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RETAIN AND GROW YOUR TELECOM CUSTOMERS

“The average churn rate for
the telecommunications
industry is 31% and
expected to rise.”  
- Customer Gauge

Telecommunications



Executive Summary
In the highly competitive telecommunications industry, maintaining a loyal customer
base is critical for sustainable growth and profitability. This white paper explores
three key strategies: reducing customer churn, maximizing Customer Lifetime Value
(CLV), and increasing Average Revenue Per User (ARPU). By focusing on these areas,
telecommunications companies can enhance their market position, improve financial
performance, and deliver superior customer experiences. Additionally, telecoms can
improve their competitive advantage against large suppliers like Zoom who are
significantly growing their share of the hosted PBX market. 

What You Will Learn

 How customer churn impacts growth,

revenue, and profitability

1.

 Why maximizing Customer Lifetime Value

(CLV) is important to profitable growth

2.

 Strategies to increase Average Revenue

Per User (ARPU)

3.

Customer Churn
Customer churn, or the rate at which

customers discontinue their service, poses a

significant threat to telecommunications

companies. High churn rates can lead to

substantial revenue losses, increased

marketing costs to acquire new customers,

and a negative impact on brand reputation.

Importance of Reducing Churn

 Revenue Stability: Retaining existing customers ensures a steady revenue

stream, reducing the volatility associated with acquiring new customers.

1.

 Cost Efficiency: It is often more cost-effective to retain customers than to

acquire new ones. Reducing churn lowers the costs associated with marketing

and sales efforts.

2.

 Customer Loyalty and Advocacy: Satisfied, long-term customers are more likely

to become brand advocates, recommending the service to others and enhancing

the company’s reputation.

3.
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Customer Lifetime Value (CLV)
Understanding CLV

 Personalized Customer Experience: Utilizing data analytics to understand customer

preferences and behaviors allows for personalized service offerings and proactive issue

resolution.

1.

 Loyalty Programs: Implementing loyalty programs that reward customers for their

continued patronage can increase retention.

2.

 Enhanced Customer Support: Providing exceptional customer support through multiple

channels ensures timely resolution of issues, enhancing customer satisfaction.

3.

Strategies to Reduce Churn

Importance of Maximizing CLV

Strategies to Maximize CLV

Customer Lifetime Value (CLV) represents the total

revenue a company expects to earn from a customer

throughout their relationship. Maximizing CLV

involves strategies that enhance customer retention

and increase the value derived from each customer.

 Revenue Growth: By increasing the value of each

customer relationship, companies can drive

significant revenue growth.

1.

 Profitability: Higher CLV translates to improved

profitability as the costs associated with acquiring

and serving customers are spread over a longer,

more valuable relationship.

2.

 Strategic Decision-Making: Understanding CLV

helps in making informed decisions about marketing

investments, customer service improvements, and

product development.

3.

 Cross-Selling and Upselling: Offering additional services or premium features to

existing customers can increase revenue per customer.

1.

 Customer Engagement: Regularly engaging with customers through personalized

communications and offers keeps them invested in the service.

2.

 Predictive Analytics: Leveraging predictive analytics to anticipate customer needs and

behaviors allows for targeted interventions that enhance customer value.

3.



Average Revenue Per User (ARPU)

Strategies to Increase ARPU

 Revenue Maximization: Higher ARPU directly contributes to overall revenue growth,

enhancing the company’s financial health.

1.

 Market Competitiveness: Companies with higher ARPU can invest more in innovation,

marketing, and customer service, improving their competitive edge.

2.

 Resource Allocation: Understanding ARPU helps in allocating resources effectively,

focusing on high-value customer segments.

3.

 Service Bundling: Offering bundled services at a discounted rate encourages

customers to subscribe to multiple services, increasing ARPU.

1.

 Premium Features: Introducing premium features or tiers with additional benefits

can attract customers willing to pay more for enhanced services.

2.

 Data-Driven Insights: Utilizing customer data to identify trends and preferences

allows for targeted offerings that meet customer needs and justify higher prices.

3.

Average Revenue Per User (ARPU) is a critical metric that reflects the average revenue

generated from each user. Increasing ARPU indicates that a company is successfully

extracting more value from its customer base.

