CUSTOMER EXPERIENCE MANAGEMENT FOR TELECOM

CUSTOMER EXPERIENCE MANAGEMENT FOR TELECOM IS A CRITICAL ASPECT OF THE TELECOMMUNICATIONS INDUSTRY THAT
FOCUSES ON ENHANCING THE OVERALL SATISFACTION AND LOYALTY OF CUSTOMERS. AS TELECOM COMPANIES FACE INTENSE
COMPETITION AND RAPIDLY EVOLVING TECHNOLOGIES, EFFECTIVE CUSTOMER EXPERIENCE MANAGEMENT (CEM) BECOMES
ESSENTIAL TO DIFFERENTIATE SERVICES AND RETAIN SUBSCRIBERS. THIS ARTICLE EXPLORES THE KEY COMPONENTS OF CUSTOMER
EXPERIENCE MANAGEMENT FOR TELECOM, INCLUDING STRATEGIES, TECHNOLOGIES, CHALLENGES, AND BEST PRACTICES. [T ALSO
HIGHLIGHTS HOW TELECOM PROVIDERS CAN LEVERAGE DATA AND ANALYTICS TO OPTIMIZE CUSTOMER INTERACTIONS AND
IMPROVE SERVICE DELIVERY. BY UNDERSTANDING THESE ELEMENTS, TELECOM COMPANIES CAN CREATE SEAMLESS, PERSONALIZED
EXPERIENCES THAT DRIVE LONG-TERM GROWTH AND CUSTOMER RETENTION. THE FOLLOWING SECTIONS PROVIDE AN IN-DEPTH
EXAMINATION OF EACH FACET OF CUSTOMER EXPERIENCE MANAGEMENT TAILORED SPECIFICALLY FOR THE TELECOM SECTOR.
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UNDERSTANDING CUSTOMER EXPERIENCE MANAGEMENT IN TELECOM

CUSTOMER EXPERIENCE MANAGEMENT IN TELECOM REFERS TO THE SYSTEMATIC APPROACH TELECOM OPERATORS TAKE TO
OVERSEE AND IMPROVE EVERY INTERACTION A CUSTOMER HAS WITH THEIR SERVICES AND BRAND. THIS ENCOMPASSES ALL
TOUCHPOINTS, FROM INITIAL CONTACT AND SALES TO SERVICE USAGE AND SUPPORT. THE GOAL IS TO ENSURE CUSTOMERS
HAVE POSITIVE, FRICTIONLESS EXPERIENCES THAT MEET OR EXCEED THEIR EXPECTATIONS. IN THE TELECOM INDUSTRY, WHERE
SERVICE RELIABILITY AND CUSTOMER SUPPORT ARE PARAMOUNT, MANAGING EXPERIENCE EFFECTIVELY CAN SIGNIFICANTLY IMPACT
CHURN RATES AND REVENUE GROW TH.

THEe IMPORTANCE OF CUSTOMER EXPERIENCE IN TELECOM

CUSTOMER EXPERIENCE IS A VITAL DIFFERENTIATOR IN THE TELECOM MARKET, WHICH OFTEN OFFERS COMMODITIZED PRODUCTS.
SUPERIOR CUSTOMER EXPERIENCE MANAGEMENT ENHANCES BRAND LOYALTY, REDUCES CUSTOMER CHURN, AND INCREASES LIFETIME
CUSTOMER VALUE. TELECOM COMPANIES THAT INVEST IN UNDERSTANDING CUSTOMER NEEDS AND BEHAVIORS CAN TAILOR THEIR
OFFERINGS AND SUPPORT TO CREATE MORE MEANINGFUL ENGAGEMENTS.

CoMPONENTS OF CUSTOMER EXPERIENCE MANAGEMENT

EFFECTIVE CUSTOMER EXPERIENCE MANAGEMENT INCLUDES SEVERAL KEY COMPONENTS:

4 CUSTOMEEJOUENEY MAPPING: VISUALIZING ALL CUSTOMER INTERACTIONS TO IDENTIFY PAIN POINTS AND
OPPORTUNITIES.

* FeepBACk COLLECTION AND ANALYSIS: GATHERING CUSTOMER INSIGHTS THROUGH SURVEYS, SOCIAL MEDIA, AND
SUPPORT INTERACTIONS.

