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Telco 2025: objective and approach

• Telcos operate in a highly turbulent market, disrupted by new entrants and 

new technologies, facing new regulations amidst changing consumer 

behavior

• Deloitte has made an overview of trends and disruptions in the telco market, 

analyzed from 4 perspectives:

– Customer experience 

– Technology

– Competition 

– Regulations

• Per trend two opposing statements are presented and the selection of the 

statements provides input for a possible scenario for telcos towards 2025

• The objective is to provide insights in disruptive trends, leading to future 

scenarios and possible measures & initiatives by (senior) management
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Today telecom companies are confronted with a multitude of challenges and disruptions
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Customer experience
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Customer service will continue to transform through increased connected interactions enabled by 

technology, thus enhancing customer experience and reducing operational costs
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Towards a more customer-centric service Volumes on digital channels are growing but voice as well

Range of impact for 2025

Social, digital and instantaneous customer service 

will be key (customer experience) differentiator for 

operators

Call centers, stores and customer field service 

will remain the core of customer service
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TODAY

Operational Efficiency

Service Transaction

Reactive response

Resolving issues

Information silos

Emails & Phone calls

Informative websites

Information systems

Desktop-based

TOMORROW

Customer advocacy

Managed journeys

Proactive advice

Nurturing communities

Self Service

Information consistency

Social interactions

Engaging applications

Connected experiences

Touch-based, Voice-based

Channels of the future: traditional vs. digital

83%77%80%

Mobile Self ServiceEmail

Source: 2015 Deloitte Global Contact Centre Survey

53%55%
68%

Web chat EmailVoice

Self-service, email and mobile are 

likely to experience the largest 

growth for simple inquiries

Voice, web chat and also email are 

projected to experience the largest 

for complex inquiries 
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• AR and VR technologies are still immature and further developments 

are needed to be significantly commercially viable

• However, AR and VR can be an innovative way to let customers 

experience new services, leading to awareness, interest and possibly 

additional sales

• In 2018, 85% of the overall sales will be influenced by mobile platform 

showing strong orientation of consumers towards mobile/online channels

• Omni-channel strategy is at the forefront with consumers engaging 

through multiple touchpoints, expecting the same experience

• AR & VR market is expected to reach $150 billion by 2020 and 

businesses are investigating to use these technologies to grow 

revenues/profits and improve customer behavior

A growing shift towards Augmented Reality (AR) & Virtual Reality(VR) in consumer behavior will 

disrupt Telcos’ current sales channels mix
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Telcos will capitalize on disruption in sales 

channels, caused by shift in consumer behavior 

towards AR & VR technologies 

Market Trends Challenges to overcome

Range of impact for 2025 

Telcos will not be able to adapt their sales 

channels to AR and VR technologies

Source:

http://www.wsj.com/articles/what-does-virtual-reality-do-to-

your-body-and-mind-1451858778

http://www.cnbc.com/2016/01/08/

http://www.wsj.com/articles/what-does-virtual-reality-do-to-your-body-and-mind-1451858778
http://www.cnbc.com/2016/01/08/
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Customer experience
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Disruptive Conservative

Social, digital and instantaneous customer service will 

be key differentiator for operators

Call centers, stores and customer field service 

will remain the core of customer service

Telcos will capitalize on disruption in sales channels, 

caused by shift in consumer behavior towards AR & 

VR technologies 

Telcos will not be able to adapt their sales 

channels to AR and VR technologies
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Technology
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The number of connected devices (IoT) is expected to grow exponentially in the next years, creating 

opportunities for telcos (e.g. connectivity, big data)
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Examples of IoT domains

Telcos will be the orchestrator of new IoT ecosystems, 

linking all relevant players and able to monetize IoT 

services accordingly (connectivity, analytics, etc.)

Telcos role within the IoT ecosystem will be 

solely linked to connectivity with limited 

monetization potential (commodity)

Range of impact for 2025 

What role will the telcos most like be able to claim?

IoT

Network 

Service 

Providers Cloud 

Service 

Providers 

(CSP)

Hardware 

Makers

Device 

Manu-

facturers

IT services 

vendors

Middleware

vendors
Software

vendors

Standards 

Bodies

Industry 

Groups

Regulators / 

Govt.

