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Vodafone UK — Always On Marketing Vision

o vodafone

Vodafone Group UK Customers

Global presence,
Largest in Europe

21 countries
Partnersin 48

Retail Stores

Trusted
Reviews

Vodafone

Our Network is
100% powered by
renewable energy

C2 General

Mobile & Fixed Line

18+m

Broadband
Customers

1.1+m

Mobile 99%

Coverage of UK population

Our network powers Partnered with ITN to
critical national deliver coverage of the
infrastructure and 77% [ Kkings 2023 coronation
of emergency services | overour 5GSA network

AOM'’s Customer Centric Vision

We need to move from a one way,

product centric, transactional led approach
to a truly 1-2-1 conversation that uniquely
resonates with our customers

This will be delivered into one platform that
can be leveraged across all of our channels
to predict and recommend things our
customers want or need whilst delivering
business value

Internally we will shift to being truly customer
centric. We will continually optimise, look for
efficiencies and improve experiences by
identifying single moments of truth ensuring
we focus on what really matters to us

and our customers






Problem Statement

yTn
@0 + - C@ + =
Complex, No common Poor Missed value opportunities

aging decisioning systems personalisation brain CXX



Mission

To maximise our customer revenue and loyalty by delivering customer centric, connected service
and marketing experiences driven through the power of Always on Marketing

Value Drivers

Customer Upgrade 1 Household PANN
vog‘e T ﬁ

Customer Experience Principles

Show me you . a “ Keep vour

eeeeeeeee



Solution: An Always On Brain

Always on Marketing is a centralised
decisioning hub (brain) - ,
orchestrating conversations that we Jrentaren

Customer

have with our customers through any interaction "\, OF o, P19 Jataanavics and

channel (inbound and outbound), .

whether they be sales, marketing or Channels O/ ~

service messages @ @ % :%, Real time event triggers
@%@ @ Contextual data from

N\ customer interactions
AOM uses customer data, big data, O=———_ Contact strategy and
. . . Lif L fil
real-time data and Al to decision on Jeye e
. . Recommended 01 )
the Next Best Action; enabling action Customer journeys
connected and seamless customer O _Customer strategies

and arbitration rules

journeys to drive an increase in NPS, — -
revenue and retention pio g oot

C2 General
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An Upgrades Journey






Customer Retention -
An Upgrade Journey That Reflects Customer Need

Our future state journey is based on the experience principles we have put together and what the essence of the AOM
recommendations journey should look like for a customer progressing through a handset upgrade. At each stage of the
process, we have identified the customer needs which has guided our design decisions when shaping our solution

: ': )
Prime and ready the Allow the customer to Allow customers to have Complete the Upgrades
customer for their handset assess and compare their control over the bundle: Use AOM to
upgrade, pique their interest recommended plans with recommendation rationale recommend 1-2 relevant
about a potential device they their current plans if they are not happy with addons for customers
might be interested in based (both device and the top recommendation
on AOM data airtime plan)

Understand my needs Guide me but let me
retain control

Be relevant without
being creepy!

C2 General



Customer Retention — Business Objectives

Objectives How Presentation

Upgrade your SIM only plan to Pay

Competitive offers Individual pricing driven by Monthly and order the iPhone 12 today
} churn model and segment-

level pricing

Meet your new phone and plan

at individual level

Payony

£54 per month

uuuuuuuuuu

@ iPhone 12 64GB

@ Unlimited 56 data

@ Unlimited minutes and texts

@ See Plan details

meet customer needs driven by propensity models

Relevant offers that } Recommendation logic
and business objectives and business levers

Unlimited

Dtm Minutes & Texts ‘Youpay
Unlimited  Unlimited £28 per month

Offer seamless upgrade Simple Ul to improve P
experience across } conversion and tailor the 3 I A

channels offers presented to customers ® s

C2 General



Offering Customer Personalised Bundles driven by value

Bigger“Bundle
/

0 <=l /7 . Customers current state
Higher Price & Bigger B/uﬁdle <
/// ° Upsell offers ‘%
Grow // Higher price & bigger bundle %
// Smaller bundles ?;g
// Lower net MAF é

e Bigger bundles
Notideal Lower net MAF !

