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1. Sizing up the Enterprise market
The changing shape of the enterprise market 
With the telecoms industry changing fast, many communications services providers (CSPs) are 
seeking new sources of growth. The enterprise market is a good place to look. 

In the deflationary consumer market, CSPs face an uphill struggle. Intense competition from low 
cost “over-the-top” communications and entertainment services has put CSPs’ revenues and 
profits under pressure. The enterprise market, which places greater value on reliability, security 
and quality of service, is in better shape. Far more complex and varied than the consumer sector, 
the enterprise market offers CSPs more 
scope to differentiate and move well beyond 
a commodity proposition dominated by the 
provision of connectivity.

The consultancy McKinsey has forecast that 
the global business-to-business (B2B) telecoms 
market will grow an average of 2.5% a year between 2010 and 2015, compared with 2% for 
the business-to-consumer (B2C) segment. In some regions, such as Western Europe, the B2B 
market continues to grow, while the B2C market is flat-lining. Moreover, McKinsey believes the 
inter-related market for business-to-business IT services will grow by an average of 4.7% a year 
between 2010 and 2015. By the end of the forecast period, the combined B2B telecoms and IT 
services market is on track to be worth US$1.67 trillion compared with the B2C telecoms market 
of US$1.19trillion.

The enterprise market is also attractive for other reasons. The average revenue per user is 
relatively high and churn is relatively low, generally because enterprises tend to buy a suite of 
services from a CSP so there is a greater barrier to switching.  The net result is that the proportion 
of revenue that needs to be sacrificed to subscriber acquisition and retention can be lower than in 
the cut-throat consumer market. 

 
The rise of the digital enterprise 
With the inexorable rise of digital commerce, enterprises are set to make even greater use of 
connectivity going forward. Several major trends point to ongoing growth in the B2B telecoms 
and IT services markets for many years to come. Enterprises now use connectivity for far more 
than traditional communications services – they increasingly rely on telecoms networks and 
other digital technologies to interact with their customers and to run internal processes. Online 
marketplaces and digital supply chains are supplementing bricks and mortar retail stores and 
wholesale outlets. Digital commerce is now mainstream and connectivity is absolutely mission-

 
“ greater value on reliability, 
security and quality of service” 
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critical for every enterprise.

At the same time, enterprises are relying more and more on cloud computing. That’s because 
they don’t want their IT systems to become a ball and chain: They need to be nimble and flexible 
enough to respond to fast-changing and increasingly global markets. Whereas enterprises used 
to install computer hardware and software on site, they are now using telecoms networks to run 
enterprise applications in the cloud, adding additional systems and capacity as and when they 
need it. Businesses now pay-as-they-go, scaling their usage of IT up and down in response to 
market demand. Worldwide spending on public IT cloud services will grow to $107 billion in 2017 
from $47.4 billion in 2013 (a compound annual growth rate of 23.5%), according to research firm 
International Data Corporation (IDC).

The rise of the cloud computing is being accompanied by the emergence of the “Internet of 
Things.” Enterprises are looking to use machine-to-machine (M2M) connectivity to enable 
machines, vehicles and devices to exchange information with each other and corporate IT 
systems.Global M2M connections (over mobile networks) will hit a quarter of a billion this year, 
up from 195 million in 2013, according to a report by the global trade body the GSMA. M2M 
accounted for 2.8% of all global mobile connections at the end of 2013, double the 1.4% share 
recorded in 2010, according to the report.

M2M connectivity enables an enterprise to monitor its assets remotely saving it time and 
money. Thanks to M2M, a facilities manager or an insurance company, for example, will know 
how many miles the company’s fleet of trucks have done and when individual vehicles are likely 
to breakdown. M2M services can also enable 
an organisation to control its assets remotely. 
For example, a local authority may use the 
technology to dynamically adjust car parking 
charges during a major festival or sports event. 
Similarly, a farmer may use M2M services to 
turn an irrigation system on or off. Research firm 
Gartner has estimated that by 2020 the Internet of Things will be made up of 26 billion connected 
objects contributing $1.9 trillion of economic value. Gartner forecasts that Internet of Things 
product and service suppliers will generate incremental revenue of more than $300 billion, mostly 
in services, in 2020. The research firm says manufacturing, healthcare and insurance sectors are 
the leading adopters.

