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Introduction

Effective communication stands as the backbone of successful businesses. The
rise of Communication Platform as a Service (CPaaS) has enabled enterprises
to embed real-time communication features directly into their applications,
eliminating the need for extensive backend infrastructure.

With the CPaaS industry projected to

exceed in sales by 2026 and an
anticipated of global enterprises | &
leveraging API-enabled CPaaS offerings by , ’

2025, the pivotal role of CPaaS in the
global communication landscape becomes

undeniably evident.

It is evident that scaling communications is not merely an advantage but an
essential component for businesses seeking global expansion. Grappling with
region-specific communication strategies, varying regulatory landscapes, and
the need for multilingual support, businesses encounter numerous challenges
in their global growth journey. Here, CPaaS emerges as a guiding light, offering
scalable, cost-effective, and agile solutions that address these dynamic needs,
thereby becoming an invaluable tool for global business endeavours.

This eBook offers a comprehensive guide to leveraging CPaaS for global
expansion. It explores crucial aspects such as the popularity of communication
channels across different regions, emerging communication and CPaaS
landscape trends, the significance of multi-language support and translation
services, and the role of global network infrastructure and data centres. It also
provides valuable strategies to overcome region-specific compliance and legal
hurdles. With these insights, the eBook aims to equip businesses with a
profound understanding of how CPaa$S can accelerate their global expansion
strategies.

For more information, visit us at www.tatacommunications.com
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The Popularity of Different Channels
in Different Regions

The CPaaS ecosystem is rapidly evolving as communication channels gain
popularity globally. Leading CPaaS providers now offer various services, from
messaging, including SMS and rich communication services (RCS), to OTT
messaging apps and voice services integrated with APIs.

These providers continually enhance their platforms with new features like

real-time analytics, omnichannel engagement, and Al-driven functionalities.
Such advancements are crucial for businesses aiming to improve customer
interactions and optimise communication workflows.

To meet the rising need for cohesive communication solutions, CPaaS players
are striving to deliver a seamless experience across various platforms.

This integration allows businesses to engage with customers consistently
across different channels.

Premier CPaaS platforms support a broad spectrum of digital channels,
facilitating the creation of secure and scalable communication solutions.
These can easily integrate with other cloud services or complement existing
on-premises infrastructure.

The global CPaaS market is in a high-growth stage, with many contenders
reporting high annual double-digit growth rates, indicating the vital role CPaaS

plays in today’s digital ecosystem.

As we examine the diverse preferences for global communication, let's now

zoom in on the role and rising prominence of all the popular channels in

%

For more information, visit us at 04

various regions.
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A2P SMS

Application-to-Person (A2P) messaging is poised to become a crucial
communication medium in the digital age, mainly as businesses increasingly
rely on automated and real-time communication with their customers. A2P
messaging constitutes automated messages dispatched from applications or
software to individuals' mobile devices.

The global A2P messaging market, valued at USD 68.3 billion in 2023, is
projected to reach USD 78.2 billion by 2028, expanding at a compound annual
growth rate (CAGR) of 2.8% from 2023 to 2028. Businesses create millions of
touchpoints daily, from promotional to transactional messages.

A2P Messaging Market Global Forecast to 2028 (USD BN)

< e
y ¥

L

782

£8.3

CAGR OF

2.8%

Tha global AZP Messagng
market is expactad 1o ba
worth USD 78.2 billion by
2028, growing at & CAGR of
2 8% during the forecast

pesiod

Ptk 200
EMOY A g @ Egmpes = aAns-Panfic & Medde-Bem s SLyEnARESES

Source - MarketsandMarkets

The surge in the A2P messaging market is attributable to several factors. The
exponential growth of eCommerce is a significant driver, with businesses
increasingly adopting A2P messaging to communicate personalised, targeted
promotions to their customers. On the other hand, the market faces challenges
such as stringent government regulations relating to data protection and
privacy and the difficulty in maximising the monetisation of A2P messaging
due to a lack of network visibility and control.

For more information, visit us at 05
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However, the rising adoption of A2P
SMS by OTT players and enterprises for
verification, public services, and
notification alerts presents a notable
opportunity, potentially driving revenue
for Mobile Network Operators (MNOs).

