THE BEST AND THE REST
HOW 3 TYPES OF TELCO COMMERCE SOLUTIONS COMPARE

Executive Summary

As consumer preferences and shopping behaviour continue to evolve, forward-thinking telcos recognize the need to
enhance their customer experience and omnichannel capability.
Commerce systems play a key role in to meeting these goals. But not every system is up to the task.
In this guide, we evaluate three types of commerce solutions across six functional areas to determine which is best for
bringing a customer-focused omnichannel experience to life.
In this guide, we will:
•

Examine how the role of commerce systems has changed.

•

Compare three common solution types: Generic POS, POS/CRM Hybrid and Telco Platform.

•

Explore the unique benefits of a platform approach.
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The Changing Role of Commerce Systems
Customers’ shopping
habits have changed.
Telcos’ commerce
systems must evolve too.
New Shopping Experience
Until recently, customers had few options for purchasing a new
device. They had to go to a physical store, wait in long queues,
repeatedly provide the same information so the associate could
enter it into multiple systems, and sign a stack of papers before
leaving with their device.
This type of experience isn’t tolerated by modern customers. These
shoppers live in a connected, instantaneous world. They live their
lives online and want to shop there too. They are used to buying
whatever they want, whenever they want it.
These customers balk at a traditional experience. They want to be
able to buy a device and have it shipped to their home. They want
the power to change their own phone plans themselves, without
having to go in store to do so. And when they do visit a store, they
want to be able to schedule appointments, so they don’t have to
wait for service, and demand digital technologies that ensure a fast,
efficient visit.
So, why aren’t telco customers getting the experience they’re
looking for?

The Role of Commerce Systems
The answer is simple; many telcos are using generic commerce
systems that aren’t suited for the complexities of their industry.
Between the point of sale, billing system, inventory and
miscellaneous integrations, it’s not uncommon for a telco to use up
to 30 different systems to process a simple sale. Poorly integrated
systems have trouble assimilating these processes. This leads to
manual workarounds, repeated data entry, long transaction times,
as well as limits transactions to traditional channels.
Forward-thinking telcos recognize the need to enhance their
customer experience and omnichannel capability. To accomplish
this, they need to select the right commerce solution.
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Solution Comparison
There are many commerce
solutions out there. How do
they compare, and which
is best for telcos?
Types of Commerce Solutions
Based on our experience, the following are the three most common
commerce solutions that telcos already have or are looking to
implement.

General POS
•

Generic cash & inventory management solution that can be used
by many different industries.

•

Features are strongly focused on cash collection.

•

No “out of the box” telco functionality – advanced features require
custom coding.

POS/CRM Hybrid
•

Customized solution that combines a General POS with a CRM
solution.

•

Ties transactions to customer history, reducing the need for
duplicate entry and facilitating additional customer journeys.

•

Still requires customization for more advanced telco features.

Telco Platform
•

Modular single-front-end platform designed specifically for telco
use cases.

•

Integrates all channels and touchpoints for a seamless experience
across every channel.

•

Key telco functions, such as a central product catalog and telcospecific reports, are included as standard features.
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Evaluation Areas
We evaluated and compared the three solution types across six evaluation areas:
1.

Front Store POS

4.

Customer Experience

2.

Inventory Control

5.

Reporting & BI

3.

Omnichannel Enablement

6.

Architecture

Scoring
We have scored key functions within each area. Scores are on a scale from 0 to 5:

0

Not
Applicable

1

Poor

2

Fair

3

Good

4

Very
Good

5

Best
Available

Each area’s overall score is colour coded to show how well each solution type would help telcos achieve their goals of an
enhanced customer experience and omnichannel capability:

Overall Score
<60%

60-80%

80%+

Description
Difficult to Support. The solution has major shortcomings and challenges and is missing
key functionality. To meet their goals, telcos would need to invest in customization,
purchase other point products, and implement manual workarounds.

Partially Supports. The solution has some shortcomings and challenges. To meet their

goals, telcos would need to invest in some customization and additional products. Some
manual workarounds may still be required.