 
Anytime, anywhere apps and communications 
The enterprise communications market is also changing in several other important ways. One 
key trend is for enterprises to make both applications and communications services available to 
employees across multiple devices and networks. In this way, staff can become more productive, 
responsive and efficient. For example, a CFO may want to be able to access cash flow reports 
on his or her tablet device at home, as well as a PC in the office. Similarly, sales staff may want 
a unified communications service that enables them to access all their voicemails, for example, 

 
“26 billion connected objects 
contributing $1.9 trillion of 
economic value” 
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regardless of whether they are using a conventional fixed-line connection, a mobile phone or an 
IP-based telephony service.

In future, many enterprises are likely to embrace Web Real Time Communications (WebRTC) 
technology which embeds voice calls, messaging, video conferencing and file transfer capabilities 
into browsers and apps. That means, for example, that a consumer will be able to speak to a 
company’s call centre simply by pressing a button on its web site. Although the call could be 
carried as IP traffic over the Internet on a best-effort basis, some enterprises may want CSPs 
to provide a dedicated, secure IP connection that assures high quality, secure and private 
communications. 

Another major trend in the enterprise sector is theBring Your Own Device (BYOD) phenomena. 
Many CIOs are now allowing individual employees touse their own personal mobile handset 
and/or tablet at work rather than having to use those issued by the enterprise. As BYOD enables 
employees to use devices they like and are familiar with, it can increase productivity. Yet the 
enterprise has to ensure that all key corporate applications are accessible from the employee’s 
chosen device, while also maintaining the required level of security. Ideally, apps should be tested 
on employees’ devices to ensure they aren’t infected with malware and that they work properly: 
Misfiring apps mean more calls into IT support from frustrated employees unable to access a 
specific system or service.

In other words, the rise of the digital enterprise is creating a lot of complexity and pain for CIOs 
and their teams. Where there is complexity and pain, there is opportunity.

 
Opportunities abound for CSPs 
As digital technologies permeate the enterprise, the quality of CSPs and the services they provide 
is moving into the spotlight: The fast changing and complex enterprise ICT market calls for CSPs 
to deliver far more than run-of-the-mill connectivity to businesses. Enterprises are looking for a 
wide range of value added services, such as network security solutions, device management, data 
storage and hosting, quality-assured video conferencing, together with a range of cloud services, 
including software-as-a-service (SaaS) and platform-as-a-service (PaaS). Moreover, enterprises 
now want cast-iron connectivity – a best-effort Internet connection isn’t reliable enough. To meet 
that demand, CSPs could offer managed connectivity services in which they use dedicated content 
delivery networks (with caching, optimisation 
and data acceleration) to enhance the end-user 
experience of cloud applications.

In the M2M market, reliable connectivity is 
also crucial. But it isn’t enough. The GSMA 
estimates connectivity accounts for just 10-20% 
of the total revenue opportunity from M2M services. CSPs need to meet enterprises’ demand 
for end-to-end solutions – most businesses don’t want to assemble a M2M solution themselves. 
CSPs could create solutions tailored to a specific market, such as smart metering or connected 

 
“CSPs need to meet enterprises’ 
demand for end-to-end 
solutions” 
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cars, supplemented by cross-sector enablers, such as device management or data analysis.  CSPs 
could also provide M2M customers with network APIs, such as location finding or billing, device 
management, security and data analysis services. However, pulling together an end-to-end M2M 
solution isn’t easy and many CSPs have yet to pursue this opportunity. According to the GSMA, 
only 40% of the world’s mobile operators offer M2M services. 

 

2. Challenges facing CSPs in the enterprise market 
In this section, we take a close look at the hurdles CSPs will have to clear to be really successful in 
the enterprise market.

Enterprises’ perceptions of CSPs 
The enterprise digital services market is far more complex and varied than the traditional 
enterprise communications space. In many of the areas where they can add value, CSPs have 
to compete with IT services companies also seeking to expand into new areas. In some cases, 
these IT services players are buying connectivity wholesale and bundle into an end-to-end ICT 
proposition aimed at enterprises.

If they are to fend off the competition from IT services players, CSPs need to build a better 
relationship with enterprise customers. Worryingly, several surveys suggest that enterprises don’t 
hold CSPs in particularly high regard and don’t necessarily see them as key business partners. 
Most enterprises don’t see the need to maintain a direct relationship with their CSP: Two thirds 
of the enterprises surveyed by the Economist Intelligence Unit said that “it doesn’t make any 
difference from whom they buy telco services as long as those companies, acting as resellers, can 
deliver comparable quality.”