As the digital landscape continues to
evolve, A2P messaging stands as a
promising platform facilitating efficient,
real-time, and automated

communication between businesses
and individuals.

Email

As of 2023, the sheer volume of daily email correspondence is striking. The
United States leads the pack, with a staggering daily count of nearly ten billion
emails, serving as a testament to the ubiquity and indispensability of emails in
our personal and professional lives.

This digital medium’s sheer use volume underscores its central role in the
global information infrastructure.

Worldwide Daily Email Sent Count by Country - April 2023

United States
United Kingdom
Belgium
Netherlands

Japan

For more information, visit us at 06
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Following the United States, the United Kingdom, Belgium, the Netherlands,
Japan, India, and Germany make their mark, each sending approximately 8.3
billion emails daily. Israel, Ireland, and Austria are not far behind, each
contributing 8.2 billion emails to the daily global tally.

In April 2022, over 231 million emails were dispatched worldwide in just one
minute. These statistics paint a vivid picture of our modern digital landscape,
where email is a critical pillar of communication, facilitating information
exchange at an unprecedented scale.

OTT Messaging Services

Over-the-top (OTT) messaging applications have revolutionised the way we
communicate, providing a low-cost, feature-rich alternative to traditional
operator-based text messaging. As of January 2023, the usage statistics reveal
that WhatsApp leads the pack with a staggering 2 billion monthly active users
globally.

This popularity is particularly significant in markets outside the United States,
underscoring its role as a vital communication tool in this digitally connected
age. Following closely, WeChat, a favorite in China and other Asian markets,
boasts over 1.3 billion users, while Facebook Messenger holds the third spot
with approximately 930 million users.

Top Global Mobile Messenger Apps Based on Monthly Active Users

WhatsApp’ 2,000
Weixin [ WeChat
Facebook Messenger
Telegram

Snapchat

Qa

For more information, visit us at o7
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These OTT messaging platforms offer more than text messaging; they have
become multimedia hubs. Users can engage in group chats, share graphics,
audio, and video messages, and express themselves through stickers and
emoticons.

Furthermore, other noteworthy apps such as Telegram, Snapchat, and QQ, with
700 million, 635 million, and 574 million users, respectively, add to the diversity
and reach of OTT messaging apps. As we progress in this digital era, these
applications will continue to evolve, providing innovative ways for people to
stay connected and communicate effectively.

WebRTC

The WebRTC market is projected to experience substantial growth, as
indicated by Technavio's WebRTC Market Analysis report, which forecasts an
impressive compound annual growth rate (CAGR) of 48.89% from 2022 to
2027. This growth signifies a significant increase of $66,579.72 million in the
overall market size. Various vital factors, including the rising demand for
seamless video and audio conferencing, drive the expansion of the WebRTC
market. As businesses and individuals increasingly seek efficient and real-time
communication solutions, WebRTC is poised to fulfil this demand effectively.

Market Size Outlook (usp Million )

2017 2018 2019 2020 2021 2022 2023 2024 2025 2026

2017 :USD 1,338.86

iﬁf43.25% 148.80% 71 accmans I Irket =

Year-over-Year CAGR 2022-2027 Growth Momentum growth
growth rate of 2023 2022 2027

For more information, visit us at 08
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The growth of WebRTC technology adoption by enterprises across various
sectors is among the key driving factors. Additionally, the increasing utilisation
of video content in marketing strategies significantly impacts the market, with
most B2C marketers (over 70%) and B2B marketers (90%) incorporating video
into their campaigns. The cost-effectiveness of WebRTC technology, the
integration of communication into web platforms, and the expansion of
internet connectivity and infrastructure, particularly in the Asia-Pacific and
Africa, are also pivotal contributors to the market's expansion.

Current market trends also signal a promising future for WebRTC. Integrating
Al into WebRTC applications is one such trend, offering enhanced functionality
and user experience. In addition, over a third of employers are encouraged by
the rapid adoption of Bring Your Own Device (BYOD) practices, in which
employees use personal devices for work.

