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he telecommunications in dustry

is at a critical juncture. Faced

with intense competition |
shrinking margins, and the dema nd
for seamless subscriber experiences,
telcos must innovate rapidly. Emerging
technologies like 5G, the internet
of things (IoT), and digital services
present both opportunities and
challenges, particularly in managing
vast data and delivering personalized,
high-quality interactions. To navigate
these complexities, a data-driven
approach is essential, and Salesforce’s
Al-powered solutions like Data Cloud
and Agentforce are poised to transform
telecommunications organizations.

Salesforce has invested heavily in
Al and data capabilities to empower
organizations with the tools they need
to thrive. Salesforce Data Cloud unifies
subscriber data across touchpoints,
creating a single source of truth for
enhanced decision-making. Agentforce
revolutionizes contact center operations
by streamlining interactions, automating
routine tasks, and providing agents with
real-time actionable insights.

These tools provide telcos a strategic
advantage by improving subscriber
satisfaction, operational efficiency, and
ARPU (average revenue per user). Here’s
how they can deliver on these promises:

1. Hyper-Personalized Subscriber
Engagement

Subscriber churn is a significant
challenge, with annual rates often
reaching 20%-30%. Reactive retention
strategies fall short, but Salesforce Data
Cloud enables proactive engagement. By
integrating data from billing systems, CRM
(customer relationship management)
platforms, social media, and network
usage, telcos can create a 360-degree
view of each subscriber.

Impact: Al algorithms can identify
a high-value subscriber experiencing
multiple dropped calls. Instead of
waiting for complaints, the system
triggers personalized outreach, offering
compensation or plan upgrades. This
approach reduces churn, boosts loyalty,
and positively impacts revenue.

2. Opfimizing Field Service
Operations

Telecom infrastructure requires regular
maintenance, but inefficiencies in field
service operations often lead to delays and
higher costs. By leveraging Data Cloud and
Agentforce, telcos can optimize processes.
Al analyzes historical maintenance data,
subscriber reports, and loT sensor inputs to
predict equipment failures and schedule
preventive maintenance.

Impact: Predicting outages reduces
emergency repairs, optimizes technician
schedules, and minimizes downtime. This
improves efficiency, lowers costs, and
enhances subscriber satisfaction — key
differentiators in a competitive market.

3. Enhancing Contact Center
Efficiency

In the digital era, subscribers demand
quick, accurate resolutions. Long wait
times and inefficient call routing are
unacceptable. Salesforce’s Agentforce uses
natural language processing (NLP) and
machine learning to categorize inquiries
based on urgency and intent. Automating
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routine tasks frees agents to focus on
complexissues.

Impact: Telcos using Agentforce can
reduce average handle time by up to 20%,
cutting costs and improving satisfaction
scores. This efficiency drives millions in
savings for large-scale contact centers and
boosts net promoter scores, critical for
retention and reputation.

Strategic Implementation for Success

The benefits of Al-powered tools
hinge on thoughtful implementation. Key
considerations include:

+ Datalntegration: Unified, cleansed data
creates a reliable single source of truth.

+ Change Management: Training ensures
teams can effectively use Al tools.

¢ Scalability: Al initiatives must
accommodate growth and future
advancements.

By adopting Al solutions like Salesforce
Data Cloud and Agentforce, telcos can
transform data into actionable insights,
drive personalized experiences, and
optimize operations. The result is a more
resilient, competitive, and customer-
focused organization positioned for long-
term growth.

At Palladin Technologies, we help
telecommunications companies harness
Salesforce’s Al capabilities to achieve
measurable outcomes. Let’s unlock your
organization’s next phase of growth
together. cca
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