Furthermore, many enterprises don’t see CSPs as credible suppliers in many key sectors of the 
market. For example, in the survey by the Economist Intelligence Unit, 62% of enterprises said 
they would not consider outsourcing a customer call center to their telecoms service provider, 
rather than a IT services company. And about half of the respondents said they would not 
consider CSPs as potential providers of an IT help desk, business consulting, governance and 
compliance, cloud computing or data centers. 

If they are to realize the full potential of the enterprise market, CSPs clearly need to get closer 
to corporate customers.  In a survey by Accenture, 73% of enterprise customers said that their 
carrier does not understand their needs.  In a similar vein, a survey by Telesperience found that 
67% of large enterprises would prefer their IT department (rather than their CSP) to manage their 
telecoms infrastructure. 

One of enterprises’ biggest concerns is CSPs’ weak customer service – many enterprises feel 
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that CSPs create too much friction in the relationship. In the Telesperience survey, 52% of large 
enterprises said they have to deal with too many contracts and service level agreements with 
CSPs, while 39% complained about an “inefficient self-care portal”. In the Accenture survey, 
46% of enterprises, whose carriers offer a customer portal, said they weren’t satisfied with 
the experience that the portal delivers. In the same study, 10% of enterprises reported having 
terminated a contract with their carrier because 
of poor billing performance. In fact, 70% of 
enterprises in North America and Europe regard 
a carrier’s billing processes and procedures as 
very important to their relationship with the 
company. 

These surveys suggest many CSPs are still being held back by legacy IT systems. Designed for 
delivering and charging for basic services, legacy OSS and BSS systems are generally too rigid to 
serve the fast-changing and varied enterprise sector. 

 

3. How to succeed in the enterprise market 
 
Keeping pace with the market 
For businesses operating in fast-digitising, increasingly global markets, competition is intensifying 
and there is little margin for error. As markets change, the services and solutions an enterprise 
requires of its CSP also change. An enterprise’s ICT requirements will be dictated by the strategy it 
uses to differentiate itself. For example, a bank that decides to dispense with branches will need 
extremely reliable and secure connectivity it can use to interact with its customers. It is no longer 
enough for a CSP to offer all enterprises the same “off-the-shelf” solution: The CSP needs to 
organise itself internally to be nimble and responsive to changes in each of the vertical sectors it is 
targeting. 
 
In many of the fastest growing parts of the B2B telecoms services market, such as M2M and 
cloud services, CSPs may need to partner with specialist companies. Realistically, this may be the 
only way for smaller CSPs, in particular, to meet all their enterprise customers’ requirements in a 
timely fashion.  For example, CSPs without their own IT services operation may need to partner 
with systems integrators and/or specialist companies that provide platforms enterprises can use 
to manage tens of thousands of M2M connections.  
 
 
A compelling, personalised experience 
Once they have assembled a value network that can keep pace with the market, CSPs need to 
ensure they provide a compelling customer experience that will enable them to get closer to 

 
“CSPs create too much friction 
in the relationship” 
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enterprises. In particular, they need to build trust by combining a high quality of service with full 
transparency around billing and settlement.  
 
CSPs also need to be very flexible - able to deliver the right proposition at the right price to 
enterprise customers of all sizes and levels of complexity. Finally, the CSP needs to offer an 
enterprise the right propositionat the right time. As enterprises typically have to move quickly to 
respond to changes in their own markets, they don’t have the bandwidth to deal with suppliers 
that adopt a trial and error approach.  
 
To meet these goals, a CSP needs an IT system that provides it with a complete, real-time view 
of each enterprise customer. This holistic view will enable the CSP to understand the customer’s 
changing needs and develop appropriate service propositions, attractively priced. The CSP also 
needs to be able to conceptualise, test and deploy these propositions rapidly and safely.   
 
If a CSP can increase the number of products 
purchased by enterprise customers, ARPU will 
rise and churn will fall, extending the average 
lifetime and value of each customer relationship. 
Therefore, CSPs need IT systems that make it 
straightforward to provide enterprises with a 
complex and diverse set of products.  
 
Moreover, the CSP should be able to proactively make enterprise customers automated offers 
in response to the context and real-time events. For example, a CSP could offer an enterprise a 
better roaming package if its employees and connected assets, such as trucks, begin travelling 
frequently across international borders. Similarly, based on the patterns of Internet usage, a CSP 
may offer an enterprise a faster connection during peak periods that would enable the customer 
to increase productivity.  In each case, the offer could be fully tailored to the specific enterprise.  
 
