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Technologically strong
Technically advanced and automation-
driven — but weakly anchored to
business and customervalue.

Preliminary Assessment

The organisationinvests aggressivelyin
platforms, data, cloud, and automation.
Technology teams move fast, butinitiatives
are often inward-looking, driven by
capability rather than commercial or
experiential outcomes.

Potential Watch Outs
Organisational Ways of Working

automation

and customer outcomes

to-end

Technical Challenges

e Platform sprawland overlapping capabilities
e Limitedreuse across domains

e Technology operates as a parallel organisation - impressive but underused tools and

e Limited sharedlanguage between tech, product, and commercial teams
e Innovation occursinpockets, not as a systemintegrated with business strategy, talent build,

Limits to delivering best-in-class Customer Experience

e Featurevelocity does not translate into better customerjourneys (NPS), revenue
diversification (% non-telco revenues), or churnreduction
e Datainsights from technicalteams unable to influence customer experience design end-

o Continued dependence on humanintervention to resolve customer complaints, encourage
subscriberupgrades, deliver ongoing support

o Weaklinkage between architecture decisions and value realisation

 Prioritise modularity, interoperability, and reuse

Circles recommendation to unblock next growth phase

e Anchortechnologyroadmaps to explicit business and CX outcomes

o Align OKRs acrosstech, product, and commercial functions

Digital Advisory Support Services (DASS)

Digital Advisory Support Services (DASS)
provides hands-on strategic and
operational guidance to help operators turn
digitalambition into measurable outcomes.
Working alongside your teams, our experts
support everything from market strategy
and go-to-market execution to operational
optimisation and customervalue

management.

The focusis pragmatic and data-driven,
ensuring decisions are grounded inreal
customerinsights, clear KPls, and proven
operating models that drive growth,

efficiency, andlong-term competitiveness.

What DASS helps you achieve

@

’ ! Optimise operations across

Define clear market strategies,
business plans, and performance

KPls aligned to your growth goals

customer experience, distribution,

and partnermanagement

Execute go-to-market and digital
marketing strategies thatreach the

right segments effectively

Leverage advanced analytics and
CVM frameworks toimprove
engagement, retention, and

lifetime value

Strengthen business performance
through ongoing reviews,
partnerships, and phygital

strategies
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Sanjay Kaul, Chief Revenue Officer

Watch on 3 Youlube

The Role of Telco Seftware and
Customer Experience in Churn
Reduction and Loyalty

Read Article



https://youtu.be/ewhpE_B0i5U
https://circles.co/in-the-loop/the-role-of-telco-software-and-customer-experience-in-churn-reduction-and-loyalty

