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Executive Summary
No one can deny the profound and lasting effect that the COVID-19 pandemic has had on the world. From new 
economic pressures, to changing priorities, and new ways of interacting, the world is a very different place than 
it was just a few years ago. 

Retail-based industries, like telecom, have faced significant pressures. Gathering limit restrictions have spawned 
a voracious appetite for digital interactions while simultaneously restricting access to retail stores. These 
pressures have forced telcos to re-evaluate their channel strategy and reduce the cost of their retail footprint.  

Fortunately, there is a way telcos can offer the digital experiences customers crave while dramatically cutting 
costs and optimizing their estates – by implementing a series of self-service solutions. 

In this whitepaper, we will explore:  

• How COVID-19 has changed telco retail and consumer shopping habits.

• The four essential self-service solutions. 

• The ROI of self-service solutions.

• How telcos can completely fund their self-service investment by optimizing their retail estate.



Telco’s Self-Service Future: 4 solutions that cut costs, boost profits and delight customers 3

The Birth of the Self-Service Era 

New Digital Appetites 
The COVID-19 pandemic has changed retail forever. In the face of gathering restrictions and stay at home orders, 
popping down to the store was no longer a viable option for many. Customers and businesses alike scrambled to 
find new ways to procure goods and services. 

For house-bound shoppers, digital shopping options quickly became essential. Forbes reported that online retail 
categories saw a 74% increase in sales in March of 2020 when compared to just two years before. 

With vaccine rollouts underway in 2021, the end of the pandemic came into sight for the first time. But when 
restrictions are able to ease, retail won’t suddenly spring back to normal.

While digital shopping may have been a short-term workaround, for many it has become a lifelong habit. 
According to MarTech Series, 59% of consumers say the pandemic changed the way they interact with 
companies for the long-term.  

Taking this further, PYMNTS.com found that 85% of consumers who heavily relied on digital channels during 
the pandemic say they’ll keep all or most of those digital habits going forward.

With an overwhelming appetite for digital shopping experiences, retailers must step up in a big way.

New Telco Pressures
Telcos in particular have faced enormous pressure 
throughout this pandemic caused by rising demand 
and impaired revenues. 

With many people working/staying at home, 
demand for telco services reached new heights. In 
May 2020, Three UK reported an 8% increase in call 
volumes and 12% increase in data usage, forcing 
them to focus exclusively on maintaining the 
resilience of their network.

One of the pandemic’s 
lasting legacies will be the 
rise of fully autonomous 
customer journeys.  

“59% of consumers 
say the pandemic has 
changed the way they 
interact with companies 
for the long-term.”

- MarTech Series

https://www.forbes.com/sites/kaleighmoore/2020/04/17/retailers-selling-non-essentials-see-double--triple-digit-increases-in-online-sales-during-covid-19-crisis/?sh=73d639686431
https://martechseries.com/sales-marketing/b2b-commerce/customer-acquisition/interacting-customers-new-now-amid-covid-19/
https://martechseries.com/sales-marketing/b2b-commerce/customer-acquisition/interacting-customers-new-now-amid-covid-19/
https://www.pymnts.com/digital-payments/2021/inside-the-mind-of-the-digital-first-consumer/
https://www.pymnts.com/digital-payments/2021/inside-the-mind-of-the-digital-first-consumer/
http://www.three.co.uk/
https://www.ispreview.co.uk/index.php/2020/05/covid-19-three-uk-reveals-impact-of-crisis-on-network-traffic.html
https://www.ispreview.co.uk/index.php/2020/05/covid-19-three-uk-reveals-impact-of-crisis-on-network-traffic.html
https://martechseries.com/sales-marketing/b2b-commerce/customer-acquisition/interacting-customers-new-now-amid-covid-19/
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At the same time, retail restrictions caused many telcos to lose access to their primary revenue stream. IDC 
reports that telecom revenue growth fell 1.4% globally in 2020.

Where other retailers were able to rely on well-established digital shopping channels, many telcos were left 
scrambling to serve customers in new ways. In Canada, Rogers quickly spun up their Pro On-the-Go service in 
select urban markets, offering device delivery using a mobile van. This is just one example of great innovations 
that telcos unveiled during this moment of great pressure, but the need for such services simultaneously 
underlines the overall lack of autonomous shopping experiences in the industry. 

Going forward, telecom operators must find ways to improve efficiency and reduce capital expenditures while 
increasing investment in digital channels. 

Fortunately, one strategy can accomplish all these goals: implementing a robust self-service capability.

The Rise Of Self-Service
Self-service retail options are everywhere. From self-checkouts to online shopping, letting customers shop 
without the intervention of another human being offers many advantages. These include quicker service, 
increased customer satisfaction, and reduced staffing expenses. 