® PERSONALIZATION: DELIVERING TAILORED SERVICES AND COMMUNICATIONS BASED ON CUSTOMER PREFERENCES.



o OMNICHANNEL SUPPORT: PROVIDING CONSISTENT SERVICE ACROSS MULTIPLE COMMUNICATION CHANNELS.

* PROACTIVE ISSUE RESOLUTION: ANTICIPATING AND ADDRESSING PROBLEMS BEFORE THEY IMPACT CUSTOMERS.

Key STRATEGIES FOR EFFECTIVE CUSTOMER EXPERIENCE MANAGEMENT

IMPLEMENTING ROBUST STRATEGIES IS ESSENTIAL FOR TELECOM COMPANIES TO OPTIMIZE CUSTOMER EXPERIENCE MANAGEMENT.
THESE STRATEGIES FOCUS ON ALIGNING ORGANIZATIONAL PROCESSES AND TECHNOLOGY TO ENHANCE CUSTOMER SATISFACTION
AND ENGAGEMENT.

CusToMer-CeNTRIC CULTURE

DEVELOPING A CUSTOMER-CENTRIC CULTURE IS FOUNDATIONAL FOR SUCCESSFUL CEM. THIS INVOLVES TRAINING EMPLOYEES TO
PRIORITIZE CUSTOMER NEEDS, FOSTERING COLLABORATION ACROSS DEPARTMENTS, AND ENSURING LEADERSHIP COMMITMENT TO
CUSTOMER EXPERIENCE OBJECTIVES.

LeEVERAGING DATA ANALYTICS

DATA ANALYTICS PLAYS A CRUCIAL ROLE IN UNDERSTANDING CUSTOMER BEHAVIOR, PREFERENCES, AND PAIN POINTS. TELECOM
PROVIDERS CAN ANALYZE USAGE PATTERNS, SERVICE FEEDBACK, AND SUPPORT INTERACTIONS TO MAKE INFORMED DECISIONS AND
PERSONALIZE CUSTOMER EXPERIENCES EFFECTIVELY.

IMPLEMENTING OMNICHANNEL COMMUNICATION

PROVIDING CUSTOMERS WITH SEAMLESS ACCESS TO SUPPORT AND SERVICES ACROSS VARIOUS CHANNELS—SUCH AS PHONE,
EMAIL, CHAT, SOCIAL MEDIA, AND MOBILE APPS—IS VITAL. AN OMNICHANNEL APPROACH ENSURES CONSISTENT MESSAGING AND
SMOOTHER TRANSITIONS BETWEEN CHANNELS, IMPROVING OVERALL SATISFACTION.

ProAcTIVE CUSTOMER ENGAGEMENT

PROACTIVELY REACHING OUT TO CUSTOMERS WITH RELEVANT OFFERS, SERVICE UPDATES, AND PROBLEM RESOLUTIONS HELPS
BUILD TRUST AND REDUCE DISSATISFACTION. FOR EXAMPLE, NOTIFYING CUSTOMERS OF POTENTIAL OUTAGES OR
AUTOMATICALLY ADDRESSING COMMON ISSUES ENHANCES THE EXPERIENCE.

TecHNoLoGICAL TooLs AND PLATFORMS SupPorTING CEM

ADVANCED TECHNOLOGY SOLUTIONS ENABLE TELECOM OPERATORS TO EFFICIENTLY MANAGE AND ENHANCE CUSTOMER
EXPERIENCE. THESE TOOLS INTEGRATE DATA, AUTOMATE PROCESSES, AND FACILITATE REAL-TIME CUSTOMER INTERACTIONS.

CusToMeR ReELATIONSHIP MANAGEMENT (CRM) SYSTEMS

CRM PLATFORMS CONSOLIDATE CUSTOMER DATA, INTERACTION HISTORY, AND SERVICE RECORDS, ALLOWING TELECOM
PROVIDERS TO DELIVER PERSONALIZED SUPPORT AND TRACK CUSTOMER SATISFACTION OVER TIME. MoDERN CRMS ALSO
SUPPORT AUTOMATION AND PREDICTIVE ANALYTICS.



ARTIFICIAL INTELLIGENCE AND CHATBOTS

Al-POWERED CHATBOTS AND VIRTUAL ASSISTANTS PROVIDE INSTANT RESPONSES TO COMMON INQUIRIES AND SUPPORT
REQUESTS, REDUCING WAIT TIMES AND IMPROVING SERVICE AVAILABILITY. THESE TOOLS CAN HANDLE LARGE VOLUMES OF
INTERACTIONS WHILE ESCALATING COMPLEX ISSUES TO HUMAN AGENTS.