In the M2M market, CSPs may need to be able to coordinate transactions across a complex 
ecosystem of partners providing an end-to-end solution to the enterprise. Conventional run-of-
the-mill billing processesare ill suited to handling the multi-faceted dynamism of this kind of value 
chain. 
 
To cross-sell and up-sell successfully in the enterprise market, CSPs will often need to apply 
tailored discounts and variable fee schedules to a bundle of products and services, efficiently 
implementing complex fee schemes for individual enterprise clients, as well as across mass 
consumer segments. For example, an hour-long international video conference in high definition, 
which is worth $500 to an enterprise in one context, may only be worth half that in another 
context.  A CSP, therefore, needs tobe able to dynamically price services in a way that reflects 
the specific requirements of the client. The CSP will also need to be able to fulfil its offers 
without manual intervention and deliver an accurate and highly transparent bill to the enterprise 
customer.  
 

 
“conceptualise, test and deploy 
these propositions rapidly and 
safely” 



SunTec Business Solutions | A Business White Paper | 2014 9

In summary, a CSP needs an ICT infrastructure that enables it to:

• Rapidly bring new services to market 

 • Offer enterprises multi-faceted services, combining mobile and fixed connectivity and IT 
services. 

• Offer personalised pricing, products and services. 

• Ensure the purchased offer is provisioned throughout the complete chain. 

• Ensure accurate billing with the applicable taxes in the end to prevent revenue leakage. 

• Maintain changes in the customer hierarchy and services purchased across multiple 
locations/countries. 

• Handle complex settlements with partners.  
 
 

4. Xelerate Digital Services – maximising value 
This section provides an overview of SunTec’s Xelerate Digital Services suite, which canhelp CSPs 
to compete effectively in the enterprise market.

Xeelrate : Revenue Management and Business Assurance: Experience orchestration for 
enhanced customer lifetime values 
In response to the increasing complexity of  the digital and communications services market, 
SunTec Business Solutions has developed Xelerate Digital Services  - an advanced revenue 
management and business assurance product suite. Xelerate is a next-generation evolution of 
SunTec’s award-winning Transaction Business Management System product suite, which has been 
deployed by customers in 58 countries.

SunTec has designed Xelerate to enable a CSP to conceptualise, test and deploy new services/
products rapidly and safely. Available as a pay-as-you-go cloud service, the software also supports 
real-time collection, mediation, rating, settlement and billing across mobile, cable and converged 
services. 

Able to combine and analyze large volumes of customer and product performance data, Xelerate 
is designed to empower providers of financial, communications and digital services to create 
tailored offerings in real-time. Xelerate can give a CSP a live view of the profitability of each 
product or service line with each customer, enabling it to dynamically change pricing and make 
offers in a way that maximizes sales and profits. 
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Xelerate enables the CSP to respond rapidly to a customer’s changing requirements and 
budgets, ensuring its market share isn’t constrained by the limitations of its IT systems. For small 
customers, CSPs can use Xelerate to make proactive offers in response to context and real-time 
events. For medium sized customers, Xelerate enables the CSP to make tailored offers based on an 
out-of-the-box template. And for large (global) corporate customers, Xelerate enables the CSP to 
make fully tailored offers in real time. In each case, the process can be fully automated.

If a CSP can increase the number of products 
and services it provides to an enterprise, the 
customer lifetime value will rise, bolstering the 
CSP’s revenues and margins. Xelerate makes it 
straightforward for a CSP to create, offer, deliver 
and maintain multiple propositions. 

A CSP can also use Xelerate internally to manage interactions between different parts of the 
organization. The solution can help ensure that a team is meeting the needs of its internal 
customers, increasing organizational efficiency and effectiveness. 

Moreover, Xelerate gives CSPs the flexibility to apply incentives to encourage customers to adopt 
specific products and services or use network resources during off-peak periods. The solution’s 
policy management engine can support convergent charging and billing, real time data collection, 
processing and analytics and fair usage objectives. It can also support cloud billing, revenue 
sharing and partner management.

In the billing and payment arena, Xelerate is designed to bridge the gap between delivering an 
order to cash, the traditional approach to settlement, and real-time multiparty settlement. The 
solution affords a high level of accuracy, keeping revenue leakage to a minimum, while complying 
with tax requirements and handling currency and language conversion.It can process high 
volumes of transactionsat high speed, taking less than one millisecond to record an event in the 
billing system, providing real-time transaction processing and analytics. Moreover, the solution 
is secure - three of the top eight banks in the world use Xelerate for pricing and transaction 
processing.

