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Vodafone is one of the world’s 
largest telecoms operators 
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21

330m

15

28m fixed broadband

mobile customers

countries in which we have 
fixed operations

countries in which we have 
mobile operations

22m TV customers

150m Connected IoT devices



C1 Public

We understand our customers and want to adjust to a non-linear, 
cross channel and contextual communication

20 November 20244

As organisation we want to use more AI 
based decisioning and very few or no 
business rules

We want to have a seamless and 
continuous communication with our 
customer through all touchpoints

We want to communicate with customers 
when they really needed or when they 
give us the signal

AI Omni Channel Real Time
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Our Always on Marketing capability enables us to have relevant, 
deeply personalised conversations across all channels, in real time

Customer profile and 
segmentation

Big Data analytics and 
propensity scores

Machine learning and 
adaptive modelling

Real time event triggers

Contextual data from 
customer interactions

Contact strategy and 
lifecycle profile

Customer strategies   
and arbitration rules

Customer journeys

Offline 
data

Real time 
data

Commercial 
logic

Recommended 
action

Channels

Customer 
interaction
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In our experience, whilst technology delivery requires high effort, 
the road is mainly known; the business change is much harder

Difficulty

Ef
fo

rt

Implementation is complex 
and time consuming
 – but is just the first step

Technology

New skill sets are  
required to maximise 
AoM opportunity

Organisation

Transform to a value based 
steering approach

Commercial Steering

Transition to rapid/
agile decision making

Operating Model
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It is a long journey to change ways of working
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• At any given point in time in the lifecycle of 
customers have similar propensities across 
activities, excluding certain periods.

• Propensities increases to a certain activity due 
to a real-time event.

• If customer makes an over usage, upsell activity 
becomes more relevant to customer.

• Where moving a house makes cross-sell 
activities more relevant.

Realtime Context and Why It is Important for Transformation
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Examples of Real Time Use Cases – Roaming

Customer travels abroad 
Network Trigger

AOM Recognises Customer, if already given permission, has landed in another 
country & current plan

Upsell SMS

Within seconds – from 
phone powered up to SMS 

received
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Customer receives SMS (and 
an additional app push, if 

eligible) notification with info 
on data usage & personalised 

NBA

Customer receives SMS 
notification with info on data 
exhaustion & reminder of the 

best action to take 

Email follow up sent to 
customers who we didn’t 

successfully reached 

100% usage notification80% usage notification Outbound call Email follow up

If no action 
taken…

Eligible customers are 
selected for outbound calling 

with recommended NBA.

From Vodafone: You've 
now used all of your data 

for this month, and there's 
still <XX> day(s) until your 

plan refreshes. 

Want to carry on using 
data? You can add a one-
off Data Extra with 1GB of 
data for £8 by heading to 

https://www.vodafone.co.
uk/myvf/extras Terms 

apply. To end texts, send 
STOP SMS to 9774.

Examples of Real Time Use Cases – Data allowance Depletion
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Re-visit App

Realtime SMS

Examples of Real Time Use Cases – Contract Termination
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Support and guidance needed to succeed
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What Type of Support Needed Along This Journey
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Ways of Working Training Expert Support

Decisions are driven by 
insight

Decisions are made quickly

Teams are agile and action 
change quickly

Decisions and actions are 
collaborative

All communications adhere to 
Always on Principles
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Insert Confidentiality Level 
in slide footer 

What is in the Roadmap
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Key Takeaways from today’s session
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The operating landscape keep 
changing – customers expect a 
personalised and omnichannel 

experience 

1

An Always-on decisioning 
capability that orchestrates 

communications across channels 
is required to meet this change

2

But don’t underestimate the 
level of business transformation 

that’s required. Enable 
organization to explore it 
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mehmetilker.serbest@vodafone.com

www.linkedin.com/in/mehmet-ilker-serbest-7a139b5

mailto:mehmetilker.serbest@vodafone.com
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