Importance of Increasing ARPU

Understanding ARPU
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One practical example of increasing revenue, profit, and customer lifetime value (CLV) is by

offering an additional service such as video conferencing to customers already using hosted

PBX (Private Branch Exchange) services. Hosted PBX customers rely on a cloud-based phone

system, which provides them with flexibility and scalability in their communication needs. By

introducing video conferencing as an additional feature, telecommunications companies can

tap into a growing demand for integrated communication solutions.

Illustration: White Label Video Conferencing

To calculate the Customer Lifetime Value (CLV) for 5,000 subscription customers paying

$10 per month for five years, we need to assess both the total revenue and profit over the

five-year period. The company incurs a cost of $3 per customer per month.

Example: Video Conferencing for Hosted PBX Customers

Each customer pays $10 per month, and the company has 5,000 customers.

Monthly revenue per customer = $10

Total monthly revenue = $10 * 5,000 = $50,000

Annual revenue = $50,000 * 12 = $600,000

Over five years, total revenue = $600,000 * 5 = $3,000,000

Revenue Calculation: 



Overall Impact:

 Enhanced Service Offering: Video conferencing provides a valuable extension to a hosted PBX

service, allowing customers to conduct virtual meetings, webinars, and remote collaborations

seamlessly.

1.

 Increased Subscription Fees: Video conferencing as an add-on service or as a premium

justifies higher subscription fees. Customers will pay more for an integrated communication

solution.

2.

 Customer Stickiness: Integrated services increase the reliance of customers on the provider,

making it less likely for them to switch to competitors. This enhances customer retention and

reduces churn.

3.

The cost to the company is $3 per customer per month.

Monthly cost per customer = $3

Total monthly cost = $3 * 5,000 = $15,000

Annual cost = $15,000 * 12 = $180,000

Over five years, total cost = $180,000 * 5 = 900,000

Cost Calculation: 

Profit is calculated as total revenue minus total costs.

Annual profit = $600,000 (revenue) - $180,000 (costs) = $420,000

Over five years, total profit = $420,000 * 5 = $2,100,000

Profit Calculation: 

The Customer Lifetime Value for each customer is the total profit generated by

that customer over the five-year term.

Monthly profit per customer = $10 (revenue) - $3 (cost) = $7

Annual profit per customer = $7 * 12 = $84

Over five years, CLV per customer = $84 * 5 = $420

Customer Lifetime Value:

Total revenue over five years = $3,000,000

Total cost over five years = $900,000

Total profit over five years = $2,100,000

Customer Lifetime Value (CLV) per customer = $420

Summary: 
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About Oculum OmniUC White
Label Video Conferencing
Designed for specifically for telecoms, Oculum’s OmniUC easily integrates

with existing PBX platforms for a quick go-to-market solution that adds

considerable value to your customer base.

OmniUC™ offers an immediate new revenue stream and profit center for telecoms to

bundle video/UC to existing voice offerings. Additional features can be added for

up-sell opportunities with existing and prospective customers. 

Profitable Revenue Stream

Low Development Time

Telecom providers can integrate OmniUC™ with existing platforms and solutions in

minimal time with minimal effort, which means a quicker go-to-market solution.

Low Cost

OmniUC is an OpEx modeled wholesale priced platform designed for you and

Oculum™ to grow together. 

Flexible

OmniUC™ is your private video/UC platform. Tailored to meet the specific

needs of your organization and product expectations, Telecom providers can

change features, customize options and design elements.

Partner

With significant wholesale telecom experience combined with proficient subject

matter experts, the Oculum™ team is prepared to help you take your company

to the next level.

®®



 Innovate Service Offerings: Develop new services and premium features that meet

evolving customer needs, driving higher ARPU. Oculum’s OmniUC white label video

conferencing was designed specifically for telecoms. 

1.

 Invest in Data Analytics: Leverage data analytics to gain insights into customer

behavior and preferences, enabling personalized service offerings and proactive issue

resolution.

2.

 Enhance Customer Experience: Continuously improve customer support and

engagement initiatives to foster loyalty and reduce churn.

3.

 Implement Loyalty Programs: Reward loyal customers to enhance retention and

encourage advocacy.

4.

By adopting these strategies, telecommunications companies can navigate the challenges

of the industry and achieve long-term success.

Conclusion
Reducing customer churn, maximizing CLV, and increasing ARPU are essential

strategies for telecommunications companies aiming to achieve sustainable

growth and profitability. By focusing on these areas, companies can build

stronger customer relationships, optimize revenue streams, and maintain a

competitive edge in a rapidly evolving industry.
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