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Customer churn is a growing problem for
Communications Service Providers (CSPs)—and
an expensive one. Consumers have more
choices and they expect more from their
providers. To win in today’s hyper-competitive
indusiry, CSPs need to rethink their customer
experience. And the cloud can help.

Why customers leave
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The pandemic has accelerated a frend that's been building momentum for
some fime: cord-cutfing. The multitude of OTT content available from numerous
providers is driving the massive shift away from paid TV subscription services,
and interest in voice services has been waning as well. As the percentage of
single-play customers continues to grow, so do the churn rates.

) The blended churn rate among CSPs
0O /[\ is above 20% per year.?

@) The percentage of US consumers
39 %) who canceled a contract with a CSP
in the past two years cited customer
service as the primary reason.?

In the modern home, where more people and devices are competing for the
same limited WiFi bandwidth, congestion is a growing problem. And the higher
reliance on the home neiwork means more calls for customer support. Yet
customer support is a weak spot for C5Ps, who rank at the bottom among four
dozen industries for customer satisfaction.*

Consumer Experience Management
Platforms: gamechangers for CSPs

A cloud-based Consumer Experience Management (CEM) Platform helps CSPs
proactively resolve customer issues and meet the evolving needs of the smart
home. The plaitform enables C5Ps to shift from legacy ecosystems that rely on
hardware and firmware to agile, scalable delivery plaiforms that take advantage
of the unlimited compute power, storage, and memory available in the cloud.

Among customers who canceled their CSP service®
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Cited the long wait to Said the reason was due Said they would have
have their issue resolved. to having to call more stayed if they believed the
than once. provider's service would

improve in the future.

A CEM Platform can eliminate many of these frusirations. By intelligently
managing the customer's home network and optimizing it via the cloud, C5Ps can
prevent connectivity issues in the first place. And when issues do occur, the
platform identifies them in real time so the CSP can provide troubleshooting tools
and automated workflows for resolving the customer problem.

Plume’'s CEM Platform*
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Churn reduction. Customer lifetime Customer lifetime
increases. value increases.

Saving costs and boosting revenues with
a CEM Platform

A CEM Platform solves problems not only for customers but also for CSPs. Among
the CSP challenges are:

- Erosion of revenues due to
OTT market competition.

- Backlog of services and
products awaiting release.

- Increased operational

expenses for customer calls
and truck rolls.

CSPs that want to lead in today’s competitive landscape need to not only
improve the customer experience and demonstrate their customer commitment,
but also to find new revenue sireams and optimize their OpEx.

Plume’'s CEM Platform*
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Reduces OpEx Reduces OpEx Increases Eliminates 97% Accelerates the
for truck rolls by for call-in rates ARPU by up to of installation rate of future
up to 67%. by up to 51%. $10-5§15. and activation developments
cosfs. by 67%.

To reverse the rapidly growing churn trend, CSPs need
to refocus on their customer needs. A CEM Platform
enables CSPs to rapidly meet the changing consumer
needs and demands—and gain a competitive edge.

Find out more about the benefits of partnering with Plume.
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Plume CEM plaofform deployment.
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Plume is the creator of the world’s first SaaS experience Al Pl OpenSync

platform for Communications Service Providers (CSPs)

and their subscribers, enabling the rapid delivery of new FAQ Trust
services for connected homes (and beyond) at massive Support Legal
scale.
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promofions.
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