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About the research

The Objective:

A Understand how Service providers (SPs) in Emerging Markets view the
Connected World and which business and operational strategies they
are deploying to prepare for it

Methodology:

A Commissioned research conducted by Frost & Sullivan during May 2010

A Qualitative interviews with more than 25 leading SPs in Southeast Asia,
Latin America and Eastern Europe

A Interviewees were a mix of IT, network, and business executives

3 E 20107 Proprietary Information of Amdocs ameCS



AMDOCS > CUSTOMER EXPERIENCE SYSTEMS INNOVATION

The Connected World Definition

New advanced networks are being rolled out in emerging
NEIA2yaE O2yySOUGAY3a Y2NB VY S
at an amazing pace.
The number of devices and applications used by customers,
running on this network is increasing dramatically.
Machine to machine (M) technology is improving and
will be used by more verticals such as healthcare, education,
government, banking and many more to provide new sets of
services enabling the connected world.
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Key insights

1.
2.
3.
4.
5.
6.
7.
8.

75% of SPs in Emerging Markets believe the Connected World will be realized
in the next 1-5 years

Market drivers push the market towards the Connected World but key
challenges threaten to hold it back

Mobile Money and Mobile Commerce lead the market growth potential
Most SPs believe that the overall service mix is expected to change

All SPs see themselves as the leaders of the Connected World evolution
Partnerships will be key for development of the Connected World

90% of SPs believe new pricing models will emerge to fund consumer services
and to increase customer adoption

Most SPs believe their current operational environment cannot support the
Connected World
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1. 75% of SPs in Emerging Markets believe the Connected

World will be realized in the next 1-5 years

The Connected World evolution

Smartphone
focus

Market Value

Emerging devices
SPs6 fare
56% Smartphone
46% Consumer
electronics and M2M
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[ 75% of respondents identified Smartphones as their major

device focus
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2. Market drivers push the market towards the Connected

World but key challenges threaten to hold it back

Key Drivers: Key Challenges:

A Consumer demand A Infrastructure development

A" Access to new devices A Educating customers about new
A New technologies Connected World services

A External funding A Funding consumer services

(UN, EU, Government . 8el@ O de

A New business & revenue models .
A Personal data protection

Most of respondents believe regulation is the key barrier to growth and

development of the Connected World
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3. Mobile money and mobile commerce lead the

market growth potential

SPs o Rank for Vertical Mar ket Growt h Pot
Expected to improve the quality

High
) M-Money of life :
g @ Banking © A Consumers will enjoy services
= Transportation . .
> ® commerce that increase ease of life
S Medium ealth ® including m-money, smart
- - .
< home, online payments, and
2 Smart metering e-learning
QO /Smart homes
< .
O Education |
~ A Business users will benefit
Low from increased control over
Small Medium Large their businesses, productivity
Market Size of Vertical Markets |m|_or_overnents, and business
efficiencies.
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4. Most SPs believe the overall service mix is
expected to change

Content and applications will be key,
and will drive the evolution of new advanced services

A An increase in the adoption of basic data service is expected

A

SMS and VAS services are projected to grow

A The convergence of communications with multimedia is expected to
Increase development of advanced services (e.g. mobile TV):

A

A

Mass-market solutions will focus on entertainment and quality of life
solutions.

Within the business environment, services mix will increase productivity
and efficiency.

Efficiencies will be seen through the ability to connect to the Internet
anywhere and the integration of M2M, enterprise data and voice services
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5. All SPs see themselves as driving the Connected

World evolution

Right now SPs own the entire value chain, but this will change going
forward:

Overall Survey

m Service Enabler m End-to-End Experience Provider

SPs in Emerging Markets have defined their role in the value chain, while SPs in
developed markets are still experimenting with different business models




AMDOCS > CUSTOMER EXPERIENCE SYSTEMS INNOVATION

6. Partnerships will be key for the development of
the Connected World

Changes in the eco-systems will lead SPs to seek new
partnerships and business models to support them

A Key players within the Connected World ecosystem include device
and network providers, Internet players, financial institutions,
healthcare companies, application and content providers.

A Natural key partners are device manufacturers, Internet players and
content/application providers

A Content providers have the potent.

A Revenue sharing remains the primary business model though other
emerging revenue models will be implemented
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7. 90% of SPs believe new pricing models will emerge to fund

consumer services and to increase customer adoption

New pricing models SPs believe will emerge:

12

> > > >y > D> D

Advertising-based

Different forms of revenue sharing
Prepaid and postpaid hybrid pricing
Premium service-based models
Niche market-focus

Usage-based pricing for pre-paid,

Transaction and subscription pricing for post-paid
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8. Most SPs believe their current operational

environment cannot support the Connected World

Business Processes
Partner management
Self service
Personalization
Customer analytics tools
Customer support

Billing
Network planning & efficiency

Outsourcing

SP6s investment priorities reflect

with the transition from customer acquisition to customer retention
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Summary

A The Connected World will affect the region in the next 1-5 years

A Most SPs believe they are the drivers of this evolving reality, and

see partnerships as key in this future eco-system.

A To sei ze the Connected Worl d oy
must invest in their networks and BSS, especially focusing on

customer retention
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DO MORE EXPAND QUICKER
IN THE DRIVE EXPERIENCE

CONNECTED RUN LEANER
WORLD

Thank you

For more information : Amdocs Marketing
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