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Vodafone is one of thdworld’s
largest telecoms operators .

15

21
330m
28m
22m
150m

countries in which we have
mobile operations

countries in which we have
fixed operations

mobile customers

fixed broadband

TV customers

Connected loT devices



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

Omni Channel

As organisation we want to use more Al We want to have a seamless and We want to communicate with customers
based decisioning and very few or no continuous communication with our when they really needed or when they
business rules customer through all touchpoints give us the signal
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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

OI segmentation

O—~____ BigData analytics and

propensity scores

Customer
interaction

Machine learning and

OJ adaptive modelling
O Real time event triggers

Q \ Contextual data from

customer interactions

} Channels

Contact strategy and
lifecycle profile

o ) Customer journeys
c)1Customer strategies

and arbitration rules

‘ Recommended

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

)
S Technology Commercial Steering
i Implementation is complex
and time consuming Transform to a value based
— but is just the first step steering approach

Operating Model

Transition to rapid/

Organisation agile decision making

New skill sets are
required to maximise
AoM opportunity

Difficulty
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Realtime Context and Why It is Important for Transformation

* 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.
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of their data bundle

Customer utilises 90%

Phone 15 launched

and customer’s

current phone is
Phone 12

Customer moves
home and calls
telesales to check
HBB offers

Current airtime
contract ends
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Examples of Real Time Use Cases — Roaming

V- 's

Upsell SMS

Within seconds — from
phone powered up to SMS
received

7 Y

i

I
I
I

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

»
»
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Examples of Real Time Use Cases — Data allowance Depletion

80% usage notification 100% usage notification Outbound call Email follow up

@ (] v & &

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 If no action Eligible customers are Email follow up sent to

taken... selected for outbound calling customers who we didn’t
with recommended NBA. successfully reached

exhaustion & reminder of the
best action to take

My Vodafone Messages

2, Formobile ending: 1318

‘ o Shop | My Vodafone

Enjoy more data ,
What you get with our plans...

and less worries From Vodafone: You've

now used all of your data = =) Need more data?
for this month, and there's m )_G ((A))
Sti“ <XX> day(s) until your The data you need The latest 5G data on our best
. entertainment options ever network
plan refreshes. oy

allovance, or viant kots more
catato play with - there's 3
planto sut you

Pick a plan vith Choose a Red or Uniimited
Ertentainment included and  Max plan and enjoy 5G data*
enjoy 2 YouTube Premium, on our best ever network
Amazon Prime or Spofify
Premium subscrigtion for

Want to carry on using et Switch your plan and enjoy more data
Seena, you're running low on data? You can add &l @l
data this month off Data Extra with 1GB of
Doty extr 4G data for £8 by heading to
https://www.vodafone.co.

uk/myvf/extras Terms
apply. To end texts, send

STOP SMS to 9774.

Hello Lara We recentty got in touch about your data usage, and just
wanted to remind you that one of our higher data plans could suit you
better Interested? Switching is quick and easy — simply head to the My
Vodafone app anytime.

Doitallin the
My Vodafone app Switch my plan
ange your plan using the My
1p. Plus, it your 9o to place to
Keep track of your usage. manage your bills
and get help from TOB ourvirtual assistant

When you change plan your confract end date remains the same. You'll
also have 14 days fo switch back o your old plan if you decide it's not
right for you.

Not got the app yet? Head to your app
store to download It today.

% Want some help switching your plan? What you get with our plans...

Get more data

-——v
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Examples of Real Time Use Cases — Contract Termination
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e Mein Tarif

Vodafone Red 2020 S mit Basic Smartphone

|

Vertrag
Verlangerung miglich ab: zzt. nicht verfiigbar
Vertragsstart: 15.07.2022
Mindestlaufzeit bis: 14.07.2024
Letzter Hindigungstermin: 14.06,2024

>

Kiindigung vormerken

Details

Das kann Dein Tarif:

\/ 10 G2 Deterwvolumen

\/ Highspeed-Intemet im 4GILTE und 5G-Netz

mit SpeedGo
g )
Start Angebote Rechnung  Produkte

10:25 all T W

6 Hindigung

Kundigung vormerken

Hier kannst Du Deine Kondigung venmerken. Ruf
uns innerhalk ven 7 Tagen an und Deine
Kondigung wird wirksam, Vielleichl Tnden wir cin
passenderes Angebol [Gr Dich,

Cras Dalurm Deiner Vormerhung gill als
Hindigungs-Eingang. Matarlich hast Duaoch
w hinalle anderen Kindigungs-

Méig lichleilen.

Warum méchtest Du kiindigen?

Der Vertrag ist mir zu teuer

lch méchte zu Vodafone CallYa wechseln L

leh michte ein neues Gerdt O

lch méehte den Tarif weehseln O

09%

et Angezote Rechnung rzdubne

10:26 al T .

& Kiindigung

N ”

Du brauchst nicht zu kiindigen

Sicher Dir jetzt einen exklusiven Rabatt auf Deinen
“ertrag. Ruf uns an und wir machen Dir ein
persinliches Angebot.

Kostenlos anrufen

Daten Uberprafen

Deine Kiindigungsvermerkung:

Deine Rufnummer, | ]

Dein Kindigungsgrund Der Vertrag ist mir
2 teuer

Dein Vertragsenddatum: 14.07.2024

[ HKiindigung vormerken J

d@

Start Angebote Rechnung  Produky

11

Vielen Dank

Wir Drslzen Deine K

ot
Aufst Du

JETZT AMRUFEN

Hallo Tina, Du hast Deinen Vertrag
zur Kindigung vorgemerkt. Und
jetzt 7 Tage Zeit, Deinen Kindi-
gungswunsch unter 08002030312
zu bestatigen. Dazu brauchst

Du Dein Kunden-Kennwort. Du
erreichst uns montags bis freitags
von 7:30 bis 22 Uhr, Wenn Du nicht
anrufst, lauft Dein Vertrag weiter.
Die Vormerkung loschen wir dann.
Viele Griife, Dein Vodafone-Team

Realtime SMS

Re-visit App
10:26 ¥ ol T .
e Mein Tarif

Vodafone Red 2020 S mit Basic Smartphone

Vertrag
Verlangerung miglich ab: zzt. nicht verfiigbar
Vertragsstart: 15.07.2022
Mindestlaufzeit bis: 14.07.2024
Letzter Hindigungstermin: 14.06,2024

Details

Das kann Dein Tarif:
\_/ 10 G2 Datenwolumen

\/ Highspeed-Intemet im AGILTE und 5G-Matz
mit SpeedGo

Start Angebote Rechnung  Produkte







What Type of Support Needed Along This Journey

Ways of Working Training Expert Support

4 N\ CoE Confluence homepage
\ /. (https://confluence.sp.vodafone.com/display/GACE/Home)
./&\. All communications adhere to , _ » @ = Welcome to AoM Centre of Excellence
J Always on Principles e —— =—
\ J N S EEE
# Capabilities & ——— e e
4 i, ) - -
.. . e —
I S5 Q Decisions are driven by . | |EEEEE—— W
.I = inSight "Tndamaton ;— - Expert Desk _-T‘ff"
- / T AoMExpertDesk@vodafone.com Z—:-;__-;
4 - N\
- v IR AoM Expert Desk
:@ Decisions are made quickly s
- ) RRRK

4 B O T

_ $ L Q
. . Z_FWAYS ON ALWAYS ON TRAINER o I'T )
Teams are agile and action “MARKETING _ MARKETING 00
. sENTIALS P/FTITIONER
change quickly | W/}M
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