TCS’ Customer Experience Management
Framework for Communications Service Providers

Telecom

Communications service providers (CSPs) and media operators worldwide need to meet the rapidly
evolving expectations of their digitally savvy customers. Consumers today have access to multiple digital
channels, giving them several touch points with their service providers. This means that customers can
now quickly express dissatisfaction with CSPs on public platforms such as social media, often at the click
of a button. Enterprises, therefore, are looking to measure and monitor customer experiences across
channels, with a view to improving service levels and maximizing customer satisfaction.
Tata Consultancy Services’ (TCS’) Customer Experience Management (CEM) Framework empowers CSPs
with an integrated platform that helps capture customer feedback across all touch points. We help you
map customer pain points to internal processes and key performance indicators (KPIs), so you can
improve service standards and enhance customer satisfaction.

Overview

Benefits

Traditional customer feedback systems used by CSPs operate in silos,
with little or no interconnection between the various client interaction
channels. Customer experience (CE) factors captured from the disparate
touch points are not aggregated or adequately analyzed in existing
enterprise systems. All of this, and the presence of complex in-house
business processes, makes it difficult for CSPs to correctly identify
problem areas in service delivery.

TCS' CEM Framework for CSPs helps telecom operators and media
companies across the value chain reap the following benefits:

TCS’ CEM Framework measures and monitors customer sentiments
across the consumer lifecycle. It helps you evaluate enterprise KPIs to
understand if they resonate with client feedback, or if they need to be
tweaked to enhance customer experience.

n

Superior decision-making: Keep abreast of changing customer
preferences by analyzing subscriber feedback on a unified platform;
take informed decisions, based on data analysis, in alignment with
strategic business goals

n

Enhanced customer satisfaction: Raise service standards and
boost your net promoter score (NPS) for increased retention and
brand loyalty

n

Increased profitability: Harness granular insights on the evolving
needs of individual customers to craft personalized offerings, and
maximize customer lifetime value (CLV) through cross-selling and
up-selling

n

Reduced operating costs: Centralize the customer feedback
measurement and monitoring process to reduce operating
overheads; eliminate the need to maintain separate tracking systems
for each touch point

The framework targets two major dimensions of customer experience:
n

n

Measurement: The solution evaluates all CE factors related to any
interaction between a consumer and a service (through employees or
systems), and pools the same to calculate a key quality indicator
(KQI). The interaction-level KQIs are then aggregated to ascertain
channel-level KQIs, which are collated to generate a CE Index (CEI) for
a particular stage of the customer lifecycle. This can then be used to
generate an overall CEI for the organization.
Management: Once all the CE factors are identified, the framework
comprehensively maps them to associated business processes,
helping CSPs zero in on problem areas in customer servicing. The
CEM framework also helps analyze existing enterprise KPIs and
identify areas of improvement.
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TCS' CEM Framework helps CSPs connect the dots of customer experience

The TCS Advantage

Contact

By partnering with us, you can leverage the following differentiators:

To know more about TCS' CEM Framework for CSPs, please contact
global.telecom@tcs.com

n

Domain expertise: TCS has partnered with a broad array of
enterprises across the communication and media sectors,
successfully executing thousands of digital transformation projects.
Our deep expertise in the telecom industry has helped us develop a
strong patent portfolio in the digital domain.

n

Customizable solution: While our CEM framework is in accordance
with TM Forum standards and best practices for measuring and
managing customer pain points, it can be easily customized to your
processes.

n

Platform agnostic technology: Our offering is compatible with
various technologies and solution platforms, thus ensuring that it
can be smoothly deployed on any CSP platform.

n

Focus on innovation: TCS’ Centers of Excellence (CoEs) and
Co-Innovation Network (COIN™) foster accelerated product
development, while our Innovation Labs provide on-demand access
to innovative solutions built on emerging technologies.

About Tata Consultancy Services Ltd (TCS)
Tata Consultancy Services is an IT services, consulting and business
solutions organization that delivers real results to global business,
ensuring a level of certainty no other firm can match. TCS offers a
consulting-led, integrated portfolio of IT and IT-enabled
infrastructure, engineering and assurance services. This is delivered
through its unique Global Network Delivery ModelTM, recognized as
the benchmark of excellence in software development. A part of the
Tata Group, India’s largest industrial conglomerate, TCS has a global
footprint and is listed on the National Stock Exchange and Bombay
Stock Exchange in India.
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For more information, visit us at www.tcs.com