Over half of employers globally promote BYOD, indicating a shift in workplace
technology norms. Another significant trend is the convergence of WebRTC
with Internet of Things (IoT) sensors, bringing forth a slew of opportunities in
the coming years. Experts anticipate that the fusion of these technologies
usher in a new era of interconnected, real-time communication.

WebRTC technology is being adopted globally, with North America taking the
lead. Its advanced technological landscape has contributed to a remarkable
35% growth in the global market. This technology is extensively used for
remote work and online education. Europe is also experiencing substantial
growth, fueled by the presence of major players and the data security
provisions of GDPR.

In the Asia-Pacific region, which is experiencing rapid growth, the adoption of
the Internet and smartphones, along with investments from emerging
economies such as China, India, and Japan, is driving the expansion of
WebRTC. While South America, the Middle East, and Africa are witnessing
more moderate growth due to infrastructure and awareness limitations, there is
significant potential for growth as there is increasing demand for cost-effective
and high-quality communication solutions, particularly in government,
education, and healthcare sectors.

For more information, visit us at 09
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2024 Trends for
Communication and
CPaaS Landscape

In 2024, several emerging trends will further transform the CPaaS landscape and
how organisations approach communication. This section will explore some of
the most prominent developments poised to impact the industry in the coming

year.

From the seamless integration of cutting-edge Al to the extensive augmentation
of omnichannel capabilities, we will explore the developments that have the .
potential to elevate the communication experience to unprecedented heights.

For more information, visit us at www.tatacommunications.com 10
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Cutting-Edge Platforms and Automated Solutions

CPaaS trends continuously evolve to meet the growing demand for rapid, agile,
and simplified development. Leading vendors have already introduced
convenient APIls, SDKs, and documentation that streamline in-house
development processes.

Leading CPaaS brands now offer advanced platforms with enhanced features.
These platforms may incorporate visual workflow builders and no-code tools,
empowering businesses of all types to access new technologies instantly.

These platforms open up new opportunities for solution providers and resellers
by automating tasks such as number provisioning and client onboarding. In
Addition, CPaaS providers collaborate closely with companies to develop
custom apps, integrations, and tools tailored to their needs.

Conversational Messaging Takes Over

Omnichannel communications have become increasingly vital for businesses
aiming to deliver outstanding customer experiences. Nowadays, customers
expect the flexibility to engage with companies across various channels
without sacrificing speed or simplicity.

CPaaS offers a seamless solution for integrating real-time communications into
existing apps, tools, and workflows without replacing legacy contact centre
tools. One significant trend embraced by CPaaS vendors is the growing
demand for convenient messaging channels within the contact centre. Leading
CPaaS providers now offer tailored solutions for popular platforms like
WhatsApp, Facebook Messenger, and other tools.

These advanced conversational messaging channels enable companies to cater
to customers on their preferred platforms and support secure transactions,
self-service experiences, and more.

For more information, visit us at 1
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Demand for Security Continues to Grow

Security and compliance have always been critical considerations for business
leaders. Companies must engage with customers through various channels,
necessitating diverse data management in an increasingly intricate landscape.

As compliance standards continue to evolve, CPaaS vendors are taking notice.
While an increased emphasis on security is not among the newest CPaaS
trends on this list, it undoubtedly warrants attention. Numerous vendors
already provide dedicated APIs to assist businesses in achieving greater
compliance, encompassing fraud detection and two-factor authentication.

Moreover, these vendors invest significantly in monitoring and reporting tools,
empowering companies to maintain a comprehensive overview of their
technology stack. This increased focus on security is anticipated to grow even
more.

CPaaS Providers are Expanding Partner Programs

Another significant trend in CPaaS today is the evolution of provider partner
networks. CPaaS leaders are expanding their relationships with value-added
resellers, developers, and systems integrators. This enables these companies to
cater to small and mid-sized businesses and larger enterprises.

A robust partner network is vital in bridging the gaps between a solution
provider's offerings for companies with a vast geographical presence. It offers
consumers specialised assistance and support to drive digital transformation
strategies.

Leading analysts such as Gartner even recommend CPaaS to consider channel
partners as a crucial resource for growth. With the right partnerships, CPaaS
leaders can ensure they are well equipped to serve their clients’ diverse
business and communication needs.