NeTWORK PERFORMANCE MONITORING TOOLS

MONITORING NETWORK QUALITY AND PERFORMANCE IN REAL-TIME HELPS IDENTIFY AND RESOLVE SERVICE ISSUES RAPIDLY,
MINIMIZING CUSTOMER IMPACT. INTEGRATING THESE INSIGHTS WITH CUSTOMER FEEDBACK ENABLES PROACTIVE SERVICE
MANAGEMENT.

ANALYTICS AND BUSINESS INTELLIGENCE PLATFORMS

THESE PLATFORMS AGGREGATE AND ANALYZE DATA FROM VARIOUS SOURCES, INCLUDING CRM, BILLING SYSTEMS, AND SOCIAL
MEDIA, TO GENERATE ACTIONABLE INSIGHTS. THEY SUPPORT SEGMENTATION, CHURN PREDICTION, AND CAMPAIGN OPTIMIZATION
WHICH ARE CRITICAL FOR EFFECTIVE CUSTOMER EXPERIENCE MANAGEMENT.
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CHALLENGES IN MANAGING CUSTOMER EXPERIENCE IN TELECOM

DESPITE THE ADVANTAGES, TELECOM COMPANIES FACE SEVERAL CHALLENGES IN IMPLEMENTING EFFECTIVE CUSTOMER EXPERIENCE
MANAGEMENT. UNDERSTANDING THESE OBSTACLES IS NECESSARY TO DEVELOP PRACTICAL SOLUTIONS,

CompLEX CUSTOMER JOURNEYS

TELECOM CUSTOMERS INTERACT WITH MULTIPLE SERVICES AND CHANNELS, RESULTING IN COMPLEX JOURNEYS THAT CAN BE
DIFFICULT TO TRACK AND OPTIMIZE. FRAGMENTED DATA AND INCONSISTENT EXPERIENCES ACROSS TOUCHPOINTS CAN LEAD TO
DISSATISFACTION.

HicH CUSTOMER EXPECTATIONS

W/ ITH INCREASING COMPETITION AND TECHNOLOGICAL ADVANCEMENTS, CUSTOMERS EXPECT SEAMLESS, PERSONALIZED
EXPERIENCES 24/7 MEETING THESE EXPECTATIONS REQUIRES SIGNIFICANT INVESTMENT IN TECHNOLOGY AND PROCESS
IMPROVEMENTS.

DATA PrIVACY AND SECURITY CONCERNS

HANDLING VAST AMOUNTS OF CUSTOMER DATA RAISES PRIVACY AND SECURITY ISSUES. TELECOM PROVIDERS MUST COMPLY
WITH REGULATIONS AND MAINTAIN CUSTOMER TRUST BY SAFEGUARDING PERSONAL INFORMATION.

INTEGRATION OF LEGACY SYSTEMS

MANY TELECOM OPERATORS RELY ON OUTDATED SYSTEMS THAT ARE DIFFICULT TO INTEGRATE WITH MODERN CEM PLATFORMS,
THIS CAN LIMIT THE ABILITY TO PROVIDE REAL-TIME INSIGHTS AND UNIFIED CUSTOMER VIEWS.



BesT PrRACTICES TO ENHANCE CUSTOMER EXPERIENCE MANAGEMENT

ADOPTING BEST PRACTICES CAN HELP TELECOM COMPANIES OVERCOME CHALLENGES AND MAXIMIZE THE BENEFITS OF CUSTOMER
EXPERIENCE MANAGEMENT INITIATIVES.

RecuLAR CusToMer FEepBACK COLLECTION

CONSISTENTLY GATHERING AND ACTING ON CUSTOMER FEEDBACK ENSURES THAT TELECOM PROVIDERS STAY ALIGNED WITH
CUSTOMER NEEDS AND EXPECTATIONS. TooLs LIkE NET ProMoTER Score (NPS) anp CusToMer SATISFACTION (CSAT)
SURVEYS ARE EFFECTIVE METHODS.

Cross-FUNCTIONAL COLLABORATION

BREAKING DOWN SILOS BETWEEN DEPARTMENTS SUCH AS MARKETING, SALES, SUPPORT, AND I'T FOSTERS A UNIFIED APPROACH
TO CUSTOMER EXPERIENCE. COLLABORATION FACILITATES FASTER ISSUE RESOLUTION AND MORE COHERENT CUSTOMER
COMMUNICATIONS.