 
“a live view of the profitability 
of each product or service” 



SunTec Business Solutions | A Business White Paper | 2014 11

Success story : Innovation partner to the largest 
Cable MSO in US
The largest cable company in the U.S. is using Xelerate Digital Services to strengthen its customer 
relationships and increase revenues and profits. SunTec is a trusted partner for more than 10 
years, with Xelerate  deployed across multiple business lines like WiFi, VoIP, IPTV, VoD, and 
broadband solving complex revenue management issues.

Xelerate enables the MSO to:

• Make relevant real-time offers to customers based on their viewing patterns.

 • Launch new packages based on customers’ behavior patterns. 

• Identify high bandwidth usage customers in real-time.

 • Create a dynamic solution for policy enforcement.

• Identify fraud calls based on profiles (call/customer/subscriber).

 • Launch new packages based on customers’ behavior patterns. 

• Introduce real-time, automated fraud controls.

Xelerate processes two billion events a day, supports 41 new services and prevents revenue 
leakage of USD 5 million each month. SunTec is now the only vendor to be an “innovation 
partner” to the MSO. 
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Flexible, compatible, scalable 
SunTec designed Xelerateto be ahighly-functional, scalable, flexible and end-to-end business 
solution that can be deployed relatively quickly and easily. The solution can work with existing 
systems, including ERP, CRM, legacy billing, alerts and notifications systems, and network 
interfaces.Itcan also exchange data with a CSP’s partners’ systems, including CRM, services 
catalogue, customer databases monitoring and delivery.

Built using a technology-agnostic and bottom-up service-oriented architecture,Xelerate is able 
to aggregate, enrich and process high volumes of both billing and non-billing data from multiple 
sources. Written entirely in Java, Xelerate is hardware and database-agnostic including support for 
non SQL-based databases.

CSP executives can access Xelerate’s rich functionality through specific portals appropriate to 
their area of expertise, such as billing, products, IT admin, partnerships and customer service. 
Xelerate’siPadappprovides a range of real-time features including negotiated price modeling, 
pricing proposal generation and graphical profitability analytics by business line, segment, 
product and customer. The tablet user interface allows for one-touch drill-down and graphical 
representations of costs, revenue and profitability.Xelerate can also support a customer self-care 
portal

.
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Success story : SunTec enables leading German 
Bank to provide superior experience to their 
enterprise customers
The client is one of the largest banks for private and corporate customers in Germany offering 
services across Personal and Business Banking, Corporate and Investment Banking and Wealth 
Management. The Bank had challenges in delivering customer-centric offerings through the legacy 
solution because:

• Disparate pricing and billing systems did not provide a single view of the customer 
relationship.

• Primitive pricing systems did not allow them to implement personalized pricing. 

• Incumbent systems did not have the capability to offer bundled products and services.

SunTec provided a single integrated pricing and billing solution to replace all the disparate legacy 
systems. This was achieved by integrating Xelerate with almost all systems across different 
business line at the bank. It provided a single view of customer relationship to the bank across 
various systems and helped to create new product offerings. Xelerate was also used to offer 
personalized pricing schemes which could be used to offer plans catered to the customer’s exact 
needs thereby enhancing customer experience.

Xelerate supported true convergence across heterogeneous networks and services, and allows 
seamless interaction with external systems. Some of the salient features of Xelerate that enabled 
the bank to improve revenue from enterprise customers are:

• Flexibility in creating differential pricing models.

• Condition based pricing pricing. 

• Fully configurable and easy to maintain solution services. 

• Highly intuitive and web based interface pricing. 

• 360- degree view of the customer and services.
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Conclusion – making CSPs agile and profitable 
In summary, Xelerate is a very capable, scalable 
and versatile revenue management and 
business assurance system that can be used 
by CSPs to support both internal and external 
transactions, across all networks and devices.
CSPs can use the system to serve both the 
enterprise and retail segments, acrossboth 
prepaid and postpaid subscribers. 

In the enterprise market, Xelerate enables a CSP to be both agile and profitable, maximizing the 
value of every transaction for both the CSP and for its customer. By enabling a CSP to orchestrate 
the customer experience in real time, Xelerate enhances customer lifetime value.

 
“maximizing the value of every 
transaction for both the CSP 
and for its customer” 


