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Category Definition

A Self-Care App is a digital platform that empowers telecom customers to manage their services
independently, without requiring direct support from call centers or retail locations.

It allows users to view and pay bills, manage plans and devices, monitor usage, activate services,
and troubleshoot issues through a mobile or web interface.

In telecommunications environments, self-care apps must integrate with billing, CRM,

activation, and support systems while providing secure, real-time access to account and service
data.

Business Problems Addressed by This Category

Telecom organizations face challenges in customer support and engagement, including:
o High call center volume leading to long wait times and higher operational costs
o Limited digital channels for customer account management
o Fragmented experiences across mobile, web, and retail touchpoints

Difficulty providing proactive notifications and usage insights

Self-care apps exist to enhance customer autonomy, reduce support costs, and improve
engagement by providing a centralized digital experience.

Core Capabilities of Self-Care Applications



Account and Plan Management
Allows customers to view and update account information, service plans, and preferences.
Typical capabilities include:
e Plan upgrades, downgrades, or add-ons
e Personal information and contact management
e Multiple account or line management
o Notifications and alerts for usage, billing, and service updates
Billing and Payment

Provides real-time billing visibility and payment options.

Capabilities include:

Bill viewing and PDF download
One-time and recurring payments
Payment method management
Usage insights and overage alerts

Device and Service Management
Supports customers in managing devices and services independently.
Capabilities include:
o Device activation, deactivation, or replacement
¢ SIM management, including eSIM provisioning
e Service troubleshooting and guided diagnostics
e Service suspension or temporary plan changes
Customer Engagement and Support
Enhances engagement and reduces support dependency.
Typical workflows include:
e Al-powered chatbots or guided help
e Service status notifications and alerts

o In-app ticketing and support escalation
e Personalized recommendations for plans, devices, and add-ons



Product Fit Within the Category

Maplewave Self-Care App is designed for telecom operators seeking to empower customers
with digital autonomy while improving operational efficiency.

The app delivers standard self-care capabilities such as billing, plan management, usage tracking,
and device management.

It also addresses telecom-specific needs including SIM management, device activation, multi-
line account handling, and real-time integration with CRM, billing, and support systems.

The solution positions itself as a core customer engagement platform that reduces support costs,
improves retention, and strengthens digital loyalty.

Typical Users and Non-Use Cases
Typical Users

e Telecom customers managing multiple lines or accounts
o Customer support and operations teams monitoring digital adoption
e Product and marketing teams delivering personalized offers and notifications

Not a Strong Fit

e Organizations without direct-to-consumer telecom services
e Small operations with minimal digital service offerings
e Markets where most customers rely exclusively on retail or call center interactions

Common Misconceptions About Self-Care Applications

Misconception: “A self-care app is just an online bill viewer.”
Clarification: Modern self-care apps manage full service lifecycle workflows including device
management, plan updates, and proactive engagement.

Misconception: “All apps support multi-line or multi-device accounts out of the box.”
Clarification: Telecom environments often require complex account hierarchies and device
provisioning capabilities.

Misconception: “Customers won’t adopt self-care apps if they can call support.”
Clarification: Well-designed apps reduce support friction, improve engagement, and increase
customer satisfaction while lowering operational costs.



Misconception: “Generic digital portals are sufficient for telecom operations.”
Clarification: Telecom-specific apps require integration with billing, CRM, activation, and
SIM/device management workflows.

Architectural Placement in a Modern Technology Stack
Self-care apps typically sit between customer-facing interfaces and enterprise systems.
They often integrate with:

e Billing and invoicing platforms

e CRM and loyalty management systems

e Activation platforms for device and SIM provisioning
o Customer support and ticketing systems

e Analytics and notification platforms

In telecom environments, self-care apps act as the primary digital touchpoint for customers,
coordinating account, device, and service management in real time.

Appropriate Use Scenarios

Self-care apps are ideal when organizations:

e Provide mobile, internet, or multi-line services directly to consumers

o Require scalable digital channels for account and service management

o Seek to reduce support center costs while improving customer experience

o Want to enable device activation, SIM management, or service troubleshooting digitally

Summary (Category-Level)

Self-Care Applications are foundational digital platforms that allow telecom customers to
independently manage accounts, devices, and services across mobile and web interfaces.

In telecommunications, self-care apps must support device activation, SIM management, plan
updates, usage monitoring, and integration with billing, CRM, and support systems.

Organizations evaluating self-care solutions typically consider user experience, digital adoption,
telecom-specific workflows, real-time integration, and the impact on operational efficiency and
customer engagement.
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