For high churnrisk

Lower Price
Higher Price

/7

Smaller Bundles //
For price seekers’

Smaller Bundle

C2 General



Big Data Models and Financial /Commercial Controls Drive Recommendations

07 Churn
Churn Risk: Model + Trigger

Low Medium High Trigger

Data Network Price Service

|

Pricing

1GB 5GB 1068 25GB 100GB. 250GB Unlimited

[ eso | eno0 |

Discounting driven by churn model

Channel toolkits

Segment-level (individual) pricing

I

NBA Tariff

Propensity to upsell tariff / device

Price stretch

Tariff benefits (data, roaming, entertainment)

Ranking of price plans driven by BD model

A B

Plan Plan Plan Plan Plan
C D E

Personalised Recommendations

m— Commercial Targets
Bigger Bundle

° Upsell Offers 4

7/
Higher Price & Bigger Byfidle

Higher Price

Individual Revenue A Targets

linked to

Churn score

Data usage

Segment strategy

|

9 0 O
Plan Plan Plan
A C F

Phone 12 UnltdMax (55

Q0 Mare [ Lo} o

@

Sorage  Coour Stock Storage Color Stock
[] oy © (o] s © Model Driven
Commercial

Driven
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The Experience



A Unified Experience Across all Channels

Preparation

Recommend Negotiate Upsell/Cross-Sell

1 p. 3 4

Prime and ready the customer

for their handset upgrade, peak

their interest about a potential

device they might be interested
in based on AOM data

Understand my
needs

Allow the customer to assess
and compare their
recommended plans with their
current plans
(both device and airtime plan)

Allow customers to have
control over the
recommendation rationale if
they are not happy with the
top AOM recommendation

Use AOM to recommend 1-2

Guide me but let useful addons for customers

me retain control

Contact Centre (desktop) + Retail (tablet) Web

Be relevant without
A (2]
being creepy (by e @ oo e D =

Mobile
Upgrade your SIM only plan to Pay an = -

knowing too much)

Tone  [urw @[ Tens | roomogm | memis | Monthly and order the iPhone 12 today Mooty Cu e pReeen plan

Data | Roamingmins | Intmins Total monthly allowance  5GB. UNL UNL 60 300

Se o5 S ——— e
vesge et . e 0 @ »

B8 Tof2 Samsung Galaxy A12
febao2r s s 25 16 7 D] [y
e . - E54 per month + 65" display

Refine by Unimited  Untimited s © 4BMP camera
v [ [t [] [smeense [] [poeecon [V/] [ v |

C2 General

+ 5,000mAh battery
i ...... A
()SMO (] SGReady [ Unlimited (] Enteriainment (] Nearlynew
Existing products (D) Selected products (v T 0 +
7 o |
iPhone 11 Unitd @ iPhone 12 Unltd Max @ iPhone 12 Pro Unltd le@ iPhone 12 Unltd Max @
[0} | KoY} v || O Q Mo || WO More v Your SIM only plan and phone:
Storage  Colour Stock Storage  Colour Stock Storage  Colour Stock Itlooks Uka you are ustng an
" ety - Red 30Gb
288 ey @ e ] ster @ e | B ©
Device benefits Device benefits Device benefits Untimited ~ Unlimited oata
30GB
Deviceupfront  €3000 s
Min Max || Min Max || Min Max e e Includes
T 12 500 || 10 200 ‘ 00 || 10 60 500 YT —
SGreadyatnoextacost
Py— Uniimited Miutes & Texts
Min Max || Min Max || win Max




An Assisted Experience
A move away from product first to customer first

Recommend
. e v
ustomer Airtime end date: 10/10/2021 (1)
Joe Bloggs g @ ghenoce Upgrade today fee: £87.00 (1) Basket
. Month v | pata [ Mins @ | Texts | Roamingm.. | int.mins |
. 4]);:3 Roam;rg mins IntZT?i’ns UNL UNL 60 300
Profile & . 10 e 32
Usage . Entertainment U 10of2
me retain control SIS
; 193 23 16 71 S
Customer
Refine by Preferences
Be relevant witho ‘ Manufacturer ‘ A4 ‘ ‘ Model | N | | Airtime tenure ‘ N ‘ ‘ Device cost ‘ N ‘

being creepy (by
knowing too much)

() SIMO () 5GReady [ J Unlimited () Entertainment () Nearly new

Existing products @ Selected products O

EEE]

Promotion .
Recommendation

iPhone 11 Unltd @ iPhone 12 Unltd Max one 12 Pro Unltd Lite iPhone 12 Unly Detail
ot —
ki o T with entertainment with entertainment with entertainment with entertain =

Cont 1o
Moy Cont_ Vodatone.