Fully Supports. The solution meets telcos’ goals, and key functionality is provided within
the solution. It won’t be necessary to purchase other products. Using integration, telcos
can configure processes to quickly and effectively execute on their strategy.
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1. Front Store POS
General
POS

POS/CRM
Hybrid

Telco
Platform

Tendering

5

5

5

Cash Management

5

5

5

Returns & Refunds

3

3

5

Inventory Counting

5

5

5

Customer History & Single View of Customer

2

3

5

Promotions Management / Product Catalog

2

3

5

Companion Sales / Upselling

2

3

5

Transaction Speed

2

3

5

Compliance

2

4

5

Single Entry

1

4

5

Ease of Training

2

3

5

31

41

55

Key Features

Total (Out of 55)

Analysis
The POS is the heart of any commerce system. But its importance goes way beyond simple cash collection. The quality of
the POS influences transaction speeds, ease of training, and upselling.
Comparing the different solution types, all three are excellent at managing cash, tendering and inventory counting. After
this point though, some clear differences begin to emerge.
General POS
General POS systems often have limited visibility to customer records and purchase history. This means they struggle to
offer a single view of the customer, and by extension, returns and refunds.
This solution type is also notoriously difficult to integrate with other systems. As a result, staff must swivel between
different systems to process a sale, so the tendering process takes up to three times longer than it should. This results in
low scores for single entry, transaction speed and ease of training.
General POS systems aren’t adept at selling non-physical items; they struggle to understand plans, features, add-ons, and
bundling, which are all common and critical components of a telco’s offering.
They also fall short with companion sales and upselling because of their lack of visibility to customers’ purchase history
and usage patterns.
POS/CRM Hybrid
Overall, the POS/CRM Hybrid performs adequately in this category. Its CRM integration reduces some swivel steps, which
slightly improves its scores for single-entry, transaction speed and training over the General POS.
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Solution Comparison

The POS/CRM Hybrid also benefits from its easier access to customer information, boosting scores for customer history
and single view of customer.
Still, this solution type still fails to excel in critical areas, like product catalog and upselling. So, while this hybrid solution
is an improvement over a General POS, its performance is still not sufficient for telcos’ needs.
Telco Platform
A Telco Platform is the clear winner in this category and offers several key differentiators.
•

Single-Front End: Orders are completed from end-to-end in one system without swivels:
• No duplicate entry results in fast transaction times.
• Strong compliance, business rule enforcement and low error rates.
• Single system is easy to train.
• Provides a single view of the customer: CRM, Order, Billing & POS data is visible in one place.
• Full tablet support becomes possible (tablet solutions can’t work with swivels).

•

Promotions Management / Product Catalog: A unified, telco-specific product catalog ensures consistent pricing
across all locations; price changes, promotions and offers can be made quickly across the branded channel.

•

Companion Sales/Upselling: Can match accessories to devices for automatic recommendations. Non-physical items
(data add-ons, plans, warranties) can be included and upsold appropriately.
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2. Inventory Control
General
POS

POS/CRM
Hybrid

Telco
Platform

Serialized Control

5

5

5

Demand Planning & Forecasting

3

3

5

Inventory Master Records

5

5

5

Ordering & Receiving

4

4

5

Stock Recall & Quarantine

3

3

5

20

20

25

Key Features

Total (Out of 25)

Analysis
Good inventory control is critical to ensuring customers always leave with product-in-hand. In this area, we see fewer
differences between the three solutions, but the Telco Platform still emerges as the leader.
General POS
The General POS manages several areas quite well, receiving high marks for serialized control (tracking inventory by serial
number), as well as for having inventory master records. Its order and receiving scores are also positive.
That said, because of its lack of integration to other systems and channels, the General POS doesn’t include advanced
forecasting and reverse logistics capabilities, leading to lower scores for demand planning and stock recall.
POS/CRM Hybrid
In this category, the POS/CRM Hybrid receives the same scores as the General POS for the same reasons.
Telco Platform
The Telco Platform receives top marks in all categories, besting the other solutions with demand planning and inventory
features that are tailored for the industry’s unique needs:
•

Lifecycle Management: Unmatched visibility and control addresses the lifecycle volatility of handsets.