CoNTINUoUS TRAINING AND DEVELOPMENT

EQUIPPING EMPLOYEES WITH UP-TO-DATE SKILLS AND KNOWLEDGE ABOUT CUSTOMER EXPERIENCE PRINCIPLES AND TECHNOLOGIES
ENHANCES SERVICE QUALITY AND RESPONSIVENESS.

INVESTING IN SCALABLE TECHNOLOGY

CHOOSING FLEXIBLE AND SCALABLE CEM PLATFORMS ALLOWS TELECOM COMPANIES TO ADAPT TO EVOLVING CUSTOMER
DEMANDS AND INTEGRATE EMERGING TECHNOLOGIES SUCH AS 5G AND |OT.

PERSONALIZATION AT SCALE

UTILIZING ADVANCED ANALYTICS TO DELIVER PERSONALIZED OFFERS, CONTENT, AND SUPPORT INCREASES CUSTOMER
ENGAGEMENT AND SATISFACTION. PERSONALIZATION CAN BE ACHIEVED THROUGH SEGMENTATION, Al-DRIVEN RECOMMENDATIONS,
AND TARGETED COMMUNICATIONS.

¢ MAP AND CONTINUOUSLY OPTIMIZE CUSTOMER JOURNEYS

LEVERAGE Al AND AUTOMATION TO IMPROVE RESPONSIVENESS

e MAINTAIN TRANSPARENCY IN DATA USAGE AND PRIVACY POLICIES
e MONITOR KEY PERFORMANCE INDICATORS (KP|S) RELATED TO CUSTOMER EXPERIENCE

® ENGAGE CUSTOMERS PROACTIVELY WITH RELEVANT INFORMATION AND OFFERS

FREQUENTLY AskeD QUESTIONS



WHAT IS CUSTOMER EXPERIENCE MANAGEMENT (CEM) IN THE TELECOM INDUSTRY?

CUSTOMER EXPERIENCE MANAGEMENT IN TELECOM REFERS TO THE STRATEGIES AND TECHNOLOGIES USED BY TELECOM COMPANIES
TO MONITOR, MANAGE, AND IMPROVE THE INTERACTIONS AND OVERALL EXPERIENCE CUSTOMERS HAVE WITH THEIR SERVICES AND
BRAND.

WHY IS CUSTOMER EXPERIENCE MANAGEMENT IMPORTANT FOR TELECOM PROVIDERS?

CEM IS CRUCIAL FOR TELECOM PROVIDERS BECAUSE IT HELPS REDUCE CHURN, INCREASE CUSTOMER LOYALTY, IMPROVE SERVICE
QUALITY, AND DIFFERENTIATE FROM COMPETITORS IN A HIGHLY SATURATED MARKET.

How CAN TELECOM COMPANIES USE DATA ANALYTICS FOR BETTER CUSTOMER
EXPERIENCE MANAGEMENT?

TELECOM COMPANIES CAN LEVERAGE DATA ANALYTICS TO GAIN INSIGHTS INTO CUSTOMER BEHAVIOR, PREFERENCES, AND PAIN
POINTS, ENABLING PERSONALIZED SERVICES, PROACTIVE ISSUE RESOLUTION, AND TARGETED MARKETING CAMPAIGNS.

\W/HAT ROLE DOES Al PLAY IN CUSTOMER EXPERIENCE MANAGEMENT FOR TELECOM?

Al ENHANCES TELECOM CEM BY ENABLING CHATBOTS FOR INSTANT SUPPORT, PREDICTIVE ANALYTICS TO ANTICIPATE ISSUES,
PERSONALIZED RECOMMENDATIONS, AND AUTOMATION OF ROUTINE TASKS TO IMPROVE SERVICE EFFICIENCY.

How CAN TELECOM OPERATORS REDUCE CUSTOMER CHURN THROUGH EFFECTIVE
EXPERIENCE MANAGEMENT?

OPERATORS CAN REDUCE CHURN BY USING CEM TOOLS TO IDENTIFY DISSATISFACTION SIGNALS EARLY, OFFERING PERSONALIZED
RETENTION OFFERS, IMPROVING NETWORK QUALITY, AND PROVIDING SEAMLESS MULTI-CHANNEL SUPPORT.

WHAT ARE SOME COMMON CHALLENGES IN IMPLEMENTING CUSTOMER EXPERIENCE
MANAGEMENT IN TELECOM?