Self-service options were appreciated by customers even before the pandemic, and contrary to stereotypes, every 
generation takes advantage of self-service shopping options. Research by TSIA showed 71% of shoppers prefer 
self-service, including 60% of Baby Boomers, 72% of Gen X, and 77% of millennials and Gen Z respondents. 

TSIA also found a strong appetite for self-service across every global region, including EMEA (67%),  
APAC (71%), Central/South America (87%), and North America (69%).

The love for self-service options is only expected to grow. In the wake of the pandemic, Gartner predicted that 
85% of all customer interactions would happen via self-service digital interfaces by the end of 2020.

But simply offering a self-service experience isn’t enough - it must also be effective. Otherwise, it can 
irreparably harm the customer experience. Gartner studied 8,000 customer journeys and found that only 9% of 
customers could fully resolve their issue via online self-service. 

Many telcos do offer some self-service experiences, but they are often limited. While self-care apps are common 
in the industry, some only support the management of services and don’t contain an e-commerce component. 
And while kiosks are common in some markets, they often operate as a standalone option rather than a 
touchpoint within a wider digital journey.

Two Challenges, One Solution
The pandemic has created an urgent need to offer more digital experiences and cut costs. Fortunately, telcos can 
achieve both objectives with one solution: an omnichannel self-service experience. 

Self-service solutions let telcos expand their digital footprint at a low cost, and/or replace underperforming 
physical locations entirely.

Omnichannel: The Future of Telco Consumer Sales

“71% of shoppers 
prefer self-service.”

- Technology & Service  
Industry Association

https://www.idc.com/getdoc.jsp?containerId=prUS46886120
https://www.rogers.com/
https://www.rogers.com/wireless/pro-on-the-go
https://blog.coveo.com/digital-self-service-strategies-that-work/
https://customerthink.com/trends-driving-digital-customer-experience-in-covid19/
https://blog.coveo.com/the-new-reality-of-self-service-in-the-telecommunications-industry/
https://blog.coveo.com/the-new-reality-of-self-service-in-the-telecommunications-industry/
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With just four digital 
solutions, telcos can create 
a standalone self-service 
experience that cuts costs 
and boosts NPS. 

The Complete Self-Service Experience

Four Solutions For A Complete Self-Service Experience
With the rising demand for self-service and the need to cut costs, telcos have an incredible opportunity to enable 
a robust, standalone self-service experience with a few platform-based digital solutions. Using an omnichannel 
approach, telcos can orchestrate a solution using self-care apps, kiosks, paperless transactions, and collection 
lockers to facilitate a completely unattended retail experience.

Together, these solutions enable customers to purchase items, sign contracts, manage their services, and return 
their device for repairs from a self-care app or a kiosk. 

Each solution enables the following journeys:

Self-Care App:  

• Purchase devices, SIMs, and accessories.

• Pre-order items.

• Order out of stock items.

• Manage services.

• Pay bills.

• Initiate repairs.

• Access technical support resources.

Kiosks:

• Purchase and dispense devices, SIMs, and 
accessories from an attached vending module.

• Manage services.

• Pay bills.

• Initiate repairs.

Paperless Transactions:

• Capture signatures for purchases, service 
changes, and repairs made via a self-care app.

• Capture and store customer ID information via a 
self-care app.

• Capture signatures for purchases, service 
changes, and repairs made via a kiosk.

• Capture and store customer ID information via a 
kiosk.

Collection Lockers:

• Pick up items ordered via a self-care app.

• Place broken devices into the locker so they can 
be collected for repairs. 

• Collect repaired or replacement items from the 
locker.
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Self-Service Journeys
Together, these four solutions enable four principal journey types, with at least eight possible variations:

• New Purchases

• Unstocked Orders

• Manage Services

• Reverse Logistics

New Purchases 
Self-service omnichannel solutions allows customers to easily purchase new devices, SIMs, and accessories 
without any human intervention. Purchases can be initiated from a self-care app or kiosk.

New Purchase Journeys

Self-Care Journey

Summary:

• Customers use the app to browse items 
available for purchase. 

• The items are added to the cart and 
payment is collected.

• Any required signatures are captured 
using Paperless remote signing. 

• The customer determines how they 
will collect their items:

• Items can be shipped to their 
home or workplace via the 
warehouse.

• They can collect the items 
themselves from a collection 
locker. When the items are ready 
to be collected, the customer 
receives a code that will open 
their assigned locker.

Transaction Start Signature Required? Order Fulfillment Delivery/Collection

Self -Care App Paperless Remote Signing Customer Pickup Collection Locker

Self -Care App Paperless Remote Signing Ship From Warehouse Home/Work

Kiosk Integrated Signing Kiosk Vending Module Kiosk

The Complete Self-Service Experience

Example Journey:

Sherry is at home when she receives a message  
from her telco’s self-care app detailing a new  
upgrade offer. She was growing frustrated with  
her four-year-old phone’s declining battery life,  
so the offer is quite timely.  

