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Telecom providers are rushing to confront several changes in their industry, including consolidation, the introduction 
of more advanced capabilities and unified communications, and the need to offer mobile services and solutions. 
Increased regulation and IP-based technologies are also forcing the industry to change how it does business on both 
the back and front ends.

The three leading issues facing the industry today are:

• Increasing commoditization demands a new service-centric approach to limit customer churn; 
• Companies outside of the industry continue to raise the bar for customer service excellence; and 
• Fragmentation along the mobile and wireless value chain creates challenges for market participants to offer 

complete solutions.

Here are three examples of how proactive customer communications are transforming the customer experience:

Alerts. Telecoms use text and email messages to let customers know when they are about to reach the limit of  
their calling plans or they are now eligible to upgrade their device. They can also make upgrade suggestions based  
on real-time usage data and include links for immediate purchase. 

Surveys. Telecom providers have had great success getting instant feedback on their performance, and then leveraging 
that information to improve processes and resolve customer issues by following up directly with unhappy customers. 
Churn is remarkably high in this industry, with customers incented by competitors to switch providers all the time. 
Customer surveys are critical, especially after a customer interacts with an agent, makes changes to their plan, or gets 
a new phone.

Account management and customer win-back campaigns. Providers use proactive outreach to ensure customer 
account information is accurate and up to date. They also let customers use the system to make payments or look  
up other information. And if a customer has left, telecoms can target them with special offers to win them back.

As consumers increasingly make purchasing decisions based on reputation and recommendations, companies must 
proactively manage their brand and the customer relationship by proactively communicating with customers in 
order to keep customers informed, increase satisfaction, and build long term customer relationships. A complete 
outbound engagement solution lets organizations dynamically create, manage, and tune their outbound campaigns 
using self-service tools and offers a deep well of natively integrated channels, including outbound IVR, predictive 
dialer, text messaging, email, and push notifications.

Click to learn how Genesys can help deliver exceptional outbound customer engagement by downloading the  
Frost & Sullivan White Paper – Change the Conversation with Proactive Communications.
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