COMMON CHALLENGES INCLUDE INTEGRATING DISPARATE DATA SOURCES, MANAGING LARGE VOLUMES OF CUSTOMER DATA,
ENSURING REAL-TIME RESPONSIVENESS, AND ALIGNING ORGANIZATIONAL SILOS AROUND CUSTOMER-CENTRIC GOALS.

How DOES OMNICHANNEL SUPPORT CONTRIBUTE TO CUSTOMER EXPERIENCE
MANAGEMENT IN TELECOMP

OMNICHANNEL SUPPORT ALLOWS TELECOM CUSTOMERS TO INTERACT SEAMLESSLY ACROSS MULTIPLE CHANNELS LIKE PHONE,
CHAT, SOCIAL MEDIA, AND EMAIL, ENSURING CONSISTENT AND CONVENIENT SERVICE WHICH ENHANCES OVERALL EXPERIENCE.

\WHAT METRICS SHOULD TELECOM COMPANIES TRACK TO MEASURE CUSTOMER
EXPERIENCE?

Key METRICS INCLUDE NET ProMoTER Score (NPS), CusToMer SATISFACTION Score (CSAT), CUSTOMER EFFORT SCORE
(CES), AVERAGE RESOLUTION TIME, AND CHURN RATE TO EFFECTIVELY MEASURE CUSTOMER EXPERIENCE.

How CAN TELECOM COMPANIES PERSONALIZE CUSTOMER EXPERIENCES EFFECTIVELY?

BY LEVERAGING CUSTOMER DATA AND A|, TELECOM COMPANIES CAN TAILOR OFFERS, COMMUNICATION, AND SERVICES TO
INDIVIDUAL PREFERENCES, USAGE PATTERNS, AND NEEDS, RESULTING IN MORE RELEVANT AND ENGAGING EXPERIENCES.



\WHAT IMPACT DOES NETWORK QUALITY HAVE ON CUSTOMER EXPERIENCE IN TELECOM?

NETWORK QUALITY DIRECTLY AFFECTS CUSTOMER SATISFACTION;, POOR CONNECTIVITY, DROPPED CALLS, OR SLOW DATA
SPEEDS LEAD TO FRUSTRATION AND COMPLAINTS, MAKING NET\WORK PERFORMANCE A CRITICAL COMPONENT OF CUSTOMER
EXPERIENCE MANAGEMENT.

ADDITIONAL RESOURCES

1. CusToMER EXPERIENCE MANAGEMENT IN TELECOM: STRATEGIES FOR SUCCESS

THIS BOOK PROVIDES A COMPREHENSIVE OVERVIEW OF CUSTOMER EXPERIENCE MANAGEMENT TAILORED SPECIFICALLY FOR THE
TELECOM INDUSTRY. |T EXPLORES KEY STRATEGIES TO ENHANCE CUSTOMER SATISFACTION, REDUCE CHURN, AND INCREASE
LOYALTY THROUGH EFFECTIVE SERVICE DESIGN AND DELIVERY. READERS WILL FIND CASE STUDIES AND PRACTICAL TOOLS TO
IMPLEMENT CUSTOMER-CENTRIC APPROACHES IN A COMPETITIVE MARKET.

2. TeLecom CX ExceLLENCE: TRANSFORMING CUSTOMER _JOURNEY'S

FOCUSING ON THE TRANSFORMATION OF CUSTOMER JOURNEYS, THIS BOOK DELVES INTO HOW TELECOM COMPANIES CAN
LEVERAGE DATA ANALYTICS AND CUSTOMER FEEDBACK TO CREATE SEAMLESS AND ENGAGING EXPERIENCES. | T HIGHLIGHTS THE
IMPORTANCE OF PERSONALIZATION AND PROACTIVE SERVICE MANAGEMENT. T ELECOM PROFESSIONALS WILL BENEFIT FROM
ACTIONABLE INSIGHTS TO OPTIMIZE TOUCHPOINTS AND DRIVE BUSINESS GROWTH.

3. DesiGNING CUSTOMER EXPERIENCE IN TELECOMMUNICA TIONS

THIS TITLE EMPHASIZES THE ROLE OF DESIGN THINKING IN CRAFTING EXCEPTIONAL CUSTOMER EXPERIENCES IN THE TELECOM
SECTOR. |IT COVERS METHODOLOGIES FOR MAPPING CUSTOMER JOURNEYS, IDENTIFYING PAIN POINTS, AND INNOVATING SERVICE
SOLUTIONS. THE BOOK INTEGRATES THEORY WITH PRACTICAL EXAMPLES FROM LEADING TELECOM PROVIDERS WORLDW/IDE.

