‘Are We There Yet?
A History of the Mobile Operator
App and the Future

Nearly two-thirds of customers prefer to initiate a service journey with their carrier via digital channels. As
demographic shifts to more digital-native audiences, carriers will adapt their digital point of service - right on the
device. Here’s the trajectory of innovation is with the carrier’'s mobile app.

Stop 7

App turns into Al concierge, always-
on-led experience, managing all
aspects of the customer relationship
on the device.

Stop 6

Agentic Al introduced into the mobile
operator app for customer on-device
service with TELUS (Mobile Klinik) pilot

Stop 5

Machine learning and data analysis
capabilities on mobile turn
mainstream

Stop 4
Vodafone introduces convenient, at-
home phone trade-in processes with
MCE computer vision tech
Stop 3

Carriers introduce Softcard (formerly
Isis) for contactless NFC payments
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Stop 2

Carriers track data consumption, giving
customers usage more transparency

Stop 1

AT&T launches its first app for self-
service for iPhones
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