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Currently, the telecommunications industry has a very inefficient process for 
marketing and managing wholesale communication services. Each carrier and 
service provider has their own method of selling network access, transport, 
and broadband services. As a result, operator customers encounter a laborious, 
manual, and multi-step process that often requires months to find, purchase, and 
manage connectivity coverage. At the same time, industry trends and research 
stress that B2B customers want and expect:

INTRODUCTION

  A contextualized and personalized digital 
process that makes buying connectivity 
services effortless and convenient,

  A plan-to-install cycle that cuts lead times 
from weeks and months to days.

It’s time to re-imagine and transform your 
customers’ buying experience. We’ve taken a 
look at best practices in the travel industry  
to see how they can be applied to enhance  
the selling of broadband services in the 
telecom industry.
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Before comparing B2B buyer engagements, let’s consider whether transforming 
your customers’ buying experience is really warranted. Current industry trends 
and research provide valuable insights to confirm that a digital transformation is 
very important to ensure that you can appeal to, and retain, customers.

INDUSTRY TRENDS AND 
RESEARCH SHOW DIGITAL 
TRANSFORMATION IS KEY

Increasing Connectivity Requirements

  Mounting 5G and fixed wireless access requires 
more bandwidth and increased coverage.

  Broadband coverage will expand significantly 
to support government goals – $65 billion 
allocated for broadband as part of recent 
U.S. infrastructure bills.

  Carriers are looking to roll out Software-
Defined Wide Area Networking (SD-WAN) 
and Secure Access Service Edge (SASE) which 
require an efficient method to shop for, and 
purchase, broadband. According to Gartner®, 
by 2025, the percentage of composite and 
distributed applications using SASE-derived 
security architecture as a foundational 
element of a composable business (one that 
can innovate and adapt to changing business 
needs through the assembly and combination 
of packaged business capabilities) will rise 
from nothing today to 30%.

  Growing cloud and mobile edge computing 
requires more network connectivity. 
Gartner projects that by 2025, 50% of large 
enterprises will enable transformational 
business models using “distributed cloud” 
services at a location of their choice.
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Changing Business Models

  New business models are being adopted 
that emulate the cloud such as Network as a 
Service (NaaS).

  AI and advanced analytics are being used 
increasingly to operate networks and make 
decisions.

  Service providers continue their drive toward 
zero-touch automation, which has the 
potential to positively impact multiple cost 
and revenue centers and operational metrics 
within telecom companies.

  Carriers and service providers struggle to 
grow revenue as connectivity continues 
to be viewed as a low-margin commodity. 
Conversely, over-the-top cloud providers 
are driving change and delivering experiences 
customers want and are willing to pay for.

  Aggressive competitive pricing is driving down 
overall profitability partly due to the fact that 
over-the-top specialist service providers are 
often faster, cheaper, and web-based.

Evolving Technology

Use of hyperautomation (HA) is accelerating. 
According to Gartner, “HA software tools are 
expected to grow at a fast rate in the next five 
years. Factors driving this trend include:

  Enterprises can experiment and demonstrate 
ROI without significant capital expenditure.

  Digital-native organizations are demonstrating 
exciting new capabilities that established 
organizations are failing to compete with in 
terms of customer offerings due to their less 
than optimally integrated systems.”

The Pandemic

The pandemic has had a profound effect on 
the telecom industry worldwide, putting a 
huge emphasis on connectivity and a digital-
first mentality in the interests of improving the 
customer experience. Enterprises are realizing 
the importance networks play as they transition 
to digital environments. Gartner forecasts 
that by 2023, more than 60% of enterprises 
will regard networking as core to their digital 
strategies – up from less than 20% today.

INDUSTRY TRENDS AND RESEARCH SHOW 
DIGITAL TRANSFORMATION IS KEY
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In short, they want – and even expect – a personalized, digitally-driven 
experience that makes their buying process easier and faster – just like 
scheduling a trip online. They want that online access to provide complete, 
up-to-date product and service information that provides the answers needed 
to make a buying decision based on their specific requirements. Trends and 
research indicate that B2B customers expect providers to rapidly build sales 
experiences that will enable customer self-learning and buying.

CUSTOMERS WANT THE SAME 
SPEED AND EFFICIENCY OF 
BOOKING A FLIGHT

  Ninety-two percent of enterprises 
are accelerating their plans for digital 
transformation as a result of the Covid-19 
pandemic (Analysis Mason, “Large  
enterprises’ demand for communications  
and IT services: survey results 2021.)

  According to Gartner, “B2B buyers report 
spending exceedingly little time with sales reps. 
Only 17% of the total purchase journey is spent 
in such interactions. Customers perceive 
little distinct value from sales rep interactions 
(beyond their own learning), resulting in only 
necessary access being granted.”