For more information, visit us at 12
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Enhanced Customer Data Accessibility

One of the key advantages of CPaaS platforms lies in their capacity to
consolidate communications and data sources within the contact centre.
organisations can leverage APIs and workflow builders to enhance agent
productivity and establish consistent customer experiences.

Integration between CPaaS tools and CRM solutions has become a standard
practice in today's business landscape. However, as enterprises increasingly
recognise the value of customer insights, the adoption of Customer Data
Platforms (CDPs) is gaining momentum. CPaaS trends encompassing the
integration of CDPs with real-time communication tools can prove immensely
valuable for expanding teams.

These trends offer companies a dynamic environment for consumer
intelligence, facilitating the development of personalised marketing and sales
campaigns and the delivery of unique services. Certain CPaaS providers even
offer access to their own CDP solutions, while others provide third-party
connectors.

Convergence of the Platforms

Modern companies heavily rely on diverse communication tools, software, and
services to thrive in today's business landscape. An emerging trend in CPaaS is
converging these tools into a unified ecosystem.

Prominent CPaaS vendors are actively integrating multiple solutions into
comprehensive communication services. This integration is notably observed
with UCaaS (Unified Communications as a Service) platforms and contact
centres, ensuring companies can upgrade their entire communication stack
while benefiting from the flexibility and customisation offered by CPaaS.

Some CPaaS enablers and vendors can even combine different solutions on
behalf of businesses, simplifying and unifying their technology stack.

For more information, visit us at 13
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The Emergence of Artificial Intelligence

Artificial intelligence (Al) has long provided contact centres and customer
service agents with many valuable tools and resources. By leveraging Al,
companies can effectively map customer journeys, gather insights from calls
and conversations, and automate repetitive tasks.

The emergence of generative Al tools, like ChatGPT, isn't just one of the most
significant trends in Communication Platforms as a Service (CPaaS). These
tools are revolutionising every aspect of customer communication, empowering
CPaaS providers to offer chatbot builders and customisable solutions that
elevate self-service experiences.

Leading CPaaS vendors offer a bring-your-own bot model within their
platform. In contrast, others have acquired or developed their own Language
Learning Models (LLMs), Al, and Natural Language Processing (NLP) solutions.
The future holds promise for more advanced chatbots and Al tools, paving the
way for personalised interactions and cutting-edge automation in marketing
and sales.

Overall, Al continues to reshape the landscape of contact centres, propelling
customer service to new heights of efficiency and effectiveness.

y -

For more information, visit us at
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Multi-Language
Support and
Translation Services

Breaking through language barriers and connecting with a diverse customer
base gives a critical competitive advantage for modern businesses. This is where
CPaaS comes into play, with its pivotal role in providing multi-language support
and translation services.

These features are no longer optional but essential for businesses aiming to
reach, engage, and serve a global audience effectively.

For more information, visit us at www.tatacommunications.com 15
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The Role of Multi-Language
Support in Global Communication

Multi-language support is the foundation for global communication, allowing
businesses to connect with customers in their preferred language. This
capability cultivates a sense of familiarity and trust, fostering more profound
and more meaningful customer relationships.

Such support is indispensable for:

Enhancing User Experience
The quality of interaction between customers and businesses greatly influences the

user experience. Companies can boost engagement, foster better understanding, and
enhance overall user satisfaction by offering services in the customer's preferred
language. This elevates the customer’s experience and drives increased usage of the

platform or service.

Expanding Market Reach
Communicating effectively in multiple languages opens the doors to new markets and

demographics. It allows businesses to tap into previously inaccessible customer
segments, transforming language diversity from a barrier into an opportunity. This
inclusivity can increase the reach of a business exponentially, enabling it to make a

more significant impact in the global market.

Building Brand Loyalty

Brand loyalty is established by creating a deep sense of understanding and

appreciation. When customers can engage with a brand in their native language, it
fosters a personal connection that enhances their brand perception. This connection
often leads to repeat purchases, long-term loyalty, and even advocacy, with customers

enthusiastically recommending the brand to their networks.

For more information, visit us at



W

TATA COMMUNICATIONS TATA

Integration of Translation Services
in CPaaS$S Platforms

Integrating translation services within CPaaS platforms is a groundbreaking
development in global business communication. It enables effortless
conversations that transcend geographical boundaries and time zones,
facilitating efficient and effective interaction.

