
Achieving Competitive Differentiation in Telecommunications:

A Clear Path to Customer Centricity
Our client is one of the largest telecommunications providers 
in the Middle East and North Africa, delivering service to more 
than 160 million customers in 11 countries. We were brought 
in to develop their Customer Experience Uplift project: this 
strategy would improve operations, employee engagement, 
and customer loyalty for a client who needed a definitive 
response to rising competition – and rising expectations. 

Our holistic approach created a roadmap toward a complete 
solution that addressed the customer’s entire journey. The 
team created an infoSmart organization within the company 
that gave a needed focus to the company’s data strategy. 
Advanced analytical churn models were developed from the 
client’s own customer information. The predictive modeling 
gave our client the insight it needed to improve marketing 
and lead generation campaigns, and also opened up areas of 
opportunity within the client’s own workforce operations. 

The client’s old processes and culture were lowering customer 
satisfaction, and driving up handle times – and costs. 
Scheduling issues were rampant within the contact centers; 
it became clear that the solution needed to progress all the 
way to the customer experience itself, in order for the client 
to fully benefit from the work done to improve marketing and 
data strategies. We are currently helping this client to turn 
their strategic vision into operational reality. Our multi-year 
partnership with this client includes a new contact center 
operating model, a Customer Experience dashboard for 

complete customer visibility, and a Red Carpet Treatment 
program for high-value accounts. Employees are trained using 
our Simulated Learning solution – which gives them  
confidence and real-world experience before they interact  
with live customers. 

The client is already seeing dramatic results. Absenteeism 
and schedule adherence have improved substantially, and 
forecast accuracy improved by more than 80 percent. 
Customers are feeling the positive change – first-call resolution 
has subsequently jumped by 72 percent. Our client is already 
seeing a 3 percent increase in revenue from the data-driven 
solution, and the improvements have only just begun to  
take hold.  

RESULTS

First-call resolution jumped 72%

Forecast accuracy improved  

by over 80%

Decreased absenteeism  

by 50%; increased schedule 

adherence by 25%
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