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Abstracts

According to Stratistics MRC, the Global Telecom Customer Experience Management

Market is accounted for $8.6 billion in 2026 and is expected to reach $32.4 billion by

2034 growing at a CAGR of 17.9% during the forecast period. Telecom customer

experience management refers to solutions and services that enable

telecommunications operators to design, monitor, analyze, and continuously improve

end-to-end customer experiences across all touchpoints including digital self-service

channels, retail stores, contact centers, network quality encounters, and billing

interactions through cloud-based and on-premises platforms combining journey

analytics, omnichannel engagement management, customer feedback management,

and AI-powered personalization capabilities that improve satisfaction, reduce churn, and

build loyalty among telecommunications subscribers.

Market Dynamics:

Driver:

Subscriber Churn Prevention Investment

Telecommunications market saturation making subscriber base growth dependent on

net churn management rather than new customer acquisition is compelling operators to

invest heavily in customer experience management platforms that proactively identify at-

risk subscribers, trigger personalized retention interventions, and systematically improve
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experience quality at documented churn-driving touchpoints. Each percentage

point of annual churn reduction generating hundreds of millions in revenue preservation

at major operators creates compelling financial justification for customer experience

management platform investment and program execution.

Restraint:

Fragmented Customer Data Integration Complexity

Telecommunications operator customer data fragmentation across network

management systems, billing platforms, CRM databases, contact center systems, and

digital engagement channels preventing unified 360-degree customer view creation

limits customer experience management platform analytical capability and

personalization effectiveness, requiring significant customer data platform investment

and data governance program development before experience management platforms

can deliver comprehensive customer intelligence enabling truly personalized experience

interventions.

Opportunity:

AI-Powered Experience Personalization

AI and machine learning platform capability for real-time individual customer experience

personalization across telecommunications service interactions enabling predictive offer

generation, proactive service quality alerting, and individually tailored self-service

guidance represents a premium customer experience management opportunity

generating documented NPS improvement and churn reduction outcomes that

quantifiably justify sophisticated AI experience platform investment relative to generic

customer communication program economics.

Threat:

Digital Challenger Operator Experience Disruption

Digitally native challenger telecommunications operators including MVNOs and new

market entrants deploying cloud-native customer experience platforms from inception

with superior digital self-service, transparent pricing, and proactive communication

experiences are establishing new customer experience benchmarks that incumbent

operators struggle to match through legacy system modernization programs, creating
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structural experience gap competitive pressure that increases churn pressure on

operators with legacy experience delivery infrastructure.

Covid-19 Impact:

COVID-19 physical retail channel closure forcing digital customer interaction channel

adoption across telecommunications subscribers accelerated operator contact center

digital transformation and self-service platform investment to manage dramatically

increased inbound service requests through automated digital channels. Post-pandemic

digital engagement behavioral norms established during pandemic periods sustaining

elevated self-service adoption expectations that require continued customer experience

management platform investment to maintain competitive digital experience quality.

The Services segment is expected to be the largest during the forecast period

The Services segment is expected to account for the largest market share during the

forecast period, due to the substantial managed services and professional consulting

revenue associated with customer experience management program design, platform

implementation, journey analytics configuration, and ongoing experience optimization

services that telecommunications operators invest in from specialized customer

experience management service providers who combine platform expertise with

telecommunications industry-specific experience transformation program delivery

capability.

The Cloud-Based segment is expected to have the highest CAGR during the forecast

period

Over the forecast period, the Cloud-Based segment is predicted to witness the highest

growth rate, driven by telecommunications operator accelerating preference for cloud-

delivered customer experience management platforms providing continuous AI model

improvement, rapid feature deployment cycles, elastic scalability for subscriber

interaction volume management, and lower total cost of ownership compared to on-

premises experience management infrastructure requiring dedicated engineering team

maintenance and constrained by slower vendor software update cycles.

Region with largest share:

During the forecast period, the North America region is expected to hold the largest

market share, due to the United States hosting major telecommunications operators
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with substantial customer experience investment programs, leading experience

management platform vendors including Genesys, Salesforce, and Oracle generating

significant North American telecom revenue, and intensely competitive mobile market

dynamics making customer retention performance a direct competitive survival

imperative.

Region with highest CAGR:

Over the forecast period, the Asia Pacific region is anticipated to exhibit the highest

CAGR, due to rapidly growing digital-first consumer telecommunications markets in

China, India, and Southeast Asia requiring advanced customer experience

management, strong operator investment in digital customer engagement platform

modernization, and domestic CRM and experience management solution development

serving regionally specific telecommunications customer interaction pattern

requirements.

Key players in the market

Some of the key players in Telecom Customer Experience Management Market include

Accenture plc, Adobe Inc., Amdocs Limited, Avaya LLC, Cisco Systems Inc., Comarch

SA, Ericsson, Genesys Cloud Services Inc., Huawei Technologies Co. Ltd.,

International Business Machines Corporation (IBM), Nokia Corporation, Oracle

Corporation, Salesforce Inc., SAP SE, and Tech Mahindra Limited.

Key Developments:

In April 2026, Genesys Cloud Services Inc. launched an AI-powered telecom subscriber

experience platform with predictive churn identification and automated personalized

retention intervention workflows demonstrating 25 percent churn reduction in early

operator deployment programs.

In March 2026, Salesforce Inc. introduced a telecommunications industry-specific

Communications Cloud CRM platform with native network quality data integration

enabling contact center agents to view real-time service quality indicators during

subscriber interactions.

Components Covered:

Solutions
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Services

Deployment Modes Covered:

Cloud-Based

On-Premises

Touchpoints Covered:

Call Centers / Contact Centers

Web & Portals

Mobile Applications

Social Media Platforms

Retail Stores

Technologies Covered:

Artificial Intelligence & Machine Learning

Big Data & Advanced Analytics

Cloud Computing

IoT & Network Experience Analytics

Automation & Robotic Process Automation (RPA)

Applications Covered:
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Customer Retention & Churn Management

Customer Journey Mapping

Real-Time Customer Analytics

Personalized Marketing & Engagement

Service Quality Monitoring

Billing & Support Experience Optimization

End Users Covered:

B2C Customers

B2B Customers

Regions Covered:

North America

US

Canada

Mexico

Europe

Germany

UK

Italy

France
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Spain

Rest of Europe

Asia Pacific

Japan

China

India

Australia

New Zealand

South Korea

Rest of Asia Pacific

South America

Argentina

Brazil

Chile

Rest of South America

Middle East & Africa

Saudi Arabia

UAE

Qatar
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South Africa

Rest of Middle East & Africa

What our report offers:

- Market share assessments for the regional and country-level segments

- Strategic recommendations for the new entrants

- Covers Market data for the years 2023, 2024, 2025, 2026, 2027, 2028, 2029, 2030,

2032 and 2034

- Market Trends (Drivers, Constraints, Opportunities, Threats, Challenges, Investment

Opportunities, and recommendations)

- Strategic recommendations in key business segments based on the market

estimations

- Competitive landscaping mapping the key common trends

- Company profiling with detailed strategies, financials, and recent developments

- Supply chain trends mapping the latest technological advancements

Free Customization Offerings:

All the customers of this report will be entitled to receive one of the following free

customization options:

Company Profiling

Comprehensive profiling of additional market players (up to 3)

SWOT Analysis of key players (up to 3)

Regional Segmentation

Market estimations, Forecasts and CAGR of any prominent country as

per the client's interest (Note: Depends on feasibility check)

Competitive Benchmarking

Benchmarking of key players based on product portfolio, geographical presence, and

strategic alliances
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