  The B2B buyer demographic is changing. 
Gartner reports, “44% of millennials prefer no 
sales rep interaction in a B2B purchase setting. 
As baby boomers retire and millennials mature 
into key decision-making positions, a digital-
first buying posture will become the norm.”

  Gartner predicts that by 2025, digital 
marketplaces will be used by 50% of 
organizations as the foundation for dynamic 
digital business operations, including support 
for composable applications.

By 2025, digital marketplaces will 
be used by 50% of organizations.
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Because there are no industry standards for buying and selling wholesale 
broadband connectivity, each supplier has their own set of standards, 
terminology, order formats, delivery schedules, and SLAs. The result is ineffective 
ordering systems that include inflexible processes, disjointed manual activities, 
and system work-arounds. Siloed operation management teams and systems, the 
co-existence of old and new connectivity services, and a lack of interoperability 
all combine to create confusion and frustration for the buyer. In addition, buyers 
find it unwieldy and time-consuming to track orders because each provider has 
their own preferred method for communicating order status.

While the process of buying and tracking connectivity has made some progress, it hasn’t gone far 
enough. Often carriers and service providers are unable to bid on enterprise opportunities with 
communication requirements outside of their service footprint because quoting, ordering, and 
tracking services are too cumbersome. And no telecom provider covers all geographies.

CUMBERSOME PROCESSES 
CAUSE DELAYS

While the process of buying and 
tracking connectivity has made 

some progress, the progress 
hasn’t gone far enough.
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To get travelers from their origination point to their destination, airlines have the 
same challenge as telcos – they don’t go everywhere. Airlines use centralized hubs 
and agreements with regional carriers to reach unserved locations. For example, 
when an airline has travelers with itineraries that include international or Tier 2 
locations they do not serve, they use partners to get their customers to their end 
destinations. But the buyer needs to purchase from only one carrier and does not 
have to shop each airline provider independently.

CLEARING THE RUNWAY 
WITH TIPS FROM THE 
TRAVEL INDUSTRY

In the 90’s, online travel services like Expedia 
became available. These services allowed 
consumers to make air, car, and hotel 
reservations online and to browse a library of 
multimedia travel guides. At that time, it was 
not clear whether consumers would actually 
purchase travel services online. In time, travel 
agents were able to utilize those services to 
provide the personal attention that many 
people wanted when making vacation plans. 
Today, consumers, businesses, and travel agents 
all shop and purchase travel through online 
travel services while enjoying the convenience, 
ease of use, and broad range of options 
available to them digitally.
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Telco carriers tend to rely on centralized exchanges (interconnection locations) 
where they can hand traffic to other carriers to reach locations not on their 
network. Like airline carriers, telecom operators concentrate on specific regions 
and routes to ensure financial returns.

USING THE TRAVEL INDUSTRY 
AS A TEMPLATE

Telecom Buying Remains Complex and Slow

The buying experience for wholesale 
telecommunications services should be 
comparable to that of a consumer or 
businessperson purchasing airline flights and 
other travel arrangements. However, it is not, 
because there are no universal tools for buyers 
to easily purchase connectivity. In most cases, 
the buyer would need to check each carrier’s 
web portal to determine serviceability and then 
follow up with an email to obtain a quote. If the 
preferred carrier does service the location, 
they would need to determine where their 
network and the carrier’s coverage overlap. 
Then the buyer would need to search out 
answers to questions such as:

  Which carrier offers the right services at the 
right locations?

  Does the price satisfy budget requirements?

  What is the delivery schedule?

  What about latency and route diversity SLAs?

  Have they had good experiences when 
ordering from this carrier previously?

  How can they check on the status of an order 
and determine where the order is in the 
fulfillment process? Currently, this must be 
done manually with emails and phone calls 
being the norm.
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Travel Buying Made Simple  
and Transparent

The travel industry has made it easy for 
customers by having a digital front end to quote, 
compare, and purchase services in one start-
to-finish process. And the whole itinerary can be 
completed while having a cup of coffee.

Consider what planning a trip would be like 
without today’s online capabilities. Let’s say 
you want to travel from Washington D.C. to 
Spokane, Washington, and universal travel sites 
do not exist. You would have to go to each of 
the larger carriers’ websites and compare flight, 
hotel and car rental options that meet your 
requirements, such as:

  Who flies out of Washington DC and from 
which DC airport?

  If you cannot fly direct to your destination, 
where will you transfer, how many flights  
will you have to take, and what is the total 
travel time?

  Which carriers will take you from a hub city 
such as Seattle to Spokane?