This support plays a pivotal role in enhancing the following:

N Real-Time Communication

The power of real-time translation cannot be overstated. It allows businesses to
engage in real-time conversations with users worldwide, eliminating language as a
barrier. This capability means that customer queries can be addressed immediately,
feedback can be gathered instantaneously, and businesses can engage in meaningful
conversations with their customers, regardless of their geographical location or native

language.

Cost-Effective Scaling

Integrating translation services into CPaaS platforms not only streamlines

international operations but also eliminates the need for multilingual staff, leading to
significant cost savings for businesses. This enhanced efficiency enables strategic
resource allocation, empowering organisations to concentrate on their core

competencies rather than investing heavily in language skills.

Consistent Brand Messaging
Maintaining consistent brand messaging across different languages is vital for

preserving the integrity of business communication. Automated translation services
play a crucial role in maintaining the essence of the message, regardless of the
language it is translated into. This consistency reinforces brand identity and fosters a

unified brand image across diverse markets.

For more information, visit us at
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CPaaSs platforms empower businesses to effortlessly navigate the intricacies of
global communication with ease and confidence. By leveraging multi-language
support and integrated translation services, these platforms go beyond
breaking language barriers; they embrace and celebrate language diversity as a
strategic business move.

Ultimately, they pave the way for successful international expansion, enabling

businesses to connect, communicate, and engage globally with utmost fluency
and finesse.

For more information, visit us at www.tatacommunications.com 18
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Global Network
Infrastructure
and Data Centres

Expanding communication services on a global scale relies heavily on robust
network infrastructure and strategically located data centres.

This section explores the importance of these components within the CPaaS

landscape and their impact on achieving reliable, scalable, and efficient global
communication solutions.

For more information, visit us at www.tatacommunications.com 19



W

TATA COMMUNICATIONS TATA

The Role of Network Infrastructure in CPaaS

At its core, CPaaS relies on three key components - APls, carrier services, and
network infrastructure. Among these, infrastructure is the backbone supporting
the entire CPaa$S ecosystem. The foundation determines these communication
solutions' performance, reliability, security, and overall user experience.

Infrastructure refers to the cloud-based network that facilitates transmitting
and processing communication data across different channels. It consists of
servers, routers, switches, firewalls, and other hardware located in data centres
around the world. These components work together seamlessly to route voice,
video, messaging, and chat traffic between end users. Infrastructure also
incorporates network technologies like Software-Defined Networking that allow
scalability, flexibility, and redundancy. Additionally, it leverages encryption
protocols and compliance measures to safeguard sensitive user data from
unauthorised access or tampering.

The quality of a CPaaS provider's infrastructure directly affects its ability to
support large volumes of concurrent traffic, minimise latency and jitter, and
ensure consistent service uptime. A robust and resilient network can withstand
spikes in demand without call quality deterioration.

In contrast, a sub-par infrastructure is prone to bottlenecks, outages, and laggy
participant experiences during high usage moments. It does not have the
bandwidth, processing power, or scalability required to transmit
communications data reliably at an enterprise scale.

For these reasons, if you implement CPaaS solutions, you should prioritise
providers with advanced, carrier-grade network infrastructures. Industry
leaders interconnect with hundreds of local and global operators to route traffic
efficiently. Their global footprints, redundant architectures, and automation
capabilities make them highly scalable and reliable even under extreme loads.
By leveraging such robust infrastructure, you can enjoy enhanced
communication features and frictionless experiences for your customers.

For more information, visit us at 20
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Importance of Data Centres in Different Regions

Data centres play a vital role in global communications. They house the
servers that process and store the vast amounts of data that flow through a
CPaaS platform. The strategic placement of these data centres across various
regions is critical for several reasons, including minimising latency, improving
communication quality, and ensuring compliance with data residency
regulations.

Minimising Latency

When data has to travel long distances, it can negatively impact the speed
and efficiency of data transfer, causing delays known as latency. Latency can
deteriorate the quality of real-time communication services, such as voice and
video calls, online gaming, and live streaming. By having data centres in
different regions, data can be processed and delivered from a location closer
to the end-user. This reduces the distance data needs to travel, thereby
minimising latency and enhancing the quality of communication services.