[} YO ke | |(HOO e || HGO
Storage Colour Stock Storage Colour Stock
Gy O Siver To get original recommendations,

Device benefits Device benefits click refresh icon by
‘Recommended Packages’

More ~

Based on customer preference

Device upfront £30.00 Device upfront (£) Device upfront (£)
Mi M: Min Max
1(;n 112 5(?3 iy 200 S a OneNumber Bundle
_ Enables VF Together
Device tenure (months) Device tenure (months) Discount £3 - VFC 123456

Min Max

are net
positive

o Manager’s special
A personal, commercial
recommendation for

I the customer
C2 General
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An Assisted Experience

) Customer Profile
Profile &
) Usage
Customer - Airtime end date: 10/10/2021 ()
Joe Bloggs g Upgrade today fee: £87.00 @ Joe Bloggs Background information
Primary Address Primary Phone
; 32 Treewood Lane 447827938481 STAC code requested Customer eligible for
Month Y | Data Mins Texts Roaming m... Int. mins )
Average usage over 3m ‘ ‘ ©) ‘ ‘ 9 | Bristol Primary Email More info aregulatory tariff, see
i i i BS12UD Bigjoe@hotmail.com tariff tab in edit L
Data Roamingmins It mins Total monthly allowance  5GB UNL UNL 60 300 igioe@hotmai e pan
43GB 321 213
Jan 2021 7.3GB 542 10 42 32
Usage i
9 . Entertainment Account open lines
Feb 2021 3.5GB 193 23 16 7 .
v Product More inf! Price VAT) | Discount Early upgrade cost | Airtime end date
@ FIXED LINE - 44117262718 - Identifier VFC 123456 €1033 €0 €100 21/09/2024
. Anytime calls for Unlimited customers. 142 days
Refine by @ PAYM AIRTIME - 447827938481 €20.00 €5 € 21/09/2023
Unlimited Max with Entertainment Upgrade now
‘ Manufacturer | NV ‘ ‘ Model ‘ A4 ‘ ‘ Airtime tenure ‘ A4 ‘ Device cost ‘ NV ‘ MB8 - 447827938481 m €1501 €0 €15 02/05/2022
iPad Pro 12,9 (3rd Gen) 15 days

() SIMO (] 5GReady () Unlimited () Entertainment (] Nearly new

Selected basket Edit

iPhone 12 Unltd Max
with entertainment

Device  Tariff ~Addons Discounts Insurance  Accessories  Bars

Existing products (1) Selected products Q

Vi * Saved Y Promotion
‘ Model Y ‘ (%] |C..Y| Man.. Y| Spe...Y| Stor... Y‘ Col..Y| Device..Y | Stock .Y
iPhone 11 Unltd ® iPhone 12UnltdMax  (c3) || IPhone 12Pro Unltd Lite (50) [ ROX * ] More ~
with entertainment with entertainment with entertainment iPhone 12 ) 56.. Apple 5G  128GB  Yellow £1004.34

Based on customer preference

o
& g O Mee || H G & More v || [ Tormiar el e TS O iPhone 11 @ 35. Apple 4G 64GB  Black £1234.23
click refresh icon by
- Storage Colour Stock Storage Colour Stock ‘Recommended Packages' (O iPhone 12 Pro ) 78.. Apple 5G  256GB Blue  £1292.23
Grey @ Silver @
iPhone 12 Mini 23.. le 56  64GB Gre: £999.23 Check
Jevice benefits Device benefits ‘Elodl;for:/eFTrOQEt:er © © App Y
nables VF Together
i 5 iPhone 12 Mini 23.. le 5G 64GB Blue £989.01 Check
Device upfront £30.00 Device upfront (£) Device upfront (£) DS NRE L O o App!
O

