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Value-added services will deliver greater  
customer experience, new report reveals 

 
• 72% of 111 global broadband service providers plan to differentiate customer Quality of Experience (QoE) 

on a per-service basis  

• More than a quarter of operators plan to deploy security, WFH, energy, and Matter enabled IoT value-
added services in the home 

• 85% of survey respondents said they had already deployed USP or planned to within the next 6-18 months  

 

Most broadband service providers plan to introduce technology which automatically directs 

greater bandwidth and lower latency to the services being used by customers, says a new 

report.  

 

The research – published today by Omdia in conjunction with Broadband Forum and 

sponsored by Axiros, CommScope, F-Secure, Friendly Technologies, Incognito Software 

Systems Inc., and Nokia – reveals nearly three quarters (72%) of telcos interviewed have 

identified broadband application prioritization as a key focus. This is to meet the growing 

demands of high-bandwidth applications (like video streaming or gaming) and to deliver 

improved Quality of Experience (QoE) for homes and businesses.  

 

“In the future, delivering a great broadband experience will be less about speed and more 

about providing value-added and tailored services to the end customer,” Broadband Forum 

Vice President Strategic Marketing and Business Development Craig Thomas said. “Open 

standards can deliver the sort of service-aware and application-appropriate network 

capabilities that can help providers improve their products and provide customers with greater 

user experience.”  

 

https://www.broadband-forum.org/the-future-of-the-connected-home-the-rise-of-home-applications-whitepaper
https://www.broadband-forum.org/the-future-of-the-connected-home-the-rise-of-home-applications-whitepaper
https://omdia.tech.informa.com/
https://www.broadband-forum.org/
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While many broadband service providers are already offering value-added services related to 

basic connectivity, over the next 12 months and beyond, service providers said they will look 

to offer additional premium services beyond those related to the connection itself. This 

includes home security, working from home packages, energy management, and IoT 

enablement through Matter. Home broadband, Wi-Fi speed and reliability guarantees, and 

speed testing/diagnostics were among the most popular value-added services telcos plan to 

offer, with more than 60% of respondents stating they had already deployed these. Managed 

Wi-Fi, premium customer support, voice assistants, and cybersecurity also feature heavily in 

the responses. 

 

Another key finding was that Broadband Forum’s User Services Platform (USP) open industry 

standard remains critical in the delivery of new value-added services. 85% of respondents to 

the survey said they had already deployed USP or planned to within the next 6-18 months. 

USP was developed to help deploy, implement, and manage all aspects of the smart home. 

The data model, architecture, and communications protocol enable broadband service 

provider remote management of devices in the home network including the Wi-Fi home 

gateway, independent of the vendor that manufactured the device. 

 

https://www.broadband-forum.org/open-broadband/tr-069-evolution-to-usp
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Managed Wi-Fi (58% of respondents) led the way for the question of which value-added 

services operators plan to use USP for. Other popular services included premium customer 

support, cybersecurity, voice assistants, and energy management. 

 

All respondents agreed that reduced fragmentation and proprietary technology at the chipset, 

CPE, and software platform level would drive greater innovation and lead to faster onboarding 

of value-added services. 

 

“A key barrier of time to market for new services from network operators has been the 

integration time with devices and platforms that may use different vendors and proprietary 

technologies,” Omdia Research Director - Service Provider Consumer Michael Philpott said. 

“Some network operators may opt for a ‘best of breed’ strategy to develop their own, bespoke, 

in-home platform to take full control over the ecosystem they create and give them the best 

chance of differentiation in the market. Adopting a fully open standards model at both the lower 

and higher layers can ensure that both applications and software, or hardware and chipsets 

can be quickly and efficiently swapped out at any time without the need for further integration 

work.” 

 

To read the full Omdia and Broadband Forum report: The future of the connected home: the 

rise of home applications, download here: https://www.broadband-forum.org/the-future-of-the-

connected-home-the-rise-of-home-applications-whitepaper. 

 

– ENDS – 

 

About the Broadband Forum 

Broadband Forum is the communications industry’s leading open standards development organization 
focused on accelerating broadband innovation, standards, and ecosystem development. Our members’ 
passion – delivering on the promise of broadband by enabling smarter and faster broadband networks 
and a thriving broadband ecosystem.  
 
Broadband Forum is an open, non-profit industry organization composed of the industry’s leading 
broadband operators, vendors, thought leaders who are shaping the future of broadband, and observers 
who closely track our progress. Its work to date has been the foundation for broadband’s global 
proliferation and innovation. For example, the Forum’s flagship TR-069 CPE WAN Management 
Protocol has nearly 1 billion installations worldwide. 
 
Broadband Forum’s projects span across 5G, Connected Home, Cloud, and Access. Its working groups 
collaborate to define best practices for global networks, enable new revenue-generating service and 
content delivery, establish technology migration strategies, and engineer critical device, service & 
development management tools in the home and business IP networking infrastructure. We develop 

https://www.broadband-forum.org/the-future-of-the-connected-home-the-rise-of-home-applications-whitepaper
https://www.broadband-forum.org/the-future-of-the-connected-home-the-rise-of-home-applications-whitepaper
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multi-service broadband packet networking specifications addressing architecture, device and service 
management, software data models, interoperability and certification in the broadband market. 
 
Our free technical reports and white papers can be found at https://www.broadband-forum.org/.  
 
Follow us on Twitter @Broadband_Forum and LinkedIn.  

https://www.broadband-forum.org/

