
THE PHILIPPINES is lagging its 
regional counterparts in adopting 
5G technology despite increased 
coverage, according to network-
ing and telecommunications com-
pany Ericsson.

“In the Philippines, although 
5G coverage has expanded, adop-
tion remains slow due to limited 
data consumption and penetra-
tion,” the November 2024 Erics-
son Mobility Report said.

Ericsson said 5G adoption in 
the  Southeast Asia and Oceania 
region has been growing, with 
subscriptions expected to reach 
680 million by 2030.

“In Australia, Malaysia, Singa-
pore and Thailand, growth in the 
5G subscriber base is driven by in-

creased network coverage, greater 
awareness of 5G, the growing af-
fordability of 5G devices and the 
continued focus by service provid-
ers on promotional plans,” it said.

It noted that “mature” 5G mar-
kets like Australia and Singapore 
are using advanced 5G capabilities 
to o� er new services and use cases, 
including customized 5G connec-
tivity services for businesses. 

“Spectrum re-farming remains 
a challenge across  Southeast Asia 
and Oceania, particularly with re-
liance on 2G and 3G networks for 
voice services. Service providers 
are facing the issue of subscriber 
fallback from 5G to 4G, reducing 
data usage and delaying spectrum 
optimization. These challenges 

are shaping 5G deployment strat-
egies in the region,” Ericsson said.

5G adoption in the Philippines 
is hampered by high prices of 
compatible devices, inadequate 
infrastructure, and lack of digi-
tal literacy, according to Ronald 
Gustilo, national campaigner at 
Digital Pinoys.

“Achieving parity with other 
countries in 5G adoption depends 
on the alignment of infrastructure 
development, consumer adop-
tion, and regulatory policies,” Mr. 
Gustilo said in a Viber message.

“If stakeholders prioritize 
building the necessary infra-
structure, making 5G devices 
more affordable, and improving 
digital literacy, the Philippines 

could catch up with its regional 
counterparts within a few years.”

Mr. Gustilo said faster rollout 
of the National Fiber Backbone 
Project, which is expected to 
provide faster and more reliable 
internet connection nationwide, 
will help improve 5G adoption. 

Telecommunications compa-
nies also must work with manu-
facturers to offer more afford-
able 5G devices through fl exible 
fi nancing programs, he added.

“Adopting 5G technology pres-
ents numerous benefi ts. It enables 
faster internet speeds, which can 
boost productivity, improve access 
to online education, and acceler-
ate the growth of e-commerce. 
Additionally, 5G drives innovation 

in the digital economy, fostering 
advancements in areas such as 
telemedicine, smart cities, and the 
Internet of Things. It also enhances 
the user experience for both busi-
nesses and consumers, opening the 
door to more robust digital services 
and applications,” Mr. Gustilo said.

“By addressing these challeng-
es and fostering collaboration 
among stakeholders, the Philip-
pines can unlock the full potential 
of 5G technology and accelerate 
its digital transformation.”

Ericsson said 5G is expected to 
carry 80% of global mobile data 
tra�  c by 2030 from the 34% share 
expected at end-2024, but this 
could be affected by the pace of 
adoption among regions.

“As seen in the last couple of 
years, the macroeconomic situa-
tion can change signifi cantly with 
global infl ation, interest rates and 
other factors. This can have a big 
impact on consumer willingness 
to pay for mobile services, thereby 
a� ecting mobile data usage,” it said.

“Several large regions such as 
India, Latin America,  Southeast 
Asia and Africa are expected to 
significantly migrate their sub-
scriber base to later generations 
of mobile technologies in the 
coming years.”

Countries outside mainland 
China are projected to increase 
their 5G coverage from 45% in 
2024 to about 85% by 2030, it 
added. — Beatriz Marie D. Cruz
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THE PHILIPPINES continues to be the 
global leader in the contact center indus-
try, and if the country wants to retain this 
position for the next 10 years, urgently 
modernizing processes with the use of 
generative artifi cial intelligence (AI) and 
data is key.

According to IDC, generative AI spend-
ing in the Asia-Pacific (APAC) region 
alone is projected to reach $26 billion 
by 2027. This includes AI investments 
in customer engagement as businesses 
seek to remodel their operations around 
creating delightful customer experiences 
at every touchpoint. In the Philippines, 
a 2024 IT & Business Process Associa-
tion of the Philippines (IBPAP) survey 
reported that 67% of IT and business 
process management (IT-BPM) firms, 
the sector that includes contact center 
companies, are already leveraging AI in 

their operations, focusing on customer 
service, data entry, and quality assurance.

However, while AI use cases in custom-
er experience are increasing, traditional 
contact centers still struggle to meet the 
evolving expectations for personalized, 
omnichannel interactions. Amid shift-
ing customer demands, contact 
centers need to transcend 
inefficient legacy systems and 
overcome integration challenges to gain 
a competitive edge in the age of AI. By 
embracing advanced technologies and 
improving system interoperability, they 
can better cater to modern customers 
and enhance overall service quality.

THE STRATEGIC BENEFITS OF 
MODERNIZING
Utilizing real-time customer data and ad-
vanced language models can address op-
erational ine�  ciencies in contact centers 
and improve agent experiences. Modern-
izing contact centers through cloud-native 
architecture can facilitate the delivery of 

better customer service at a lower cost and 
help businesses transition from outdated 
systems to more advanced ones.

With 43% of APAC consumers expect-
ing a response within an hour, according 
to Twilio’s 2024 Consumer Preferences 
Report, streamlined processes and uni-

fied customer data can lead to 
faster responses and solutions. 
Customers do not have to go 

through the hassle of repeating their 
problems or waiting on operators to lo-
cate their information. Insights drawn 
from unified data, including customer 
history, conversational insights, prefer-
ences, and AI-derived traits such as sen-
timent, predicted lifetime value (LTV), 
and churn propensity, can also create 
highly contextualized and personalized 
interactions, which can keep customers 
happier and translate to greater loyalty 
and customer LTV for the business.

Businesses and agents also stand to 
gain. Reduced instances of app switch-
ing, better access to recommended 

responses, and automated wrap-up 
reports can enhance overall productiv-
ity. This approach addresses issues such 
as long waiting times, repeat calls, and 
high transfer rates, ultimately leading 
to service and operational performance 
improvements. Businesses can stream-
line operations further using predictive 
analytics, which reduces workload and 
search time for agents.

THE NEXT RACE: EMBEDDING CDP DATA 
INTO THE CONTACT CENTER TO EMPOWER 
AGENTS
Harnessing the potential of fi rst-party 
data, which is customer data 
directly collected and owned 
by the organization doing 
business with them, and em-
powering agents is essential 
for modernizing contact cen-
ters. Collecting fi rst-party 
data from various sources and 
integrating it into real-time 
service interactions can pro-

vide agents with more comprehensive 
information than traditional customer 
relationship management (CRM) sys-
tems. Using a customer data platform 
(CDP) alongside CRM can help contact 
centers better understand customer be-
haviors.

Leaders in customer experience 
can rely on CDP data because it offers 
real-time insights and supports the shift 
towards omnichannel. The real-time 
nature of CDP data allows leaders to 
respond swiftly to customer needs and 
preferences as they arise. CDPs’ ability 
to consolidate data from billing systems, 

data warehouses, and market-
ing automation platforms also 
makes it easier to transition 
across channels without losing 
context or information.

C h r i s t o p h e r  C o n n o l l y , 
Solution Engineering Lead, 
A P J ,  C o m m u n i c a t i o n s , 
Twilio
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Low penetration slows Philippines’ 5G adoption

Can the Philippines keep its title as contact center capital of the world?