4. DATA-DrivEN CUSTOMER EXPERIENCE IN TELECOM

IN THIS BOOK, THE FOCUS IS ON HARNESSING BIG DATA AND Al TO IMPROVE CUSTOMER EXPERIENCE MANAGEMENT IN TELECOM. |T
EXPLAINS HOW TO COLLECT, ANALYZE, AND APPLY CUSTOMER DATA TO PREDICT NEEDS AND SOLVE ISSUES BEFORE THEY ARISE.
READERS WILL LEARN HOW DATA-DRIVEN DECISION-MAKING ENHANCES CUSTOMER SATISFACTION AND OPERATIONAL EFFICIENCY.

5. CusToMER LOYALTY AND RETENTION IN TELECOM SERVICES

THIS BOOK EXPLORES EFFECTIVE STRATEGIES TO BUILD AND MAINTAIN CUSTOMER LOYALTY IN THE HIGHLY COMPETITIVE
TELECOM INDUSTRY. |T DISCUSSES THE IMPACT OF CUSTOMER EXPERIENCE ON RETENTION RATES AND LIFETIME VALUE. THE
CONTENT INCLUDES LOYALTY PROGRAM DESIGN, COMPLAINT RESOLUTION, AND EMOTIONAL ENGAGEMENT TECHNIQUES SPECIFIC
TO TELECOM CUSTOMERS.

6. OMNICHANNEL CUSTOMER EXPERIENCE IN TELECOM

ADDRESSING THE CHALLENGES OF MULTI-CHANNEL COMMUNICATION, THIS BOOK SHOWS HOW TELECOM COMPANIES CAN DELIVER
CONSISTENT AND INTEGRATED CUSTOMER EXPERIENCES ACROSS DIGITAL, MOBILE, AND IN-PERSON CHANNELS. |T PROVIDES
FRAMEWORKS FOR MANAGING OMNICHANNEL INTERACTIONS AND ALIGNING ORGANIZATIONAL PROCESSES TO MEET CUSTOMER
EXPECTATIONS.

7. TeLecom CUSTOMER EXPERIENCE ANALYTICS: TOOLS AND TECHNIQUES

THIS PRACTICAL GUIDE FOCUSES ON THE ANALYTICAL TOOLS AND TECHNIQUES USED TO MEASURE AND IMPROVE CUSTOMER
EXPERIENCE IN TELECOM. |T COVERS METRICS SUCH AS NET ProMOTER Score (NPS), CusToMer SATISFACTION (CSAT), AND
CusToMer EFForT Score (CES). THE BOOK ALSO DISCUSSES THE IMPLEMENTATION OF FEEDBACK LOOPS AND REAL-TIME
MONITORING SYSTEMS.

8. INNOoVATIONS IN TELECOM CUSTOMER EXPERIENCE MANAGEMENT

HIGHLIGHTING THE LATEST TRENDS AND TECHNOLOGICAL ADVANCEMENTS, THIS BOOK EXPLORES INNOVATIONS SUCH AS Al-
DRIVEN CHATBOTS, VIRTUAL ASSISTANTS, AND |OT INTEGRATION IN TELECOM CUSTOMER EXPERIENCE. | T EXAMINES HOW THESE
TECHNOLOGIES ARE RESHAPING CUSTOMER INTERACTIONS AND SERVICE DELIVERY MODELS. READERS GAIN INSIGHTS INTO FUTURE-
PROOFING THEIR CUSTOMER EXPERIENCE STRATEGIES.

9. CUSTOMER EXPERIENCE | EADERSHIP IN TELECOMMUNICA TIONS

THIS BOOK TARGETS TELECOM EXECUTIVES AND MANAGERS, FOCUSING ON LEADERSHIP PRACTICES THAT FOSTER A CUSTOMER™
CENTRIC CULTURE. |T DISCUSSES ORGANIZATIONAL CHANGE MANAGEMENT, EMPLOYEE ENGAGEMENT, AND STRATEGIC ALIGNMENT

NECESSARY TO DELIVER SUPERIOR CUSTOMER EXPERIENCES. THROUGH LEADERSHIP CASE STUDIES, THE BOOK ILLUSTRATES HOW
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