  What about your rental car and hotel? The 
same process would be required for each  
of these.

After identifying who flies where, image 
placing the orders for each leg of your trip. 
You would need to reenter data that has 
already been captured, and become familiar 
with the unique process each carrier requires 
for seat assignment, frequent flyer programs, 
and boarding priority.

Take the Guess Work out of  
Telecom Selling

Like businesses in the travel industry, telecom 
operators want their potential buyers to easily 
find them. They also share a similar business 
model that requires large capital expenditures 
upfront that require the operator to carefully 
manage their pricing strategy and fill the 
network (plane) to capacity each month.

  Travel: Large airlines, hotels and car rental 
agencies are well known, so buyers know 
where to start, but smaller companies 
suffer from buyers not being aware of their 
services. For example, regional airlines have 
arrangements with major airlines, so their 
flights appear on travel websites. Beyond 
Tier 2 airlines and cities, flights rely mostly on 
small regional carriers. With a digital front end, 
airline customers have a very efficient method 
to explore all their market options.

  Telecom Operators: Typically, telecom 
operators rely on tribal knowledge to share 
their services and locations with information 
provided via spreadsheets. Providing wholesale 
connectivity customers with a digital front end 
would make it much easier for them to find 
other providers, and potentially better deals.

It’s easy to see how an airline customer’s buying 
experience is more inviting, convenient, and 
faster than a telecom customer’s experience. So, 
how can your customer purchasing experience 
be more like that of the travel industry?

USING THE TRAVEL INDUSTRY AS A TEMPLATE
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Interacting with B2B customers in an automated, transparent manner can 
significantly lessen the obstacles your buyers encounter when shopping for, and 
purchasing, wholesale telecom services. What you need is a solution that lets you 
quickly and cost-effectively modernize your wholesale business.

Universal Order Connect (UOC) Marketplace, a solution by Neustar, a TransUnion company, offers 
you a digitally-driven, transformative platform for selling wholesale transport and access services. 
UOC Marketplace is a cloud-based solution that streamlines how wholesale services such as 
broadband and Ethernet are marketed, sold, and managed. The system seamlessly links buying 
activities from planning and quoting to order creation, order tracking, and operational analysis.

CLEAR THE RUNWAY WITH 
OUR NEXT-GEN PLATFORM 
FOR SELLING WHOLESALE 
CONNECTIVITY

Figure 1: UOC Marketplace simplifies how connectivity services are sold

1. Promote
Elevate availability of 

service offerings to all 
wholesale buyers.

2. Quote
Analytics driven tools 
that instantly generate 

customized quotes 
designed to protect 

your margins.

5. Analyze
View trends with 

automated tracking 
and reporting on 

operational metrics.

4. Communicate
Automated 

notifications enhanced 
status updates, and 
online portal reduce 

order inquiries.

3. Receive
Automated workflow 
for order creation, 
validation and RPA 
submisson reduces 

order fallout.

UOC MARKETPLACE
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CLEAR THE RUNWAY WITH OUR NEXT-GEN PLATFORM 
FOR SELLING WHOLESALE CONNECTIVITY

UOC Marketplace supports all access 
and transport technologies, allowing 
you to:

  Promote your telecom offerings and 
reach a wider audience.

  Deliver quotes faster which can lead 
to more sales opportunities.

  Automate the order creation process 
and increase order accuracy.

  Provide buyers with automatic 
status updates and notifications and 
improve customer service.

  Manage incoming orders efficiently 
and decrease administrative costs.

  Track SLAs automatically to ensure 
order accuracy and customer 
satisfaction.

  Improve decision-making via 
advanced analytics and reporting.

  Reduce incremental costs by  
not having to maintain a host of 
different APIs.

The airline industry has made great 
use of analytics to determine how 
to optimize and plan routes, pricing 
models, and operations such as fuel 
consumption and crew utilization. 
With UOC Marketplace, you too 
can use advanced analytics and AI-
powered insights to improve your 
operational efficiencies.

UOC Marketplace allows you to give 
your wholesale operator customers 
a personalized, digitally-driven 
experience that makes their buying 
process easier and faster, leading to 
more sales, less order fallout, and 
greater customer satisfaction. In 
addition, employing an efficient online 
customer engagement process can 
enable you to respond quickly and 
favorably to increasing demand for 
connectivity services, evolving market 
conditions, and competitive pressures.

Learn how Universal Order Connect 
Marketplace can help you develop a 
more customer-centric and effective 
wholesale business.

LEARN MORE

With UOC Marketplace, 
you can use advanced 

analytics and AI-powered 
insights to improve your 
operational efficiencies.
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