Compliance with Data Residency Regulations

Different countries have different regulations regarding data residency. These
rules stipulate where data created within their borders must be stored. For
example, the European Union's General Data Protection Regulation (GDPR)
mandates that the personal data of EU citizens must be stored and processed
within the EU unless the outside country provides adequate data protection.

Data centres in various regions allow businesses using a CPaaS platform to
comply with these local data residency regulations. Businesses can meet
these compliance requirements by storing and processing data in a data
centre located within the same country or region as the data’s origin.

This is particularly important for businesses operating internationally, as
noncompliance can result in significant fines and damage to the company’s
reputation.

For more information, visit us at 21
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Enhanced Service Delivery and Business Continuity

The strategic location of data centres also facilitates better service delivery. By
hosting servers in various regions, a CPaaS platform can ensure its services are
always available, even if one data centre experiences an outage. This
redundancy improves business continuity and ensures a consistent user
experience globally.

It also allows businesses to better serve customers by providing faster data
access and processing capabilities. For instance, a company based in the
United States can provide quicker and more efficient services to its customers
in Asia if it utilises a data centre rather than routing everything through its
U.S.-based data centre.

The significance of data centres across various regions cannot be overstated.
They contribute to latency reduction and improved communication services
and play a pivotal role in ensuring businesses’ compliance with data residency
regulations and the delivery of reliable, high-quality services to customers
worldwide.

For more information, visit us at www.tatacommunications.com
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Best Practices for Managing Global Network
Infrastructure and Data Centres

Managing global network infrastructure and data centres can be complex,
requiring you to consider various factors carefully. Here are some best practices
you should adopt when managing these critical resources:

o Ensure Redundancy
(B
> To maintain high availability and reliability, duplicate critical components or functions

of your system. Implement redundant servers, storage systems, and network paths.
This way, if one component fails, the redundant one takes over, ensuring uninterrupted

service.

Prioritise Security

Implement robust security measures like firewalls, intrusion detection systems,
encryption, and regular vulnerability assessments. Also, consider physical security
measures at your data centres to prevent unauthorised access.

Monitor Performance

Regularly monitor network traffic, server utilisation , storage capacity, and application
performance to identify and address issues promptly. Adjust network configurations,
add resources, or repair faulty components when necessary to prevent performance

degradation or service interruptions.

Choose the Right Location

When selecting a location for your data centres, consider proximity to users to reduce
latency. Also, consider local data regulations and the region’s political stability,

especially if handling sensitive data.

Embrace Cloud Adoption

® O 6 6

Leverage cloud services for managing network infrastructure and data centres.
Enjoy benefits like scalability, cost-effectiveness, built-in redundancy, and compliance
with data residency regulations. Many cloud providers offer robust security features

and performance monitoring tools to simplify management.

For more information, visit us at 23
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Overcoming
Regional Compliance
and Legal Hurdles

When your business expands across borders and enters new markets, you are
often met with a complex web of regional compliance challenges and legal
considerations. Understanding and navigating these hurdles is crucial to
successful global expansion.

For more information, visit us at www.tatacommunications.com 24
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Overview of Regional Compliance Challenges

in Global Communication

Regional compliance is a comprehensive term that covers the need for
companies to abide by the laws, regulations, and cultural norms of the regions
they operate in. These include data protection, privacy laws,
telecommunications regulations, and language requirements.

Data Protection and Privacy

As data privacy becomes an increasing concern, regions worldwide have implemented
strict laws governing customer data handling. The EU’'s General Data Protection
Regulation (GDPR) is a prime example, imposing rigorous conditions on personal data
processing. In contrast, the United States takes a sector-specific approach, with
various regulations for different data types. Non-compliance with these regulations

can have severe financial repercussions as they continue to strengthen.

Telecommunications Regulations

Telecommunications are governed by unique rules and regulations in each country.
These can pertain to VolP services, message content, format, or specific types of
communication technology. Failing to adhere can result in substantial fines and

potential service interruptions.