•

Visibility & Demand Planning: A platform approach gives complete visibility into all locations, including reporting,
inventory levels, etc. This makes demand planning effortless.

•

Replenishment: Controls for push & pull ordering models.

•

Features By Channel: Different features support dealer vs corporate owned stores.

•

Automated Ordering: Suggested order algorithms automate ordering based on sales velocity. This has a positive
impact on working capital and reduces obsolescence.

•

Stock Locations: Provides several configuration options around physical and virtual stock locations. This enables the
ability to manage loaner devices, as well as configure workflows for returns.

•

Simple Integrations: Easy integrations to ERPs and financial master systems simplify write offs and put approvals
and business processes in place.
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3. Omnichannel Enablement
General
POS

POS/CRM
Hybrid

Telco
Platform

Single View of Customer

2

3

5

Order Persistence and Channel Handoff

2

4

5

Reserve Stock for Customers

2

3

5

Endless Aisle Capability & Home Delivery

2

3

5

Multi-Channel Stock Visibility

2

2

5

Return Stock to Any Channel

2

3

5

Courier Integration

5

5

5

Appointment Booking

2

4

5

19

27

40

Key Features

Total (Out of 40)

Analysis
To meet evolving customer expectations, it’s imperative that telcos select a commerce system that enables an
omnichannel experience. To work effectively, this system needs to connect all channels, touchpoints, and third-party
systems so customers can seamlessly move between channels.
General POS
As a primarily standalone system, the General POS definitely lacks in this key area. Because of its lack of integration
to other channels, it receives subpar scores for almost every feature. The lone exception is a top mark for courier
integration, as this can be accomplished relatively easily through custom coding.
POS/CRM Hybrid
The POS/CRM Hybrid fares slightly better in this category. Because this system can link orders to a customer record, order
persistence and appointment booking become possible. But without direct integrations to all touchpoints and systems,
this solution scores just average in other key areas.
Telco Platform
The Telco Platform once again emerges as the clear leader in this category. With a seamless architecture powered by open
APIs, omnichannel is now possible; customers can move effortlessly between channels and touchpoints during the sale
with order persistence and channel hand off delivered through the tight integrations to the BSS/OSS, CRM, and OMS.
•

Unites Every Channel: Includes solutions for retail stores, e-commerce, self-service apps, kiosks, indirect sales, etc.

•

Consistent Experience: By leveraging the same systems and integrations, customers get an identical experience
whether they visit a corporate or a dealer store.

•

Pause Transactions: Transactions can be paused/resumed in another location (in-store or online), which supports
the movement between channels.

•

Inventory Availability In Every Channel: Proper inventory management ensures stock can be reserved in any
channel and can also be returned to any location.
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4. Customer Experience
General
POS

POS/CRM
Hybrid

Telco
Platform

Tablet Personalized Pre-Sales

0

3

5

Fully-Mobile POS (Tablet Sales)

1

3

5

Digital Contracts / Electronic Delivery

4

4

5

Fast Transaction Times

2

3

5

7

13

20

Key Features

Total (Out of 20)

Analysis
Now that customers can easily get any product from any place, customer experience has never been a more important
differentiator. Telcos need to prioritize their experience if they want to attract and retain customers over the long term.

General POS
In this category, a General POS does little to elevate the customer experience. The need to swivel between different
systems dramatically increases transaction times and makes it virtually impossible to implement tablet solutions.
Mobile sales tools allow reps to complete the transaction from end-to-end in any location in the store, greet and queue
customers, and access customer history so the most appropriate products can be recommended.
The lone bright spot is that this system can be integrated with a digital contract solution, which makes the signing
process memorable while improving efficiency and eliminating paper costs.
POS/CRM Hybrid
The POS/CRM Hybrid solution once again falls in the middle of the pack. The integration between the POS and CRM
reduces swivel steps, improving transaction times and making it possible to access customer and sales data on a tablet.
Digital contracts are also possible through integration.
That said, because this is not a fully integrated solution, the POS/CRM Hybrid still fails to achieve top marks in any
category.
Telco Platform
A Telco Platform’s superior integration ability improves the customer experience even further:
•

Fast Transaction Times: With a single front end, sales agents do not need to “swivel” between different systems,
making it easy to use. Transaction times are dramatically reduced (<15 min postpaid, <5 min prepaid), thus improving
the customer experience.

