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INTRODUCTION
The Coronavirus pandemic has wreaked
havoc with industries, halting production
and forcing millions of people into
quarantine.
For the telecom industry, this is a time of
unforeseen challenges and opportunities.
In this point-of-view, we discuss how the
COVID-19 is affecting telecommunications
sector, and outline the various responses
of major global and regional players. We
then provide our recommendations on how
telco leaders might approach different
scenarios of recovery and renewal ahead.
We believe that telco leaders that position
well at this time will emerge out of this
crisis with strong customer advocacy,
deep operational resilience, and
sustainable financial performance.
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Significant Challenges
Faced by the Industry.
COVID-19 has led to
broad economic and
social impact at regional,
national, and global
levels. During this time of
social isolation and
economic slowdown,
a greater demand has
been placed on telcos
to provide critical
connections between
people, businesses,
and governments to
support the new reality.

While adapting to
unprecedented demand
for services and the
complexity of the new
social norms, telcos
have felt significant
pressure on networks,
operations and
business models, as
well as on the workforce
commissioned with
running the business.

Telecom companies are experiencing an
increased strain on cash flow and fewer
opportunities to drive growth in their key markets.
Large segments of the economy have closed
reducing consumer spend on non-essential
services. Shut-downs and decline in business
operations have led to short-term cash flow
interruption or loss of revenue. All this while
businesses are struggling to reconfigure their
operations to accommodate remote working or
diversified operating models, requiring massive
changes to their communications infrastructure.
Shutting down of retail stores has increased the
demand for the use of digital and call center
channels, requiring re-deployment of sales and
services staff for support. To provide equipment to
customers in an effective and timely manner,
organizations are using distributed supply chains.
Delivering new services and managing the
increased volume of network changes through a
‘distributed’ workforce has increased operational
complexity. Companies are facing greater pressure
to deliver new services on time and with minimal
technician interaction to safeguard the health of
employees and customers.
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Carriers that have enabled software-driven networks in the past are now in
a position to capitalize on these investments. These carriers will not only be
more efficient in adapting to changes but they will also be able to provide
seamless support to their customers.
The telecom workforce is managing these challenges while facing personal
and professional challenges. Employees from sales and service to network
and operations are leaving their comfort zones to embrace new ways of
working. The workforce is still adapting to remote working all while trying to
deliver quality and meet the evolving demands of the customers and the
business.
On the other hand, the sudden shift in customer habits can result in greater
acceptance and demand for a robust, high bandwidth, and high QoS service.
With millions in self-isolation, higher demand for video calling and streaming
services is accelerating the retirement of older technologies such as DSL.
Enterprise customers are considering the procurement of connectivity
services directly from telcos rather than managed service providers with an
emphasis on QoS and performance over cost. Governments are also more
likely to place greater emphasis on the provision of universal service plans
for remote and rural areas, and resilience of the last mile.

Telecom: The Lifeline of the New Normal | © 2020 Infosys Consulting

Lessons from the
Immediate Response.
We have surveyed the responses of global and regional telcos to the COVID19 crisis and observe that the initial strategies fall into five categories.

Empathize: Almost all major telcos have announced measures to benefit customers. These
include an upgrade in service and/or discounts on their existing products. Verizon
has offered free international calls, an additional 15 GB of mobile data allowance
and 6 months of free Apple music subscription for their customers. They have also
suspended late payment, activation and upgrade fees till mid-May to help their
customers. Like many others, Singtel in Singapore is supporting local SMEs by
providing free 6-month access to selected communications, collaboration, and
productivity solutions.

Fortify:

Two main priorities for telcos today are: The safety of their field workforce and the
ability to guarantee network capacity for increased demand. Virgin Media has
come up with enhanced safety measures for its technicians and customers during
site visits. These include preliminary declarations for customers and technicians
on flu symptoms before setting up appointments, protective gear for their
employees and free self-install kits to all customers. In order to meet surging
bandwidth demand, Vodafone brought forward planned network upgrades in
Europe to add four Terabits per second of additional capacity in March and April.
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Rebalance:

With most countries under a lockdown, companies struggled to enable remote working
for employees. Telcos have played a significant role in enabling this for most sectors.
For instance, Vodafone is providing a secure and robust remote working environment
to its enterprise customers, ensuring that over 2.5 million people can continue to work
seamlessly. As the demand for entertainment has increased manifold, telcos in many
countries are collaborating with media providers such as Netflix to reduce video quality
in order to avoid network congestion. Another consequence has been the temporary
closure of major call-center hubs in countries such as India and the Philippines. This
has led to telcos such as Telstra to think on their feet by hiring over 1000 temporary
workers to meet the customer service demand, some of whom had been laid-off due
to the current crisis in the aviation industry, thereby providing some measure of shortterm relief to these people.

