
Promises, Expectations & 
Disappointment – why WiFi has 

become an emotional customer issue

Andreas Martschitsch, Swisscom



Key figures 2015 and ambitions

Siwsscom Internal

Net revenue CHF 11678 m

Total CapEx CHF 2409 m

Net income CHF 1362 m

FTE’s 21637



• What has changed and made WiFi become a source of stress for customers?

• Why is WiFi not as good as it should be?

• What is needed to make a better WiFi?

• A Vision about the future of WiFi



Router 2006



Router 2016



Something has definitely changed !!



The World has changed



We have changed
1969 - 2003 2004 - 2012



The In-Home 
mobility has 

increased



The networks are evolving



There was a time when In-Home speed was 
higher than WAN speed

2006 2016

Speed
WAN Speed

In-Home Speed

2012



And the operators thought, cool, now we are 
faster than the In-Home Network, its not our 

problem anymore



BUT THEY WERE WRONG !



Customers buy a service e.g. 1 gigabit speed

⎼They want 1 gigabit
⎼They do not understand why they do not get it

⎼They blame the one they bought it from – the Telecom Operator



WiFi is becoming the weakest link



Service Providers have an end-to-end responsibility

WLAN Speed

WAN Speed





81% - customers are willing to pay more for a superior customer experience.
89% - customers switched brands after a poor customer experience.
20% - annual percentage revenue losses due to poor customer experiences.
(Oracle Corp Figures)



Swisscom Survey “Router”  
2.6.2014
n=1313



A Service Provider or 
Operator needs 
to invest in good WiFi

Resources
Know-how
Money



TCO leads from short-term thinking to a more 
holistic, sustainable view

Price of Software

Logistics Cost Support CostPromotion Cost

Price of Hardware

Installation Cost Return logistics Cost 

Total Cost of Ownership

Purchase Price of Wi-Fi Router



Good Wi-Fi or Bad Wi-Fi

Negative influencers

• Focus only on purchasing price of CPE
• Telco operator who do not know Wi-Fi

• Operators who do not test by themselves

• Cheap components
• No shielding / RF Filtering

• Cheap antennas with spiky patterns
• Bad connectors

• Output Power far below maximum
• Bad Software

• Onboard noise = bad Signal to Noise
• Chaotic Spectrum management

Positive influencers

• Telco operator who understands its end 2 end 
responsibility

• Operators who focus on TCO instead of CPE price
• Telco Operator who test by themselves

• Careful design considerations & review
• Systematic shieldings & RF Filtering
• Good antennas with 3D MiMo patterns
• Mature Software with Field proven WiFi
• Clean Noise floor = Good Signal to Noise
• Tuning Output power to reach regulation max
• Using Smart Channel selection & DFS Tuning
• Over The Air Automatic & reproducable tests



cv
cvTrust is good, control is better
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So is this the WiFi Paradise?



Today Tomorrow



Spectral Analysis
Band steering
Airtime Fairness
Client Stickiness Management

WiFi is becoming SMART



Thank you

Andreas Martschitsch
Product Marketing, In-Home Connectivity

Swisscom

andreas.martschitsch@swisscom.com