She uses the self-care app to view the details of  
the offer and decides to purchase the phone. The device is added to the 
cart, and the app recommends compatible accessories she might be 
interested in. She also adds a purple case to her order.

Sherry types in her credit card information when prompted. Then, a 
digital contract appears. Sherry uses her finger to sign the contract.

Sherry is given options for how she would like to receive her items. She 
can either pick up the items from a collection locker close to her house, 
or she can have the items shipped to a location of her choosing. Sherry 
decides to have it shipped to her home.

Within a few days, Sherry receives her new device and case. This 
autonomous experience allowed Sherry to purchase a new device 
without ever leaving her home.
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Kiosk Journey

Summary:

• Customers use the 
kiosk to browse items 
available for purchase.

• The items are added to 
the cart and payment is 
collected.

• Any required signatures 
are captured using the 
kiosk screen. 

• The attached vending 
module releases the 
items, and the customer 
collects them from the 
drawer. 

Unstocked Orders

Self-service omnichannel solutions allow customers to easily order unstocked items without any human 
intervention. This includes pre-orders (items yet to be released) and endless aisle orders (items that aren’t 
regularly stocked but can be ordered from a third-party vendor). Purchases can be initiated from a self-care app.

Unstocked Journeys

Self-Care Journey

Summary:

• Customers use the app to browse pre-order/third-party items. 

• The items are added to the cart and payment is collected.

• Any required signatures are captured using Paperless remote signing. 

• The customer determines how they will collect their items:

• When items become available, they can be shipped to their home or workplace via the warehouse.

• They can collect the items themselves from a collection locker once they become available. When the 
items are ready to be collected, the customer receives a code that will open their assigned locker.

The Complete Self-Service Experience

Example Journey:

José is shopping at his local grocery store when he notices a 
new kiosk that his telco has installed. The kiosk has a vending  
module attached that dispenses a range of popular phones a 
nd accessories.

José notices the kiosk contains the new iPhone that he’s been  
researching. He had planned to purchase the device eventually,  
but his closest telco store requires two transfers on the bus, and he hadn’t had a chance  
to make the long journey. 

José inputs his personal information into the kiosk, and it accesses his account 
information. He selects the device he wants and swipes his credit card when prompted. 

Then, a digital contract appears. José uses his finger to sign the contract on the  
kiosk’s screen.

The kiosk’s vending module springs to life and the kiosk carefully dispenses his device. 
José collects the box from the drawer. 

This autonomous experience expanded the telco’s footprint and allowed José to purchase 
a new device that he might not have purchased without encountering the kiosk.

Transaction Start Signature Required? Order Fulfillment Delivery/Collection

Self -Care App Paperless Remote Signing Customer Pickup Collection Locker

Self -Care App Paperless Remote Signing Ship From Warehouse Home/Work
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Manage Services

Self-service omnichannel solutions allow customers to easily change their services or make payments without 
any human intervention. Services can be managed from a self-care app or kiosk.

Manage Services Journeys

Self-Care Journey

Summary:

• Customers use the app to:

• Manage their primary offers, 
add-ons, subscribers, etc. 

• Make payments, add funds, or 
view their billing history.

• If signatures are required, they 
can be captured using Paperless 
remote signing. 

The Complete Self-Service Experience

Transaction Start Signature Required? Order Fulfillment Delivery/Collection

Self -Care App Paperless Remote Signing Self -Care App n/a

Kiosk Integrated Signing Kiosk n/a

Example Journey:

Anjali is at work when she receives a message from her telco’s self-care app saying that the latest  
Android device is available for pre-order. 

Excited, Anjali opens the self-care app and adds the pre-ordered device to the cart. 

Anjali had already saved her credit card information in the app, so she is able to select it as a method  
of payment. Next, a digital contract appears. Anjali uses her finger to sign the contract.

Anjali is given options for how she would like to receive her items. She can either pick up the items from a collection locker close 
to her house, or she can have the items shipped to a location of her choosing. Anjali decides to pick it up from the collection 
locker.

Within a few weeks, Anjali gets a message that her order has arrived, and includes a unique code for the collection locker. Anjali 
stops by the collection locker after work, inputs her code, and the locker that contains her device opens. Anjali grabs her device 
and heads home.

This autonomous experience allowed Anjali to pre-order a new device and collect it at a convenient location.

Example Journey:

Terrence is at the airport before his  
international flight and realizes he should add  
a roaming package before he leaves. 

He opens his telco’s self-care app and views  
the list of available add-ons. He selects the add-on for international 
roaming and confirms the changes to his account.