Contribute:

Healthcare has emerged as the most critical sector in the current circumstances. Many
telecom companies are offering special discounts and services for healthcare staff. For
example, AT&T is offering free smartphones for first responders and has waived the
subscription fees for 3 months for nurses and physicians. For small and medium
businesses dealing with an uncertain future, Verizon has donated over $2.5 million to
local initiatives support corporations (LISC). Celcom and Axiata in Malaysia have
launched a dedicated fund to provide financial relief to the local micro-SMEs.
Furthermore, Axiata is also offering targeted micro-financing to SMEs through its
subsidiaries, Axiata Digital, Aspirasi digital platform.

Innovate:

Telcos have partnered with authorities to use data to monitor public health. Recently,
a group of telecom operators including Orange, Vodafone, Deutsche Telekom and a
few others, has agreed to work with the EU Commission to share mobile phone
location data of their customers. This would help the EU Commission to work with
anonymized and aggregated data to monitor the spread of the virus. Several other
countries such as the UK, Israel and Australia are also planning these initiatives. While
these are uncertain times, telcos are also looking to provide some novel solutions to
help their customers. Celcom has launched a discounted insurance offer and
assistance for affected customers.

Given the above illustrations, it is heartening to see the telecom sector coming
out with strong measures to ensure the continuity of businesses, rallying to help
the authorities battle the crisis and providing entertainment to all to keep the
spirits high in these tough times.
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Re-thinking of
Fundamentals.
Over the next year, organizations that understand and act on the shifts in the
operating environment while continuously reassessing the risks and
opportunities will emerge as winners. Companies will have to re-think the
future without trying to impose a ‘COVID overlay’ on the existing business
strategy.
Such a ‘re-thinking’ exercise requires cross-functional involvement, the
engagement of partners and suppliers, and potentially transformative role for
data and technology.

3-point approach to re-thinking fundamentals:
1.
Invest in deep insights on the changes in attitudes, preferences and behaviors of
your customers, and actions of your competitors. Ensure that leaders and teams
have insights that allow them to identify early signals and emerging opportunities.
There may even be a case for a new segmentation to be constructed based on how
customers are responding to the ‘new normal’.

2.
Find as many ways as possible to build customer empathy; demonstrate that you
understand and care. In this environment, small details and gestures matter. This
should cover all consumer and enterprise segments. For example, double-down on
growing the availability and usage of value-add services most-needed during this l
period (Examples include customer entertainment propositions, SMB online virtual
meeting and cloud-based call center solutions).

3.
Focus on critical industries and essential services - like healthcare, government and
utilities. While it’s a challenging time to co-create opportunities, work with these
customers to identify quick wins that help stabilize their operations and business
continuity plans, which may lead to larger ideas for when the time is right.
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Envisaging the Future.
Based on the possible scenarios we expect two areas of focus for telecom.
Customers and businesses return to a ‘new’
normal, which has less than previous levels of
economic activity.
Scenario 1:
Governments manage the
initial spread of COVID19, economic recovery
follows and activity returns,
but with a threat of repeat
surges until a vaccine is
found.

We expect telco operators to focus on:






Scenario 2:
Governments fail to bring
COVID-19 under control;
nor are they able to inject
enough investment into the
economy of each country
to prevent systematic
failure of many
businesses.
The domino effect across
supply chains brings the
global economy into a
long-term recession.

Operational productivity, automation and
potential workforce reductions
Balancing growth with a disciplined cost
management approach
Enhancing capabilities to leverage
partner/wholesale based revenue sources
and optimize service delivery and quality
for these channels
Zeroing in on amplifying the value from the
base to minimize churn

We expect telco operators to focus on:






Fundamental re-think on all major capital
investments
Investment portfolio re-organized to
sustain margins
Rigorous productivity exercises that reimagine the core operating model
affected by changes in government
regulations and universal service
requirements
Extensive use of automation and lean
techniques to reduce processing costs
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Positioning for Recovery.
Telecom stakeholders are expecting management to look inwards to maintain
profitability and cash. As telcos emerge from the recovery, the better positioned
will look for new opportunities.

Important strategies for recovery:

Strategy 1:

Strategy 2:

“Forced adoption” of digital across almost all segments may be seen as one
of the positives of this crisis, enabling large-scale adoption and satisfaction
with digital channels. With self-isolation forcing behavior change, every
operator should take this opportunity to fine-tune their digital customer
experience.

Continue investing in the digitalization of the operating model. AI and
workflow automation needs to be embedded in day-to-day operations.
Consider investing in a 24x7 AI-powered digital assistant – to serve
customers, employees and everyone in between.

Strategy 3:

Organizations need a radical re-thinking of customer touchpoints. Telcos
must use creative ways of providing the human touch without the associated
cost. The adoption of mobile video conferencing (e.g. Zoom) by customers
while working remotely may be the trigger to re-think how you engage with
your customers remotely.

Strategy 4:

Leverage opportunities that emerge during the crisis in customer segments
like wholesale and B2B market offerings with key partners, to define and
fortify the market position and revenue.

Strategy 5:

Telcos can position themselves as trusted advisors to both enterprise and
end-users in shaping the new digital workplace. Companies can go beyond
offering secure and reliable remote-working solutions by collaborating in the
adoption of these practices. This might also provide the business case for
important 5G use-cases.