Working With Global Brands
As a service provider, equipping global brands with local subject matter experts is

crucial. These experts can provide invaluable guidance on navigating the nuanced
landscape of regional compliance, ensuring that brands meet legal requirements and

resonate with local audiences.

Language and Cultural Norms
Respecting local languages and cultures is a legal and ethical imperative. Certain

regions may necessitate businesses to offer customer support or product information

in the local languages.

For more information, visit us at

25
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Legal Considerations When Expanding
Communication Services Internationally

When expanding communication services internationally, you must wrestle with
various legal considerations.

Familiarity With Services Within Markets

Understanding how your services align with the needs and expectations of different
markets is key. It's essential to ascertain reasons for execution, identify anticipated
risks, and then understand the liability for any accepted risks. This understanding can

help shape strategies that are legally compliant and commercially viable.

- Jurisdiction and Legal System
G
\ The jurisdiction and legal system of the target country can significantly impact

business operations. For instance, a common law system (like the US or UK) might
have different contractual expectations than a civil law system (like France or

Germany).

Licensing and Permits

%e Depending on the region, Business operations may require certain licenses or permits.
This could range from a general business license to more specific telecommunications

permits.

Contractual Agreements

Contracts with customers, partners, and suppliers may need to be revised to comply
with local laws and regulations. It's essential to seek counsel from regional legal

experts to ensure all agreements are legally sound.

Intellectual Property Rights and Employment Laws

Understanding and abiding by local intellectual property laws and employment laws is

also crucial.

By proactively understanding and addressing these issues, you can ensure a smooth, legally

compliant, and successful expansion into new markets.

For more information, visit us at 26
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Success Stories

of Brands That
Have Implemented
CPaaS Solutions

Here is a collection of inspiring customer success stories highlighting the
transformative power of CPaaS solutions. These stories showcase how
businesses across various industries have leveraged CPaaS to enhance
communication capabilities, improve customer experiences, and drive growth.

From banks revolutionising customer service to healthcare platforms connecting
patients and doctors seamlessly, these stories demonstrate the immense value
of adopting CPaaS in today's digital landscape. Each narrative serves asa )
testament to the potential of CPaaS to revolutionise communication and
transform businesses as a whole. .

For more information, visit us at www.tatacommunications.com 27
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AirAsia’'s Journey c A
with CPaaS Solutions A’ o

AirAsia, a prominent low-cost airline, embarked on a transformative journey to
enhance its customer experience by leveraging the power of CPaaS solutions.
To overcome real-time communication challenges and address frequent flight
delays, AirAsia sought a comprehensive CPaaS solution. By leveraging
advanced messaging and voice capabilities, AirAsia successfully revolutionised
Its customer experience.

AirAsia informed passengers about flight updates and enticing offers through
timely Alerts and Promotional messaging. The seamless connectivity of the
CPaaS platform enabled the delivery of messages across the globe, ensuring
passengers stayed well-informed.

AirAsia also implemented a Voice Platform featuring Interactive Voice
Response (IVR) and Outbound Dialing (OBD) capabilities. This implementation
empowers the airline to deliver personalised customer support and gather
valuable feedback. By strategically adopting CPaaS technologies, AirAsia has
achieved real-time communication, enhanced call centre efficiency, and
fostered customer loyalty. The successful CPaaS implementation in India has
prompted AirAsia to expand its partnership globally, further cementing the
transformative impact of CPaaS on businesses.

Your booking is confirmed!

Have a safe travel ~ W Ng_a="777 " TT=s,

For more information, visit us at
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Airbnb’'s Transformation @ airbnb
with CPaaS Solutions

Airbnb, the platform revolutionising hospitality, embarked on a mission to
provide a seamless and secure rental experience for its 60 million users
worldwide. To enable efficient communication between hosts and potential
guests, Airbnb sought a comprehensive CPaaS solution.

By leveraging a leading CPaaS Solution provider for messaging services, Airbnb
successfully implemented SMS services, allowing hosts and guests to connect
quickly and affordably. Travellers seeking unique lodgings could now receive
speedy responses to reservation requests, while hosts gained the ability to
confirm bookings conveniently via their mobile phones. This automation of
mobile communication not only improved the user experience but also
increased the number of successful bookings for hosts.