This autonomous experience allowed Terrence to quickly update his 

services without needing to stop by a telco store. 
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Kiosk Journey

Summary:

• Customers use the kiosk to:

• Manage their primary offers, 
add-ons, subscribers, etc. 

• Make payments, add funds, or 
view their billing history.

• Any required signatures are 
captured using the kiosk screen. 

Reverse Logistics

The self-service omnichannel solution allows customers to swap out damaged items without any human 
intervention. Swap-outs can be initiated from a kiosk/collection locker.

Reverse Logistics Journeys

Kiosk Journey

Summary:

• Customers use a kiosk 
to initiate an equipment 
swap. 

• Any required signatures 
are captured using the 
kiosk screen. 

• The customer deposits 
the damaged item in a 
collection locker.

• The customer collects a 
replacement item from 
the collection locker.

The Complete Self-Service Experience

Example Journey:

Celina is at the mall and remembers she needs  
to pay her cellular bill. She heads over to her  
telco’s store, but when she arrives, she finds  
that the store is unusually busy. She’s about  
to leave when she notices a kiosk at the front  
of the store.  

Celina inputs her personal information into the kiosk, and it accesses 
her account information. She confirms the payment amount, swipes her 
credit card, and the payment is quickly applied. 

This autonomous experience ensured Celina was able to quickly make a 
payment, even though the telco store was busy. 

Example Journey:

This morning, Ray was dismayed to find that his cable TV  
receiver box is no longer turning on. The timing couldn’t be  
worse as the series finale of his favourite show is airing tonight. 

Ray calls his telco about a replacement and is told it will take  
three days before a technician can swap out his receiver.  
Anticipating that this may be frustrating for Ray, the call centre employee tells him 
that he can swap out his unit at a collection locker. The employee locates a locker 
that’s close to Ray’s workplace. 

On his lunch break, Ray brings his old receiver to the collection locker. He inputs 
his personal information into the kiosk and accesses his account information. He 
initiates a device swap and describes what’s wrong with his device. The swap-out 
paperwork appears digitally, and Ray uses his finger to sign it using the kiosk screen.

Ray is instructed to leave the receiver in collection locker 5424. When that’s done, 
locker 3251 opens and Ray is able to grab the replacement receiver. After work, he 
connects the new receiver and doesn’t miss a minute of his show.

This autonomous experience ensured Ray was able to quickly swap out damaged 
equipment that same day without needing to wait for an appointment or visiting a 
telco store. 

Transaction Start Signature Required? Order Fulfillment Delivery/Collection

Kiosk Paperless Remote Signing Deposit Damaged Item  
In Collection Locker

Retrieve Replacement  
From Collection Locker
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Benefits
The standalone self-service experience offers several benefits:

The Complete Self-Service Experience

Channel Strategy:

• Gives telcos the flexibility 
to consolidate their physical 
retail presence and focus 
on fewer, more optimized 
locations.

• Kiosks and collection lockers 
allow telcos to expand their 
retail footprint to new high-
traffic locations, such as 
malls, grocery stores, etc., 
for increased exposure at a 
lower price point. Telcos may 
be able to form partnerships 
with other retailers and install 
a self-service presence within 
their retail footprint. 

• Self-service retail is an 
excellent way to implement a 
low-cost presence in rural/low 
density areas.

• Self-service retail is the 
perfect solution for MVNOs or 
telcos looking to expand their 
presence.

Cost Savings:

• Fewer physical stores results 
in significant cost savings - 
fewer leases, fewer staff, and 
less inventory to carry.

• Requires minimal investment 
– the solution is flexible and 
modular so telcos can select 
the digital solutions that fit 
their needs.

• Savings realized from 
divesting in physical stores 
more than covers the expense 
of implementing the self-
service solution. This lets 
telcos maintain a physical 
presence (kiosks & collection 
lockers) with no added 
investment. 

Customer Experience:

• Gives customers the 
self-service experiences 
they’re looking for, at their 
convenience.

• Accommodates customers 
who want a solely digital 
experience, as well as those 
who appreciate a physical 
presence (kiosks & collection 
lockers). 

• Solution greatly reduces the 
telco’s carbon footprint, which 
many customers value.
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           Self -Care Apps 
The goal of an unattended self-service experience is to serve customers outside of the store environment, 
enabling telcos to consolidate their retail locations. But one less foreseen benefit relates to call centres. 
According to TM Forum, self-service apps have a significant impact on customer care call volumes. For 
example, Etisalat realized a 15% reduction in customer care calls after implementing their self-care 
solution. 

Self-service solutions also have a measurable impact on satisfaction and loyalty. A case study by Oracle found 
that when customers could resolve an issue with low effort, satisfaction levels rose by 32% and loyalty 
increased by 18%.