iPhone X . 23.. Apple 56 64GB Blue  £969.78

Manager’s special

A personal, commercial
recommendation for
Max

Refine the . Apple  5G  64GB  Blue  £969.78

Device tenure (months) De

Min Max Min
12 36 12

Recommendation

C2 General




An Assisted Experience

Basket summary ®
2]
Customer @ T Airtime end date: 10/10/2021 (1) New upgrade - 447733456784 Upfront Monthly
Joe Bloggs Upgrade today fee: £87.00 (1)
Device
B Month 7 | pata [ Mins @ | Texts | Roamingm... | int.mins |
o R \ E] iPhone 12 Pro £110.00 £38.00
ata oaming mins  Int mins
: 4308 323 1 Total monthlyallowance  5GB UNL UNL 60 300 Space Grey | 64GB
. Jan 2021 7368 542 10 42 52 Device tenure: 24 months
Usage = Entertainment 1of2
~ Feb2021 3568 193 23 16 7 Airtime Xtra Plan
Unlimited Max with Entertail - £33.00
Refine by Airtime tenure: 12 months
‘ Manufecturer | \/ ‘ ‘ Model |\ ‘ ‘ Aitime tenure | \/ ‘ ‘ Device cost | \/ ‘ Add ons and extras
() sIMO () 5GReady [ Unlimited [ Entertainment () Nearly new Promo - International 100t
0800 numbers Airtime plan benefits AN
Existing products (i) Selected products (¥ Discount Xtra Plan with 2 Xtra Benefits
7 JZR Promotion | o 15%off plan
Unlimited MMS Devi Watch
iPhone 11 Unltd @ iPhone 12 Unltd Max @ iPhone 12 Pro Unlid Lite @ iPhone 12 Unltd Max @ + ntimi t Devicecare + Wad
with entertainment with entertainment with entertainment with entertainment... Insurance
[ | Morev || [l More v || More ? 81Roam Free
2 2% e o © AppleCare plus theft, ~+  Unlimited Data Booster +  destionations (Global
) Roaming Plus)
Storage  Colour Stock Storage  Colour Stock Storage Colour Stocl
Grey @ Silver @ Blue Fees
Early upgrade fee
Device upfront £30.00 Device upfront (£) Device upfront (€£) Devigé upfront (€) N
Accessories
Min Max || Min Max || Min Max
10 n2 500 10 200 ‘ 500 10 60 ‘ 500 42W Power adapter
) Device tenure (months) Device tenure (months) Device tenure (months) T ‘ Device benefits N
Min Max Min Max Min Max
. 2 36 || 12 - \ 7| 12 18 ‘ 36
S i ‘ Vodafone together discounts v
42W Power adapter
Fees Relevant Next
. Early upgrade fee £87.00 Best Action
Summary INSURANCE NOT SELECTED . )
TNR: £250.989 Single Click
42 per month €119 upfront  £102 per month Fulfilment
NR @9 Continue

£230.989

C2 General



A Recommendation Driven Digital Experience

Upgrade your SIM only plan to Pay
Monthly and order the iPhone 12 today

— The new experience is AOM
recommendation driven
outbound comms to customer
to kick-off upgrades journey

Meet your new phone and plan

Reasons why

[ ]
Top Bundle ... — Fe

Unlimited  Unlimited

— Powered by big data models,
pega ML and commercial

Your current phone Your recommendation

The best phones for taking quality photos
5 Y

controls . e mTmm E a
Personalised Discounts , i
Showing that : 5
Your SIM only plan and phone:
g g Do you fancy something smaller?
we know you "UERETT Adaptive will
€28 per month dhive best \ e ‘”’ """"""""
handsets W™ * .

E Unlimited  Unlimited
Includes
‘ @ secPun e

Just need a SIM?

) souin e tasen s 8

F ‘Samsung Galaxy AS156
W
&9
rq i =
3 451 e

) sucsmourtosein o

Still not sure?

C2 General

AOM driven
categories

Sromotions




An Experience across all Digital Touchpoints

ot

Shop | My Vodafone
YouriPhone 11is over

ayearold, you deserve
an upgrade

S [ S Want 1o tayvith the bt value prone?

Your upgrade and offers

Time for that new
phone feeling?

Samsung
Galaxy A12

!

Samsung Galaxy A12

Upgrade Additional line

Upgrade today @)

Switch to the latest
tech on a budget

Your current phone and plan

The best phones that
See More NSRS oA,
[ e Ty
= Your Motorola Moto E7 is ~ PhonES g P! are bigger in size
Upgrade your SIM only plan to Pay foureunentprone - Tourecenmendion over 2 years old, you ) Reascd N 5 areblezingfest |

deserve an upgrade

have great battery I

Samsung Goany 521
5

Youpay.

Monthly and order the iPhone 12 toc —y
£21 per month

We think you'll love the Samsung Galaxy A12
Expand your view to a 6.5* Infinity-V Display and
see whatyou've been missing, Thanks to HD+
technology, everyday content looks sharp, crisp
and clear.

Meet your new phone and plan es3 Gy e
@ Motorola Moto E7

@ 568 data

===
[r— -

Main reason Top categories
why Top Phones

; @ Unlimited minutes and texts
€54 per month

Unifodhed  Untlesied o The best phones for taking quality photos.

4 = v T 5 5 Meet your new phone and i

Interested n ourbest value S isung?

Samsung Galaxy AT2

°
Red 30Gb S
- 65" display 5
+ 48MP camera 30GB
+ 5,000mA batter
Your SIM only plan and phone: Includes.
SGreadyatno extracost
Wit tmereuun AoseiPrenest Aopeimone s e Uniimited Minutes 5 Texts 5% e
w\ \ e ) . Seeangtals
3 . Untimited  Unlimited £28 per month 2 e Nl o e B o © seeblindetals
9. = =
y ° ot =
® omminl s i i R

Would you like to have more data?