Strategy 6:

As remote working rapidly becomes a norm, it poses an opportunity for telcos
to rationalize their property footprint. This can result in massive savings that
can be reinvested in digital adoption across customers and staff.
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INTRODUCTION
CONCLUSION
Infosys Consulting is at the forefront of tracking how
telcos across the globe adapt to the after-effects of
the pandemic. Based on market insights and
recommendations of subject matter experts, we have
prepared a ‘COVID-19 action toolkit’ that enables
you to successfully navigate through uncertain times.
Covering all aspects of the consumer and enterprise
business, we offer evaluation and best practices on
scenario planning, customer experience, revenue
maximization, cost optimization and investment
portfolio re-structuring, completed in an agile manner
over three weeks.
This quick appraisal offers significant insights and
benchmarking, and an invaluable roadmap to
recovery.
If you are keen to leverage this insight, please do
reach out to one of our regional telco leaders below.

Telecom: The Lifeline of the New Normal | © 2020 Infosys Consulting

MEET THE EXPERTS
ROGER GIBSON
Global Leader, APAC and Communications, Media & Entertainment

Roger joined Infosys Consulting in 2015 to lead the set-up and
growth of the telcomms practice in the region. He also played a key
role in establishing a number of large energy and utility clients for
us, and has expanded our office and consultant presence
throughout Australia. Today he also serves as our APAC regional
head, looking after our talented teams in Singapore, Hong Kong,
Sydney and Melbourne. Roger has a rich background in
transformational change, both as an executive and a consultant,
and has focused primarily on infrastructure-based industries. He
has over 20 years of experience working in various leadership roles
at Telstra, PricewaterhouseCoopers and Downer Engineering.
Roger graduated from the University of South Wales with a master’s
degree in commerce.

JANNE PAJUNIEMI
Associate Partner, Communications, Media & Entertainment (APAC)

Janne is experienced in strategy and management consulting for
the telecommunications, media, and high technology (TMT) sector.
He is based out of Singapore and leads the TMT consulting for
Infosys in Southeast Asia. During his consulting career Janne has
advised leading industry players in Europe and in Asia to solve
complex and transformational business and technology challenges.
Janne specializes in enterprise growth strategies, digitization
acceleration, advanced analytics, and in a wide range of
operational topics.
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RONALD RAMSEY
Associate Partner, Communications, Media & Entertainment (NAM)

Ron has 30 years of experience in the communications industry
with a focus on delivering operations and business optimization
solutions. He has helped several service providers maximize the
value they derive from customers while optimizing operations and
IT costs. In his 15 years with Infosys, Ron partnered with the leading
US, European, and APAC service providers to define and lead a
number of IT-enabled transformations. The focus of these initiatives
was to improve the efficiency of service delivery and assurances
processes to deliver measurable business value. He has published
articles and presented at industry events in the areas of customer
value management and operations effectiveness.

ALASTAIR BIRT
Senior Principal, Disruptive Technologies (Europe)
Alastair has over 25 years of experience in digital and has worked
with a broad set of clients to transform the way they market, sell,
service and grow their business. He is particularly interested in
maximizing the use of data, analytics and AI to transform clients
E2E customer experience and financial performance. Recently,
Alastair has been focusing on the telecommunication’s vertical,
leading and managing consulting engagements in both B2B and
B2C domains with Proximus, Liberty Global, UPC, and BT. He is
based out of our London office.
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BADRINARAYANAN JAGANNATHAN
Principal, Communications, Media & Entertainment (Europe)
Badri has over 15 years of experience working with the top
telecommunications clients in the Benelux region. He has helped
telco organizations innovate by driving business and IT
transformation programs across their different lines of business. He
has extensive knowledge in telco BSS/OSS areas and business
processes across the domains. He has enabled product
management teams to transform their product ideation process to
reimagine their portfolio and add significant value to their
customers. His areas of interest include product strategy and
simplification, agile transformation, product lifecycle management
and product innovation. He is based out of our Brussels office.

WANT TO LEARN MORE ?
Reach out to our Partners across the globe.

Peter D’Amato, Partner, NAM – Peter_DAmato@infosys.com
Gopal Rao, Partner, Europe - Gopal_Rao@infosys.com
Ian Watts, Partner (UK)- Ian.Watts@infosys.com
Rohit Mendiratta, Partner (ANZ)- rohit.mendiratta@infosys.com
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consulting@infosys.com
InfosysConsultingInsights.com

LinkedIn: Company/InfosysConsulting
Twitter: @infosysconsltng

About Infosys Consulting:
Infosys Consulting is a global management consulting firm helping some of the world’s most recognizable brands transform and
innovate. Our consultants are industry experts that lead complex change agendas driven by disruptive technology. With offices in 20
countries and backed by the power of the global Infosys brand, our teams help the C-suite navigate today’s digital landscape to win
market share and create shareholder value for lasting competitive advantage. To see our ideas in action, or to join a new type of
consulting firm, visit us at www.InfosysConsultingInsights.com.
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