Mobile apps, like self-care, give telcos access to a new marketing strategy - push notifications. These messages 
can be broadcast to users’ lock screens to communicate new offers, special information, etc. According to 
Accengage, the average click through rate for push notifications is 7.8%. And according to Marketing Dive, 
using geofencing doubles push notification click through rates. 

According to Clear Bridge Mobile, mobile apps give retailers access to useful behavioural analytics, such as 
bounce rate, retention rate, and more. In addition, apps make it easy to track offer uptake, making it simple 
for telcos to create personalized offers that increase NPS, reduce churn and increase profitability. 

Self-Service ROI

Self-service solutions drive 
continual profitability, and 
many telcos can recoup 
most of their investment  
in the first year.   

Etisalat’s 
support calls 
fell by 15% after 
implementing 
their self-care 
solution.

https://inform.tmforum.org/insights/2018/06/csps-digital-strategies-start-deliver-measurable-results-2/
https://inform.tmforum.org/insights/2018/06/csps-digital-strategies-start-deliver-measurable-results-2/
https://www.oracle.com/us/products/applications/customer-effort-2437445.pdf
https://www.oracle.com/us/products/applications/customer-effort-2437445.pdf
https://www.accengage.com/press-release-accengage-releases-the-push-notification-benchmark-2018/
https://www.marketingdive.com/ex/mobilemarketer/cms/news/research/14731.html
https://clearbridgemobile.com/5-advantages-of-introducing-self-service-mobile-apps-in-retail/
https://clearbridgemobile.com/5-advantages-of-introducing-self-service-mobile-apps-in-retail/
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            Paperless Transactions
Digital contract solutions aren’t just limited to self-service transactions; they’re used across the telco’s entire 
estate, including retail stores, and other channels. This makes the return on investment particularly attractive.

Paperless transactions eliminate the need for paper, ink, physical storage costs, shipping, and administration. 
By removing paper contracts from the retail environment, Maplewave clients have saved over 85% of their 
contract costs. Most telco contracts are approximately 6 pages, on average. Signing the contract digitally 
typically saves telcos $1.50 for every contract. 

Investing in a digital contract solution results in near immediate benefits. Typically, Maplewave’s clients 
recoup their initial investment within the first year and enjoy significant annual cost savings going forward. 

        Kiosks
Kiosks have a significant ROI on staffing expenses. Diverting 
traffic away from stores enables telcos to optimize their staffing 
levels, allowing them to reduce their headcount or reallocate staff 
to under-served locations. 

A Caribbean-based Maplewave client installed kiosks to divert 
bill payment traffic and recouped their investment in under 8 
months through staffing optimizations. Kiosks continued to have 
a positive ROI going forward, as they were less expensive than the 
salaries they replaced. This is one example that illustrates how 
telcos can replace resources, or even complete stores, with a self-
service solution.   

Kiosks also let customers process transactions faster, boosting 
satisfaction levels. This is especially true in the telco environment, 
where kiosks are frequently used to process quick transactions, 
like bill payments and account changes. Processing these 
transactions on a kiosk eliminates the need to queue in store and 
wait for a sales advisor, which greatly reduces transaction times. 
According to B2B Soft, the average processing time at a kiosk is 
less than 2 minutes, and 80% of customers prefer kiosks for this 
reason. 

As we discuss in the next chapter, kiosks also give telcos the 
flexibility to expand their presence into new high-traffic areas, 
such as airports, malls, or grocery store chains. They can also be 
used to replace underperforming or poorly located physical stores 
for significant cost savings.

Self -Service ROI

Maplewave’s Paperless Transactions solution reduces 
contract costs by over 85%.

A Maplewave client 
recouped their kiosk 
investment in under 
8 months.

https://www.maplewave.com/case-study/maplewave-paperless-rogers
https://www.maplewave.com/case-study/maplewave-paperless-rogers
https://b2bsoft.com/case-studies/implemented-payment-kiosks-preferred-by-users/
https://b2bsoft.com/case-studies/implemented-payment-kiosks-preferred-by-users/
https://b2bsoft.com/case-studies/implemented-payment-kiosks-preferred-by-users/
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Telcos can completely 
fund the investment in 
self-service solutions for 
the cost of 1-2 retail stores. 

Funding The Move To Self-Service

The Cost Of A Self Service Experience 
Self-service solutions don’t need to be an added expense. By re-evaluating their channel strategy and optimizing 
their retail footprint, telcos can identify cost savings that can fully fund their investment in self-service 
solutions. As we have seen, these solutions then further drive a positive ROI for incredible long-term benefits.

Calculating Store vs Self-Service Cost

To understand how store expenses compare to self-service solutions, we calculated the operating expenses of 
an average telco store, as well as the implementation costs of self-care apps, paperless transactions, kiosks, and 
collection lockers.