Telcos
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• The extent to which Telcos can exploit NFV / SDN technologies 

depends on the maturity of these technologies and thorough revision of 

the current regulatory framework

• Adoption of NFV / SDN demands synchronizing legacy system with 

virtual tools and resources with the advanced skillset of managing the 

NFV / SDN technology elements in network

The NFV / SDN technological advancements will provide business agility to Telcos while lowering 

opex and capex
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NFV and SDN has potential to revolutionize network

SDN / NFV will soon transform both network 

architecture and the way telcos operate their 

networks with considerable cost savings

Telcos will not be able to exploit the potential of 

SDN / NFV in the near years to come

Would Telcos be able to exploit NFV / SDN technology?

• NFV will decouple hardware and software elements, ending vendor-

locking

• SDN / NFV provide end-to-end visibility to Telcos of its network whilst 

increasing flexibility and easing its network management and introducing 

tools to allow more interaction between the network, the end-user and/or 

OTT services

• SDN / NFV will not only increase efficiency in network  operations and 

maintenance but will transform the ICT sector and value-chain by 

decoupling network switching and infrastructure from network service 

provision

• SDN / NFV will shift network processing, analysis and management to 

the cloud, and thus enable global network service provisioning over multi 

local SDN / NFV infrastructures

Evolution towards a network of 

interconnected networks & data centers

Range of impact for 2025 

Source: Disrupting Telco Business Through SDN / NFV

http://www2.deloitte.com/es/es/pages/technology-media-and-telecommunications/articles/disrupting-telco-

business-through-SDN-NFV.html

http://www2.deloitte.com/es/es/pages/technology-media-and-telecommunications/articles/disrupting-telco-business-through-SDN-NFV.html
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• In a recent study, 65% of respondents (technology experts) said they 

believe that by 2025 most consumers will have embraced the use of 

smart-device swiping for purchases they make

• However, 33% said they do not trust devices with Near Field 

Communications technology (NFC) and believe mobile payments will 

not gain traction by 20251

Currently there are numerous mobile payments initiatives but the role of the telcos is unclear
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Telcos will play a significant role in the m-

payments value chain incl. monetization of their 

role

Mobile banking & payments will grow towards 2025 A new ecosystem?

Range of impact for 2025 

Apart from providing connectivity, telcos won’t 

be able to claim a role in the m-payments world

Source: 
1Pew Research 

Center’s Internet & 

American Life Project 

and Elon University’s 

Imagining the Internet 

Center

Figure: Consumers 

and Mobile Financial 

Services 2015, Board 

of governors of the 

Federal Reserve 

System

Pay
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Technological (r)evolution
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Disruptive Conservative

Telcos will be the orchestrator of new IoT ecosystems, 

linking all relevant players and able to monetize IoT 

services accordingly (connectivity, analytics, etc.)

Telcos role within the IoT ecosystem will be 

solely linked to connectivity with limited 

monetization potential

SDN / NFV will transform both network architecture 

and the way telco operate their networks

Telcos will not be able to exploit the potential 

of SDN/NFV technologies

Telcos will play a significant role in the m-payments 

value chain incl. monetization of their role

Apart from providing connectivity, telcos 

won’t be able to claim a role in the m-

payments world
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Market consolidation is already on its way. Will there be any unexpected players?
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Traditional consolidation will proceed, large telco 

players will increase their footprint and benefit from 

economies of scale

European operator market share Who can we expect towards 2025?

Range of impact for 2025 

Non-telcos will enter the consolidation game 

buying network capacity to secure and 

expand their position in the value chain

Telefonica
18%

Deutsche Telekom
17%

Vodafone
15%

Orange
13%

Telecom Italia
9%

BT
6%

Vivendi (Telecom)
5%

VimpelCom
4%

KPN
4%

Telenor
3%

TeliaSonera
3%

Belgacom
2%

TA 
1%

Sources:  Gartner Market Share Analysis: Top 30 

Communications Service Provider Rankings; 

Ericsson, “Traffic and Market Report” .

Acquisitions & joint ventures 

have taken place recently: 

Liberty-Ziggo, Telefonica/O2-

Eplus, Vodafone-Ziggo (JV), 

Telenet-Base, etc.