. Other 5G available phones %
Red 30Gb -

£20 per month
Gy Top 3
@ Samsung Galaxy A12 64GB.

reasons

s068 @ Extra 25GB data while paying less

Includes. @ Data plan to match your usage

SGreadyatnoextracost

Uniimited Mintes & Texts

- M- . f-- B--

Still not sure?
[ ]

C2 General
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The Technology Backbone



How we did It
Application Architecture

)0

Agent

/-

/

7

E,_q] AOM App VADR Ul
“&” » M

\_ Y, Rest Services

Data Pages/Data Flows

% AOM Logic

NBA &
Commercial
Teams

VADR App

eeeeeeeee



How we did it
API Based Integration

Rest Services

D —
Get

l Prepare I

|

NBA

|

Refine

Customer
e
——
Get Recent

Events

e/
N ——

Get Usage

e/
N

Get

I

Browse

Recommendations

e/
D —
Get Product

Products
\ J

L J
Customer Recommend
_’
v

m Negotiate

Agent

—»1 Add Product

)

List

e
D ——
Validate

e
——
Delete

Basket
e

——
Validate

Product

e/

Delete
e
——
Submit

»
Submit
C2 General

Basket

’j T ,—’ External
#LQ-.<——> Vodafone
& l Lo Systems
SR
— External
» [—7 <«— Vodafone
~— Triggers
IS
N———1
 ——— \_/.
~—
— .
Splne .......

_NBA

Execution

__%

/ \ Team
Strategy \
( Logic / ’

\ /

Interaction
I History

Order
Handling

Submit Order CRM System
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How we did It T
Customer Definition & Preparation Strategy

Customer \ Logic /!
XCAR

12

T

Sl

| T —— 4

API Data Flow
(Assemble)
Interfaces "
Information
——

Batch Feeds

e/
N

Real Time
Feeds

e/
N

Customer
Events

Events
—

-—
Raw l
Predictive
N Models
Store In CIS
) e N

N 4 ’-
Response '
Data [ ESM Logic ] Aggregatel
J \

Business Portals

Previous

Big Data

Source Data Pre-Process

Product
Holding

Website Visits

Contact
Information

Big Data
Products

Previous
Interactions




How we did it
Strategy Framework

NBA
Execution
Team

C2 General

——
Current
Bundle

N

——
Product

Catalogue
N
——

Big Data

Propensity

N

4 N

Big Data

Recommendations

\ J

4 N

Filtered Input

/ \
( Strategy \
Logic /

\ /

- e o -

AW

Commercial
Calculate f Calculate Teams
Segment > Commercial
Strategy | Recommendations
Calculate Logic Pick Best Calculate Calculate

Recommendations Commercials Customer Details

( N

Parent Propositions

\ J

Bundle

Propositions Pick Best Tenure

Pick Best Pathway Recommendations

o

Agent



How We Did It

Product Catalogue

CRM Systems

Product
Catalogue

NBA
Execution
Team

Externally Managed

Catalogue

Ul Managed

Enhancements

(Marketing
Feeds)

sssss

sssss
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(e

Orchestrated

Data Access &
Management

Strategy
Logic

.

[
=)

Enhanced Data Page
System Wide Implementation
Cache for Parametrised
Database Access



Results



AOM Fully Rolled Out Across All Telesales Sites

Much easier to
compare prices on
different handsets

s got PAC codes, :
using AOM

data usage, end
dates, everything you
need to know for the
order

Love the more
colourful look

Easy to use

The summary section
makes it smoother to
read back to the
customer.

Agent Teams
Useful that you can open
allMSISDN on a
customeraccount on

Haven’tseen an increase separate tabs

in AHT since moving to
AOM

| was expecting a
red outage!

Best
implementation we
have seen for a long

time

Itis great to
have the team
on site!

Engagement
plan and
activity have

landed very

Management Team well

No complaints
from the teams.

Average Net Revenue

Conversion

Pilot TM - Quickest
rollout relative to
the magnitude of
change we have
seen

Average Handle Time

19%
reduction

5% 1.3pp

increase improvement

C2 General



Takeaways and Considerations

Continual
| Improvement)/)

/| Customer

/
[

Centric
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Are we finished?



The Short Answer is No!

4 Commercial Recommendations \
tilise the power we have to delivered to

Adaptive
Plug in adaptive modelling to

enhance out recommendations
to the next level

Simulation

Plug in simulation capabilities to
answer the what if scenarios
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Any Questions?



