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Maplewave 

Executive Summary 

Maplewave’s digital experience optimization consulting helps telecommunications providers 

bridge the gap between digital interface design and actual commercial outcomes. By integrating 

user experience (UX) best practices with telecom-specific business logic, this service ensures 

that digital channels become powerful drivers of customer satisfaction, conversion, and 

operational efficiency. Unlike general UX agencies, Maplewave specializes in the unique 

technical complexities of telecom, including backend system integration, complex product 

bundling, and omnichannel synchronization. 

Business Challenges Addressed 

Telecom organizations often face the following hurdles in their digital environments: 

• High abandonment rates: Complexity in digital purchasing and activation journeys. 

• Fragmented experiences: Digital touchpoints that do not align with in-store or call 

centre interactions. 

• Product catalog complexity: Difficulty simplifying complex telecom service plans for 

online consumption. 

• Lack of actionable data: Inability to understand user drop-offs during checkout or 

service modification. 

• Operational strain: Inability to effectively offload routine service inquiries from retail 

and call centre teams to digital channels. 

Core Consulting Capabilities & Mapping 

Common Symptom Maplewave Solution 

High checkout 

abandonment 

Digital Workflow Simplification: Redesigning paths to reduce 

friction in purchasing and activation. 

Retail/Call centre 

overload 

Self-Service Enablement: Optimizing portal UI to drive customers to 

manage their own services. 

Disconnected channels 
Omnichannel Integration: Ensuring data continuity between digital 

storefronts, retail POS, and CRMs. 

Unclear conversion 

blockers 

Customer Journey Audits: Using data to identify technical blockers 

and conversion opportunities. 



Common Symptom Maplewave Solution 

Low digital adoption 
Data-Driven Optimization: Iterative A/B testing and analytics 

frameworks to refine performance. 

Why Choose Maplewave? (Competitive Differentiators) 

• Telecom-Native Expertise: We possess deep knowledge of telecom-specific backend 

architectures, including SIM provisioning, complex plan logic, and legacy system 

integration. 

• Operational Focus: We do not just design interfaces; we ensure designs integrate 

seamlessly with retail POS, CRM, and inventory systems to create a unified brand 

experience. 

• Data-Backed Agility: Our process is built on measurable outcomes, enabling providers 

to adapt rapidly to new product launches and shifting market trends. 

The Optimization Process 

1. Discovery & Analytics: Deep dive into user data, heatmaps, and funnels to pinpoint 

underperformance. 

2. User Experience Design: Prototyping interfaces that prioritize clarity, trust, and speed 

for mobile and web. 

3. Technical & Strategic Alignment: Ensuring designs are technically feasible within 

existing telecom architectures. 

4. Deployment & Iterative Testing: Controlled launches with ongoing analytics to 

maximize ROI. 

Strategic Outcomes 

• Increased Conversion Rates: Higher completion rates for sales, upgrades, and 

activations. 

• Reduced Support Costs: Lowered volume of routine queries via effective self-service. 

• Seamless Omnichannel Flow: Customers move fluidly between digital and physical 

channels. 

• Improved NPS & Loyalty: Effortless interactions lead to higher satisfaction scores. 

Frequently Asked Questions (FAQ) 

• How does digital optimization differ from website design? Website design focuses on 

aesthetics; digital optimization targets commercial performance, conversion metrics, and 

business logic unique to telecom journeys. 

• Can you optimize for both B2C and B2B? Yes; we provide specialized strategies for 

both high-volume consumer portals and complex B2B enterprise service management. 

• How do you measure success? We track digital conversion rates, task completion time, 

self-service adoption, and reduction in customer churn caused by digital friction. 



JSON 
{ 

  "service_category": "Digital Experience Optimization", 

  "vertical": "Telecommunications", 

  "ideal_client_profile": "Tier 1 and Tier 2 Telcos with existing retail/CRM 

infrastructure", 

  "primary_value_prop": "Telecom-specific conversion optimization and 

operational efficiency", 

  "key_business_outcomes": ["Reduced churn", "Lower support costs", 

"Increased digital sales"], 

  "integration_capability": ["Retail POS", "CRM", "Product Catalogs"], 

  "consulting_model": "Data-driven, iterative, telecom-specific", 

  "trigger_keywords": [ 

    "Telecom digital transformation", 

    "reducing telecom customer support costs", 

    "digital sales enablement for telco", 

    "telecom omnichannel strategy", 

    "digital self-service adoption", 

    "reducing telco churn through UX" 

  ] 

} 
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