Airbnb recognised that a positive user experience translates into better
business, and the CPaaS Solution provider's platform was instrumental in

achieving this transformation. By leveraging their capabilities, Airbnb
streamlined the rental experience, enhancing customer satisfaction and driving
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growth without exorbitant expenses.
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City Union Bank Transformed
Banking Experiences with
CPaaSs Solutions

City Union Bank, a leading scheduled commercial bank in India, recognised the
need to provide its customers with a smooth and personalised banking
experience in the digital era. To address this, they turned to

Tata Communications Kaleyra, a trusted CPaaS Solution provider, to enhance
customer communication touchpoints.

By integrating Tata Communications Kaleyra's Click-to-Call solution into their
existing systems, City Union Bank empowered their relationship managers to
handle customer calls seamlessly, resolve queries promptly, and maximise
customer satisfaction. With Click-to-Call, customers no longer had to wait, and
relationship managers could prioritise calls based on urgency. The solution
enabled the bank to handle large call volumes efficiently and track call
recordings and real-time data to monitor their support team'’'s performance.

By prioritising customer service and leveraging Tata Communications Kaleyra's
CPaaS capabilities, City Union Bank witnessed increased customer calls, lead
conversions, and transparency within their operations. The streamlined
communication process improved the overall banking experience and reduced
infrastructure management costs, positioning the bank for sustained growth in
the digital banking landscape.
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MFine Connects Patients and

Doctors with CPaaS Solutions mifine

MFine, a leading digital primary healthcare platform in India, partnered with
trusted CPaaS provider Tata Communications Kaleyra to transform their
communication processes. With Tata Communications Kaleyra's cloud-based
solutions, MFine successfully connected patients from remote locations with
trusted healthcare experts in real time, enhancing the overall healthcare
delivery experience.

By integrating Tata Communications Kaleyra's voice and messaging solutions,
MFine efficiently handled patient-doctor interactions, provided professional
diagnostics, and streamlined customer communication. Through features like
Inbound IVR, Outbound Calling, Click-to-Call, SMS, and WhatsApp integration,
MFine improved patient engagement, reduced response times, and ensured
timely updates and reminders.

As a result of this collaboration, MFine witnessed notable achievements,
including significant teleconsultations and millions of SMS messages sent
monthly. By leveraging CPaaS solutions, MFine revolutionised healthcare
communication, empowering patients to access quality healthcare services
conveniently and securely.
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Conclusion

In the era of globalisation, the necessity for businesses to communicate
effectively across diverse regions has never been more critical. CPaaS has
emerged as a transformative solution, catalysing a revolution in how
businesses communicate globally. With the CPaaS market projected to reach
$45.3 billion over the next five years, CPaaS will continue to play a pivotal role
in the digital competitiveness of global enterprises.

As we move forward, CPaaS will continue to reshape the global
communication landscape, providing scalable and agile solutions tailored to
the dynamic needs of businesses. Whether a business is just beginning its
global expansion or looking to enhance its current efforts, CPaaS offers a wide
array of capabilities that can drive success in our interconnected world.

About Tata Communications

Tata Communications is a leading global digital ecosystem enabler that powers today's fast-growing digital economy. The company's
customers represent 300 of the Fortune 500 whose digital transformation journeys are enabled by its portfolio of integrated, globally
managed services that deliver local customer experiences. Through its network, cloud, mobility, Internet of Things (loT), collaboration
and security services, Tata Communications carries around 30 per cent of the world's internet routes. It connects businesses to 80 percent
of the world's cloud giants and 4 out of 5 mobile subscribers.

Its global reach underpins the company's capabilities. It owns the world's largest wholly-owned subsea fibre backbone and operates a
Tier-1 IP network connecting to more than 240 countries and territories. Tata Communications globally delivers a superior, always-on
experience. We maintain a Leader position in the Gartner Magic Quadrant. Plus, reassuringly, we are a Cisco’ Gold Standard UC Experience'
partner globally. We have your business covered.

One partner: Single point of accountability with a carrier-grade experience and optimised delivery, thanks to our global managed services.

For more information, visit us at www.tatacommunications.com
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