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it's a digital-first world

By 2020, customers will manage

89%

of their relationships with enterprises
without interaction with a human

and the average person will
have more conversations with
bots than with their spouse....

Source: Gartner




Fourth wave of disruption

Welcome 1o the era of cognitive intelligence

The power of

ONE
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Intelligent
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Digital experiences
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Human
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Digital Digital
technologies customer
* Cloud In control
* Open APIs pb Always connected
* Service creation . . Channel of choice
* Microservices ln’relllgenT Social
o Al Self-service
* Analytics AppPS
* Big data Consumer or
enterprise
3 forces shaping Digital
- ; economy
communications g
loT
m O rkeT Financial services
Advertisement
Healthcare
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Digital fechnologies

Open and scalable technologies enabling business and customer transformation

T T T T
o
Cloud Data Network Methodologies
and architecture
\% v \% v

Virtual & elastic Real time NFV DevOps; CI/CD

Always on NoSQL LTE, LTE-A APIl-driven
Microservices & Scale 5G Modular &

containers open source
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The digital economy

50% of CSPs’ new digital services originate from partnerships and investment

ke . Asset 5 =,
HB® - NETFLIX &atst Mobile TV / paid TV / VOD 7\ Agricuiture management Zelefonica &g Giove
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You
. User generated content gTelia Logistics .
=
‘ eHealth & atat — TELUS

‘ Music & DEEZER
‘ Connectivity

‘ ‘ ‘ M2M telemetry

Smart home &3 = « () Sicarire

xfinity  News / info / weather ‘

YAHOO! eBooks magazines .

5 Education .
Gaming ‘

Media &

enftertainment

Voice

‘Toble booking Adspirk @?Glebe
’ Workspace
Hospitality ‘ Taxi

UBER

e I 3
COMCAST N%\%S AV conferencing ‘

Communication
services

Shopping ‘
; . . ‘ Trip booking Booking.com
‘ Emais O, Financial

. Apartments ‘
services ‘ Navigation () waze

Social network [y 5iicai it
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Social channels

06O

Omni-channel

[iglsXelle]ife]

Emerging Mobile app
customer
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. Self-service

Retail website
Self-service
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The 2020 intelligent digital service provider |

f:‘ Provider of (DS)P 0 \ 2020 Intelligent DSP
» Expand beyond core business * Both D(SP) and (DS)P capabilities
» Enable a digital ecosystem * Data-centric
» CSP assets open to d|g|1‘0| p|0yers = Infelligeﬂce embedded across the
o 7 business
)] * Platform-based business model 0\0 R ., o
O —— . o\ / * Open "as-a-service" for ecosystem partners
= ¢ value chain e .
> & * B2B & B2C
O @
v Qo ’
— \Q /’
O &
‘-: ege \Q /, ° °
O Traditional CSP 7 . Digital se D(SP)
A 2 ’
* CSP-owned engagement * Highly automated
* Traditional sources of revenue * Omni-channel experience
* Broad segments * Multi-modal engagements
» Silo experiences * Personalized and contextual to
customer
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The journey to intelligent DSP in our region

Multi-Play Omni-channel

&

Shorten time to value and increase
elasticity in the on-demand economy

¥ O O R

Meet customers in their
channel of choice

v | 0 & &

Product Cloud Always Micro Social On-device Retail Contact
catalog On services center
technologies . .
infelligent
@ @
Deliver personalized and Reach new customers with
contextual experiences oy new business models
Q-
2, ® | %) B G| O %
360 elastic Machine Adaptive Artificial Subscription Partner Bundles loT
customer learning journeys intelligence economy ecosystem
. OTT
Mulfi-Channel
Broadband
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* +13 for fixed services

/I\ * +14 for mobile services

» Digital-only journeys have
19% higher customer
] 3-] 4 pTS safisfaction rate

higher NPS

Service providers
enjoying the
rewards of Digital

* +51% shorter
\

w time to market

Revenue
growth

* Reduced processes:

60% standardization across
channels and products

Efficiency
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. Good retention and loyalty tools will keep more customers on

44%

.

globally

customer

41%

42%

Rewards for being a loyal Being able to solve issues
through self-service

channels

board and new customers longer

Q. Which are the three most important factors that will ensure your loyaltye

40%

global

Provide relevant offers
based on my usage

39%

40%
globally

38%

Being able to change the
pricing confract/service
without getting a new

one

to find new ways to engage and reward their customers

Plug & play
products/services

In a such rapidly changing world, it is essential for service providers
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SII'IQtEl vodafone

ATET
@Y DigitalLife
84 markets where €4.8B + 14% YoY S454M 75% of Vodafone
AT&T Digital Life® is Telefonica’s Digital Singtel Group Digital Group's customer
available Services 2016 Life 2016 revenues interactions are
January 2017 revenues already digital
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“Culture eafts strategy for

Explosion of breakfast...” peter Drucker
new services

Complexity of
systems and
processes

.

Challenges.
hindering digital
franstormation

Lack of funding

Transformation

Customers Strategy

ecosystem

Lack of

available skills
[ .

ockol S It only Digitale
managemen
support

IT/business

Say that they are just
5 2 starting implementation,
O bUT |TIS Sh” eCII’|y Source: TMForum 3_
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When & Where:
Wednesday July 19, 1-6 pm, Fillmore 9 meeting room
Hard Rock Hotel, Punta Cana
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Thank you



