2ɝFHU�DW�83&
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2SHUDWLRQDOL]H�WKHVH�VWUDWHJLHV�ZLWK�3HJD

Developing the right commercial and customer service strategy is key to success – but 
RSHUDWLRQDOL]LQJ�LW�UHTXLUHV�VLPSOLȴFDWLRQ�DQG�UHPRYLQJ�RSHUDWLRQDO�FRPSOH[LW\��7KLV�LV�
ZKHUH�3HJD�GULYHV�LPPHQVH�YDOXH�Ȃ�ZLWK�RXU�SRUWIROLR�RI�VROXWLRQV�UHDG\�WR�FUXVK�EXVLQHVV�
FRPSOH[LW\��)URP�LQFUHDVLQJ�FXVWRPHU�OLIHWLPH�YDOXH�WR�VWUHDPOLQLQJ�VHUYLFH�WR�ERRVWLQJ�
HɝFLHQF\��3HJD�KHOSHG�WKHVH�FXVWRPHUV��DV�ZHOO�DV�RWKHU�OHDGLQJ�EUDQGV�DFURVV�WKH�JOREH��
VROYH�SUREOHPV�IDVW�DQG�WUDQVIRUP�UDSLGO\��+HUH�DUH�VRPH�DUHDV�ZKHUH�3HJD�KDV�GULYHQ�
LPPHGLDWH�RSHUDWLRQDO�EHQHȴWV�WR�SXW�WKHVH�NH\�VWUDWHJLHV�WR�ZRUN�

• &KDQQHO�OHVV�FXVWRPHU�H[SHULHQFH� Simplifying service and developing a seamless 
H[SHULHQFH�IURP�WKH�FDOO�FHQWHU�WKURXJK�WR�GLJLWDO�FKDQQHOV�LV�NH\�IRU�FDEOHFRV��7KH�OHJDF\�
FDOO�FHQWHU�H[SHULHQFH�ZLOO�QRW�EH�ZHOO�VXLWHG�WR�GHOLYHULQJ�D�IULFWLRQOHVV�FXVWRPHU�H[SHULHQFH�
WR�QHZ�PRELOH�VXEVFULEHUV�ZKR�DUH�XVHG�WR�WKH�H[SHULHQFH�WKH\�KDG�ZLWK�WUDGLWLRQDO�PRELOH�
providers. Cablecos need to play catchup fast – while making sure that digital channels 
SURYLGH�D�VHDPOHVV�H[SHULHQFH�ZLWK�WKH�FDOO�FHQWHU��HOVH�D�QHZ�DUHD�RI�IUXVWUDWLRQ�ZLOO�
GHYHORS���7KLV�LV�ZKHUH�WKH�3HJD�3ODWIRUPȠ�FKDQQHO�OHVV��&HQWHU�RXWȠ�DSSURDFK�FRPHV�
LQ��8QOLNH�FKDQQHO�ȴUVW�DSSURDFKHV�LQKHUHQW�LQ�RWKHU�VXLWH�RULHQWHG�VRIWZDUH�VROXWLRQV��
D�FKDQQHO�OHVV�DSSURDFK�ZLOO�DOORZ�FDEOHFRV�WR�EXLOG�IURP�WKH�FHQWHU�RXW��IRFXVLQJ�RQ�
WKH�FXVWRPHU�MRXUQH\�FHQWUDOO\�Ȃ�UDWKHU�WKDQ�HDFK�LQGLYLGXDO�FKDQQHO��%\�FHQWUDOL]LQJ�
around customer outcomes, logic is built once and then activated across the channels 
WR�FUHDWH�D�FRQVLVWHQW�H[SHULHQFH�DFURVV�HYHU\�LQWHUDFWLRQ��UHJDUGOHVV�RI�FKDQQHO���

• $XWRPDWLQJ�WKH�ZRUN�YV��MXVW�DXWRPDWLQJ�ZRUNȵRZ� Data from a North American 
cableco showed tremendous challenges onboarding new customers to their mobile 
EUDQG��:LWK�WKH�FRPSOH[LW\�RI�PRELOH�QXPEHU�SRUWLQJ��013��DQG�EULQJLQJ�WKHLU�RZQ�
GHYLFHV��%<2'���WKH�DYHUDJH�ZDLW�WLPH�IRU�DFWLYDWLRQ�ZDV�RYHU�QLQH�GD\V�Ȃ�DQG�IUDXJKW�
ZLWK�KLJK�FDOO�YROXPHV�LQWR�WKH�FDOO�FHQWHU�DQG�D�VLJQLȴFDQW�SHUFHQWDJH�RI�WKRVH�FXVWRPHUV�
FDQFHOOLQJ�VHUYLFH�ZLWKLQ�WKH�ȴUVW�ZHHN��7KLV�GRHV�QRW�QHHG�WR�EH�WKH�FDVH�DV�PDQ\�RI�
the onboarding processes can be highly or fully automated. Intelligent automation is 
YHU\�H΍HFWLYH�DW�UHPRYLQJ�FRPSOH[LW\�IURP�KLJK�WRXFKSRLQW�DQG�HUURU�SURQH�DFWLYLWLHV�
WR�LQWURGXFH�JUHDWHU�HɝFLHQF\�LQWR�FXVWRPHU�VHUYLFH�RSHUDWLRQV��0XOWL�GLPHQVLRQDO�
case management orchestrates the work itself from the moment an inquiry is initiated 
WKURXJK�WR�UHVROXWLRQ�Ȃ�GHȴQLQJ�HDFK�VWHS�DQG�VWDJH�RI�WKH�UHOHYDQW�FXVWRPHU�MRXUQH\�
DQG�FDUU\LQJ�WKH�IXOO�FRQWH[W�RI�WKH�FXVWRPHUȇV�QHHG�DORQJ�WKH�ZD\��3DLUHG�ZLWK�DWWHQGHG�
and unattended robotic process automation, bots can be deployed to do most or even all 
RI�WKH�QHFHVVDU\��EXW�WHGLRXV�ZRUN��2SHUDWLRQV�VWD΍�FDQ�EH�UHPRYHG�IURP�PDQ\�RI�WKH�
WDVNV�DVVRFLDWHG�ZLWK�FDVHV�DQG�FXVWRPHU�VHUYLFH�DJHQWV�DUH�IXOO\�UHPRYHG�IURP�ZRUNȵRZ�
routing to focus on customer interaction.
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• 0RYLQJ�IURP�D�V\VWHP�RI�
LQIRUPDWLRQ�WR�D�V\VWHP�RI�
LQVLJKW� As cablecos add mobile 
services, the amount of operational 
FRPSOH[LW\�LQFUHDVHV�Ȃ�HVSHFLDOO\�
as they look to bundle service 
packages. At the same time, the 
FXVWRPHU�H[SHFWV�WKDW�\RX�NQRZ�
them as a “single customer.” Calling 
into the call center to an agent 
who can only handle one service 
when they purchased a bundled, 
PXOWL�VHUYLFH�SDFNDJH�LV�QRW�WKH�
H[SHULHQFH�VXEVFULEHUV�H[SHFW��
Apart from price, it begs the question: What advantage will they receive over their past, 
WUDGLWLRQDO�PRELOH�VHUYLFHV�SURYLGHU"�'HOLYHULQJ�PXOWL�VHUYLFH������GHJUHH�FXVWRPHU�
service interactions cannot be solved with yet another system of information – one 
ZKHUH�\RXU�DJHQWV�DUH�IRUFHG�WR�JR�VHDUFKLQJ�WKURXJK�D�YLUWXDO�URORGH[�RI�GDWD�WR�ȴQG�
WKH�LQIRUPDWLRQ�DFURVV�VHUYLFHV�DQG�EXQGOHG�R΍HUV�WKH\�QHHG�WR�VHUYH�FXVWRPHUV��ΖWȇV�
too time consuming, dependent on tribal knowledge, and there’s the chance of missing 
FULWLFDO�SLHFHV�RI�LQVLJKW��$�VLQJXODU�V\VWHP�RI�LQVLJKW�FDQ�KHOS�VLPSOLI\�H[SHULHQFHV�
WR�UHGXFH�WKH�GHSHQGHQFLHV�RQ�DJHQW�VNLOOLQJ��DQG�IRFXV�RQ�HQJDJLQJ�LQ�VSHFLȴF�
interactions relevant to the immediate customer moment of need. 

)RU�PRUH�LQIRUPDWLRQ�RQ�KRZ�3HJD�KHOSV�EURDGEDQG�SURYLGHUV�VLPSOLI\�VHUYLFH�IRU�DJHQWV��HQG�
customers, and IT, visit pega.com��UHTXHVW�D�GHPR��RU�FRQWDFW�\RXU�3HJD�DFFRXQW�H[HFXWLYH��

Suggested resources

• Pega for the Communications industry

• Pega design thinking approach 

• The power of the low-code Pega Platform 

• Video: Driving meaningful customer 
dialogues (Vodafone-Ziggo case study)

• Webinar: Telenet’s revolution to intimate 
customer service

• Video: How UPC Switzerland is changing 
customer engagement with Pega



About Pegasystems

Pega delivers innovative software that crushes business complexity. From maximizing 
FXVWRPHU�OLIHWLPH�YDOXH�WR�VWUHDPOLQLQJ�VHUYLFH�WR�ERRVWLQJ�HɝFLHQF\��ZH�KHOS�WKH�
world’s leading brands solve problems fast and transform for tomorrow. Pega clients 
make better decisions and get work done with real-time AI and intelligent automation. 
And, since 1983, we’ve built our scalable architecture and low-code platform to stay 
ahead of rapid change. Our solutions save people time, so our clients’ employees and 
customers can get back to what matters most.

For more information, please visit us at SHJD�FRP
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