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Introduction
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BT Business
• #1 provider of business communication services 

in the UK, serving over 1 million businesses

• Customers: Professionals, small & medium, 
corporates, multinationals, public sector to 
wholesale customers

• Main portfolio: Connectivity, voice, mobile, 
networking & security

• Main goals: To help businesses stay connected 
and stay ahead in an increasingly digital world 
by providing them with the tools and services 
they need to be successful
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Challenges



7

Changing 
market 
dynamic

• Telco industry growth rate reduced from ~8% to ~1%

• Transformed to highly competitive market (win from)

• Focus shifted to retain and grow (from marketing to acquire)



8

Exponential 
complexity 

1000s of 
permutations 

Eligibility

Pricing

Customer 
needs

Churn risk

Migration 
rules

Commercial 
rules
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Approach
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Our Journey

Discovery



Business Operating Model
How change gets processed

Line of Business A

Line of Business B

Line of Business C

Marketing

Sales

Regulatory

Risk

Stakeholder Teams
TMO

Project control 
board 

(NBA Governance)

Approvals
& guidance

Complex / risky
change requests

Prioritized storiesNBA insights

Estimates

NBA 
Execution squad

Briefs

Offer & performance results

Reporting

NBA
execution 
channels

Deploy to 
production

Performance data

NBA
execution

forum
(Weekly)
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Pega Decisioning
Create an intelligent, always-learning,  
single source for all offers, actions and 
insights for advisors and customers  – 
through which all models are executed

Create new operating model for 
enterprise commercial, data and 
marketing

Outcomes

Clean and timely information –
data hub

Data science models
• Propensity to churn
• Propensity to up-sell / cross sell
• Next best action 

recommendations

Pega decisioning - integrated 
into all of our execution 
channels

Increased ARPU Customer-centric 
marketing and offers

Reduced churn Strategic 
initiatives &

product 
launches



Moving BTB Towards Personalised Data-led Actions
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Omni-channel Personalisation
Increased use of 

propensity models & 
segmentation

Multi-channel Pega Roll-out
Data-led view of customer, 

eligibility led targeting 
and pricing

BTLB
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Outcomes

Increased ARPU Customer-centric 
marketing and offers

Reduced churn Strategic 
initiatives &

product 
launches
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Significant Value Delivered Against the 
Key Success Criteria

Increased revenue 
per transaction

Significantly reduced 
losses

Increased agent 
productivity
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Improved Overall 
Efficiency of the 
Commercial Operations

• Consistent deals available across all 
channels

• Ability to see and order offers from 
marketing campaigns

• Removed duplication of work

• Better visibility of impact from changes
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Learnings
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Accelerated Pilot

• Built confidence, avoided mistakes

• Learnt from experts

• Reduced time to benefit
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Solve Complexity Centrally

Complexity pushed onto 
frontline staff to reconcile and 
navigate

Complexity solved centrally, for 
simpler customer interactions 

across all channels



20

Build Adoption and Buy-in, by Meeting User 
Experience Needs

• Understand how agents' 
conversations flow – in order to 
integrate recommendations in 
the right place

• Identify and solve pain points –
to build adoption and buy-in

• Enable agents to have better 
discussions – avoid hard 
restrictions
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Collaboration
• Resolve conflicts up front

• Establish clear roles

• Set heartbeat

• Right tools

• OK to fail

“... never had as good a launch as 
Pega...”



Collaboration via Documentation
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In Summary

• Use experts – business and technical !

• Prepare well – and sell the vision !

• MVP – of course !

• Be prepared to change – really !

• Keep tracking the value – data & insight 
from day 1 !
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Questions, please !
Jagdev Panesar