We calculated the costs of a typical 100m2 telco store for 
both developed and developing markets. We considered 
the typical build cost, hardware, rent, staffing, and other 
miscellaneous expenses. We calculated the average cost 
over a 5-year period, as there are significantly more 
expenses incurred in the first year than in subsequent 
years. This gave us an average range for store expenses 
that could apply to different market types.  

Next, we calculated the average cost to implement the 
self-service solutions. Again, we created a range of 
expenses, as larger carriers would require more infrastructure than smaller ones. We considered the number of 
hardware units and license costs for the four solutions. We calculated the average cost over a 5-year period, as 
there are significantly more expenses incurred in the first year than in subsequent years. This gave us an average 
range for self-service expenses that could apply to different carrier sizes.  

The result was impressive. Over five years, a telco could completely fund their self-service solutions for less than 
the cost of one or two corporate retail stores, depending on their size and market. 

With the pandemic’s renewed focus on channel strategy, many telcos are already identifying and closing 
underperforming stores. While streamlining their estate may make sense from a financial perspective, this also 
means that the telco is less visible in the minds of their customers. 

“Over five years, a telco  
can completely fund their 
self-service solutions for less 
than the cost of one or two 
corporate retail stores.”

-Maplewave
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Funding The Move To Self -Service

Telcos have an incredible opportunity to kill two birds with one stone; they can close unprofitable stores and 
invest the savings into self-service solutions. Not only does this let telcos maintain or expand their presence, but 
self-service’s high return means that the majority of this investment is recouped within the first year. This also 

lets telcos maintain a visible presence in the area at a low cost.

Identifying Cost Savings
For telcos who wish to fund self-service investments through cost-savings in other areas, we have included 
some guidance for where those savings might be found.

1. Evaluate Your Store Footprint

When identifying potential cost savings, the first step is to review your physical retail locations and how your 
coverage compares to your competitors. 

Plot each store location on a map and evaluate how your service area compares to your competitors:

• Do you have a store in every neighbourhood that your competitors do? 

• Are there neighbourhoods where you have a presence that they don’t, and vice versa? 

• Do you have multiple stores within one area that could be consolidated? 

• Are there underserved areas that could be worth expanding into?

• What is the distance between each location?

• Are your stores located in high-traffic areas?
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2. Analyze Store Performance/Cost

Next, analyze and rank your stores by identifying their performance and operating costs. 

• Identify the gross revenue for each store.

• Identify the operating expenses for each store, including:

• Leasing costs.

• Utility costs.

• Number of staff, their full/part-time status, and their salary costs.

• Number of terminals and their costs (workstations, peripherals, etc.).

• Note which types of transactions are being completed for each store. Is it mostly bill payments, prepaid, 
postpaid, or a mix? 

• Calculate the store’s net profit by deducting the costs from overall revenue.

• Based on the net profit, rank each store. Consider:

• Which are your best and worst performing locations based on revenue?

• Which are your most expensive and least expensive locations?

• Do some stores make up the bulk of your revenue, or is it equally distributed?

• Are some locations overstaffed or understaffed versus the average?

• Are some locations over-resourced with terminals versus others?

• Do some locations have a high volume of certain transactions, like bill payments?

Funding The Move To Self -Service
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3. Identify Changes

Lastly, use the location and performance information to identify cost saving changes that could be made. 

Here is some guidance that may help you:

Leasing

• High Leasing Expenses:  Some underperforming locations may have positive gross profits but have equally 
high leasing costs. This is particularly common in high-rent areas. You have several options to reduce 
expenses:

• Replace with Self-Service: Replacing the store with self-service solutions (kiosks, self-care apps, etc.) 
lets you maintain a physical presence in the area while dramatically reducing your leasing costs. This 
also gives you more flexibility on where to install kiosks (e.g., grocery stores, malls, etc.). 

• Relocate Store:  Relocate the store to a different location that has lower rent costs.

• Expiring Leases:  When determining if a store should be closed or replaced, it’s important to consider lease 
expiry dates. Underperforming stores with soon-to-expire leases are natural targets: 

• Replace with Self-Service:  Replacing the store with self-service solutions (kiosks, self-care apps, 
etc.) lets you maintain a physical presence in the area while dramatically reducing your leasing costs. 
This also gives you more flexibility on where to install kiosks (e.g., grocery stores, malls, etc.). 

• Renegotiate Lease:  If a store is underperforming due to high leasing costs, this is a good opportunity 
to try to renegotiate a new lease at a more favourable rate. 

• Close Store:  Depending on the circumstances (profitability, proximity to other stores, etc.), the best 
course of action may be to close the store. If other stores are understaffed or under-resourced with 
terminals, these resources could be reallocated for further cost savings.