•

Digital Contracts: Electronic copies of signed contracts and Walk Out Working forms can be automatically sent to
the customer, making this a highlight of their experience. Remote signing also allows contracts to be signed from
anywhere.

•

Tablet-Based Solutions: Mobile sales tools can be used on a tablet to greet and queue customers, as well as
complete orders, giving customers a personal experience from anywhere in the store.

•

Omnichannel Support: Can enable a limitless number of omnichannel journeys; customers receive the same highquality experience in every channel.
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5. Reporting & BI
General
POS

POS/CRM
Hybrid

Telco
Platform

End of Day Reporting

5

5

5

Tenders & Transactions

5

5

5

Inventory Reporting

5

5

5

SAC Analysis (Subscriber Acquisition Cost)

1

1

5

Customer Lifetime Value

1

1

5

Customer Analysis

1

1

5

Single View of Truth Across Retail

3

3

5

21

21

35

Key Features

Total (Out of 35)

Analysis
Commerce systems capture a wealth of data every day. The right reporting and BI metrics are key to interpreting that data
and driving decision-making that improves operations.
While all three solutions score similarly on standard reports, some clear differences emerge when it comes to telcospecific reporting.
General POS
The General POS’ performance is mixed in this category. For standard reports, like ‘end of day’, transactions & tendering,
and inventory reporting, this solution performs exceptionally well.
However, due to its lack of integration between channels and systems, the General POS fails to accommodate key telcospecific reports that drive advanced decision making, like Subscriber Acquisition Cost, Customer Lifetime Value and
Customer Analysis
POS/CRM Hybrid
In this category, the POS/CRM Hybrid receives the same scores as the General POS for the same reasons.
Telco Platform
While other solutions offer good transactional reports, a Telco Platform offers key industry-specific reports that drive
behavioural change:
•

Telco Reports: Platform can report on key telco metrics, like Subscriber Acquisition Cost, Customer Lifetime Value,
Customer Analysis, etc.

•

Single View of Truth: Platforms can show information from all corporate and dealer locations in a single view. This
provides “one view of truth” across the entire organization.

•

Broad Scope: Can report on all areas of business, including POS, Inventory, CRM, BSS, etc.

•

Custom Reports: These can be built quickly from within the reporting suite.

•

Integrated Solution: Where BI is part of the platform, costs are significantly lower than an external solution.
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6. Architecture
General
POS

POS/CRM
Hybrid

Telco
Platform

Open APIs

2

3

5

Modern Cloud Architecture

3

3

5

Telco-Specific APIs and Integration End Points

1

1

5

Partner and Delivery Telco Expertise

3

3

5

Configuration Over Customization

2

2

5

11

11

25

Key Features

Total (Out of 25)

Analysis
The strength of a commerce solution depends on how it’s built. The solution’s architecture dictates which functionality it
can accommodate, and how expensive changes and customizations will be.
General POS
Overall, the General POS scores below average in this area. Because these solutions haven’t been geared toward any one
industry, they lack telco specific APIs and pre-integrations. While they can be customized so they’re more suitable for
telco use cases, this can only be accomplished with expensive custom development.
POS/CRM Hybrid
In this category, the POS/CRM Hybrid receives nearly the same scores as the General POS for the same reasons. This
solution scores slightly higher on Open APIs to reflect its integration between the POS and CRM.
Telco Platform
Conversely, Telco Platforms leverage a modern, cloud ready architecture and are designed for typical integrations
inherent in the telco IT environment. This offers many benefits:
•

Open APIs: Telco platforms leverage both TM Forum open APIs and other standards to provide easy integration
options.

•

Delivery Specialization: Telco platforms are backed by delivery teams with expertise on the integration and
deployment needs of telcos – ERP, CRM, BSS/OSS, provisioning, plans & offerings, etc.

•

Configuration vs Customization: With a platform, changes are made through configuration rather than
customization, so modifications are completed quickly and cost effectively.