Surprise moves?Traditional consolidation
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One of the biggest competitive disruptions for telcos would be to lose control of the SIM card to 

OEMs, who would be able to create a rival ecosystem using soft/virtual SIMs
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Soft/virtual SIMs will not be adopted to a large 

extent and there will be no significant changes in 

the traditional telco SIM card ecosystem

The traditional SIM card value chain The disrupting soft/virtual SIM value chain

Range of impact for 2025 

In 2025 OEMs have managed to create an 

ecosystem of soft/virtual SIMs, decreasing 

degree of customer ownership by telcos

Source:  GSMA Embedded SIM Specification

• Telco provides SIM card that connects 

to a proprietary mobile network

• Replaceable SIM card to be physically 

put into the (mobile) device

• SIM card coupled to product proposition 

ensures customer relationship / 

ownership e.g. through billing relation

• Proprietary SIM card connects to 

international networks via roaming 

agreements

• Physical SIM is replaced by 

soft/virtual SIM within mobile 

device (software)

• Mobile connection is based on 

e.g. best deal available

• Telcos sell network capacity as 

wholesale product

• Customer ownership not related to 

SIM anymore

• With the right deals in place no 

roaming needed
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Will the telcos be able to keep their voice users by introducing high quality VoLTE or will the OTT 

players like WhatsApp, Facebook & Skype take over voice services?
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In 2025 VoLTE has proved to be the most 

reliable voice service with the highest quality, 

maintaining this revenue stream for telcos

Voice (& Video) over LTE (5G): a USP for telcos Will OTT players leverage their customer base to win voice?

Range of impact for 2025 

In 2025 OTT providers have fully taken over 

the voice service from telcos, leaving MNOs 

to only providing IP access

Source: Nokia Solutions and Networks 2015

Provide faster call setup time

Enhance voice quality with 

wideband coded

Take benefit of low band LTE for 

extended coverage

Enable simultaneous voice and 

LTE data

Provide evolution from voice to 

next generation rich IMS 

services

Enable voice services over 

different technologies (e.g. 

WiFi)

Guaranteed E2E quality of 

service 

Source: GfK 2015, Multiscope 2015

14%

31%

5%

16%

34%
No idea it exists

Tried it

Often

Never tried it

Sometimes

OTT voice usage in NL
(via WhatsApp, Facebook & Skype)

0

20

40

60

80

100

age 13-19

76%

age >13

86%

Regular calling with 

smartphone in NL
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Increasing competition
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Traditional consolidation will proceed, large telco 

players will increase their footprint and benefit from 

the economies of scale

Non-telcos will enter the consolidation game 

buying network capacity to secure and 

expand their position in the value chain

In 2025 VoLTE has proved to be the most 

reliable voice service with the highest quality, 

maintaining this revenue stream for telcos

In 2025 OTT providers have fully taken over 

the voice service from telcos, leaving MNOs 

to only providing IP access

Soft/virtual SIMs will not be adopted to a large 

extent and there will be no significant changes in 

the traditional telco SIM card ecosystem

In 2025 OEMs have managed to create an 

ecosystem of soft/virtual SIMs, decreasing 

degree of customer ownership by telcos

Disruptive Conservative
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Net neutrality is heavily debated across the world, but the details are yet to be defined
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Very strict net neutrality legislation will be in 

place, leaving telcos no room to discriminate 

traffic for commercial reasons

What we know now… What might be the future…

Range of impact for 2025 

Telcos will be in charge of what goes through 

their networks and are allowed to 

discriminate traffic for commercial reasons

“a differentiation between services is necessary 

to facilitate certain sensitive services”
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Privacy will remain a hot topic towards 2025 as customers and the public become more privacy 

aware, whilst rules and regulations are tightening
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• The EU is heading towards a new Privacy Regulation: new, 

stricter rules will come into effect before 2025

• Big Data: Telcos are sitting on a mountain of valuable user 

data, waiting to be commercially exploited

• Ever more companies are using privacy as a prominent 

selling point – “Trust us. We’ll guard your privacy”

• The European Union declared that the USA is no longer a 

‘safe harbor’ for European privacy data   

:

Strict privacy legislation will be in place 

restricting telcos to commercially exploit 

consumer data

The state of privacy in 2016 Does anyone care? 

Range of impact for 2025 

Privacy is history. Telcos (following OTT players 

like Facebook) use their knowledge to maximize 

commercial exploitation of consumer data

April 2016
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Regulatory reform
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Telcos will be in charge of what goes through 

their networks and are allowed to discriminate traffic 

for commercial reasons

Very strict net neutrality legislation will be in 

place, leaving telcos no room to discriminate 

traffic for commercial reasons

Privacy will be history and telcos (following the OTT 

players like Facebook) use their knowledge to 

maximize commercial exploitation of consumer data

Strict privacy legislation will be in place 

restricting telcos to commercially exploit 

consumer data

Disruptive Conservative



Thank You!
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