Funding The Move To Self -Service
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Location

• Too Much Coverage:  When you mapped out your retail stores, did you have multiple stores within 
the same geographical area? In some markets, it’s common to have multiple stores within the same 
neighbourhood, or even the same mall! This isn’t necessarily a bad thing, so long as each location has the 
traffic to support it. If some stores are underperforming, you have several options:

• Replace with Self-Service:  Replacing the store with self-service solutions (kiosks, self-care apps, 
etc.) lets you maintain a physical presence in the area while closing unneeded stores. This also gives 
more flexibility on where to install kiosks (e.g., grocery stores, malls, etc.). 

• Close Store:  The best course of action may be to close the store. If other stores are understaffed or 
under-resourced with terminals, these resources could be reallocated. 

• Gaps vs Competitor Stores:  When you mapped your stores versus your competitors’ stores, did you notice 
any areas where your competition had a location, and you didn’t? You should always have a store within 
close proximity to your competitors. If you have gaps, you have several options:

• Implement Self-Service:  Adding self-service solutions (kiosks, self-care apps, etc.) can give you 
a physical presence in the area at a low cost. This would also give you more flexibility on where to 
install kiosks (e.g., grocery stores, malls, etc.). 

• Open Store:  This may be an opportunity to open a new store, so long as leasing rates, population 
density, and proximity to other locations are within scope. Self-service solutions might be a good 
interim step to expand into the area to assess demand.

• New Opportunities:  Has new development created new neighbourhoods that could use a retail presence? 
Check if your current stores are close enough to serve this new population. If not, an additional retail 
presence may be warranted:

• Implement Self-Service:  Adding self-service solutions (kiosks, self-care apps, etc.) can give you 
a physical presence in the area at a low cost. This would also give you more flexibility on where to 
install kiosks (e.g., grocery stores, malls, etc.). 

• Open Store:  This may be an opportunity to open a new store, so long as leasing rates, population 
density, and proximity to other locations are within scope. Self-service solutions might be a good 
interim step to expand into the area to assess demand.

• Location Accessibility:  Are some of your retail locations hard to get to? Calculate in-transit times from 
various points in the neighbourhood, including journeys by car, bus or on foot. Are any of the journeys 
particularly complicated (e.g., multiple bus transfers, lack of sidewalks, or insufficient parking)? If so, you 
have several options.

• Implement Self-Service:  Adding self-service solutions (kiosks, self-care apps, etc.) lets you 
implement an additional physical presence in the area at a low cost, This would also give you more 
flexibility on where to install kiosks (e.g., grocery stores, malls, etc.). 

• Relocate Store:  This may also be an opportunity to relocate the store to a different location that is 
more accessible.

Funding The Move To Self -Service
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Transactions

• Transaction Types:  When you examined the types of transactions being completed at your stores, did 
you notice if any had a particularly high volume of bill payments? These transactions can result in long 
lineups in stores and are actually quite easy for customers to perform themselves. By implementing self-
service solutions, customers can manage their own payments and free up store staff to focus on high-value 
transactions instead. Two solutions can help with this:

• Self-Care Apps:  Customers can make payments and manage their services through the app. 

• Kiosks:  Customers can use the kiosk to make payments and manage their services. Kiosks can accept 
card and cash tenders. Although kiosks allow a telco to expand their presence to any location, they are 
often also installed within a telco store to specifically divert bill payment traffic.

Staffing

• Staffing Levels:  Do some stores have significantly more or 
less staff than other stores of similar size? 

• Reduce/Re-Allocate Staff:  If a store has more staff 
than needed, these salary costs could be recouped, or 
the staff member could be reallocated to a different 
store, which may help boost profitability at that store.

• Add Staff:  If a store is understaffed, adding an 
additional resource may give a good return on 
investment as more customers will be served, boosting 
profitability. 

• Full/Part-Time Mix:  Check the mix of full versus part-
time staff. Small tweaks can go a long way to reduce 
costs or boost profitability. 

• Training Gaps:  For underperforming stores, have the staff 
received training recently? High turnover and infrequent 
training can lead to a scenario where most staff in a store 
aren’t properly trained. Well-trained staff boost profitability, 
upselling and Net Promoter Scores. 

• Implement Training:  If a store hasn’t received 
adequate training, try implementing a training program 
first to see if store performance can be turned around.

Terminals

• Number Of Terminals:  Do some stores have significantly more or less terminals than other stores of 
similar size? Not having enough terminals creates long wait times and negatively affects the customer 
experience. On the other hand, having too many terminals is just a wasted expense that takes up valuable 
floor space. It’s important to get the balance correct. If your terminals are imbalanced, you have some 
options:

• Re-Distribute Terminals:  Move terminals from over-resourced stores to under-resourced ones. This 
will enhance customer experience and profitability at no cost.