•

Telco-Specific Features: Telco platforms are already primed with the features that telcos need; they are a true fitfor-purpose solution that doesn’t require much specific customization.
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Summary
Evaluation Areas

Max Score

General
POS

POS/CRM
Hybrid

Telco
Platform

1. Front Store POS

55

31

41

55

2. Inventory Control

25

20

20

25

3. Omnichannel Enablement

40

19

27

40

4. Customer Experience

20

7

13

20

5. Reporting & BI

35

11

11

35

6. Architecture

25

11

14

25

200

99

126

200

Total

For telcos who are looking to improve their customer experience and omnichannel capability, Maplewave strongly
recommends a Telco Platform.
General POS solutions simply do not have the built-in capabilities that telcos require to achieve these goals. While it is
possible to achieve some of the above benefits with this solution type, a substantial investment in customization would be
required; this would drive up deployment and support costs and extend project timelines.
In our analysis, a POS/CRM Hybrid solution was adequate for some uses but lacks the features that are necessary to create
a truly customer-centric experience. Again, additional investments and customizations would be required to make this
solution fit-for-purpose.
The best solution is a Telco Platform. Designed specifically for telco environments and transactions, a telco-specific
platform is the only solution that can facilitate a true omnichannel experience.
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Benefits of a Telco Platform
Not only does a Telco
Platform deliver the best
functionality – it also
offers the best return
on investment.
Important Features
Telco Platforms offer several important features that are
difficult to achieve with more generic solutions:
•

Fits Every Channel Strategy: Because platforms are
inherently flexible, telcos can be selective and select
modules that fit the needs of their key channels.

•

Supports Tablet & Mobile Solutions: Integrations
ensure no swivel steps are required, so tablet and mobilebased solutions can be used.

•

Enables An Omnichannel Experience: Telco Platforms
unite every channel, touchpoint, and solution so
customers can freely move between channels during their
transaction.

•

Provides Digital Solutions For Every Channel: Telco
Platforms support the unique needs of every channel,
including traditional retail, third-party/indirect and selfservice/digital.

•

Designed With Telco-Specific Features: Telco
Platforms contain key features that are essential to the
industry, such as product catalog, advanced reporting,
inventory lifecycle management, and APIs/integrations.

•

Offers Real-Time Visibility & Reporting: Due to their
strong integrations, Telco Platforms provide up-to-theminute visibility, as well as key KPI reports.

•

Facilitates The End-To-End Supply Chain: Strong
inventory and warehouse solutions manage inventory
across all channels, controlling replenishment to all
channels as well as direct-to-customer.
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Benefits of a Telco Platform

Return On Investment
The cost of a solution change is always a consideration. When total cost of ownership and ‘fit for
strategy’ is considered, Telco Platforms provide excellent value.
Telco Platforms reduce costs and improve profitability, resulting in the lowest total cost of ownership
over the long run.

Reduces Costs
•

Low Customization Required: Features designed for the telco market ensure low customization is
required.

•

Integration Ready: The architecture is designed for integrations in the telco environment, which
reduces the overall cost of deployment and maintenance.

•

Easy to Use/Train: Intuitive UI and integrated sales journeys make the system easy to use; less
training time is required.

•

Reduces Inventory Working Capital: Real-time information ensures supply aligns with demand,
ensuring investment in the right items. Shrinkage & investment in dead/underperforming stock
is also reduced. This means large amounts of working capital can be released back to the balance
sheet.

•

Eliminates Paper Costs: Digital contract solution eliminates paper costs; digitized Walk Out
Working process ensures compliance and reduces post sale support costs.

•

Configuration vs Customization: Changes are made using configuration vs customization (setting
change vs coding), which greatly reduces time and cost.

Improves Profitability
•

Fewer Errors: Reduction of errors and increased compliance (workflows & business processes
enforced, no duplicate entry, etc.).

•

Promotes Upselling: Compatible accessories and upsells are automatically recommended and tied
not just to physical items - but services, plans, and features as well.

•

Improved Inventory Availability: Inventory management ensures the right mix of stock in the
right locations. This ensures customers always leave with product in hand.

