
NBI/Michael Sone Assoc., 2018 Canadian Customer Experience Management Market Report          

UNAUTHORIZED REPRODUCTION PROHIBITED 

 

CUSTOMER EXPERIENCE MANAGEMENT IN THE 

CANADIAN TELECOMMUNICATIONS INDUSTRY 

 

 

 

 

 
 

2018 Edition 

 

 

 

 

 
 

 



NBI/Michael Sone Assoc., 2018 Canadian Customer Experience Management Market Report          

UNAUTHORIZED REPRODUCTION PROHIBITED 

Table of Contents 

 

Section                                                                                                                           Page 

About this Report ........................................................................................................................... iv 

1.0 Introduction: The New Competitive Battleground  ...................................................................1 

2.0 Issues, Trends, and Drivers ........................................................................................................3 

2.1 Business-to-Consumer vs. Business-to-Business ................................................................3 

2.2 The Impact of Regulation ....................................................................................................4 

2.3 The Challenge of Offering Fluidity and Departmental Silos ...............................................7 

2.4 The Advent of Mobile Applications, Web Portals, and Technological Control  .................9 

2.5 The Importance of Customer Retention and Loyalty ........................................................11 

2.6 Effective Data Utilization  .................................................................................................13 

2.7 The Growing Impact of Social Media ...............................................................................15 

2.8 Artificial Intelligence  ........................................................................................................17 

3.0 Conclusion: Looking Ahead ....................................................................................................20



NBI/Michael Sone Assoc., 2018 Canadian Customer Experience Management Market Report               

UNAUTHORIZED REPRODUCTION PROHIBITED 

About This Report 

 

NBI/Michael Sone Associates’ Customer Experience Management in the Canadian 

Telecommunications Industry, 2018 Edition, is our initial dedicated examination of this 

important and growing area.  

 

This report raises, elaborates on and analyses the key factors influencing customer experience in 

the Canadian ICT market with particular attention paid to telecom service providers. Several 

notable customer experience features that have been introduced by specific providers are 

highlighted throughout the report. Ultimately, the nexus of technological advancement and 

increased consumer expectation is the primary theme that presents itself throughout the report. 

The intention of this report is to underscore the growing importance of customer experience 

within the overall competitive dynamic of the Canadian ICT industry. This report highlights the 

main facets of customer service competition and both the direct and indirect challenges that 

providers face in maintaining high-quality customer experience. 

 

Because this represents our initial look at this topic, the information provided does not 

necessarily represent an exhaustive analysis of all factors influencing service provider customer 

experience management. As customer experience continues to become a space of increased focus 

for telcos and providers, future editions should be expected to provide more depth.  

 

 

 

 

 

 

 

 

 

 
  