 

Funding The Move To Self -Service
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If you’re ready to implement a standalone self-service experience, Maplewave is here to help. We have the 
expertise and solutions you need to quickly implement this key omnichannel journey.

Self-Service Solutions
Self-Care App

How Maplewave Can Help

Maplewave has the 
experience and solutions 
to help telcos successfully 
implement a standalone 
self-service experience.

Features:  

• Can be accessed using native iOS and Android apps, or via an 
internet browser.

• View billing history, make payments, or add funds.

• Change primary offers, add-ons, manage subscribers, or 
upgrade their device.

• Access support tools, chat features, and diagnostics.

• Order devices and SIMs and arrange delivery or in-store pickup.

• View usage information and manage their account.

• Receive targeted offers based on history or location.

Benefits:

• Self-service options reduce burden on retail stores, so telcos can 
reallocate or streamline store staff.

• Self-help options reduce call centre volumes.

• An unlimited number of customers can be served 
simultaneously.

• Simple workflows make it easy for customers to upgrade their 
services.

• Push notifications and targeted ads increase sales.

• Customers can easily upgrade their services.
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Paperless Transactions

Kiosks

Collection Lockers

How Maplewave Can Help

Features:

• Captures electronic signatures from a self-care 
app or kiosk. 

• Controlled workflows ensure no signatures are 
missed.

• Can be configured to require the upload of other 
documents and IDs with the contract.

• Customers receive a copy of contract documents 
via email.

• Works on any device and no installation is 
required.

• Documents can be retrieved in seconds.

• Supports multiple signing stages and approvals.

Benefits:

• No paper is required, eliminating up to 85% 
of paper-related costs (printing, storage, 
administration).

• Documents are signed quickly from a kiosk or 
customer-owned device.

• Enables autonomous transactions that would 
otherwise require a store visit, improving the 
customer experience.

• Customers are emailed a copy of their contract, 
reducing disputes and calls to customer care. 

• Quick signing process improves the customer 
experience.

Features:

• Central payment hub processes transactions and 
payments.

• Optional concealed vending unit dispenses items 
from a hidden compartment.

• Optional large vending unit displays and dispenses 
items.

• Optional smart locker unit enables click and 
collect pickups or reverse logistics.

• Kiosk solutions include maintenance, support, 
and security features to ensure transactions are 
worry-free.

Benefits:

• Gives customers a self-service, physical 
touchpoint.

• Stand-alone units can expand the store footprint 
to high traffic areas, like airports and shopping 
malls.

• Allows telcos to keep a physical presence while 
reducing investment in retail store locations.

• Diverts store traffic so staffing levels can be 
optimized.

Features:

• Supports click and collect purchases and reverse 
logistics.

• Available as a stand-alone unit or as a kiosk 
companion unit. 

• Auto-alerts when a device is deposited or ready 
for pick up.

• Multiple compartment sizes are available.

• Can be custom branded.

Benefits:

• Gives customers a self-service, physical 
touchpoint.

• Stand-alone units can expand the store footprint 
to high traffic areas, like airports and shopping 
malls.

• Allows telcos to keep a physical presence while 
reducing investment in retail store locations.

• Diverts store traffic so staffing levels can be 
optimized.
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Platform Advantage
Maplewave’s solutions are part of our omnichannel platform. Our common infrastructure unites every channel, 
touchpoint, and third-party system into a single interface. 

When deployed together, our self-service solutions seamlessly pass information between each touchpoint for 
an end-to-end experience. Our solutions are also able to leverage common integrations, which further reduces 
costs and deployment time.

Collectively, our platform and solutions enable an omnichannel experience, so customers can start an order from 
their self-care app and collect their purchase at a collection locker. Behind the scenes, our self-service solutions 
interface with the warehouse, inventory management, and point of sale solutions to bring these journeys to life. 

With a connected solution, real-time reporting can be viewed across channels in one place, making it easy to 
analyze performance, opportunities, and risks.

Consulting Services
Not sure how to get started, or need help determining how to best fund the move to self-service? Maplewave’s 
telecom consultants can develop a channel strategy that works for your market and brings your long-term goals 
within reach.

Our consultants can:

• Determine which channels make sense for your market.

• Identify how each channel meets your customers’ needs.

• Evaluate if you have the right mix of physical and digital channels.

• Determine the ROI for each channel and how to drive further revenue.

• Pinpoint which stores are over or underperforming.

• Recommend locations that are ideal for self-service installations.

• Conduct a competitor analysis.

How Maplewave Can Help
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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.

How Maplewave Can Help



Telco’s Self-Service Future: 4 solutions that cut costs, boost profits and delight customers 23

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

About Maplewave

http://www.maplewave.com
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