•

Business-Wide Reporting: Gives data visibility at the company level in one location (including
corporate and dealers), which aids decision making.

•

Unmatched Customer Experience: Omnichannel capability facilitates an excellent customer
experience across all channels, resulting in positive NPS scores.
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How Maplewave Can Help
Maplewave’s platform
and consulting services
can help telcos thrive
now and in the future.
If you’re ready to start your digital transformation, Maplewave is here to help. We have the expertise and
solutions you need to quickly transition to a Telco Platform.
Every telco’s pain points are different, which is why “one-size-fits-all” solutions miss the mark. Our
highly configurable platform and consulting services work together to create a personalized solution that
can be deployed quickly for immediate results.

Our Platform

Disconnected systems harm your experience and performance. Our platform unites every channel,
touchpoint, and third-party system into a single interface that enables a customer-directed omnichannel
experience. Our range of physical and digital solutions work together to transform your operations.
•

Point of Sale: Finalize complex transactions quickly and easily without swiveling to different
systems or re-entering information.

•

Paperless Transactions: Digitally manage your contract signing, document storage/retrieval, and
Walk Out Working processes – saving up to 85% of your paper costs.

•

Greeting & Queuing: Digitally queues customers to eliminate lineups and bottlenecks while
providing a personal experience.

•

Sales Assist: Build orders from anywhere on the sales floor, giving customers a personal, line-free
experience.

•

Self-Service App: Let customers manage their services without an in-store visit – from any location,
at any time.

•

Kiosks, Vending & Lockers: Let customers process transactions on their own, freeing staff to focus
on higher-value activities.

•

Inventory Management: Synchronize inventory replenishment and visibility across all channels,
guaranteeing customers always leave with product in-hand.

•

Warehouse Management System: Manage warehouse environments from receiving through
reverse logistics, giving complete visibility throughout the full product lifecycle.

•

Electronic Distribution System: Manage route optimization and distribution to dealer and thirdparty channels for unmatched transparency and compliance.

•

BI & Reporting: View real-time activity across all channels and regions in one place, making it easy
to analyze performance, opportunities, and risks.
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How Maplewave Can Help

Consulting Services
The right solutions are important, but execution is everything. Our telco consultants use their global
experience to identify quick wins and develop long-term strategies. From channel strategy to complete
retail assessments, we can help you overcome any pain point and prepare for what comes next.
•

Strategy & Planning: We can determine which channels make sense for your market and create a
channel strategy that drives maximum ROI from each.

•

Purchasing Experience: We can help craft a memorable, efficient customer experience through
careful design and planning. We can help optimize your store design, retail marketing, store
operations, and customer experience.

•

Operations: We can ensure your operations and staff are running at peak performance,
guaranteeing maximum profitability. We can elevate your staffing, training and communications,
dealer and employee commissions, compliance and risk, supply chain and logistics, and IT
architecture.

•

Solution Optimization: We can help ensure your systems support your customer journeys and
enable seamless experiences across every channel. We can help you drive the maximum ROI from
your platform implementation, as well as provide managed services for ongoing support.

Why Maplewave
Maplewave offers an experience you just can’t get with other providers:
•

Thought Leadership: With clients in 30+ countries, we use our global expertise to help our clients
overcome any challenge.

•

Partnership Approach: We strive to be a true partner and work collaboratively to find the best
solution for our clients.

•

Flexible Solutions: We develop made-for-telco solutions that are flexible enough to accommodate
any situation or need.

•

Transact Anywhere Experience: We enable end-to-end transactions in all channels - from the
warehouse to the customer – and beyond.
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About Maplewave
Maplewave is the premier provider of digital solutions and consulting services for the
telecommunications industry.
Our goal is to facilitate end-to-end telco transactions in every channel, an approach we call Transact
Anywhere. Our solutions connect all channels for a seamless experience - from the warehouse, to the
customer, and beyond.
Over the past 30 years, we have transformed our clients into market leaders by providing unparalleled
insights into every aspect of their retail operations.
We help our clients execute their channel strategy and deliver an enhanced customer experience
through our telco-focused platform and global expertise.
Maplewave has global offices in Canada, South Africa, and the UK.
www.maplewave.com
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